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Actions Speak Louder Than Words – 
The Year Past and Way Forward

After bidding farewell to 2020 and a very 
different year than we have ever had in 
the past, we welcome 2021 and hopefully 

a return to some normalcy. A lot has happened 
during the past year in our regular lives but also 
in the world of policing. The year started strong 
with positive levels of support from the public, 
despite the fact that the previous provincial 
government’s regulations allowed crime rates to 
rise over time and we were seeing that become 
a reality as we had been saying throughout the 
process. No matter, our members remained 
professional and worked hard to keep our 
communities safe.

In March 2020, after COVID-19 hit full stride 
in Canada and throughout the world, everything 
changed.  The PAO focused on ensuring our 
members were safe and protected, whether it 
was fighting for personal protective equipment 
or employees’ rights and workable labour 
conditions, and our members day in and day out 
went out in our communities to keep the public 
safe. We did it for the most part without fear of 
the risks, because that is what we have always 
done and will always do every single day.

In the early summer, the horrific events that 
took place Minneapolis, Minnesota cast a very 
dark light on the profession. Although the 
overwhelming percentage of police personnel 
are not racist, we were all grouped together 
under the same lens. Large rallies focused on 
‘defunding the police’ and cutting police budgets 
became the norm from some community and 
special interest groups. While our polling has 
shown that this is not the majority sentiment, it 
seemed like everyone from actors to professional 
athletes were making big, bold and, sometimes, 
untruthful comments in regards to the purpose 
of law enforcement. Also, unsurprisingly, many 
politicians caved to the rhetoric that grabbed 
headlines in the media. The challenge is that, for 
the most part, police were not the problem. The 
profession has long advocated, and continues 
to advocate, that meaningful investments are 
desperately needed in other sectors of society 
such as mental health and wellness, social 
services, housing and our youth. As this was 
overlooked for years, inevitably something had 
to give, and unfortunately that was highlighted 
by the events that took place in Minneapolis this 
past May.

The PAO, as you have read, was quick to 
criticize the actions of the individuals involved. 
Shortly thereafter, we developed a speaker 
series of workshops focused on listening, 
learning, and eventually leading advocacy 
efforts for evidence-based changes. Member 
association representatives were invited to 
participate in conversations with community 
and police members from BPOC, Indigenous and 
LGBTQ2SA+ communities. While this was just 
the beginning, we listened, we learned and now 
as we said, actions speak louder then words. It is 
time to move forward together. We can do better 
and we will do better.  

Towards the fall and into the winter, through 
strong advocacy and non-stop messaging about 
the positive interactions between police and the 
public, it appears public support for the profession 
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is gradually returning. The PAO has been steadfast 
in our stance and messages that oversight in 
Ontario is strong and transparent, more so than 
every province and most other countries.

By now, you would have read and become aware 
of the PAO’s Everyone Needs Backup initiative. 
Efforts surrounding the mental health and 
wellness of our membership started a number of 
years ago, when the PAO advocated relentlessly 
with governments past to provide Presumptive 
Legislation for the province’s first responders. 
We followed that up with deputations to the 
provincial government and Ontario’s Chief 
Coroner, who produced the report on Police 
Officer Deaths by Suicide last year, and we have 

continued to support our members’ mental 
health and well-being as a strategic goal of the 
organization through the launch of Everyone 
Needs Backup. It was, is and will continue to be 
our top priority.

So, please remember, whether you’re heading 
into work or home to family and friends – you 
matter. Your mental health and wellness are vital 
to you effectively protecting the public every 
single day.  Please reach out to your co-workers 
and other first responders to make sure they are 
ok. This is the only way we can all work to end the 
stigma that continues to exist.

Stay safe and keep healthy.d
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At the beginning of December, the PAO held 
a number of presentations by community 
leaders and police service personnel that 

were designed to generate open and honest 
discussion about how the profession needs to 
move forward in its relationship with diverse 
communities such as those who are Indigenous, 
BPOC and LGBTQ2SA+. 

As openly gay Norfolk UK Police Service 
Superintendent Lou Provart said during one 
presentation, “We are still bound by the Peelian 
principles of policing – the police are the public 
and the public are the police. We can’t get rid of 
our uniform every time a fringe group demands it; 
however, we can do better at how we interact and 
work with those who come from communities 
where the relationship continues to be a 
challenge. We need to leverage the experiences of 
‘ambassadors’ that work within the profession 
as well as from within the community itself – 
as they can be powerful advocates for us when 
times are difficult.”

Each of the three sessions featured at least 
one police officer and at least one community 
leader. The police officers were asked to present 
about their lived experiences and how they 
balanced their identity with their duties as law 
enforcement officials. The community leaders 
also provided their perspectives of how they 
would suggest policing organizations need to 
proceed in order to change how police service 
personnel are viewed by a number of diverse 
populations. 

Sgt. Chabine Tucker of the Ottawa Police 
Service, who is also one of the founders of 
the Ottawa Police Hoopstars (a volunteer 
organization that has off-duty police service 
personnel using basketball to build relationships 
with local youth), said sometimes we need to be 
more innovative in how we build trust with those 
who distrust us. 

