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DON'T LET COMMUNICATION BE A CASUALTY 

 

HOW TO SUCCESSFULLY MANAGE 

EMERGENCY SERVICES COMMUNICATIONS 

 

 

[INSIDE] 

Uncrossing the Wires – A Guide to Effective Communication Between Media and 

Emergency Services  

By Sarah Edmonds & Brian Ward 

 

A veteran journalist and a seasoned cop reveal lessons learned 

from actual crises and communicators on the front lines 

 

In the heat of a crisis – an accident, a murder investigation, a natural disaster, a mass shooting, or 

a terror attack – police, emergency services, and journalists converge as they scramble to do their 

jobs.   

 

First responders and media both aim to serve the public, but without effective communications 

management, interests and agendas can clash – resulting in misinformation, public risk, or full-

scale communications disasters. 

 

Your job as a communicator gets tougher by the day.  Today's newsrooms house fewer specialist 

beat reporters and more generalists who may be unfamiliar with SOP.  Upstart online outlets 

deploy reporters with varying levels of journalistic experience and ethical training.  And the 

accelerant of social media can quickly spread rumour and misinformation beyond control. 

 

Uncrossing the Wires – A Guide to Effective Communication Between Media 

and Emergency Services gives you the knowledge and understanding to take 

control of communications and ensure the public gets a fast and accurate flow of 

facts. 

 

In this unique new guide, an experienced journalist teams with a retired Toronto Police Service 

Staff Sergeant to give you straight advice on how to avoid communications snafus and achieve a 

smoother, more effective partnership. 

 

 Manage sound emergency communication 



 Avoid risks to public safety and well-being 

 Successfully navigate the digital and social media revolution 

 Get proven tips to manage the perils and potential of new technologies 

 

Advice from the front lines 

 

The authors seek out communicators and reporters with first-hand experience of Canada's 

biggest floods, fires, pandemics and terror attacks – who reveal real-world lessons in engaging 

anecdotes and hard-hitting insights. 

 

Share the experiences and wisdom of 

 Some of Canada’s most experienced journalists 

 Veteran emergency service communicators and managers 

 Two retired Superior Court of Ontario Justices, including the former Associate Chief 

Justice 

 One of North America’s top corporate communication trainers 

 

Get a fair shake 

 

Conflicts can erupt when the media's drive to find out as much as possible as fast 

as possible clashes with the caution of law enforcement and emergency services, 

who want to avoid upsetting families, breaching laws, or endangering 

investigations. But savvy communications officers can take steps to achieve these 

goals while maintaining "positive and professional" relations with reporters. 

 

Order Uncrossing the Wires today, and learn from the successes and mistakes of 

front-line communicators. 

 

Packed with lessons and advice from the field 

 Learn positive tactics to promote understanding with new reporters or less-experienced 

generalists. 

 Anticipate and avoid communications conflicts with clear, published policies. 

 Successfully manage news conferences. 

 Set effective ground rules for one-on-one interactions. 

 Learn how to avoid the misuse of terms which can hamper investigations or result in 

legal action. 

 Understand why and how to avoid the "no comment" trap. 

 And much more. 

 

Who should have this book 

Law enforcement communicators and senior officers 

Emergency services managers and communicators 

Members of the media who cover crime, disasters, courts, acts of terror, or who deal with 

emergency services or law enforcement on a regular basis. 

Journalism school professors and students. 



 

========================== 

"The communications field is riddled with mines. It needs not just courage but preparation 

to traverse, and preferably a map—such as this book." 

 

Michael Marzolini was a communications advisor to five Canadian prime ministers, two British 

prime ministers, a U.S. president, and a Cuban dictator. From his Foreword: 

 

"The job of first responder spokespeople to a crisis is the ultimate in communications 

challenges... There may be confusion all about, many possible facts to decipher and as many 

rumors. Reporters appear, clamoring for a story. Your job is to understand what they need, and 

how they will likely treat that information. Your bosses expect you to control the story, but you 

know the journalists have their own agenda, and there is a risk that if your communications 

aren’t effective that you could become the story. What do you say in such a situation? 

 

...In Uncrossing the Wires, Sarah Edmonds and Brian Ward provide the reader a useful base of 

experience in successfully handling crises through good communications.   They have been on 

the front lines, have seen how to do it right, and how to do it wrong." 

=========================== 

 

Additional insight 

This remarkable book delivers valuable insights into the business side of the shrinking media. 

 

You'll find definitions of the operation of Canada’s court system at all levels – tailored to new 

members of the media. 

 

And you'll explore how the advent of social media and other technologies have changed the 

practice and business of both communications and journalism 
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