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Introduction/Transparency
The City of New Braunfels recognizes the value of citizen involvement and the wealth of information
and resources that citizens of New Braunfels possess. It is important to increase the City’s
understanding of citizens and citizen group concerns, ideas and values so that those can
effectively become part of the City’s decision-making process.

This plan outlines
actions that will assist
the organization with
informing, engaging
and connecting
citizens with their
City government.

Communication with the City of New Braunfels citizens, businesses and visitors is critical for encouraging and understanding the value of living and working in the City, and transparency in city government is paramount to the
development of two-way communication.

Public engagement and communication plays a vital role in the overall health and well-being of the community, and this
Communication Plan formalizes the purpose of the City’s public engagement and communication efforts. It provides a foundation
for the most effective methods of two-way communication with respective audiences which includes the messages, tools and
processes necessary to ensure the delivery of effective communication by the City of New Braunfels. This plan outlines actions that
will assist the organization with informing, engaging and connecting
citizens with their city government. The City recognizes the need for
open and two-way communication, particularly as it pertains to
providing information, listening to citizens, gathering feedback and
expanding the use of technology in accessing information.
Efforts to build and improve upon communications are an ongoing
process that will be revisited as circumstances evolve.

Communications Overview
The primary function of the City of New Braunfels Public Information Office (PIO) is keeping citizens informed, aware and educated
about a variety of topics: City services, municipal government, facts, programs, events, issues, emergency information and crisis
communications. The PIO provides citizens with complete, accurate and timely information enabling them to make informed
judgments. It also plays a key role in engaging citizens and invoking their ideas and concerns.
The PIO distributes information to citizens utilizing a variety of communication mediums; print, web, social media, and municipal
cable channels. The office works closely with local print and broadcast media organizations to better convey messages and deliver
information about City government in a timely, proactive manner.
The PIO is not the only communicator for the City. This plan defines the City’s primary communications team as including
the following:

•

Mayor and member of the City Council and other Council-appointed officials

•

City Manager, Assistant City Managers and Directors of City departments

•

Any employees authorized by their Department Director to speak to the media

The City of New Braunfels PIO manages communications using a decentralized approach that places responsibility for initiation of
many communication activities directly in the hands of each department. The decentralized communications system promotes
accountability and openness and is a practical method of operation since the most obvious source of accurate information is the
person who works in the particular subject area/department. Regular communication duties are carried out in a coordinated
manner with the PIO using a variety of traditional and emerging channels. Public information concerning upcoming public input
meetings and like initiatives should be coordinated with the PIO a minimum of two weeks prior to the start of the meeting or
initiative to ensure adequate public notice is provided through a variety of mediums in support of government transparency.
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Communication Plan Objectives
•

Utilize expertise and improve coordination among the designated public information communicators in each department.

•

Ensure the consistency and quality of content and appearance for departmental materials for public consumption,
including, but not limited to: advertisements, marketing materials, newsletters and special event materials.

•

Ongoing improvements to City website to enhance viability/responsiveness across multiple platforms and devices and for
ADA compliance.

•

Follow emerging trends concerning social media usage to widen the reach of City messaging.

•

Educate citizens about their City government and encourage involvement in the municipal process.

•

Utilize social media, surveys and public meetings to give citizens a voice and enhance their feelings of connection.

•

Invite and encourage residents to become involved with City business and decision-making processes by fostering
personal interaction among City staff, Council and citizens so that residents feel connected and involved.

•

Inform citizens about opportunities to get involved and stay informed about City government.

•

Promote the positive attributes of the City of New Braunfels and highlight City services and achievements.

Policy Statement
It is the policy of the City of New Braunfels to foster and encourage an atmosphere of openness and transparency with the public.
Coordinating timely communication with the public about City programs and information is an important consideration in achieving
excellent community relations. Further, it is the policy of the City of New Braunfels to:
•

Provide the public with timely, accurate, clear, objective and complete information about its policies, programs, events,
services and initiatives.

•

Ensure that the City is visible, accessible and accountable to the public it serves.

•

Employ a variety of ways and means to communicate and provide information to the public.

•

Consult the public, listen to and take account of people’s interests and concerns when establishing priorities,
developing policies, and planning
programs and services.

•

Deliver prompt, courteous and responsive
service that is sensitive to the needs and
concerns of the public and respectful of
individual rights.

•

Encourage City staff to communicate
openly with the public about policies,
programs, services and initiatives they
are familiar with and for which they
have responsibility.
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City communication resources may be used to provide non-city government news when:

•

there is significant investment of City resources;

•

the City is acting as a “distributor” of information for a City-partnered organization and that organization’s logo/identifier
is used

•

the City is a sponsor or co-sponsor of the program or event (sponsorship is defined as either direct monetary support,
in-kind services or a combination thereof); or

•

the information is intended to inform residents of policies and programs of other governmental agencies having
jurisdiction in the City.

City communication will not be used for advocating support for a particular issue or individual, unless identified as a priority of the
City. City informational media will not be used for any commercial advertising message or any purpose that constitutes libel,
slander, invasion of privacy, violation of trademark or copyright or that might violate any local, state or federal law.

Guiding Principles
The City of New Braunfels’ Communication Plan is guided by the following principles that support
effective municipal communication:
Tell Our Own Story
It is the City’s responsibility to be accountable and tell its story to citizens, rather than rely on
others to interpret the organization’s actions, issues and decisions. The City’s PIO communication
channels will be the most accurate and reliable source for City information. When residents are
well informed, they can participate more effectively in their government and make the best
decisions impacting their lives.
Proactive vs. Reactive
Along with telling its own story, the City must take responsibility to proactively initiate communications and dialogue rather than
simply responding to issues and events as they occur.
Decentralized
The City’s current communications are primarily decentralized and support outreach efforts of individual departments, executive
leadership and elected officials. Within the decentralized system, there must be a commitment to presenting consistent, focused
messaging to the community. Including everyone in the process builds teamwork and can help avoid the feelings of us vs. them,
which can be found in city governments and in its relationship with its citizens. The goal is to include everyone who wishes to
participate and to motivate those who are not currently engaged.