After the murder of George Floyd and with 
tensions high in some Ottawa communities, 
Sgt. Tucker along with Mr. Christopher Lalonde, 
President of Ottawa’s North Gloucester Giants 
Football Association, conducted a role-reversal 
exercise with some local youth who put on police 
vests and conducted a traffic stop with a member 
of the public (the volunteer police officers). 
Sgt Tucker and Mr. Lalonde both said it was an 
eye-opening moment when the youth got to 
understand more about what police officers were 
required to do and the actual police officers got 
to experience how their tone affected the quality 
of the interaction. 

“At the end of the day, a respectful approach with 
anyone in the public during any type of interaction 
goes a long way,” said Sgt. Tucker. “In my case, 
leveraging a passion for sports as a way to connect 
with at-risk youth in some of the poorest areas of 
Ottawa has provided a great opportunity for all of 
us to learn more about each other.” 

Cst. Monica Rutledge of the Toronto Police 
Service Aboriginal Unit also identified the 

Listening, Learning and Leading: The PAO’s 
Equity, Diversity & Inclusion Speaker Series 
Prompts Some Very Honest Conversations
Stephen Reid, PAO Executive Director

Norfolk Police Service T/Superintendent Louis Provart speaks 
during the December 7 workshop focused on relations with the 
LBGTQ2SA+ community.
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importance of leveraging the knowledge and 
unique cultural experiences of those who come 
from diverse communities, as they can enrich 
policing organizations.

“Programs such as the Youth in Policing 
Initiative encourage youth from culturally 
diverse backgrounds. including those from 
aboriginal communities, to consider policing 
as a future career,” said Rutledge. “Programs 
like these are designed to encourage youth from 
marginalized communities to bring their unique 

cultural experiences into a public service so that 
it reflects the communities that policing serves.”

As we begin a new year, the PAO Board of 
Directors is committed to continuing the 
relationship building process with communities 
where trust is sometimes a challenge. It comes 
back to the initial Peelian principles of policing 
– how we can strengthen the police-public 
relationship and our legitimacy as effective 
public servants. It is just the beginning. d

Elder Frances Sanderson began the workshop on December 1 by 
providing a blessing with a smudge ceremony. Elder Sanderson 
& Toronto Police Service Cst. Monica Rutledge led this session’s 
conversations regarding Indigenous community relations.

Sgt. Chabine Tucker discusses the Ottawa Police Hoopstars 
program for local youth during the December 3 workshop 
focused on building relationships with the Black community. 
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Every year in June, the PAO Board of Directors 
normally comes together for a strategic 
planning session to develop a set of goals that 

will guide the Police Association of Ontario’s priorities 
for the coming year on behalf of our member 
associations and their local sworn and civilian police 
personnel. As we know, 2020 was not a normal year. 

The COVID-19 pandemic required our Annual 
General Meeting, which should have been held in 
May, to be pushed to September and moved to a 
virtual platform. This meeting is when elections 
for PAO Board positions are held, or members who 
have been acclaimed to positions on the Board 
officially take their seats. It is not until we have a 
‘new’ Board for the year that a strategic planning 
session can be held. 

The PAO ‘Think Tank’ strategic planning session 
was, therefore, delayed until the end of September 
2020. During the retreat, the Board adopted an 
abbreviated version of strategic goals to reflect the 
(then) next eight months in order to allocate the 
execution of the plan with the financial and human 
resources available to the organization. 

Why is it important for the PAO to set annual 
goals? They provide direction for the organization 
to continually move forward on behalf of the 
membership. Goal setting allows us to evaluate 
the Association’s current state, recognize areas 
for improvement, and develop plans that support 
where we would like to be in the future. 

When setting annual goals, the Board of 

Directors and PAO staff work to ensure each one 
meets the SMART criteria:

• Specific
• Measurable
• Attainable
• Relevant
• Time-based.

We aim to forecast what the key influencers will be 
for the Association and our members in the upcoming 
year, identify any external factors that might influence 
what we are able to accomplish, and ultimately build 
upon our past successes in order to provide our 
member associations – and their members – with 
representation, resources, and support. 

The following strategic goals have been set for 
the period of October 2020 – June 2021:

• Engage directly with the ongoing movement 
for change within policing and its impact on the 
honour and reputation of the profession
• Enhance our member associations with the tools 

and resources needed to successfully advance the 
collective rights and interests of their members
• Prioritize the mental health and wellness of the 

membership

The mission of the Police Association of 
Ontario is to provide leadership to protect and 
advance the collective rights and interests of our 
membership. The PAO Board of Directors and 
staff are confident the above goals will position 
the PAO in the required direction to continue 
fulfilling that mandate. d

PAO Board of Directors Set the Organization’s 
2020/21 Strategic Goals
Stephen Reid , PAO Executive Director

Every day’s a challenge.

