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When bad weather hits, causing widespread
power outages, utilities are preoccupied with
restoring power.

However, communicating effectively with a variety of audiences — customers, employees, board
members, policymakers, media, tribal, state, and federal agencies, and American Public Power
Association (APPA) staff — is also of the utmost importance and cannot take a backseat. The
mantra should be “unity of effort, unity of message.”

APPA offers tips and best practices to communicate effectively before, during, and after a storm. These tips are based on what
public power utilities across the country are actually doing to prepare for and respond to adverse weather events.
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Storm

With advanced weather tracking, storms and other weather-related crises are seldom a total surprise. You usually have some
indication that bad weather is coming and can prepare before the storm is even on the horizon. However, as the dark clouds loom,
things can get frantic, so plan and prepare during “blue sky” times. Most messaging will be situation specific, but some elements
can be prepared ahead of time. Template statements and graphics for power outages can be modified or filled in to help quickly
pass along information to the public. Key messages should also be refined with the intended audience in mind.

0
,"', Before the
[ 4 0 ®

Here are a few things to consider:

» Does your storm/crisis team include at least one communications professional who is constantly looped in on
key developments?

* Have you defined who can speak to the media about the storm? Have you authorized specific people to post updates to
your website, social media accounts, and other channels?

* Do you have general safety messages or videos for social media, radio, or news releases? These can be prepared before
a storm for repeat use and cover topics such as generator safety, home emergency kits, and post-storm electrical safety.

* Do you have information, processes, and systems in place to communicate with your customers by text, phone,
or email?

* Do you (or does the city or local government) have a website and social media presence and have you asked customers
to follow you so they can get updates in case of emergencies? Even if you do not have accounts on all social media
platforms, are you informed of common social media spaces where customers may share concerns, such as Reddit or
TikTok? Does someone on your team know how to access and use these platforms?

* Is your media contact list up-to-date? Don't wait until the storm is looming to double check that you have the right phone
numbers and email addresses for your local newspaper, TV, and radio stations.

* Have you reached out to your local, state, tribal, or territorial emergency management offices or governor’s office to
identify communications professionals who can help you in an emergency?

* Have you kept your employees informed about where to find updates and procedures?
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The Florida Municipal Electric Association has
offered a book of “Evergreen Facebook Posts” to
member utilities on a range of topics. Here are a
few posts from the book (and some other utility
examples of “Before the Storm” messaging):

« Communities, families, and individuals should
know what to do in the event of a storm and where
to seek shelter. Are you prepared?
#BuildingStrongCommunities
#FLPublicPower

* In the event of a storm, your family should be ready
to evacuate their home and take refuge in public
shelters and know how to care for their basic
medical needs. Are you prepared?
#BuildingStrongCommunities
#FLPublicPower

* In the event of a storm, you should be ready to be
self-sufficient for at least three days. This may mean
providing for your own shelter, first-aid, food,
water, and sanitation. Are you prepared?
#BuildingStrongCommunities
#FLPublicPower

* In the event of a storm when community
evacuations become necessary, local officials
provide information to the public through the
media. In some circumstances, other warning
methods, such as sirens or telephone calls,
also are used.

#BePrepared
#BuildingStrongCommunities
#FLPublicPower
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« Evacuations are more common than many people
realize. Almost every year, people along the Gulf
and Atlantic coasts evacuate in the face of
approaching hurricanes.
#BuildingStrongCommunities
#FLPublicPower

* If you evacuate to a shelter, make arrangements
for your pets. Did you know that many public
shelters do not allow pets?

#BePrepared
#BuildingStrongCommunities
#FLPublicPower

« Every Floridian should develop a family
preparedness plan well in advance of a storm
threat. Did you know that you need to store at
least a three-day supply of water for each person
in your household. Stored water should be
changed every six months.

#BePrepared
#BuildingStrongCommunities
#FLPublicPower

, AMP
“  @amppublicpower - Apr 2, 2018

Forecasts call for the potential of severe weather tomorrow. #beprepared for the
potential of storm related power outages, AMP offers preparation tips here:
ow. ly/XoBw30jha¥Q #preparedness #publicpower #safety

As the season changes and warmer
weather moves in, severe StOFmS are
more likely. Prepare a storm kit and

c ) \Vida¥iaTe
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* Do you live in a vulnerable area—maobile home, Do your messages

an area that floods frequently, on a barrier island, d 3l h
or near the coast? Do you have a plan if you are and materials matc

ordered to evacuate? Here is a tip: fill your car with your community?

gas and bring extra cash. Banks may be closed, and .