Open, Two-Way Communication
Ensure information is shared throughout the community and within the organization, emphasizing open, two-way informational
flow and fostering dialogue with citizens.
Strong and Consistent Messaging
A successful communication plan is built on identified themes and is more effective than one with unrelated and scattered
messages. The communication plan supports, reinforces and reflects the goals of the organization. These goals were established
by the City Council and City staff, thus underscoring
These goals were established by the City Council and City staff,
the idea of an organization with one common
thus underscoring the idea of an organization with one common purpose: providing the best and most responsive
purpose: providing the best and most responsive service to the
service to the citizens, businesses and visitors of
citizens, businesses and visitors of New Braunfels.
New Braunfels.
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Targeted Audiences
The identification of target audiences is a key component of the City’s Communication Plan.
Citizens of New Braunfels. The Citizens of New Braunfels are the highest priority targeted audience. Strengthening the relationship between City government and the 80,000+ residents of the City is the foundation of a sound communications plan.
There are numerous subsets to this audience which includes, but is not limited to: homeowner’s associations, business
organizations, not-for-profit organizations supporting City functions, service organizations, seasonal residents and local clubs.
City Employees. Personnel employed by the City of New Braunfels in its various departments are an integral part of the success of
the communication plan. Employees and departments must
effectively communicate with one another and share
information before the City can effectively communicate
information to external constituencies. Each individual reflects
the organization in their daily work.
Subset to this audience are members of City boards,
committees and commissions.
News Media. The media are important because their coverage
of City events and activities can have significant influence on
the image of government by the public. Media includes a
variety of print, broadcast and social media.
Regional. Residents and local governments and government
entities of Comal and Guadalupe Counties and the surrounding
region, including those who work and/or do business in New Braunfels.

Emergency/Crisis Communications
In the event of an emergency, due to severe weather or something that threatens the overall health and welfare of the City of New
Braunfels, all communications tools listed in this plan will be utilized to communicate with the public and other governmental and
local entities to ensure the welfare and safety of its citizens.
The PIO works in conjunction with the Office of Emergency Management (OEM) to provide emergency information to the public
and the media before, during and after a natural or man-made disaster using FEMA/NIMS guidelines to effectively communicate to
community members at home and in the workplace.
When emergency communications need to be disseminated, the City’s PIO works from a functional or virtual Joint
Information Center (JIC) with other public information
officers from Police, Fire, and other local organizations
(such as the American Red Cross, NBU, Comal County,
etc.), as well as personnel from the City Manager’s Office,
Public Works and Environmental Services, to effectively
produce and provide information to the public in times of
emergency and during the recovery process.
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Communication Tools
City of New Braunfels website – www.nbtexas.org – over 450 pages that include a broad range of information about the City
departments, vision, goals and activities. The site contains news items, department listings, City meetings and events, agendas and
minutes for Commissions, Boards and City Council meetings. It offers easy access to information about City programs, services,
interactive documents and more. Citizens can report concerns online as well as view live and replayed videos concerning
City business.
·

Keep Me Informed News Feeds – subscribers receive City news from a choice of five selected areas of interest via text
messages or email.

·

New Braunfels Headlines News Feeds – subscribers receive all media releases prepared and distributed by the City.

Specialized Websites – Five additional area-specific websites are also provided by the City.
Social Media

·

Facebook – the City posts general information to the City of New Braunfels –
Official Facebook page, as well as area-specific information on an additional
14 Facebook pages, with approximately 120,000+ followers city-wide.

·

Twitter – Nine Twitter accounts are utilized for subject-specific information.

·

YouTube – Six YouTube Channels provide subject-specific information.

·

Instagram – Six Instagram accounts are utilized for areas of specific interest.

NB Today Livestream Broadcasts – Weekly live broadcast interviews on current topics rotating between the Mayor, City Manager,
New Braunfels Utilities, Comal County and the Greater New Braunfels Chamber of Commerce. Broadcasts are available for both
live viewing and replay on Facebook and the City website.
Media Releases – public information, leading to print and broadcast news stories, are provided to the media, staff, City Council and
City University graduates by the office of the PIO and the New Braunfels Police Department.
Electronic Newsletters – Five newsletters are produced for subscribers on their specific area of interest.
Recurring Publications – a seasonal, three-times-per-year Parks and Recreation Program Guide and quarterly Recycling/Solid
Waste Community Newsletter are produced and distributed.
Emergency Notifications
·

“Reverse 911” Emergency Notification

·

Regional Emergency Alert Notification System (REAN) cell phone capable

·

Alert Notification Siren System – both tone only and modular sirens in eight strategic locations in the City