STEEL F-301 Ballpoint Pen

Don’t settle for ordinary.Get ready.
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Hopefully, the phrase ‘everyone needs 
backup’ now has more meaning for you 
than it did prior to October 2020. That’s 

when the PAO launched its member-focused 
mental health initiative, Everyone Needs Backup, 
which aims to ensure our ~28,000 sworn and 
civilian police personnel across Ontario know 
that there is honour in asking for help, or 
backup, specifically when mental health-related 
challenges arise. 

The mental health and wellness of Ontario’s 
police personnel is vital. You do everything possible 
to keep others safe, but too often that means 
putting yourselves at risk – not just physically, but 
also mentally and emotionally. As you all know, it 
can be challenging to disconnect from the job when 
a shift is over. However, by not disconnecting or 
ensuring you have appropriate time off, burnout 
can become a real issue and it can manifest into 
various mental health-related challenges. 

In order to ensure this message spreads 
as far and wide across the membership as 
possible, the PAO has consistently been sending 
communications to your local associations 
that feature  a short YouTube video with lived 
experiences from five Ontario police personnel, 
posters that can be hung or shared, an easy-
to-read infographic, a Q&A about PTSD and 
the mental health of first responders, and 
more. Everything links back to PAO.ca/
EveryoneNeedsBackup, an online hub where 
members can find many of these pieces along 

with a comprehensive listing of resources, tools 
and support programs that aim to assist any of 
our members who might be having a difficult time.

Everyone Needs Backup also hopes to break 
down the stigma surrounding mental health that 
continues to exist within the profession. One way 
of doing that is to normalize these conversations 
and share our experiences with one another. 

In that vein, a new section was recently added 
to PAO.ca/EveryoneNeedsBackup called ‘Stories 
and Experiences’ where members’ personal or 
professional journey with mental health and 
wellness can be read by other police personnel 
or the public. By keeping discussions open 
and providing a platform for sharing our lived 
experiences with each other, it can help break 
down barriers and allow members to feel less 
alone in what they may be feeling. 

If you have a journey with mental health and 
wellness that you’d be willing to share to help 
other police personnel who may be struggling 
with similar issues, we want to hear from you. 
You can email communications@pao.ca and we 
will be in touch to get your story added. Also, 
please encourage your colleagues to consider 
sending in their stories and experiences. The 
more varied journeys we can feature, the more 
Everyone Needs Backup could help a fellow 
police member. Sharing a story today could help 
a colleague tomorrow. d

Sometimes, Everyone Needs Backup. 
We Need to Keep Talking About That.  
Sarah Coulter, PAO Communications Director
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Boots On The Ground is a charitable orga-
nization that is completely run and staffed 
by volunteer First Responders. Since its 

launch in November 2018, Boots On The Ground 
has answered over 610 calls for assistance.

The Boots On The Ground peer support help 
line is staffed 24/7 by trained, retired and serv-
ing First Responders who can speak immediately 
to callers. Volunteers can also direct callers to 
vetted clinicians and resources. Speaking openly 
and anonymously to an empathetic peer, First 
Responders can feel comfortable talking and 
opening up about what is bothering them, mak-
ing it easier to get the assistance they need. Boots 
On The Ground (BOTG) also offers in-person 
peer support in the GTA. This will be expanded 
across the province in the near future.

Services are offered to Police, Fire, EMS and 
Corrections employees throughout Ontario. This 
includes serving and retired, sworn and civilian 
members. BOTG’s initial start-up committee 
was comprised of police officers. They now have 
volunteers from all emergency services involved 
in their program.

Boots On The Ground is an alternative to cur-
rent wellness programs being offered through 
employers. There is a belief that these programs 
are under-utilized because of fears associated 
with social stigma and confidentiality issues. By 
keeping BOTG completely separate from em-
ployee wellness programs, there is a hope that 
more people will utilize their available services. 
BOTG offers a completely anonymous service 
when users call in so people do not have to worry 
about details of the conversation getting back to 
their workplace.

Boots On The Ground is currently comprised 
of 150 volunteers, including serving and retired 
First Responders, working on the program and 
answering the phone lines 24/7. Their toll-free 
number is 1.833.677.2668 and if you or a col-
league needs immediate assistance, you are en-
couraged to call in and speak with someone di-
rectly.

All BOTG volunteers receive peer support and 
suicide prevention training, bereavement train-
ing and Mental Health First Aid. They are also 
provided with in-house training before being 
deployed to provide peer support.

On September 3, 2020, Boots On The Ground 
launched their PTSD Service Dog Program, with 
three First Responders receiving an 8 week old 
Labrador puppy. They are now embarking on a 
two-year journey together. Puppies and recipi-
ents will receive weekly training from BOTG and 
upon completion of the training program, they 
will have a certified PTSD service dog of their 
own!

If you are interested in becoming a volun-
teer with BOTG please email recruiting@boot-
sontheground.ca

Please remember that there is hope, there are 
people who care and there are resources avail-
able that can help.

