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Presenters



National Nurse-Led Care Consortium

The National Nurse-Led Care Consortium (NNCC) is a 
membership organization that supports nurse-led care and 
nurses at the front lines of care.

NNCC provides expertise to support comprehensive, community-
based primary care.

– Policy research and advocacy
– Technical assistance and support
– Direct, nurse-led healthcare services



Questions Welcomed

To ask a question or make a 
comment for our panelists, 
type it into the Questions
pane in the Go To Webinar 
control panel. 

We’ll address all audience 
questions during Q&A!



• Understand the requirements of the CMS Rule as they relate 

to communications

• Identify communication strategies to be used during an 

emergency

• Create a plan to incorporate communications into new or 

existing emergency preparedness plans

Learning Objectives



CMS Rule: What is 
Required?



Subpart A — FQHCs Conditions for 
Coverage

• 491.1 Purpose and scope.
• 491.2 Definitions.
• 491.3 Certification procedures* (self-attestation for FQHCs)
• 491.4 Compliance with Federal, State and local laws.
• 491.5 Location of clinic.
• 491.6 Physical plant and environment.
• 491.7 Organizational structure.
• 491.8 Staffing and staff responsibilities.
• 491.9 Provision of services.
• 491.10 Patient health records.
• 491.11 Program evaluation.
• 491.12 Emergency preparedness.

CMS EP Rule Addition



Four Required Core Elements

The CMS Emergency Preparedness Final Rule outlines four core 
elements of emergency preparedness:  

Risk Assessment 
& Emergency 

Planning 
Policies and 
Procedures 

Communication 
Plan

Training and 
Testing 

(a)

(c)

(b)

(d)



(c) Communication Plan
Communication 

Plan

The FQHC must develop and maintain an emergency preparedness 
communication plan that complies with Federal, State, and local laws and 
must be reviewed and updated at least annually. 

The communication plan must include all of the following:

1. Names and contact information for the following:

i. Staff.

ii. Entities providing services under arrangement.

iii. Patients’ physicians.

iv. Other RHCs/FQHCs.

v. Volunteers.



(c) Communication Plan

2. Contact information for the following:

i. Federal, State, tribal, regional, and local emergency 
preparedness staff.

ii. Other sources of assistance.

3. Primary and alternate means for communicating with 
the following:

i. FQHC’s staff.

ii. Federal, State, tribal, regional, and local emergency 
management agencies.

Communication 
Plan



(c) Communication Plan

4. A means of providing information about the general
condition and location of patients under the facility's 
care as permitted under 45 CFR 164.510(b)(4).

5. A means of providing information about the FQHC's 
needs, and its ability to provide assistance, to the 
authority having jurisdiction or the Incident Command 
Center, or designee.

Communication 
Plan



Key Communications 
Strategies



Communication Planning



Communication during a crisis is 
CRITICAL

Question:

What is “a line?”

Answer:

It depends…



“A line” can be…



According to CMS, the 
Communications Plan must include:

Primary and alternate means of communication
Detailed contact information for internal/external 

communications
Staff, vendors, volunteers, affiliates, contracted service 

providers, local/regional emergency prep staff, other 
assistance organizations

Ability to share condition and location of patients 
who may need additional support services

Ability to share any needs and ability to support 
incident response



Purposes of Communication

 To form & maintain relationships
 To convey feelings
 To solve problems
 To persuade
 To make decisions
 To give information
 To reduce stress



What do people need from your 
communication?

• To gain wanted facts
• To feel empowered in decision-making
• To be included as a participant, not a 

spectator
• To restore or preserve well-being and 

normalcy



What do people feel during a 
crisis?

Common feelings

• Denial
• Fear, anxiety, 

confusion, 
dread

• Hopelessness 
or helplessness

• Seldom panic

Common questions

• Am I safe? Is my family 
safe?

• What may affect me?
• What can I do?

• Protect myself, my family

• Who/what caused this?
• Can you/someone fix it?



Who does a health center 
communicate with?