Apps – Four apps are utilized for subscribers to their specific area of interest.
Cable Broadcast Media – City information is available on two PEG channels.
Telephone – the PIO is a resource for incoming inquiries from the public and media. Telephone banks are also activated in times of
emergency.
Advertisement – display advertising is used as appropriate in both print and electronic media.
Construction Signage – signs are placed in areas of construction with basic information and an address on the City website to view
for additional information.
Small Area Specific Notifications – when appropriate, door hangers, post cards and letters to targeted groups are utilized.
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Media Relations
The PIO prepares, edits and distributes current news and information to the media and citizens related to City services, programs,
events, projects in a timely, accurate and proactive manner.
Media releases are emailed to both print and broadcast media organizations in the New Braunfels area. They are also posted on
the City’s website homepage under New Braunfels Headlines. Releases are also disseminated to City Council, City staff, City
University graduates and individuals registering to receive them via the website Notify Me feature.
The City strives to maintain open, positive working relationships with the publishers, editors, reports, station managers and
assignment editors.
Media inquiries are often directed from the PIO to department directors or their
designated communicators.
The Police and Fire Departments have staff members assigned to answer questions and
provide statements/comments related specifically to police or fire department calls and
incidents. (see Attachments D & E)
See Attachment A for Draft Media Release Guidelines.
Policy
Any City employee who is authorized to speak for the City that is contacted by a member of the media should limit their discussion
of City operations to areas where they have specific knowledge and refer other request to an appropriate staff member.
Authorized employees are to promptly notify their department director and the PIO concerning their media contact.
Service Standards
All media inquiries should be addressed accurately as soon as possible. If possible, calls are to be returned to reporters within one
hour of when a call is received or referred to the employee by the PIO. Media representative work on deadlines and the City will
make every effort to accommodate them in order to have a measure of control over the message on the topic at hand and
maintain excellent media relations.
Readily Available Requests
When an employee is contacted by the media requesting readily available information about City operations that is known to be
public, the employee will make a reasonable effort to provide it speedily. Such information includes, but is not limited to, City staff
names, titles and extensions; public meeting dates, locations and agendas; provisions of City ordinances or City Charter; and copies
of materials prepared by the City for public distribution. If the employee is unsure whether the requested information is considered public, they should forward the request to the Department Director. All media inquiries should also be reported to the PIO.
Confidential Matters
Items of confidential or litigious matter will not be addressed or discussed with the media.
Such items include, but are not limited to the following: medical records, certain personnel
records, pending employee discipline investigations, actual proceedings of Executive Sessions
of City Council, draft correspondence (preliminary notes or intra-city memoranda not yet
finished), records pertaining to pending litigation where the City is a party, legal opinions of
City Attorneys, certain law enforcement records, certain fire and EMS records, matters
related to internal and external security measures, third-party proprietary information held by the City, civil claims and lawsuits
involving the City, and any ongoing investigations. Any request from the media on any of these matters should be referred to the
Department Director or the PIO who will consult with the City Attorney’s office.
Formal Media Interviews
The media is requested to pass all interview requests through the office of the PIO. However, if staff members receive a request
for a taped or filmed interview directly they should discuss the request with the Department Director and notify the PIO the same
day.
8

Guidance on Information Sharing with the Media
The PIO shall be notified immediately of any contacts or requests for
information from television, print, online or radio media. Questions
concerning policies that are under consideration by the City Council
shall be referred to the PIO and addressed by the CMO or their
designee.
In the case of formal, written media releases, all such releases will
be disseminated from the PIO (with the exception of Police Department releases). If a Department Director, or their designee, wishes
to bring information to the attention of the media, it should be
coordinated with the PIO.
Department Directors, or their designee, may handle routine requests from the media that are within their area of expertise.
Other employees should refer the reporter to their Department Director unless
designated to speak to the topic by the same.
Department Directors should address questions from the media on sensitive
issues relating to their area of expertise, including topics that may affect City
policy and/or matters that may ultimately result in Council action, only after
obtaining authorization from the City Manager or his designee.
Unless otherwise required under applicable law, reports prepared by City staff
for submission to City Council shall not be shared with the media or the general
public until the topic has been presented at a City Council meeting.

Requests for Public Information/Records
To inspect or receive a copy of public records kept by the City of New Braunfels
requests must be made in writing and may be done online by submitting the form
linked there. A written Open Records Request for general information (via City
Secretary’s office), Fire Department Related information and Police Department data
should be submitted to the City through their designated Public Information
Coordinator. See Attachments C, D and E for details.

Internal Communications
•

Outlook City Events Calendar – Staff members post meeting and event notices visible to other staff city-wide.

•

Media Release Distribution – All City staff that receive email are copied on media releases to promote awareness of
City business.

•

Employees in Touch Newsletter – Monthly newsletter provided to all City staff.

•

YA’LL Email Distribution – Email distribution list to disseminate messages to all City staff.

Department Directors should address questions from the media on sensitive issues relating to their area of
expertise, including topics that may affect City policy and/or matters that may ultimately result in Council
action, only after obtaining authorization from the City Manager, or his designee.
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Attachment A – Media Release Best Practices
Purpose
To give the press information that is useful, accurate and interesting
Format
Use standard template (example follows this attachment)
The body of the release should be set in 12 pt. Garamond font
Keep release to one page, if possible, with 1.5 line spacing
Contact name, address, phone number and email address should be completed
Title should be short and summarize the topic
Body
Keep to the basics but always cover: who, what, where, when and why.
Make sure there is newsworthy information and a just cause for the release – editors will not run a free advertisement for you.
Word the release in the manner you read factual articles in a newspaper – do not make it sound like a solicitation from you for action.
The first paragraph provides in brief detail the subject of the release.
Second paragraph gives details about why someone would care, where they will find the release subject and when it will happen.
Try to include a quote for a personal touch – releases with human interest and direct words from a source have a better chance of
being used.
Add additional paragraphs, if needed. Think of the release body as an inverted pyramid, allowing the editor to easily slice off the
bottom portion to fit their space/time needs
Timing
Submit draft releases to the PIO a minimum of two days before your requested distribution to allow for editing and prioritization.
Releases related to a specifically timed event/program/meeting should be distributed no less than 10 days before the event and
not more than three weeks.
Exceptions can be made for topics of critical/controversial interest in the community that would benefit from a “media blitz” with
multiple notices – please contact the PIO with a request for this type of coverage. Typically, only one release is distributed per subject, as editors do not appreciate being sent multiple releases on the same situation unless there is new information and re-worked
content.
Most news comes from corporate, financial and government sources. These entities are typically closed on weekends and holidays. Increase the chance for the release to have exposure by timing the release for those slow news periods, if possible.
Attachments
If appropriate, attach a pertinent photo (with a minimum of 300 dpi - not cell phone photos) or graphic in jpeg format, as an attachment to your email when submitting the draft to the PIO.
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Template for Releases

FOR IMMEDIATE RELEASE
July 26, 2018
CONTACT: Jennifer Cain, Capital Programs Manager
550 Landa Street
New Braunfels, TX 78130
830-221-4646
jcain@nbtexas.org