Call the Boots On The Ground peer support 
help line any time at: 1.833.677.2668 or visit 
www.bootsontheground.ca  d

Boots On The Ground –
Peer Support Program
Dave McLennan, Founder



ISSUE 79 PAO MAGAZINE    13

Wounded Warriors Canada (WWC) is a 
national mental health service provider 
utilizing clinical best practices and ev-

idence-informed care to create an environment 
of compassion, resiliency and hope for Canada’s 
Veterans, First Responders and their families. 
Behind the therapy itself, and in front of those 
they serve, is their clinical team. WWC has as-
sembled a team of over 100 clinicians nationally 
who possess the cultural competency necessary 
to support the unique mental health needs of 
uniformed service members and their families. 
When you combine their leading-edge pro-
grams, with the vast clinical expertise of their 
facilitators, the results are life-changing. 

WWC programs are designed to provide sup-
port in the following areas:

1. Trauma Informed Workplace Training
2. Operational Stress Injury Group Based Programs
3. Spousal & Youth Programs
4. K9 Assisted Therapy

PTSD Service Dogs are trained for up to two 
years (per dog) to respond to the mental health 
complexities associated with Post-Traumatic 
Stress Disorder. They are able to detect and in-
tervene when their handler is anxious, they con-
tribute to a feeling of safety for their handler, and 
they promote a sense of relaxation and socializa-
tion. Thanks to the compassion and generosity of 
Canadians, and partnerships with organizations 
such as the PAO, Wounded Warriors Canada is 
supporting the training and pairing of 100 PTSD 
Service Dogs each year. Nationally, WWC now has 
eight service dog providers having just recently 
added Pembroke, Ontario’s Fire Team K-9. 

Fire Team K-9 will work in collaboration with 
our providers nationally to ensure best practic-
es, while allowing us to expand our provision of 
PTSD service dogs in Ontario. 

Canadian Armed Forces Veteran Jeff Finch is 
the Co-Founder and President of Fire Team K-9.

Wounded Warriors Canada – National Mental 
Health Service Provider
Creative Director Matt Wocks
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His service dog, Professor, is a Great Dane and 
Bullmastiff mix.

Why did you get a service dog?

My friend got a service dog and I saw what it did 
for him, but I didn’t think I needed a dog. He basi-
cally got me a service dog whether I liked it or not. I 
felt like this was the piece of the puzzle missing in my 
life. It allowed me to go outside and socialize with 
people and start teaching again.

What does Professor do for you?

When my adrenaline goes up, he grounds me by 
touching me and making me pet him. The rhythmic 
petting brings down my blood pressure and calms 
me. Professor also forces me to interact with people 
in a public setting, which is huge for me. 

What does partnering with WWC mean to you?

WWC is really going to let us up our game and our 
ability to serve the community.d 
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It has been a year of chaos, confusion, and 
complete madness. The pandemic is not the 
only thing to blame for the pandemonium 

plaguing our global community. For many first 
responders and essential workers, there has 
been an increased demand upon their overall 
performance. The demands have included an in-
crease workload, a decrease in support staff, vol-
unteers, and the list goes on. The demands have 
created a perfect storm arising from a number of 
negative and unpredictable factors. Then, there 
are the effects of a political season that has been 
unlike any other. It has been the icing on the cake 
for many throughout our global community.  

The onset of burnout occurs when an individ-
ual is feeling overwhelmed, exhausted and com-
pletely depleted. For those on the frontlines, 
there is a real-life battle to combat extreme ex-
haustion and being completely overwhelmed by 
the pandemic stress. Moreover, there are many 
political, socioeconomic and isolation factors 
that are having a real effect upon those serving. 
2020 has brought on a higher-than-normal lev-
el of emotional, psychological, and physical fa-
tigue. For many individuals who are experienc-
ing burnout, there is a lack of personal support. 
The lack of support may cause an individual to 
feel an increased sense of vulnerability, hope-
lessness, and an overwhelming sense of imped-
ing endangerment. For many individuals with 
preexisting mental health conditions, such a 
calamity of concern may only perpetuate their 
looming sense of doom.  

Even for those without preexisting mental 
health conditions, the year of 2020 has been a 
lesson in vicarious trauma. Vicarious trauma oc-
curs when an individual has been exposed to a 
traumatic event indirectly. Unfortunately, there 
has been no escaping this water-cooler conver-
sation. The vicarious trauma has been prolonged 
by the uncertainty of this pandemic.

While burnout is a very common issue for 
first responders of all types, it can have an ef-
fect upon anyone, at any time, and any age. In 
simple, burnout occurs when an individual has 
experienced prolonged demands, chronic stress, 

fatigue, a lack of support, and a decrease satis-
faction in what they are doing.

Children have been known to experience burn-
out with the demands of school and their ex-
tracurricular activities. There has been a recent 
uptick in the reported number of cases of burn-
out amongst children and youth. Given the pan-
demic and remote schooling, children are now 
being expected to perform at a higher pace and 
with greater productivity. The demands not only 
affect the children, but they are also overflowing 
onto their parental caregivers. The flooding of 
these demands is causing parents to feel a heft-
ier obligation and an increase of expectations of 
the school and society in general. It too has been 
a perfect storm placing greater demands upon 
children and the family. 