Health 
Center

Internal

Patients

External 
AgenciesCommunity

Media



Seven Cs of communication

1. Clear
2. Concise
3. Complete
4. Correct
5. Concrete
6. Courteous
7. Considerate 





Barriers to getting the 
communication

• Access to information 
• Language barriers
• Socioeconomic 

challenges/access to resources
• Cultural beliefs
• Geography

Language Limited 
Literacy 

Hearing 
Impaired Homeless

Visually 
Impaired



Developing a Communications 
Plan

1. Identify your objectives
2. Identify target audiences
3. Design key messages
4. Select methods of communication
5. Establish criteria for activation and 

authorities
a) Refer to emergency plan, and policies 

and procedures
6. Train and test the plan
7. Review annually and implement 

improvements



Communication Tool Matrix



Use of Social Media During Disasters



Social Media, cont.



Making a Plan: Overview 
of the Template



Steps in the EM Planning Process 

Source:  FEMA



Traditional EM Plan Format

Hazard-specific 
Annexes

Functional Annexes

Base Plan

Communications



Health Center Communications 
Plan Template

• Coming soon!• CMS EP Rule compliant• Detailed template includes sections on Command 
and Control and Concept of Operations

– Internal and external 
communication policies and 
procedures

– Risk communication and 
message development

– Information collection, 
documentation, and 
reporting



Template Key



Health Center Communication 
Plan Elements

 Introduction• Authorization, revisions, distribution

1.Purpose & Scope• Purpose, Scope

2.Assumptions• Key plan assumptions

3.Command and Control• Authority, (de)activation, roles & responsibilities

4.Concepts of Operations• Risk communications, staff notifications, patient notifications, in-
network communications, external communications, maintenance 
of contacts, volunteers, information collection, documentation and 
reporting

5. Plan Development and 
Maintenance

• Development, review, storage, training, testing

6. Standards, Regulations 
and Guidelines

7. Attachments



INTRODUCTION

• Title page and table of contents

• Authorization or what makes the plan “official”

• Revision record, i.e. what, when and who revised
• Distribution record, i.e. when, how and who 

received it



SECTION 1 - Purpose & Scope

• Provides the 
purpose of the plan

• Describes plan’s 
objectives and 
scope



SECTION 2 - Assumptions

• Outlines key 
assumptions of the 
plan, e.g. all contact 
information is kept 
current; staff must be 
trained; draft messages 
are pre-drafted etc. 



SECTION 3 - Command and Control

• Describes authority to 
activate

• Outlines procedures for 
the activation and 
deactivation of the Plan

• Specifies roles and 
responsibilities of the 
health center and other 
partners across four 
phases of emergency 
management



SECTION 4 – Concept of Operations

•Risk Communications – organizational Public Information Officer (PIO)
•Notifications for:

– Staff – list of staff, sample emergency codes, communications planning, draft 
emergency notifications and messages etc.

– Patient – procedures for patient contact, instructions for the use of equipment, 
draft messages etc. 

– In-network – procedures for communicating with other locations etc. 
– External partners – procedures for communication with coalitions, PCA, etc.
– Volunteers – when applicable

• Contact lists – collection, maintenance and updating
• Collection, documentation and reporting of information



SECTION 5 - Plan Development 
and Maintenance

– Describes how the Plan is developed, 
maintained, approved, distributed and 
stored

– Describes health center’s training and 
testing program

– Includes policies and procedures for 
the evaluation of training and exercises

– Describes methods to integrate lessons 
learned from both exercises and actual 
events into the plan



SECTION 6 – Standards, 
Regulations and Guidelines

– Lists all relevant 
regulatory 
standards that are 
applicable for the 
Plan and the health 
center (e.g. CMS EP 
Final Rule, HRSA PIN 
2007-15, state 
regulations, etc.)



Plan Attachments

– Attachment A – PIO Contact List
– Attachment B – List of Staff Trained and Assigned to Use Communications 

Equipment/Software
– Attachment C – Instructions for Using Communication Systems
– Attachment D – Staff Contact List
– Attachment E – Sample Emergency Codes
– Attachment F – Communications Planning Worksheet
– Attachment G – Draft Emergency Notifications and Communication Messages
– Attachment H – Partner Contact List
– Attachment I – Vendor Contact List
– Attachment J – Communications Log
– Attachment K – Volunteer Contact List (if applicable)



Additional Resources

• List of additional 
tools, templates and 
information



Additional Resources (cont.)



Questions?

• Slides available in handouts pane (right side of your screen)

• CME/CNE credit link will be sent to all attendees by Friday, 
March 8th
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