ATMs may not wark, If many of your community
#BePrepared members speak another language

at home, then translate general
safety messages into priority
languages in advance. If using
stock photography, select photos
that represent your community
members. Use iconography

to keep materials easy to
understand. Provide closed
captions on videos to make them
accessible to individuals using
assistive technologies and to

i Yortrdie Sackis aid in comprehension.

@WvilleElectric - Mar 25, 2021

#BuildingStrongCommunities
#FLPublicPower

* Here is a family preparedness tip for staying home
during a hurricane: Do not use candles or open
flames as a light source.

#BePrepared
#BuildingStrongCommunities
#FLPublicPower

#Westerville could see strong storms tonight. #BePrepared: charge electronic
devices, gather flashlights, and keep our number handy - 614901670, #wepoweron
#publicpower #communitypowered

V1 1 4 Q 13

Keep APPA’s disaster response
team in the loop by using the
following hashtag:

#PublicPower

Ready.gov also offers social media

resources to help customers stay safe
during and after disaster events.
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the Horizon

Once it becomes clear that a weather event will affect your community, it is time to activate your communications plan.
Here are a few things to consider:

."". Storm on

« Make sure utility employees as well as board members/commissioners are fully informed about storm preparations.

Consider this sample communication from ElectriCities of North Carolina:

TO: ElectriCities Board of Directors, NC Mayors, NC City Managers, NC Utility Directors,
NCEMPA/NCMPA1 Board of Commissioners, ElectriCities Employees

ElectriCities emergency assistance staff continues to monitor the development of Hurricane Irene. Over the past
24 hours, the storm has shifted to the west. The current forecast is showing the storm will cause heavy winds
and rain throughout eastern North Carolina on Saturday. We will continue to monitor the storm track over the
next several days.

Operations staff continues to work with Progress Energy and Duke Energy site personnel on their preparations at
the jointly owned units. The plant will follow NRC operating guidelines throughout the storm and our staff will
continue to be in contact with Progress Energy and Duke Energy staff.

Both the NC Public Power and ElectriCities websites have been updated with tips for storm readiness. We will
also provide information through Twitter.

* Reach out to the governor and/or state, tribal, territorial, or federal emergency management personnel to
confirm contacts.

« Send pre-storm press releases to the media with safety messages, what you've done to prepare, and an indication
of how you'll keep them informed as the situation evolves.

« If your utility is part of the Public Power Mutual Aid Network, be sure to let board members, customers, and media
know about neighboring utility crews standing by to help as needed.

If your utility is not yet part of this national network, it’s never too late to join:
email MutualAid@PublicPower.org today to learn more.
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« Send out pre-storm communications to customers with safety tips and resources, as well as directions on how to
contact the utility to report issues and get updates. Social media can be particularly effective here. Connect with
important accounts like @FEMA and @Readygov and your local and state government accounts on social media
platforms like Twitter.

* Assess pre-storm news and consider whether members of the news media have all the information they need to
accurately cover the storm.

* Prepare your communications team to track and respond to all media inquiries. Designate your primary spokesperson
and make it clear who is authorized to speak to the media. Set alerts for mentions and hashtag use and assign a
communications expert to monitor social media hashtags, location tags, and community forums where customers may
share concerns and information.

» Consider how to handle logistics for staff if you are looking at overnight or weekend operations.

Below is a sample tweet from ElectriCities of North Carolina.

@, ElectriCities of NC @ElectriCitiesNC 28 Aug
000 NC Public Power communities are ready for Hurricane

Irene. Watch last minute safety tips at tinyurl.com/3zw6d
Expand
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In addition to using social media, a press release can help your utility provide in-depth information on response efforts, safety
tips for customers, and contact information to report outages. The media can then use this information during broadcast to alert
customers. The following sample press releases from Keys Energy Services in Florida are good examples of pre-storm releases.