The Warning Signs of Burnout 
 • An overwhelming sense of despair
 • Self-imposed isolation
 • Procrastination or lack of motivation
 • Detachment or feeling withdrawn
 • Decreased enthusiasm or pleasure
 • Increasingly cynical or having a negative outlook
 • Chronic fatigue
 • Significant change in appetite or sleep habits
 • Emotional exhaustion
 • Feelings of entrapment, despair, and helplessness
 • Lack of personal responsibility
 • Decreased ability to feel pleasure
 • Reliance on drugs, alcohol, or other substances to cope
 • Feeling emotionally disengaged from others

It is always important to rule-out conditions 
that may be the causation of your burnout. Burn-
out may be caused by other significant medical 
or psychological conditions. Please be certain to 
always consult a medical or psychological physi-
cian regarding your concerns

Recognizing the early onset of burnout is of the 
utmost importance. Burnout has significantly ris-
en throughout our global community. It has been 
reported that there are many individuals feeling 
isolation burnout. There have been a significant 
number of individuals choosing to be around oth-
ers despite the risk of being exposed to COVID-19. 

Proving Resilient During a Pandemic
Dr. Asa Don Brown – Ph.D., C.C.C., D.N.C.C.M., F.A.A.E.T.S.
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Self-awareness is an essential ingredient in 
preventing or combating burnout. Burnout is of-
ten driven by the demands that are placed upon 
an individual. Burnout is not caused by lack of 
motivation or a weakness of one’s character. 
Rather, it is an issue that is fueled by one’s en-
vironment. When demands are placed upon an 
individual, they can prove detrimental to an in-
dividual’s ability to cope and manage.

Burnout is a combination of issues involving 
one’s physical, emotional, and psychological self.  
It is most commonly experienced when an indi-
vidual has had prolonged stress or demands placed 
upon them. It is not uncommon for an individual to 
experience burnout when they have a preexisting 
psychological or mental health condition. 

Burnout can be prevented with proper self-care 
and a supportive environment. When children are 
supported, they are equipped to fend off negativ-
ity. Refrain from constantly watching or engaging 
in conversations about COVID-19, the political 
atmosphere, or negatively fueled conversations. 
While it is important to be aware of our surround-
ings, do not make this your mainstay. It is best to 
do everything through moderation.  

In some cases, an individual may experience 
burnout without any underlying conditions. Yet, 
burnout is commonly experienced when an indi-
vidual is not receiving adequate support and the 
demands outweigh the benefits. When an indi-
vidual is experiencing burnout, they are not only 
feeling hopeless, but they approach each day 
with a cautious hesitation.

Bringing Calmness to the Storm

What does your environment look like? Are 
you living or working in a hostile environment? 
Do not accept or identify with messages that are 
blatantly negative or hostile. It is not only im-
portant to establish healthy boundaries, but to 
understand that you do not have to take owner-
ship of other people’s messages. Likewise, avoid 
allowing your own mind to create such negative 
messages. Remember that positive self-talk is an 
intrinsic part of a healthy mind.  

An individual’s social environment has a tremen-
dous impact upon their ability to prove resilient. It 
is critical that you reduce your exposure to negativ-

ity. Be a driving force behind empowerment. Em-
powerment is giving someone the authority, or the 
power, to prove triumphant. What supports do you 
have in place? An individual that is well insulated 
and empowered is a person who is less likely to de-
velop burnout. Be certain to limit your exposure to 
negative people and environments. 

Focus on areas of your life that bring peace. The 
following tools have been proven to provide com-
fort or reprieve from stress: Meditation, breathing, 
journaling, singing, exercise and psycho-therapy. 
It is important that you listen to messages that are 
uplifting, inspiring and that provide a new skillset. 

Be aware of those in your inner-circle. It is not 
uncommon for your traumatic experiences to 
have an effect on those around you. We frequently 
communicate our daily experiences through ver-
bal and nonverbal messages and cues. Be aware 
of your verbal and nonverbal communications.

Practice daily self-care. Self-care is essential to 
combating burnout and it must include all aspects 
of our person. Be certain that you are achieving a 
healthy sleep regiment; that you have a regular 
fitness routine; that you have a balanced diet and 
that you are hydrated; and that you are caring for 
your physical person. 

Mental health is another key element of self-
care. It is of the utmost importance that you are 
aware of your mental health needs. As with any 
aspect of our person, we must implement skills 
and exercises that will improve our perspectives 
of the world. As with many of us, self-compas-
sion, acceptance, forgiveness, and personal ap-
proval are key ingredients for a healthy life. 

At the end of the day, be certain to establish healthy 
boundaries and relationships; to request help when it 
is needed; to avoid taking on more than you are capa-
ble of managing; to be mindful of your own personal 
needs; and to implement an exercise routine that in-
volves your physical and psychological self. 

