


Are You Ready?
You may have a crisis communications plan 
in place for an extended outage. 
But how will you get the message out if 
you lose phone and internet service?

Seven Communication Tactics:
1. Avoid Pre-Pay Panic
2. Follow Social Cues
3. Caution Proactive Members
4. Phone a Friend (or Two)
5. Manage Messenger
6. Scout for Powerful Stories 
7. Remember You are Human  



Inside a Crisis: Hurricane Michael

Kristin Evans, vice president of marketing 
and communications at Florida’s Gulf 
Coast Electric Cooperative 

Candace Croft, WFEC Communications 
and Public Relations Coordinator



“We had to tell members, ‘You’re 
looking at an extended outage. As 
soon as the weather will permit us 
to go out, we will start looking at 
what we’ve got to deal with to 
restore power.’ That’s a difficult 
message to share, and it was the 
last post I made. Thirty minutes 
later, my phone stopped working.”

KRISTIN EVANS, Gulf Coast Electric 
Cooperative  

Expect the Unexpected

Peace River Electric Cooperative crews work on 
GCEC lines after Hurricane Michael



LINE CREWS WERE HOMELESS
Line crews brought in early to help 
restore power were left homeless 
when their hotel was hit hard. 

Expect the Unexpected
PHONES DIDN’T WORK
Both GCEC and WFEC staff lost 
Verizon cell service for a week. 
Internet access was out longer 
than that. Satellite phones were 
not effective. EQUIPMENT WAS REPURPOSED

“Our bucket trucks (parked at the 
hotel) turned into ambulances,” 
Kristin says. “One truck rushed a 
baby with cuts from a broken 
window to the hospital. Another 
took an elderly man having a heart 
attack to a hospital.” 

CREATIVE SOLUTIONS EVERYWHERE
One GCEC lineworker had a Wi-Fi-
enabled truck; the co-op’s accounting 
team processed payroll from his cab. 



Avoid Pre-Pay Panic
About half of the nation’s public power utilities—including Gulf Coast Electric 
Cooperative and West Florida Electric Cooperative—offer a pre-pay payment option.
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Follow Social Cues
Facebook became the lifeline 
throughout the storm. 
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 Tell members to check Facebook for outage updates. 
 Explain you have an emergency plan in place, and you are 
prepared to get power back on as soon as possible.
 Schedule safety content on generators and downed power lines. 
 Highlight the training required to restore power. 
 Share when crews are coming from other utilities to help. 
 Explain the order of power restoration. 
 Share what’s going on, even if it’s not big news. 
 Post pictures and drone footage to show storm damage and 
crews working to restore power. 
 Caution members not to talk to crews. It is a safety issue 
and slows restoration efforts. 



Caution Proactive members
After a week or two without power, some 
enterprising members may try to take 
matters into their own hands.
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Phone a Friend (or Two)
Create a trusted team before the crisis 
arrives. 
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PowerSouth took drone footage of storm damage—
a tool helpful both for sharing the damage on 
Facebook and for recouping restoration costs from 
the Federal Emergency Management Agency.



Phone a Friend (or Two)



Manage Messenger
With the rise of messaging, crisis 
communication plans must address how 
to use Facebook
Messenger during an extended outage.
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Scout for Powerful Stories
Show the sacrifices people are making to 
get the power back on. People need to 
hear the softer side, the human side of it.
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Remember You are Human
Coping with a three- or four-day outage is 
very different from an outage stretching 
over weeks or
months. After the initial burst of 
adrenaline fades, you keep going. And 
going. And going.
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Planning Inspiration
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