Sports Complex Community Meeting

New Braunfels, Texas — The City of New Braunfels is inviting the public to take part in a community meeting
concerning the potential development of a Sports Complex. The meeting will be held on Wednesday, August 8th,
from 6:00 p.m. to 8:00 p.m., at the Landa Haus, located at 360 Aquatic Circle.
On Monday, June 25, 2018 City Council approved the preliminary engineering contracts for a number of
potential 2019 Bond Program projects, including the Sports Complex.
The preliminary engineering contract for the potential Sports Complex has been awarded to The Norris
Group. The report will assist City Council in identifying project feasibility for the proposed 2019 Bond Program.
This meeting will give the community a chance to revisit the Sports Complex Master Plan and provide more detail
about the complex and elements desired by the community.
This meeting is the one in a series over the next several months where the public is invited to participate in
community meetings regarding the development of Street, Drainage, Park, Public Safety, Library and other municipal facility projects as part of the proposed 2019 Bond Program. These meetings will occur at various times and
locations and will be announced by the local media, on www.facebook.com/CityofNewBraunfels and
www.nbtexas.org.
For details on the Sports Complex and other proposed 2019 Bond Program projects visit,
www.nbbond2019.com and under the Potential Projects tab select Resource Documents and then Athletic Field

Master Plan & Sports Complex Feasibility Study to review the Master Plan.
For additional information on this public meeting contact the Parks and Recreation Department at 830221-4358.
###
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Attachment B – Social Media Policy
Purpose
It is the purpose of this policy to provide employees guidance regarding appropriate content and use of social media with respect
to the use of, but not limited to, City images, material, logos, or references to the City. The City endorses the secure use of social
media to enhance communication and information sharing. Social media facilitates discussion of City issues, operations and
services by providing the public with the opportunity to interact with their City government in a variety of ways. A social networking presence has become a powerful tool for vibrant and transparent communication and reaches those that may not consume
traditional media as frequently as other segments of the population. This policy establishes the City’s position on its management,
administration, and oversight. When properly used, social media can be an effective tool for the City to:
•

Openly, directly and publicly communicate with citizens

•

Develop new and/or improved relationships with constituents and community partners

•

Seek input from citizens on key issues or services

•

Promote educational information directly to the public

•

Potentially recruit employees and volunteers

This policy is not meant to address one particular form of social media, but rather social media in general, as advances in
technology will occur and new tools will emerge.
Definitions
Blog: A self-published diary or commentary on a particular topic that may allow visitors to post response, reactions, or comments.
The term is short for “Web log.”
Confidential Information: Information sensitive to law enforcement, information which could be considered personal or private or
could potentially expose the City to liability or items allowed by law to remain confidential.
Post: Content an individual shares on a social media site or the act of publishing content on a site.
Social Media: A category of Internet-based resources that integrate user-generated content and user participation. This includes,
but is not limited to, social networking sites (Facebook), microblogging sites (Twitter, Nixle), photo- and video-sharing sites (Flickr,
YouTube), wikis (Wikipedia), blogs, and news sites (Digg, Reddit).
Social Networks: Online platforms where users can create profiles, share information, and socialize with others using a range of
technologies.
Speech: Expression or communication of thoughts or opinions in spoken words, in writing, by expressive conduct, symbolism,
photographs, videotape, or related forms of communication.

Policy – Official City Use
a.

Where possible, each social media page should include an introductory statement (such as About on Facebook) that
clearly specifies the purpose and scope of the City Department presence on the website.

b. Where possible, the page(s) should provide a link to the City Department’s official website.
c.

All Department social media sites or pages shall be approved by the Department’s Director and City’s Public Information
Officer or his/her designee and shall include the City’s Public Information Officer as an administrator.

d. Where possible, social media pages should clearly indicate they are maintained by the City Department and should have
City Department contact information prominently displayed.
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e.

Department personnel representing the City and their Department via social media outlets shall:

(1) Conduct themselves at all times as representatives of the City and, accordingly, shall adhere to all City standards
of conduct and observe conventionally accepted protocols and proper decorum.
(2) Identify themselves as an employee of the City.
(3) Not conduct political activities or private business.
(4) Not promote non-City organizations, individuals, private businesses or entities.
(5) Not make statements of personnel opinion or speculation and maintain a professional tone.
f.

Social media content shall adhere to all applicable laws, regulations, and policies, including all information technology and
records management policies.

g.

Where possible, social media posts should state that the opinions expressed by visitors to the page do not reflect the
opinions of the City.

h. Pages shall clearly indicate that posted comments will be monitored and that the City reserves the right to remove
obscenities, off-topic comments, advertisements and personal attacks.
i.

Pages shall clearly indicate that any content posted or submitted for posting is subject to public disclosure.

j.

Employees shall observe and abide by all copyright, trademark, and service restrictions in posting materials to electronic
media.

k.

Employees must obey the Terms of Service of any social media platform employed.

l.

Inappropriate usage of social media can be grounds for disciplinary action.

m. Additional and/or special policies may apply to law enforcement and other first responder personnel.
n. The use of City computers or other electronic devices by employees to access personal social media is limited to logging
into their personal account to access administration of a City’s social media outlet.
Best Practices
a.

Think twice before posting: Privacy does not exist in the world of social media. Consider what might happen if a post
becomes widely known and how that may reflect on the City. If you are unsure about posting something or responding to
a comment, ask your Department Director or the City’s Public Information Officer.

b. Strive for accuracy. Get the facts straight before posting them. Review content for grammatical and spelling errors.
c.

Be respectful: Understand that content contributed to a social media site could encourage comments on discussion of
opposing ideas. Be aware that responses to such comments will reflect upon the City.

d. Remember your audience: Consider before posting whether the post will alienate, harm or provoke unwanted responses.
e.

On City outlets, post daily to maintain fresh content, encourage interaction and check comments daily in order to
moderate/delete/or respond to comments as outlined in the policy.

f.