Dr. Asa Don Brown is a prolific author, an engag-
ing speaker, human rights advocate, and clinical 
psychologist. He serves as a first responder in New 
York and he has held university faculty positions 
teaching incoming freshmen to those completing 
their graduate work. www.asadonbrown.com d



ISSUE 79 PAO MAGAZINE    17

Over the last decade, law enforcement has 
come to realize the importance of commu-
nicating with our communities. Most po-

lice departments work with the media, conduct 
regular community outreach, and are using so-
cial media to get their messages out and engage 
with stakeholders. However, when a crisis hits, 
like Winston Churchill said, “a lie gets halfway 
around the world before the truth has a chance to 
get its pants on.” Immediate, concise, and truth-
ful communication becomes vital, especially in 
today’s ‘speed beats truth’ era of social media, 
instantaneous news, and flagrant rumor-mon-
gering. A crisis can be anything from a natural 
disaster or officer malfeasance allegation, to ter-
rorism concerns or a localized crime spree. 

The most obvious difference between day-to-
day public relations and crisis communications 
is the level of interest. There will be an exagger-
ated response by the media and the public to a 
crisis. Your job may be to quell rumor, calm a 
panicked public, and explain a complex situation 
all at once. It’s important to remember that cri-
ses are “money stories” for the media… interest 
will be intense, pressure will be severe, and the 
need to ‘feed the beast’ overwhelming. In to-
day’s ‘no news cycle’ world, the pressure on your 
agency for information will be never-ending. Be 
prepared to think on your feet.

If you are the lead agency during a crisis, keep 
in mind your job is to keep the main thing, the 
main thing. After an F-2 tornado ravaged down-
town Atlanta in 2008, the media ran the story 
non-stop for 72 hours. While the media were 
asking premature questions about the amount 
of damage and cost to the city, it was the Atlanta 
Police Department’s job to keep the media on-
point with messaging about public safety, traffic 
issues, and clean-up – the things the communi-
ty really wanted to know about. Fast-forward to 
the issues law enforcement across North America 
are dealing with today with regards to ‘defund-
ing the police’ and determine strong messaging 
about what that term truly means for your com-
munity. Framing the narrative has never been 
more important, and it is critical during a crisis.

That leads to the second job of an agency man-
aging a crisis: keeping messages timely. At the 
onset of an incident, you may have to provide 15, 
30, or 60-minute updates. Take control of the 
message right away by using your department’s 
social media platforms as the go-to place for 
new information. If you don’t provide a constant 
stream of information when it becomes avail-
able, and is releasable to the public, the media and 
your community will go elsewhere for informa-
tion – and there’s a good chance you will then be 
spending your limited energy correcting miscon-
ceptions and rumors. Even if there is no update, 
focusing on some key messages and letting your 
community know you will have another update in 
20 minutes is a great strategy that allows both the 
media and your community to know you respect 
their need for information and are doing every-
thing possible to provide it in a timely fashion.

Third, keep messages simple. Twitter has both 
pros and cons, but it forces one to think in 280 
character ‘sound bites.’ This can actually help 
you create simple and easy to follow messages.

Remember, during crisis, the media and pub-
lic experience tunnel vision, just as officers may 
when involved in a shooting. Simple, active-voice, 
positive messages such as: “shelter in place”, 
“see something, say something”, or “run, hide, 
fight” resonate. Messages that tell people what 
NOT to do can sometimes be confusing, and leave 
the public asking, “OK, what should I do?” 

Whenever possible, put those soundbites into 
video, photos, or infographics. We live in a very 
attention-deficit society. People believe what 
they see. If there is a fatality wreck on the high-
way, post a photo of the wreck and a photo of the 
four-hour traffic delay. Your message should 
tell people what to do.  As opposed to ‘avoid the 
area’, post “Two-car fatality wreck on Highway 
401. Use Highway 2 or alternate routes to avoid 
a four-hour delay.” That message not only tells 
them what to do but gives people incentive to do 
what you want them to do.

While “inform, engage, empower” is always 
the basis for a strong communication strate-

Ms. Judy Pal, 10-8 Communications

Public Relations versus Crisis Communications
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gy, in crisis it is key. During a crisis, people feel 
helpless and look to the authorities for informa-
tion and what they can do. By providing people 
in your community with something to do – even 
if it is as simple as ‘follow our social media for 
updates’ – you are empowering them to become 
survivors of the crisis, rather than victims of it. 
The true tipping point in crisis communication 
is moving those involved from a victim/helpless 
mentality to one of an empowered survivor.

However, when all is said and done, these rules 
of communicating in crisis won’t work if your 
agency has not developed a level of trust with your 
community. If you haven’t laid the groundwork 
of trust with your employees, your community, 
elected officials and the media before a crisis, 
it will be difficult to be seen as a credible source 
for information during one. There are numerous 
steps you can take before, during, and after a cri-
sis to build trust in a community. Take those steps 
now to help prepare for that day… because wheth-

er you prepare or not, ‘that day’ will come!

About the Author

Ms. Judy Pal is a law enforcement communications 
consultant and trainer. She has served in executive 
management positions for police, private sector and 
the professional sports and entertainment indus-
try in both Canada and the United States includ-
ing serving as an Assistant Commissioner with the 
NYPD, Director of Operations for FBI-LEEDA, Chief 
of Staff with the Baltimore and Milwaukee Police 
Departments, and was a member of the command 
staff overseeing public information with the Atlan-
ta, Savannah, and Halifax (Canada) police depart-
ments. 