NEWS Media Contact: Jamie Smith
08/28/22 Phone number

FOR IMMEDIATE RELEASE
KEYS ENERGY SERVICES PRE-STORM GENERAL SAFETY TIPS

KEY WEST - With a Hurricane Watch announced for the Lower Keys, Keys Energy
Services (KEYS) is asking that you take the following safety precautions:

Turn your refrigerator and freezer to their coldest setting and keep the door closed.
If the power goes out, this will keep food fresh longer.

Unplug your television before lowering or taking down your outside antenna. Use
extra caution and beware of power lines, which may be nearby.

Disconnect all electric equipment.

Keep flashlights, battery-operated radios, extra batteries, canned food, and bottled
water handy.

If you own a swimming pool, turn off all pumps and filters. If you don’t, water from
the approaching storm can damage them.

If evacuating the Florida Keys, KEYS recommends all customers shut the main
power off to their home at the main circuit breaker to avoid fires caused by
rising waters.

If your power goes out, use flashlights instead of candles or kerosene lamps. Be
careful cooking over flames, a gust of wind through a door or window could start a
fire and the fire department may not be able to respond.

If you own a generator, be sure to follow the manufacturer’s recommendations.
Make sure your generator is in a well-ventilated location. Plug appliances directly
into the generator. Turn your electricity off at the fuse box in order to prevent safety
problems for KEYS workers. Additionally, remember to turn the generator off before
turning your house power back on.

Do not touch fallen or low-hanging wires and anything they may be in contact with.
A seemingly harmless wire may still be energized. Also, stay away from puddles
where downed lines may have landed.

Keep telephone lines clear for police and emergency services. Please call KEYS
only to report downed power lines, or to let us know that power is out in your home
after others in your area have been energized.

#it#
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NEWS Media Contact: Jamie Smith
08/28/22 Phone number

FOR IMMEDIATE RELEASE

KEYS ENERGY SERVICES PRE-STORM — WHAT TO EXPECT

KEY WEST - Keys Energy Services (KEYS) is prepared to restore service as quickly
as possible if facilities are damaged by [insert name of storm].

Restoration efforts will begin as soon as winds diminish.

KEYS has established priorities for storm restoration that are intended to emphasize
health, safety, and essential community services and to restore service in a manner
that will affect the greatest number of customers first.

Here’s what will happen:

Before the Storm:

Line and electrical crews will be in the field working until winds exceed 35 miles per
hour. At that time, all crews will be called in from the field. If power outages occur
at this time, KEYS will not attempt to restore power. All restoration will take place
when the storm has passed.

Essential utility employees will be on standby to begin the restoration process
immediately after winds diminish.

Local Generation:

KEYS has over 100 megawatts of local generation available if the tieline is severed.
If the generating units weather the storm without damage, the units will be started
as soon as winds die down.

Dealing with Customers’ Calls and Power Outages:

KEYS office personnel will accept phone calls from customers reporting electrical
hazards such as downed power lines or sparking lines, as well as customers
reporting outages. This information will be immediately sorted and prioritized for
field crews. In order to keep the process as efficient as possible, we ask that
customers call only one time to report damage or an outage.

After reports have been prioritized, employees from the engineering and meter
services sections will survey affected areas to assess damage and to determine
equipment, materials, and personnel necessary to restore power in areas.

Employees from the electrical and line sections will begin restoring power.

- KEYS has a number of contracts and agreements in place so that emergency
supplies and additional crews from other utilities will quickly mobilize to assist in the
restoration effort, as necessary.

KEYS crews and crews from other utilities will work as quickly as possible to restore
power. Emergency services such as the hospital, the police and sheriff’s offices, and
radio stations will receive top priority. The time required to restore power is largely
due to the extent of damage to our distribution system.

If the TIELINE is severed, local general will be available to supply power. However,
customers should expect KEYS to call for conservation. Rotating power outages
are also a possibility.

#H##
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Communications should
be concise, effective,
and accessible.

If many of your community members do not
speak English, provide communications in the
languages they speak. Know which languages

are used locally and when/why community
members use particular languages. Consider
differences in ability and provide accommodations
including sign language, closed captioning, and
translation. Working with established community
liaisons to share your message with their

network is also beneficial.

During the
Storm

Once the storm hits, customers might suffer through outages. The media will want more information than
you can provide. But keep calm and remember the following:

* Keep utility employees informed and up to date. They are your utility's most powerful ambassadors and will
take your messages to their friends and neighbors in the community.