Add value to the City of New Braunfels through your interaction. Provide worthwhile and timely information in a
professional manner.
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Attachment C – City Logo Style Guide
The City logo is our brand and an important component of the City’s identity. The logo must be used in its original ratio and not
stretched out of ratio to fill a space.
The elements of the logo (such as the tree or rivers) may not be “pulled apart” and used separately.
When using the logo on a non-white background, a white box should be dropped behind the logo to give its colored elements
separation from the background.
Example:
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Attachment D – New Braunfels Police Department Media Relations Policy

Policy and Procedure

Page 1 of 7

P & P Number 600.01

Police Media Relations
Effective Date:
Review Date:

Approved by: Thomas Wibert, Chief of Police

PURPOSE
It is the purpose of this policy to establish guidelines for the release and dissemination of
information to print and broadcast news media.

POLICY
It is the policy of this Department to cooperate fully and impartially with authorized
news media representatives in their efforts to gather factual, public information about
the activities of the department, as long as that information does not:
a. interfere with ongoing criminal investigations,
b. interfere with this Department’s operations,
c. infringe on an individual’s rights,

d. violate the law.
A positive working relationship with the media is mutually beneficial. To this end,
information should be released in an impartial, accurate, and timely manner.
This Department is committed to open communication and cooperation with the news
media and the community when responding to requests for information.
Members of the Department shall be aware that the media is an extension of the
community, and that when dealing with the media, you are, in fact, dealing with the
community as a whole.
It is the policy of this Department to allow Department personnel the ability to release
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information to news media outlets, according to the guidelines in this policy. Members
of the Department are also encouraged to cooperate fully with requests for information
from news media outlets, within the guidelines of this policy.
When releasing information to the media, Department employees must do so by using
their name and title/rank. Information from “anonymous” sources, “high ranking officials,” or “informed sources,” or any other method is not acceptable.
If an employee is confronted with questions or inquiries of a controversial nature,
they will refer the matter to a supervisor or the Communications Coordinator/Public
Information Officer.

DEFINITIONS
Public Information: Information that may be of interest to the general public regarding
policy, procedures, or activities involving the department. Newsworthy information that is
not legally protected, does not unduly interfere with the mission and operation of the department, infringe upon the rights of a defendant, or compromise the legitimate safety and
privacy interests of officers, employees, victims, or witnesses.
News Media Representatives: Those individuals who are directly employed by news agencies,
to include electronic and/or print media, such as radio, television, newspaper, and internetbased news outlets. Freelance workers in this field should be regarded as other members of the
general public, unless deemed otherwise by the Chief of Police or his/her designee.

Communications Coordinator and/or Public Information Officer: The person appointed
by the Chief of Police or his/her designee that serves as a central source of information
for news media representatives.

PROCEDURES
Communications Coordinator and/or Public Information Officer
Reports directly to the Support Services Lieutenant and serves as the Department’s central source of information for news media representatives. This
includes:
coordinating with Command Staff and/or Patrol, Traffic, and Criminal
Investigations Division supervisors about the necessity of releasing information to news media and the general public,
assisting news media in covering routine news stories,
responding to requests for information from news media or the
community, with the exception of open records requests,
proactively releasing information that may be of interest to the news
media or community, with the exception of daily police blotter reports,
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assisting on-scene supervisors with news media inquiries either
remotely or at the scene,
preparing and distributing news releases,
arranging press briefings or news conferences as needed,
maintaining the Department’s presence on social media (as outlined in
this Department’s Social Media Policy),
publicizing information about community services and victim services
offered by the department,
coordinating the release of information about incidents, suspects,
victims, and witnesses,

assisting Command Staff with the coordination of news media during
natural disasters, crisis situations, and high profile incidents,
coordinating the release of authorized information concerning
confidential agency investigations and operations.
This Department’s Command Staff, along with Patrol, Traffic, and Criminal
Investigations Division supervisors, are encouraged to keep the Support Services Captain, the Support Services Lieutenant, and Communications Coordinator/Public Information Officer informed of any incidents that could be of
interest to news media and the general public.

Cooperation and Coordination with News Media
Authorized news media representatives shall have reasonable access when
attempting to contact the Communications Coordinator/Public Information Officer. This Department recognizes authorized identification from all local, national, and international news organizations. Failure of news mediapersonnel to
present authorized identification may provide grounds for restricting access to
requested information or incident scenes.
Public information shall be released to the media as promptly as circumstances allow, without partiality and in as objective a manner as possible.
When information must be denied to a media representative, the basis for
that denial shall be fully and courteously explained.
Supervisors at crime or incident scenes may release information of a factual
nature to news media as governed by this policy, or may refer the inquiry to
the Communications Coordinator/Public Information Officer. Should the supervisor be unsure of the facts or whether certain information could or should
be released, he/she shall refer the inquiry to the Communications Coordinator/Public Information Officer or to Command Staff, in his/her absence.
Distribution of Written Media Releases
The primary responsibility of issuing and distributing written media releases
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falls to the Communications Coordinator/Public Information Officer. Secondarily, when the Communications Coordinator/Public Information Officer is
unavailable, media releases may also be issued and distributed by supervisory
personnel.
Distribution of media releases, whenever possible, should be made
simultaneously by email and on social media.
Email addresses for media contacts are maintained by the Communications Coordinator/Public Information Officer in conjunction with the City’s Public Information Officer and are contained
in the email contact list titled “Regional Media List.”
Social media accounts for media releases should always include
Facebook and Twitter.
Incident-related media releases:
Media releases should be issued and distributed:
i. For major criminal incidents, including felony arrests (excluding
drug-related arrests),
ii. For major traffic issues that affect major thoroughfares for an
extended period of time,
iii. For fatality-related incidents, including traffic accidents,
drownings, and homicides,
iv. For natural disaster information and alerts,
v. For any incident that the Department is involved in that is of
importance to the general public,
Non-incident-related media releases:
Media releases should be issued and distributed:
i. For major department accomplishments or announcements,
ii. For outstanding job performance by officers and/or department
employees;

iii. For announcing new department programs or procedures,

19

The decision about when to issue a media release depends on each situation
and should be made in consultation with:
Division Supervisors in CID and/or Patrol
Support Services Lieutenant and/or Captain
Communications Coordinator/Public Information Officer
Responding to Media Requests for Information
This Department shall provide factual, accurate, and timely information to
news media on a fair and equitable basis.