She conducts in-person and online on-demand 
image, internal culture, and communications con-
sulting and training for law enforcement profes-
sionals world-wide. For more information, go to 
www.10-8communications.com d
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Like most events and meetings in 2020, the 
Police Association of Ontario pivoted our 
annual Lobby Day into a virtual lobbying 

effort with Members of Provincial Parliament 
(MPPs) from ridings across Ontario. 

While the PAO’s Lobby Day has traditionally been 
held at Queen’s Park during our Fall Membership 
Meeting in Toronto each year, we understandably 
had to change course while ensuring the priorities 
of Ontario’s municipal police personnel continued 
to be communicated to those elected to the Ontario 
Legislature. To facilitate this, PAO staff served as 
a centralized point of coordination and resource 
for our member association representatives 
and MPPs in order to schedule lobby meetings 
between November 18-30, 2020. 

In total, 52 virtual meetings were held with 
provincial government officials from across 
the province and our member associations. Our 
priorities centred around the regulation setting for 
the forthcoming Community Safety and Policing Act 
(CSPA), which is part of the larger Comprehensive 
Ontario Police Services Act that was passed by the 
provincial government in 2019, and the mental 
health and wellness of the policing profession.

Though the CSPA is not anticipated to come 
into force until early 2022, the process of drafting 
the myriad of regulations within it requires 
significant attention. This work is taking place 
while police officers and civilian members are 
taking on more work than ever before. Calls for 
service continue to increase while investments 
in policing are rare. The recently released 
2020 Ontario Budget lacked any significant 
additional support for policing and public safety 
in Ontario’s communities. The regulations 
being drafted have the potential to realize the 
promises contained within the CSPA, including 
the aspiration that Ontario’s police services 
are modern organizations that are accountable 
to the public and have the tools and resources 
needed to keep communities safe. The PAO is 
committed to consistently putting forward its 

position as a key stakeholder and advocating 
for the protection and benefits of the province’s 
sworn and civilian police personnel on the front 
lines of police service delivery throughout the 
regulation setting process.

In 2019, Ontario’s Chief Coroner undertook a 
study in order to help Ontarians understand why 
police officers in Ontario take their own lives. 
The truths revealed in the Report of the Expert 
Panel on Police Officer Deaths by Suicide may 
have come as a surprise to some, but to Ontario’s 
police professionals, the sobering conclusions 
were mere confirmations of what every sworn 
officer and civilian police services employee in 
Ontario already knows: There is a crisis in police 
staffing, support, and service delivery. The 
Coroner recommended in his report, which was 
released in September 2019, that the Solicitor 
General lead an effort to mitigate the issues 
that lead to police suicide. So far, no action has 
been taken. The PAO is committed to advocating 
for the provincial government to put into place 
the recommendations of the Coroner and help 
municipalities invest in the women and men who 
keep their communities safe. Ontarians deserve 
police services that are able to provide the high 
level of community service expected while 
ensuring the people who dedicate their lives to 
the profession are respected in the workplace, 
not unduly burdened, and properly supported 
when they need it most.

We thank all of the MPPs who took the time to 
virtually meet with our member associations this 
year and hear about the issues facing policing 
in Ontario. Though we know video chats are 
not always ideal, the PAO and our member 
associations were pleased to be able to coordinate 
these important conversations during such a 
challenging time. It is our hope that, by November 
2021, face-to-face meetings will have resumed 
and we might be able to have a traditional Lobby 
Day at Queen’s Park once again. d

2020 PAO Lobby Day with Provincial 
Government Officials Held Virtually
Sarah Coulter, PAO Communications Director
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PAO Executive Director Stephen Reid (top left) and PAO 
Board Chair Dave MacLean (top right) virtually meet with 
former Premier and current MPP for Don Valley West 
Kathleen Wynne.

PAO Executive Director Stephen Reid (top left), PAO 
President Bruce Chapman (top middle), PAO Board Chair 
Dave MacLean (bottom middle) and PAO Board Director 
Mark Baxter (bottom right) virtually meet with Solicitor 
General Sylvia Jones (top right) and her Chief of Staff David 
Garland (bottom left). 

Mississauga Centre MPP Natalia Kusendova meets virtually with PAO President Bruce Chapman (top right) and Peel 
Regional Police Association Board Director Jay Yocom (bottom middle). 
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1-800-387-1963 | cooperatorsgroupinsurance.ca

Call us or get an online quote today for your chance to win one of five $5,000 
grand prizes!† Already a client? You’re automatically entered! 