* Keep your utility’s website updated. It is most effective to put alerts, news releases, and other important
storm/outage information right on your web homepage. Updates should be posted every hour. Consider development

of a “dark” storm center webpage that can be deployed (and made live) when needed.

* Keep messaging concise and direct. Monitor local media coverage to make sure reporters are getting it right. If
not, contact the media and let them know;, offering accurate information.

* Monitor and engage on social media. Post real-time updates on social media and try to respond to any
customer comments on these platforms. Be mindful of how storms may disproportionately affect specific

neighborhoods and communities. It is important to stay informed of customer concerns and possible misinformation.

« Maintain contact with public information personnel in all local emergency management agencies.

9 | Storm Communications Guide for Public Power Utilities



* Acknowledge your customers’ communications preferences and try to deliver updates in

multiple ways:
« Utility/City Websites « Twitter * TikTok
* Phone Calls « Facebook * Reddit
* Recorded Audio/Video Messages * Instagram * NextDoor
* SMS/Text Message * YouTube

Here's an example from ElectriCities of North Carolina

‘ ElectriCities of NC @ElectriCitiesNC 27 Aug
€. @ N\C Public Power communities report scattered outages
* and minimal damage #irene
Expand

* Document the situation. Deploy photographers, videographers, and/or drones to capture damage, restoration,
utility activities, and customer interaction. Share the visuals on social media and provide them to your local
media as well.

* Track and verify as much as you can — crews deployed, outages, areas hardest hit, and mutual aid.
Reporters want facts and statistics, and you want to be able to help them.

Kissimmee Utility Authority in Florida offers * Do not say something you don't want to
the following media relations “dos and don’ts” disclose. “Off the record” does not work.

that can come in handy in an emergency. « Do ot speculate or guess, avoid

o _ “what if” questions.
* Do respond in a sincere, direct, and

cooperative manner; keep it short. * Do not argue, get angry, ramble, joke or act

. , . superior; avoid jargon; keep it simple.
* Do listen carefully to the question — if it's

negative, answer in the positive if possible.
* Do stick to the facts.

* Do not use the term “no comment;” offer a
brief explanation like “that hasn't been
determined” or “we cannot disclose

* Do speak from the viewpoint of the that information.”

publics interest. « Do not try to fool a reporter or indicate you

* Do say “I don't know, but I'l try to find out know something you don't, be honest.
foryou.” « Do not call a reporter by name in a news

* Do know that everything you say can be conference that's being taped — it may
quoted — before, during and after your keep competing broadcasters from
interview or news conference. using your answer.
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After the
& Storm

Real electrical safety hazards manifest after a storm has passed. Utility equipment is damaged. Lines are down. Basements are
flooded. Itis critical to keep safety top-of-mind. Here are some things to consider regarding post-storm communications.

* Continue to deliver timely and verified restoration updates and status reports through all channels to
customers, the news media, and other stakeholders. Have experts available for interviews and try to provide media
training ahead of time. Consider providing information to the media at regular intervals (dependent on available
resources). Focus on safety and offer visuals (infographics, photos, B-roll). Social media communications should be
ongoing and frequent (e.g. every 30 minutes). If using stock photography, select photos that represent your community
members. Keep materials accessible and easy to understand by using iconography where possible and providing closed
captions on any videos.

TO: ElectriCities Board of Directors, NC Mayors, NC City Managers, NC Utility Directors,
NCEMPA/NCMPA1 Board of Commissioners, ElectriCities Employees

NC Public Power communities currently have 125,000 outages in eastern North Carolina, concentrated in Rocky
Mount, New Bern, Greenville and Tarboro. The Emergency Assistance Program was activated at the outset of the
storm and crews have been dispatched from western NC, South Carolina and Alabama to assist in the restoration.
Many of these crews traveled yesterday and are already on the ground.

Some of these outages are due to transmission line damage. NCEMPA Operations staff has been in contact with
both Progress Energy and Dominion regarding the transmission outages and the companies are working to repair
any damage.

Updated outage numbers are reported throughout the day on the ElectriCities and NC Public Power websites. For
the most up-to-date information, please follow ElectriCities of NC on Twitter, our profile can be accessed through
this link: [URL]. Many of your communities are also posting real-time information through Twitter.