This Department will release documents to the news media and members of
the public according to state law and as outlined by the Texas Public Information Act and the City of New Braunfels Open Records Policy.
This Department will make a good-faith effort to inform news media of occurrences of crime or other matters which are of broad public concern as
quickly as possible, as long as that information does not:
a. interfere with an ongoing investigation,
b. place members of the public in harm’s way,
c. interfere with this Department’s operations,

d. infringe on an individual’s rights,
e. violate the law.
The following information may be released to members of the media:
a. The type or nature of an event or crime.
b. Type and/or quantity of property taken.
c. A general description of how an incident or event occurred, including
the location, date, time, damages, and injuries.
d. The time and place of an arrest.
e. The age, sex, race, name, family status, occupation, and last known city
or county of residence for any suspect arrested and charged with a criminal offense.
f. The place of detention and the amount of bond for any adult suspect
arrested and charged with a criminal offense.
g. The age, sex, race, family status, occupation, and last known city or
county of residence of a victim.
h. Any use of weapons, resistance, or pursuit during an incident or event.
i. A general description of evidence seized (detailed descriptions of
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evidence should be avoided)

j. The nature, substance, or text of the charge, including a brief
description of the alleged offense.
k. Requests for help from the public in locating evidence, a victim, or a
suspect.
l. The approximate number of officers or staff involved in an event or
investigation,
m. The contact information of the detective in charge of an investigation,
and/or their supervisor’s contact information. (Exception: the name of
any undercover officer will not be released.)
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The following information may not be released to members of the news
media:
a. The identity of a suspect prior to arrest unless such information would
aid in apprehending the suspect or serve to warn the public of potential
danger.
b. The identity of any victim of a sex crime or any related information
which, if divulged, could lead to the victim’s identity.
c. The identity of any juvenile who is a suspect, defendant, witness,
victim, or party to a criminal case.

d. The identity of victims or witnesses if such disclosure would prejudice
an investigation to any significant degree, or if it would place the victim
in personal danger.
e. The identity of any critically injured or deceased person prior to
notification of next of kin.
f. Medical information pertaining to any person, including officers and
employees of this Department.
g. Specific cause and/or manner of death, unless officially determined by a
medical examiner or forensic pathologist.

h. Prior arrest records.
i. Information which, if prematurely released, may interfere with an investigation or apprehension, such as the nature of leads, specifics of a Modus Operandi (“MO”), details of a crime known only to the perpetrator
and the police, or information that may cause the suspect to flee or more
effectively avoid apprehension.
j. The existence or contents of any written statement, admission of guilt,
or confession by a suspect or witness.
k. Information that may be of evidentiary value in criminal proceedings.
This includes the results of any investigative procedure such as
lineups, polygraph tests, fingerprint comparison, ballistics test, laboratory tests, or other procedures; however, the fact that these tests have
been performed may be revealed without further comment.
l. Information that discloses investigative techniques and procedures,
that may impair the future effectiveness of the department.
m. Information about tips from anonymous or confidential sources, to
include whether or not those tips exist in the first place.
n. Any personal opinion, or any unsubstantiated fact or rumor about any
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evidence, suspect, crime, event, or situation.

o. Any opinion as to the accused person's guilt or innocence.
p. The home address, home telephone number, personal mobile phone
number, or any other personal identification information about any
member of the Department.
q. Sensitive information relating to internal investigation of police officers shall
not be released without the express permission of the Chief of Police or his/her
designee.
Audio Recordings of 9-1-1 Emergency Calls
An audio recording of an emergency phone call to this Department’s 9-1-1
Center may be released, but only if:

The release of the recording does not interfere with an ongoing
criminal investigation, as determined by the CID Command Staff.
The release of the recording is reviewed and edited per the guidelines
followed by this Department’s Records Division.
The release of the recording is approved by the Chief of Police or
his/her designee.
The release of the recording is coordinated with the Communications
Coordinator/Public Information Officer.
On-Scene Media Management

Department personnel shall extend every reasonable courtesy to news media
representatives at crime scenes. On-scene supervisors should establish a designated area at the scene for news media representatives and their equipment.
This may include closer access to personnel and equipment than available to
the general public, but only to the degree that it:
Does not place news media representatives in harm’s way
Does not interfere with an ongoing investigation
Does not interfere with the movement of traffic
At the scene of major incidents, on-scene supervisors, in conjunction with the
Communications Coordinator/Public Information Officer, shall designate the
time, place, manner, and frequency of news media briefings. Major incidents
may include, but are not limited to:
Hostage Situations
Active Shooter incidents
Multiple Fatality Traffic Accidents
Bomb Threats
Officer involved shootings
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Weather related incidents

News media shall not be allowed access to any area or scene of an incident or
crime where there is a possibility that evidence may be damaged, altered, destroyed, or otherwise prejudiced by its existence being published or portrayed.
Once evidence has been processed, removed, and secured by the department,
news media may be allowed to enter by permission of the commanding officer
at the scene.
In the event of a suicide or suspected suicide, Department employees may disclose this to news media, along with factual information about the nature of the
event. The name, age, address, sex, race, occupation, and family status of the
victim may be released, but only after next of kin has been notified. If applicable, the existence of a suicide note may be acknowledged, but without further
comment and the content of such a note is personal and confidential and shall
not be released except as provided by law.
Photography, Film, Video, and Audio Recording Consideration
Suspects or other
persons in custody shall not be posed for news media photography, film, or video. Also, news
media interviews with suspects or other persons in custody shall not be allowed.
When an individual is charged with a criminal offense and is sought by law
enforcement authorities, driver’s license photographs, previous jail booking
photographs (mug shots), and other photographs of the suspect may be released to the media in an effort to help locate the individual. Additionally, surveillance camera images or video of a suspect may be released in an effort to
help identify and locate an individual, but only with the approval of supervisors and/or Command Staff. No Department photographs, videotape, film, or
composites of subjects in custody shall otherwise be released to the media unless authorized by the Chief of Police or his/her designee.
Other Considerations
Daily administrative reports of criminal activity will be made available on a
routine basis to news media representatives. Statistical reports of criminal
activity will also be made available on request.
Public Appearances by Employees
Requests from media sources and public groups to present or portray
personnel of the Department in films, advertisements, animation, or art
must first be approved by the Chief of Police or his/her designee. If such
a request is approved, the Communications Coordinator/Public Information Officer should assist in the coordination of those activities.
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Attachment E - New Braunfels Fire Department Standard Operating Guidelines Media and
Community Relations

