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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

In today’s global economy, communication on environmental values, actions and performance has
become an essential activity of organizations due to both increased public concern and interest, and
governmental activities related to the environment. Organizations all over the world are increasingly
confronted with the need to provide information to support policy positions and actions, and present
and explain the environmental implications of their activities, products and services. There is also a
growing need to listen to interested parties, and incorporate their views and requirements as part of
environmental communication.

s, concerns and programmes. Furthermore,
es and tablets, communication is almost instantaneous, requiring the organization t
bnd to any issue or information request in a timely manner. Information to-bel.comr
enced by factors such as the organization’s geographic location and distribGtion, size

ities. Motivations for communication include the following:

issusg
phon
resp
influ
activi

hunicated is
hnd types of

the interest of the organization to share information on its environmental practices;

4 request for information by employees or investors, a governnient agency, a commuy

d ity group, a
ustomer or supplier, or any other interested party;

q

hction of the
ntroduction

tthe need to discuss with interested parties, especially with'target groups, a proposed
rganization, such as expansion of an existing facility, orsiting of a new facility, or the i

fa new product or service;

e¢nvironmental risk management;

¢ompliance obligation requirements;

fesponse to suggestions (negative or positive) from interested parties;

1 es intending

1

esponse to false and/or malicious.aecusations of environmental impropriety by parti
o disparage the organization to promote their agendas;

the increasing importance-oefaddressing environmental issues.

Envi
parti
envil

rfonmental communication is the process of sharing information to build trust, crd
nerships, to raise awareness, and to use in decision-making. The processes used and tH
onmental commuhnication will vary with the objectives and circumstances of the orga

dibility and
e content of
hization and

can e built on substantive information.

Envifonmental ¢dmmunication is broader than environmental reporting. It has many purposes and
take$ many forms. Environmental communication can be ad hoc or planned. An example of ad hoc
comimuniéation occurs when a facility manager attends a community event and answerfs questions.

Planned, communication can cover a range from limited to full participation of interestegl parties, as

follows:

a) One-way communication occurs when the organization distributes information, for example, when
an organization issues an environmental report with no opportunity for questions or discussion.

b) Two-way communication occurs with an exchange of information and ideas among the organization
and interested parties.

c) In participatory decision-making, including effective feedback that affects the organization and/or

the local community, an organization collaborates with interested parties.

Engagement with interested parties provides an opportunity for an organization to learn their issues
and concerns. It can lead to knowledge being gained by both sides and can influence opinions and
perceptions. When properly done, any particular approach can be successful and satisfy the needs
of the organization and interested parties. Understanding the communication pattern/behaviour of

© IS0 2020 - All rights reserved v
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each interested party (or target group) can be important in environmental communications. The most
effective environmental communication process involves ongoing contact by the organization with
internal and external interested parties, as part of the organization’s overall communications strategy.

Figure 1 shows the interrelationships and flow of environmental communication.

ORGANIZATION
Other principles, policies Envi .
f— - - tal pol
: and strategies e A | Environmental policy
' , ' ,
+ T
I
! Environmental communication policy (Clause 5)
I
I
I
. v
| —
: Environmental communication strategy (Clause 6) { 3
1%]
I y\\b E
lntere'sted L :._., Establishi Identifying Considering . 2
parties = STabis g I interested resource ~/
objectives > -
parties issues
=
]
=
\§ 2
Environmental communication activities (€Clause 7) E
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Planning Selecting Performing E
approaches g
« situation and tools » collecting and Evaluating E
analysis evaluating o
« setting « defining data E
objectives respon- » conducting < 2
« identifying sibilities and communication ©
Target > target groups involvemént activities E
. - [ . . L o . [=%
groups (< defining tracking recording and 5
geographic inputfrom responding to - £
scope interested feedback Conducting &
« identifying parties management
information « planning for review and
crises and plar.1r.11ng
emergencies revisions
A,
NOTE1 Titles in bold\and numbered refer to the clauses in this document.
NOTE2  D¢tted line arrows indicate the environmental communication system relationship with other elements
of the organization. Full arrows indicate the interrelationship within the environmental communication systgm.

NOTE 3  Shading indicates the scope of the environmental communication system. Darker shading indicates
the overlap of the environmental communication system with the organization.