ElectriCities of NC @ElectriCitiesNC 27 Aug ‘ ElectriCities of NC @ElectriCitiesNC 28 Aug

0" NC Public Power communities report scattered outages and “‘ @ABC11_WTVD NC Public Power communities have 110,000
minimal damages #irene customers without power in eastern NC tinyurl.com/3wtnkm?2
Expand Expand
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g GROA .. *Depending on the severity of the storm and availability of

RS Elkatel resources, consider holding a press conference.
Here are a few shots shared by our GRDA team, currently helping to restore power . T .
near Houma, Louisiana, following Hurricane |da. Stay safe, team! Th|s @an ta ke pla(e at your U“htys Operanons
#PublicPower center or headquarters, or even out in the field as
s restoration efforts begin. If possible, and safety considerations
T allow, invite television crews to film restoration efforts.

#CommunityPowered

* Keep state, tribal, or territorial personnel - including
the governor’s office and emergency management
contacts — updated on restoration efforts.

* Reach out to media and share positive stories and
numbers that highlight your utility's response to the
storm. This may include speedy restoration or human-interest

545 Lafayette Utilities System (LUS) - stories about helping customers.
EUS @LafUtilities - Sep 3, 2021

Mutual aid crews have to commute to Houma every day from Lafayette as . . Lo
electricity, lodging, and most services aren’t available in SE Louisiana. LUS crews * As restoration is Wlﬂdlng down or Comp|ete, be sure to
getting an early start on their 16-hour workday to get power back on in Houma. . ore
#PublicPower #mutualaid #ida send out public thank you notes to your utility

; ¥ staff, those who offered mutual aid, and any other parties
who played a part in managing the storm. Social media can be
effective here, but you may want to consider a newspaper ad or

a special event.

0:12 | 1,110 views

&) n 6 QO 35 &

Storms are inevitable and can easily damage a utility’s reputation when not handled right. But when handled effectively, storms
present an opportunity for utilities to foster goodwill in the community by positioning themselves as resilient and responsive.
Strong public communications have a lot to do with how utilities” public relations fare in an emergency. Communicating honestly
and regularly with stakeholders in a way that they can understand goes a long way toward protecting the utility's reputation.
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Unity of

}“ Message

State, Tribal, Territorial, Federal

When circulating press releases or other messaging before, during, or after the storm, it's important to keep your board members,
policymakers, media, state, tribal, territorial, and federal agencies, and APPA staff on your distribution list. While this may seem
like a daunting task, there are resources to help you on the state/regional level and APPA staff can help cascade information to
tribal, territorial, and federal agencies.

State Energy Offices/State Emergency Support Function 12

Coordinate with State Energy Offices or state Emergency Support Function 12 — Energy (ESF 12) agencies alongside emergency
management and governors’ offices for state interface and unity of messaging. This contact information is available in the APPA
Federal and State Resource Guide, as well as in the State Energy Resource Plan (normally public-facing), which is managed by
State Energy Offices in nearly every state and territory, with a few exceptions (Texas and the Pacific territories).

State Energy Offices are non-regulatory entities and often serve as state ESF 12 leads, and nationally serve as Energy Emergency
Assurance Coordinators (EEACs) for every state, which is a parallel information sharing structure which has been used to elevate
energy emergency issues to the U.S. Department of Energy in the past, essentially a function that can serve as an extra “squeaky
wheel” for industry when critical enough.

Cascading Information to State Agencies

To help you manage this process, APPA’s Mutual Aid Working Group

developed the Public Power Mutual Aid Playbook, which can be found at:
www.PublicPower.org/MutualAid. The playbook outlines the steps to take
to help ensure a coordinated response with state, tribal, territorial, and federal
government officials and lists roles and responsibilities of utilities, network
coordinators, and national coordinators.