New Braunfels Fire Department
Policy Manual

News Media and Community Relations
320.1

PURPOSE AND SCOPE

The purpose of this policy is to provide guidelines for communicating with representatives of the media, community
leaders, residents and businesses, and to establish procedures for interacting with media representatives at emergency
scenes. Additionally, this policy establishes an operating framework for integration of the Public Information Officer
(PIO) into the incident management system.
POLICY
It is the policy of the New Braunfels Fire Department to provide timely and consistent information in a manner that
does not interfere with overall departmental operations. This can only be accomplished by limiting the number of personnel authorize d to communicate with the media to the following: Fire Chief, Assistant Fire Chief, Battalion Chief (or
their designee) and the department's designated PIO.
320.2

PIO DESIGNATION

As soon as practicable on incidents where news media are present and requesting information, the Incident Commander (IC) will designate a PIO if the Department does not have a full-time PIO. The PIO shall interface with and provide timely and relevant information to representatives of the community and media during critical command stages. A
single PIO will typically be designated for each incident, including incidents operating under Unified Command and
multijurisdictional incidents.
In multi-agency or multijurisdictional incidents, it may be necessary to establish multiple PIOs and a Joint Information
Center (JIC) with a PIO and Assistant PIO. In all cases, the PIO shall be responsible for coordinating the dissemination
of information that has been approved by the IC for release to the media, the community and other parties that may have
been affected by the incident.
Upon arrival at the scene of the incident, the designated PIO will report to the IC, obtain an incident briefing and be assigned the PIO radio designator for the incident.
320.3

DISSEMINATION OF INFORMATION

The PIO should gather and disseminate the following information as deemed appropriate:

(d)

(a)

Incident response information, including the number of units and personnel on scene

(b)

Appropriate human interest or safety information

(c)

Nature of the incident and expertise of the fire personnel deployed (high-rise, technical rescue, etc.)

A description of any particular hazards present at the incident
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(e)

320.4

Identification of life-saving or heroic acts that may have occurred, including any rescue scenarios

(f)

Projected duration of the incident

(g)

Approved evacuation notices and restricted areas

RESTRICTED INFORMATION

The PIO shall ensure that legally protected information is not released to the media. The PIO should consult with the
IC or the authorized designee about any issues or concerns regarding legally protected information.
Refer to the Line-of-Duty Death and Serious Injury Notification Policy for additional considerations regarding communication with the media concerning a line-of-duty death or serious injury.
320.5

MEDIA INQUIRIES

All media inquiries received by incident personnel shall be forwarded to the PIO for response. The PIO will endeavor
to provide accurate information that is available at the time while clearly communicating that any such information is
preliminary. The following communication strategies may be employed:
(a)

Reporters should be directed to assemble in a designated staging area to wait until additional information
can be obtained.

(b)

If the PIO finds it necessary to remain with media representatives, he/she may request assistance from the
IC in gathering information. Media representatives may be allowed to take photographs and video, provided
they do not interfere with incident operations or create a safety hazard.

(c)

Prior to releasing the names or identifying information of persons seriously injured or deceased, the PIO
shall confirm that the next-of-kin has been notified. Next-of-kin notifications are generally handled by law
enforcement and/or hospital personnel. The PIO should contact Dispatch supervisor to confirm that notification has been made.

(d)

The names of deceased or seriously injured persons shall not be transmitted over the radio.

The PIO or the authorized designee should not speculate as to the cause of an incident.
320.6

MEDIA ACCESS AND SPECIAL TOURS OR BRIEFINGS

Authorized members of the media, local leaders, their representatives and other visiting dignitaries may be provided access or tours of scenes of floods, storms, fires, earthquakes, explosions or other emergency scenes when such access can be accomplished safely and when the IC has authorized such activities.
The PIO shall be responsible for scheduling and arranging special tours or briefings in accordance with established National Incident Management System (NIMS) procedures.Access by the media is subject to the following conditions:
(a)

The media representative shall produce valid press credentials that shall be prominently displayed at all
times while in areas otherwise closed to the public.

(b)

Media representatives shall be prevented from interfering with emergency operations and criminal investigations.
1.

(c)

Reasonable effort should be made to provide a safe staging area for the media that is near the incident and that will not interfere with emergency or criminal investigation operations. All information
released to the media should be coordinated through the PIO or other designated spokesperson.

In the case of a fire incident, the PIO may escort media representatives on a tour of a fire-damaged area
following knockdown and after receiving authorization from the IC, in coordination with operations person26

nel. The PIO will be responsible for ensuring that all media personnel wear proper protective clothing as
warranted.

320.7.1 TEMPORARY FLIGHT RESTRICTIONS
If the presence of media or other aircraft pose a threat to public or personnel safety or significantly hamper incident operations, the IC should consider requesting a Temporary Flight Restriction (TFR). All requests for a TFR should be
routed through Dispatch. The TFR request, either for a pre-planned operation or an unplanned incident, should include specific information regarding the perimeter and altitude necessary for the incident. The TFR should be requested through the appropriate control tower. If the control tower is not known, the Federal Aviation Administration should
be contacted (14 CFR 91.137).
320.8

NEWS RELEASES

News releases are documents specifically prepared for release to the media. News releases should be authored by
the PIO and approved by the Fire Chief, IC or the authorized designee prior to release. News releases should be
structured to facilitate use by the print media, typically containing no more than two pages of concise information.
News releases should be formatted in accordance with the approved department standard.

