Public Relations/Library Advocacy Guidelines

When the Media Calls/Arrives

1. 
Use good customer service skills, treat the media requests as customer service interactions:

· Be pleasant, polite, and helpful.

· Get specifics on what the person needs

· Ask for their deadline

· Tell them you will have the appropriate person contact them.

2.  
The Executive Director and Community Relations Director are the official spokespersons for DCLS. 

· Call the Community Relations Director first. 

· If you receive voicemail, leave a message with all the appropriate information and call the Executive Director. 

· If you cannot reach him, leave a message there and then dial into the Administrative receptionist and ask the receptionist to contact one of them for you. 

· If the receptionist cannot get in touch with either, they will have another Senior Management Team member call the reporter.

3.
When it is anticipated that the public will have questions about a specific project, service or issue, Community Relations will provide you with talking points to help in answering questions. These will be posted on the staff page of the website and/or distributed by an all-staff email.

4.
When making referrals, it is best to do so in a positive fashion. For example:

“The person who can best help you with that is our Community Relations Director. Let me put you in touch with her.”

“Our Community Relations Director or our Executive Director will be better able to help you with that because they are more involved with that project/issue.”

“Let me put you in touch with our Community Relations Director. She may refer you back to me for specifics about this location, but she will be able to give you information for the entire system.”

When the Media is Referred Back to You

Depending on the inquiry, you may be the best person to answer the media representative’s question. Usually this is when the inquiry is about a specific library’s operations or within a particular area of expertise (youth services, collection management, etc.) In these cases the media representative may be referred back to you for comment. You will always be advised in advance that this is happening.

While you may be expected to answer the media representative’s questions, you will not be forced to do a media interview (on camera, radio) if you are not comfortable with that. It is presumed, however, that most staff members in senior level positions will be willing and capable of handling short interviews (branch managers, department heads). 

If you need time to research an issue, feel free to tell the media representative that, but be sensitive to any deadlines the person is working under. Ask what deadlines exist.

More in-depth media training will be provided to staff who request it.

“Blind” Phone Calls

If you get a “blind” call asking for information on a library related issue, always get the following information. You are entitled to know who you are speaking with and why. Politely ask for:

The person’s name and telephone number and/or email address

The name of the organization the caller represents

The issue they are researching

The reason for their research

Any deadlines related to the inquiry

If you are at all uncomfortable with the direction or topic of an inquiry, feel free to simply get this information and tell the caller that you or another staff member will follow up, then refer the call to your supervisor or a Senior Management Team member.

Library Advocacy

While you are not expected to be the “official” spokesperson for media interviews, you can and should be an effective library advocate when you have the opportunity:

· Attend key DCLS events. Senior staff should make the effort to attend important system events. Examples of this would be the One Book launch, the DCLS annual dinner, DCLS news conferences and check presentations, and legislative and leadership events. You will be advised of important events by email or printed invitation.

· Besides addressing a specific topic, these events also help in the goal of building a “library-conscious” community. They are an opportunity to network with community leaders and offer them information about library service in general and about your library in particular. 

· At DCLS-sponsored events, senior level staff members are encouraged to introduce themselves to the appropriate local officials and other community leaders.

· Senior level library staff members are also encouraged to attend community events where appropriate and introduce themselves to local and state level officials and talk about your specific library or area of specialty. 

· Anytime you have a question about whether to attend an event or want guidance on what officials will be there and who would be appropriate to approach, simply call or email the Community Relations Director or Executive Director. 

· DCLS conducts leadership lunch meetings with community leaders as part of its advocacy efforts. Senior level staff members are encouraged to identify key community leaders in their area and refer those names to the Community Relations Director, who will arrange for a meeting. This will usually include the person who made the referral and another senior level DCLS staff person. C.R. Department will provide a list of sample questions and a packet of DCLS materials for the meeting. 
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