Public Power
Mutual Aid

Network coordinators are your liaisons to state and regional counterparts

(e.g., state emergency response offices). You can find out who your region’s network
Playbook  : ; coordinator is by downloading the list of designated state coordinators from:
www.PublicPower.org/MutualAid

13 | Storm Communications Guide for Public Power Utilities
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POWER OUTAGES
HOW RECOVERY
HAPPENS

:.S_D
=

EMERGENCY RESPONSE
& DAMAGE ASSESSMENT

SUBSTATIONS MAIN DISTRIBUTION LINES

LOCAL
DISTRIBUTION LINES

#PublicPower

Cascading Information to Federal Agencies

The electric sector coordinates closely with the DOE during

response efforts that impact an entire state, region or multiple regions
(e.g., Hurricane Ida, Winter Storm Uri). DOE is the federal lead for
Emergency Support Function 12 (ESF 12) under FEMA's National Response
Framework (NRF) and the Sector Risk Management Agency (SRMA) for the
energy sector. DOE's role as ESF 12 lead is to facilitate the restoration of
damaged energy systems and help impacted industry partners overcome
the challenges inherent to energy system restoration. Within DOE, the Office
of Cybersecurity, Energy Security, and Emergency Response (CESER) leads
energy security planning, emergency preparedness and response efforts.

During an energy emergency, CESER hosts daily “Unity of Effort

and Unity of Message” coordination calls with industry trade associations,
including APPA. These coordination calls enable government and industry
participants to stay informed and aware of response and restoration efforts
and communicate resource needs and challenges. These calls also help
ensure that federal government and industry partners stay aligned on all
external messaging. APPA often invites impacted utilities to these
coordination calls to identify challenges that the federal government can
remediate, such as expediting regulatory waivers and removing barriers to
federal government resources.

During energy emergencies, CESER develops situation reports with data and
analysis on impacted energy systems, updates on energy restoration efforts,
and other relevant information. Public-facing versions of these

situation reports are posted on CESER's Emergency Response Hub.

The Electricity Subsector Coordinating Council (ESCC) is the CEQ-level
industry side of the electric sector’s partnership with the federal
government to advance collective action toward national critical
infrastructure security and resilience. It is the strategic communication

and coordination mechanism that allows electric sector asset owners and
operators and their trade associations to work with the federal government
to collectively identify priorities, articulate clear goals, mitigate risk, measure
progress, and adapt based on feedback and the changing environment.

APPA's President & CEO and several public power utility CEOs serve on the ESCC. The Energy Government Coordinating Council or
EGCG, co-led by DOE, acts as the government counterpart to the indutry-led ESCC.
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The ESCC playbook is
designed to respond
to a hurricane.

You can modify the language as
needed to respond to any adverse
weather event.

@ Additional
Messaging Tips

The Electricity Subsector Coordinating Council has published a playbook with a crisis management framework. Some key messages
from the playbook are shared below with permission from the ESCC.

Utility Messaging Overview
Pre-event

* 2-5days in advance: Utilities in the forecasted path are monitoring and preparing
* 24 hours in advance: Utilities are urging customers to prepare

Sample Messages on Utility Preparation
Pre-event

« [UTILITY NAME] is currently in the forecasted path of [STORM NAME] and is closely monitoring the situation.
* [UTILITY NAME] are taking steps now to prepare and encourage their customers to prepare as well.
* [UTILITY NAME] crews will be deployed depending on the location of the greatest damage.

« Our crews are preparing to work extended hours, and have alerted additional staff to provide support services,
including customer service staff.

« We are in close contact with federal, state, and local emergency management agencies to ensure a
coordinated response.

15 | Storm Communications Guide for Public Power Utilities



* Depending on the severity of the storm, damage to the electric grid infrastructure could be extensive and power
restoration could take several days.

* After severe weather, assessing damage and estimating when customers will be restored could take up to 24 hours
after the heart of the storm has moved from the area.

» Crews are deployed to restore service only when weather conditions become safe.
* Crews are restricted from working on overhead power lines during adverse weather conditions such as thunderstorms
in the immediate vicinity, snowstorms, ice storms, and sustained high winds of 35 mph (30 mph if the work involves

installing or replacing materials).

Sample Messages on Customer Preparation
Customers Urged to Prepare and Be Safe

* We are urging customers to prepare for potential power outages and act to ensure their safety.
Preparation Tips
* Have adequate prescription medicines and infant supplies on hand.

* If you or someane you know uses life-support equipment that requires electricity to operate, identify a location with
emergency power capabilities and make plans to go there or to a hospital during a prolonged outage.

* Assemble an emergency storm kit. Include a battery-powered radio or television, flashlight, a first- aid kit,
battery-powered or windup clock, extra batteries, special needs items, an insulated cooler, and a list of important and
emergency phone numbers.