Connect with us

This group insurance program is only available through our Contact Centre and website.
COSECO Insurance Company is in the process of transitioning its clients to Co-operators General Insurance Company. 
The Co-operators® used under license from The Co-operators Group Limited. Existing insurance policies are underwritten by COSECO Insurance Company and administered by HB Group Insurance Management Ltd, member companies of The Co-operators Group Limited. New and renewal insurance policies are underwritten by Co-operators General 
Insurance Company. *Not all products are available in all provinces. Total available discounts, insurance coverage, products and eligibility may vary by province. Individual circumstances may vary. You may wish to contact the licensed insurer’s representative or a licensed insurance agent if you need advice about your insurance needs. †No purchase 
necessary. For complete contest rules and regulations visit www.cooperatorsgroupinsurance.ca or write to Group Marketing, 5600 Cancross Court, Mississauga, ON L5R 3E9. Contest closes December 31, 2020. HB Group Insurance Management Ltd, COSECO Insurance Company and Co-operators General Insurance Company are committed to protecting 
the privacy, confidentiality, accuracy and security of the personal information that we collect, use, retain and disclose in the course of conducting business. For more information on privacy policies, please visit www.cooperatorsgroupinsurance.ca for HB Group Insurance Management Ltd., www.coseco.ca/en/privacy for COSECO Insurance Company 
and www.cooperators.ca/en/publicpages/privacy.aspx for Co-operators General Insurance Company. G5185 HBG640 10/19

Let us help you find the right 
insurance coverage.
Get the right insurance protection for you, complete with group savings, exceptional coverage and service,
competitive rates and our unique, no-obligation Claims Guarantee. Enjoy great savings* when you get an
Auto or Home insurance quote!

Members of Police Association Of Ontario
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PAO
Upcoming Events Calendar

Due to the COVID-19 pandemic, many of the Police Association of 
Ontario’s scheduled meetings and workshops are being moved to 
virtual platforms and having their dates adjusted accordingly. 

Please visit PAO.ca/events for the latest updates. 
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National Bank Financial – Wealth Management (NBFWM) is a division of National 
Bank Financial Inc. (NBF), as well as a trademark owned by National Bank of Canada 
(NBC) that is used under licence by NBF. NBF is a member of the Investment Industry 
Regulatory Organization of Canada (IIROC) and the Canadian Investor Protection 
Fund (CIPF), and is a wholly-owned subsidiary of NBC, a public company listed on the 
Toronto Stock Exchange (TSX: NA).

Your retirement... tomorrow?

According to several studies, more than one in two 
Canadians must retire before their anticipated date. 
An unplanned retirement, totally unexpected and 
a source of anxiety.

There is no “one-size-fits-all” solution in retirement  
planning, but there are a number of strategies that 
I can help to ensure retirement remains seamless 
and efficient.

Jamie Bennett
Investment Advisor

Tel.: 705-446-0255
jamie.bennett@nbc.ca
108 Hurontario St. Collingwood, Ontario

PAO
Upcoming Events Calendar

68 TOWER ROAD, SUNDRIDGE ONTARIO | 705-384-0111

WWW.COPPERHEAD-DISTILLERY.COM

• SMALL BATCH SPIRITS
• SPIRIT TASTINGS

• DIRECT LICENSE SALES
• RETAIL STORE

HEROS DISCOUNT - 10% OFF
WITH VALID FIRST RESPONDERS ID

AWARD WINNING SPIRITS
+ MAGNETAWAN MOONSHINE
+ BLACK CURRANT VODKA
+ SPICED RUM

OTHER FAVOURITES
+ APPLE PIE MOONSHINE
+ SMOKIN’ GUN MOONSHINE
+ NORTHSPOON IRISH CREAM
+ STIRLING CREEK VODKA



24

THANK YOU FOR 
SUPPORTING 
OUR ADVERTISERS
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ALTRUA FINANCIAL INC. - 
BRENT RICHARDSON

INDOOR FARMER - ELLA WEST ST. FRANCIS OF ASSISSI PARISH 
HALL - LJUBO LEBO

WEIR BROS HEATING & 
COOLING LTD - GEORGE WEIR

Thank you for supporting the PAO

THANK YOU FOR SUPPORTING 
OUR ADVERTISERS
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SERVING OUR MOST VALUED CUSTOMERS

911 family headquarters

655 MAIN ST. EAST, MILTON, ONTARIO
905.875.3673 | GALLINGERFORD.COM

Our heroes are those who risk their
 lives to protect our community, 

we thank all officers, paramedics, 
fire fighters and all our forces.

We Salute Them From 
Bottom of Our Hearts 

Contact ANIL CHOPRA Today
DIRECT LINE: 416-302-9941

Anil Chopra, John Bettio, David McQuilkin

YOU PAY WHAT WE PAY
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lawyers for  trade unions and employees 

 

Tel: 416.968.3333    Fax: 416.968.0325 

555 Richmond St. W. • Suite 1200 
Toronto • Ontario • M5V 3B1 

www.upfhlaw.ca 
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STRETCH
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PATENT

100% Ergonomic

www.hi-tec.qc.ca service@hi-tec.qc.ca

Made in Canada

1
2
3
4

•No rubbing on upper hip bones
•No pulling on lower back
•No pinching the sciatic nerve
•No squeezing off blood flow to lower legs

4 Ergonomic advantages over any 
other duty belt in the world:

Sold only in sets ie: (INNER AND OUTER BELT)

The most comfor    tableThe most comfor    table
duty belt in the worldduty belt in the world
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