320.9

NEWS CONFERENCES

A news conference is a pre-scheduled event intended to highlight a newsworthy event such as a promotion or opening of a new fire station; news conferences can also be used when
a representative of the Department desires to
make a public appearance. The Fire Chief will determine the purpose and scope of the conference. Any accompanying
news release will include details, such as the date, time and location, and may reference other officials, dignitaries or
agencies that may be in attendance.

The PIO should prepare the news release and/or a prepared statement for the Department spokesperson. The PIO shall
make arrangements for the site, obtain required equipment, arrange for availability of the news release, identify photo locations and provide escorts, as necessary. The conference may include a moderator or the PIO, who should make
introductory remarksand introductions, assist with any question-and-answer period that may follow and conclude the
conference.
Specific information should not be released prior to the conference. The PIO should notify appropriate department personnel of the date, time and location of all news conferences. Department members attending the news
conference should wear their dress uniform as specified in the Uniform Regulations Policy. Attendance requirements
will be determined by the Fire Chief.
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Attachment E – New Braunfels Request for Public Information Policy
XX.0

Policy for Processing Open Records Requests
for the City of New Braunfels, Texas
INTRODUCTION
The Texas Public Information Act requires governmental agencies to make
available for inspection and copying all information that is collected, assembled, or maintained by or for a governmental body if it owns or has a right of
access to the information. This policy outlines the procedures for processing
an open records request or request for public information.

GENERAL GUIDELINES
Any person wishing to inspect or copy public records kept by the City of New
Braunfels must make the request in writing. No verbal requests shall be accepted. A written Open Records Request may also be submitted to the City
of New Braunfels through its designated Public Information Coordinator as
follows:
By Mail or in Person:

City Secretary's Office, 424 S. Castell Avenue, New Braunfels, Texas 78130
For City Requests – Patrick Aten: paten@nbtexas.org
or Fax: 830-608-2109
For Police Requests – send to:
policerecords@nbtexas.org or Fax: 830-608-2188
For Municipal Court Requests – Margaret Robbins:
mrobbins@nbtexas.org or Fax: 830-608-2148
The City of New Braunfels has a duty to respond to any written request for
open records, including those that are made through e-mail or by fax. However, state law provides that a governmental body can designate a person
that is authorized to receive e-mail or faxed requests for open records. If
such a designation is made, the Public Information Act is only activated if the
request is directed to the assigned individual. Pursuant to Section 552.301
(c), Government Code, and City of New Braunfels Resolution 2012-1, the
City Secretary has been designated by the City of New Braunfels to receive
all electronic mail and fax requests for public information. Accordingly, the
City of New Braunfels is not responsible for responding to electronic mail and
fax requests sent to any electronic mail addresses other than the e-mail addresses cited above.
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Please be advised that confidential information is often included in documents held by the City of New Braunfels. Per Chapter 552 of the Texas Government Code, the City may not be able to release this information. The Texas Public Information Act requires a governmental entity to request an open
letter ruling from the Texas Attorney General prior to withholding information
that is confidential.

POLICY FOR RECEIVING OPEN RECORD REQUESTS*
If an employee receives a verbal open record request, the employee
is to respond to the requestor that they must submit their written request directly to the City Secretary’s Office. All requests must be in
writing.
If an employee receives an open records request by email, the employee is to respond to the requestor that they must submit their request directly to the City Secretary’s Office. Do not forward the email
to the City Secretary for processing. All electronic open record requests must be submitted to the City Secretary’s Office.
If an employee receives an open records request by fax, the employee is to respond to the requestor that they must submit their request
directly to the City Secretary’s Office. Do not forward the fax to the
City Secretary for processing. All electronic open record requests
must be submitted to the City Secretary’s Office.
If an employee receives an open records request by mail, the employee is to immediately bring the original request to the City Secretary’s
Office for processing.
If an employee receives an open records request by hand delivery,
the employee is to immediately bring the original request to the City
Secretary’s Office for processing.
*See attached Diagram of Procedures at the end of this policy.

THE EMPLOYEE’S RESPONSIBILITIES
The employee is not to begin processing the request for open records
before bringing the request to the City Secretary’s Office.
The employee is to begin processing a request for open records only
after the City Secretary’s Office has notified the employee of a request.
The employee shall not ask the requestor about the purpose of a request.
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The employee should not contact the requestor.

The employee shall not create a document in order to respond to the
request. However, a database of information may be utilized to produce specific information to respond to a request.
The employee is not to re-route the request to another department.
If the employee cannot locate documents responsive to the request,
the employee is to return the request to the City Secretary’s Office
with a statement that they have no responsive documents.
If the employee can locate documents responsive to the request, the employee shall not write on the documents, redact
anyinformation, or answer requestor’s questions. If the employee believes some information in the documents may be confidential, please
tab the information (with Post-it Notes or Post-It Flags) so it is easier
to locate when reviewing the documents.
The employee is to immediately provide any responsive documents to
the City Secretary’s Office so that the City Secretary’s Office may continue processing the request, make redactions, or work with the City
Attorney’s Office for further review.
If the documents are extensive or voluminous, the employee is to
make a preliminary determination of the volume of records and time
required to collect and compile the records. This will aid the City Secretary’s Office in providing a cost estimate to the requestor.
If the requestor asks to only view or inspect the documents, the employee is to provide the documents to the City Secretary’s Office so
the City Secretary’s Office can coordinate with the requestor to view
the documents and supervise the inspection.
12. The employee is to provide single-sided, unstapled documents to the
City Secretary’s Office.

RESPONSIBILITIES OF THE CITY SECRETARY’S OFFICE
The responsibilities of the City Secretary’s Office include:
Receiving and processing all open record requests.
Contacting the requestor.
Coordinating with departments that have responsive documents.
Working with the City Attorney’s Office to handle legal information and
redact information.
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As a courtesy, the City Secretary’s office informs employees (and
their supervisor) if information about an employee has been requested.
The City Secretary’s Office shall provide to the requestor: clarification,
a cost estimate, or the responsive documents within ten business
days from receipt of the request.
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