* Keep at least a three-day supply of non-perishable foods and bottled water, and have a hand-operated can
opener available.

* Have a telephone with a cord or a charged cell phone to use as a backup. Cordless telephones require electricity
to operate and won't work if there is an outage.

* Protect your electronic equipment. Unplug sensitive electronics, or plug computers and other sensitive equipment
into surge suppressors. Consider an uninterruptible power supply for temporary battery backup power.

« Turn off power to flood-prone basement appliances if it is safe to do so. However, if you have an electric sump pump,
you should not turn off the power in your basement.
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Safety Tips
« Stay away from downed wires. Please contact [UTILITY CONTACT INFO] to report a downed wire or an outage.
* Tune in to local news broadcasts for the latest weather and emergency information.
* Follow the advice of your local emergency management officials.
« Take cover if necessary.

During event
Utilities are communicating:

» Crews are ready and will work around the clock until all customers are restored.
* Provide details of restoration challenges.
« Provide restoration progress updates and estimated times of restoration.
Safety Tips
+ Stay away from downed wires. Please contact [UTILITY CONTACT INFO] to report a downed wire or an outage.

« Avoid crews working in the street. This will keep you and the crews safe and allow them to work on restoring
your power.

Sample Messages During Event

* We have launched our response plans in the wake of [HURRICANE NAME] to restore power as quickly as
possible to customers.

* At this time, we are dispatching personnel to assess storm damage across the system, which will allow them
to strategically target power restoration efforts. These crews include personnel and trucks from utilities across

the region and neighboring states.

* Apreliminary damage assessment process must be completed before a utility will generate an estimated
restoration time for its customers.
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+ Visit [YOUR WEBSITE URL] for safety tips and follow the advice of your local emergency management officials.

« If you plan to use a portable generator, follow the manufacturer’s instructions and use only when necessary. Don't
overload it, and turn it off at night while you sleep and when you are away from home.

« To avoid the risk of carbon monoxide poisoning, place portable generators outside in a well-ventilated area. Never run
a generator inside, not even in your garage. Do not connect the generator directly into your home’s main fuse box or
circuit panel.

* Protect food and refrigerated medicine with regular ice in an insulated cooler. If you are without power for more than
two hours, refrigerated foods should be placed in a cooler. Foods will stay frozen for 36 to 48 hours in a fully loaded

freezer if the door remains closed, and a half-full freezer will generally keep frozen food for up to 24 hours.

* Turn off power to flood-prone basement appliances if it is safe to do so. However, if you have an electric sump pump,
you should not turn off the power in your basement.

* Tune in to local news broadcasts for the latest weather and emergency information.

* Take cover if necessary.
Customers Asked to Report Power Outages and Down Wires

« Customers' reports are vital to our restoration efforts.

« Customers are asked to report outages and downed wires by contacting us at [YOUR CONTACT INFO]
Post-event

Utilities are providing event information wrap-up and thank-yous to customers, crews (internal and mutual assistance), employees
and any relevant outside agencies and government officials.
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Samples of Post-Event Messaging

* We have fully restored power to all [#] customers who reported that they lost electrical service in the wake of
[HURRICANE NAME].

» The vast majority—almost [#] percent of all customers—nhad power restored within [#] hours and restoration activities
continued full force, around the clock, until every customer affected by [HURRICANE NAME] was restored.

* We implemented our restoration plans [#] days before [HURRICANE NAME] made landfall or swept into the region.
« Thank you to all of the crews that came from near and far to help with restoration efforts.

* Although initial outages associated with [HURRICANE NAME] have now been restored, tree limbs weakened by the
storm may continue to fall and cause additional outages.

* Restoration crews are patrolling major power lines over the next few days to spot potential problems of this nature.

« If customers experience an outage, please contact [YOUR UTILITY CONTACT INFO], so repair crews can be dispatched
quickly to restore service.

« Customers who have been away and return home to find that they are without power need to report their outages
as well,

19 | Storm Communications Guide for Public Power Utilities



Contact

First and foremost, utilities should coordinate messaging with their local and state emergency responders and elected leaders.
APPA staff also stands ready to support coordination of messaging to federal partners.
You can simply email: MutualAid@PublicPower.org.
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