Figure 1 — Environmental communication

Environmental communication often results in many benefits, such as:

— assisting interested parties in understanding an organization’s environmental commitments,
policies and performance;

— providing inputs/suggestions for improving the environmental performance of an organization’s
activities, products and services, and progress toward sustainability;
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— improving understanding of interested parties’ needs and concerns to foster trust and dialogue;
— promoting an organization’s environmental credentials, achievements and performance;

— raising the importance and level of environmental awareness to support an environmentally
responsible culture and values within the organization;

— addressing interested parties’ concerns and complaints about operational and emergency
environmental hazards;

— enhancing interested parties’ perceptions of the organization;

— Increasing business support and shareholder confidence.

Environmental communication is one of the crucial issues to be dealt with by any organization, with or
withput an environmental management system in place. Environmental communication is more than
a question of organization and management, it relates to the organization’s values as well. To ensure
succ¢ssful communication processes, it is important for the organization to consider itself ajresponsible
parther within society and to address the environmental expectations of intérested parties.

© 1S0 2020 - All rights reserved vii
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INTERNATIONAL STANDARD

ISO 14063:2020(E)

Environmental management — Environmental
communication — Guidelines and examples

1 Scope

This document gives guidelines to organizations for general principles, policy, strategy and

acti
well-
envil

Itis g
and 4

It calp be used in combination with any of the ISO 14000 family of standards, or on its own.

NOTH

NOTH
comn

2 Normative references

Ther]

Fort
ISO 4
— 1
— 1

31

envi
proc
dialo
envil

Terms and definitions

fties Telating to bothr imtermatamd extermal environernTtal COMIIUITICation. It USES
established approaches for communication, adapted to the specific conditions\t
onmental communication.

ervices, and whether or not they have an environmental management system in place

1  Areference table to the ISO 14000 family is provided in Annex A

(unication tools and guidance relating to product labels and declarations.

e are no normative references in this document.

he purposes of this document, thefollowing terms and definitions apply.
nd I[EC maintain terminological.databases for use in standardization at the following z

SO Online browsing platferm: available at https://www.iso.org/obp

EC Electropedia: ayailable at http://www.electropedia.org/

ronmental communication

bss that afirorganization (3.4) conducts to provide and obtain information, and t
gue with.internal and external interested parties (3.5) to encourage a shared under
onmental issues, aspects and performance

proven and
hat exist in

pplicable to all organizations regardless of their size, type, location, structureyactivities, products

2 ISO 14020, ISO 14021, ISO 14024, ISO 14025 and ISO’14026 provide specific enpvironmental

ddresses:

D engage in
standing on

3.2

environmental communication policy
overall intentions and directions of an organization (3.4) related to its environmental communication

(3.1)

as formally expressed by top management

Note 1 to entry: The environmental communication policy can be a separate policy or part of other policies

withi

3.3

n the organization.

environmental communication strategy
organization’s (3.4) framework for implementing its environmental communication policy (3.2) and for

thes

© ISO

etting of environmental communication objectives (3.7)
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organization
person or group of people that has its own functions with responsibilities, authorities and relationships

to achieve it

s objectives

Note 1 to entry: The concept of organization includes, but is not limited to, sole-trader, company, corporation, firm,
enterprise, authority, partnership, charity or institution, or part or combination thereof, whether incorporated

or not, public
[SOURCE: IS
3.5

or private.

0 14001:2015, 3.1.4]

interested
person or of
or activity

EXAMPLE
employees.

Note 1 to ent1
Note 2 to ent
[SOURCE: I

3.6
target grouy
interested f
communicat]

3.7

environme
result, cons
itself to ach]

Note 1 to ent
not used in th
can, howevern

3.8
social medi
online tech
perspective
interactionsg

[SOURCE: IS

party
ganization (3.4) that can affect, be affected by, or perceive itself to be affected by,d deq

Customers, communities, suppliers, regulators, non-governmental organizatiens) investor

y: To “perceive itself to be affected” means the perception has been made khown to the organiz
Fy: Interested parties may be at the local, regional or international level.

0 14001:2015, 3.1.6, modified — Note 2 to entry has been added.]

Y
arty or parties (3.5) selected as the focus ofZan organization’s (3.4) environm

jon (3.1) activity

htal communication objective
stent with the environmental communication policy (3.2), that an organization (3.4)
eve as part of its environmental strategy

'y: The term “environmental communication target” used in the previous edition of this docum
is new edition, to be harmonized with ISO 14015:2001 where “target” is not used. The organiz
still use two levels of objectives as described in 7.1.3, Practical help box 7.

a
nologies and pfdctices that people use to share opinions, insights, experiences

0 20252:2019, 3.95]

ision

5 and

htion.

ental

sets

ent is
ation

and

5 with each other, transforming traditional one-to-many interactions into many-to-fnany

4 Princi

1 £ 3 gy | 3 42
ITS Ul TIIVII UIIIITIIUAI CUIITIIITUITIICAtIUII

4.1 General

These principles of environmental communication are for organizations to apply, taking into account

the identific

ation of interested parties and their needs and expectations.
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Principles

4.2.1 Transparency

The processes, procedures, methods, data sources and assumptions used in environmental
communication are available to all interested parties, taking account of the confidentiality of
information as required. Interested parties are informed of their role in environmental communication.

4.2.2 Appropriateness

The

information provided in environmental communication is relevant to interested p3

rties, using

form|
The

4.2.3

Envi

ats, language and media that meet their interests and needs, enabling them to part
fommunication takes into account diversity, inclusion and gender of the interested par

Credibility

ronmental communication is conducted in an honest and fair manner. Information is p

is triithful, accurate, substantive and not misleading to interested parties. Information 4

deve

Envi
inten
thein

oped using recognized and reproducible methods and indicators:

ronmental communication is open to the needs of interested-parties. Queries and
lested parties are responded to in a full and timely manner,\Interested parties are ay
queries and concerns have been addressed.

Given that the use of social media provides instantaneous-communication, the speed in w

are

4.2.4

Envi
mini

4.2.5

Envi
relev

Seel

5 1

5.1
The

osted and responded to is controlled.

Clarity

Ffonmental communication approaches.and language are understandable to interestg
mize ambiguity.

Regionality

rfonmental communication takes into consideration the local or regional environme
ant to the area where thejcorresponding environmental impact occurs.

50 14026:2017, 5.5¢

Environmemntal communication policy

Management commitment

organization’s top management should set, express its commitment to, and p

cipate fully.
ties.

rovided that
nd data are

concerns of
vare of how

hich queries

d parties to

ntal context

romote the

environmental communication policy. The policy should be consistent with the principles in Clause 4
and should clearly state the following:

a) commitment to engage in dialogue with interested parties;

b) commitment to disclose information about the organization’s environmental performance;

c) significance of internal and external environmental communication in the organization;

d) commitment to implement the policy and provide the necessary resources;

e) commitment to address key environmental issues.

The environmental communication policy may form part of, or be integrated into, an organization’s
communication policy or environmental policy, or may be a separate policy.

© ISO
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5.2 Developing the policy

In developing the policy, those responsible for environmental management within the organization
should interact and engage with those responsible for communication to ensure that the policy is
coherent and consistent with other principles, policies and the values of the organization. Subsequently,
all levels of management should implement the policy and provide input for the formulation and
modification of the policy.

An environmental communication policy does not need to be detailed but should convey to interested
parties the importance that the organization places on communication about environmental issues,
environmental aspects and their associated impacts, and environmental performance. An organization’s
vision, misgiom, values anmd Tulture camr piay a fundantental Tote T developing am envirommental
communication policy. The organization should make a commitment in the policy to reflect’local,
regional and/or national cultural characteristics in its environmental communication activities, where
applicable.

Important factors that should be considered when developing an environmental communication policy
include:

— the orgdnization’s business sector and its product or service portfolio;
— its size;
— its orgahpizational infrastructure;

— its corpprate governance;

— its market and brand strategies;

— the existence of an environmental management system;

— consideration of environmental aspects and impacts, including those in the supply chain, us¢ and
end of life stages of products;

— interactfion with related aspects, such a$ health and safety and other sustainability approache

[2)
~a

— legal requirements regarding the disclosure of environmental information;
— local, regional, national and interhational voluntary codes of ethics/conduct;
— the expectations of interestéd parties;

— the public’s “right to Know”".

The policy should beccommunicated to interested parties, both internal and external, as appropridte.

6 Envirgmmental communication strategy

6.1 General considerations

The organization’s management should develop a strategy to implement its environmental
communication policy. The strategy can include environmental communication objectives, identification
of interested parties, an indication of when and what it plans to communicate, and a management
commitment to allocate adequate resources. An organization should clarify what is possible, taking
into account its resources so that it can best and most realistically meet the expectations of interested
parties.

Consideration should be given to the fact that environmental communication is part of the organization’s
environmental activities in general and can be aligned with other elements of management systems,
policies, strategies or relevant activities.

4 © IS0 2020 - All rights reserved
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Practical help box 1 — Developing the environmental communication strategy
When developing the environmental communication strategy, the questions below can be helpful.

Why is the organization engaging in environmental communication and what are its purposes?

What are the organization’s key environmental issues and impacts?

Whatare the main issues to be covered, messages to be conveyed, and communication techniques,

approaches, tools and channels to be used?

What are the risks/opportunities generated by the communication to be taken-into
the strategy?

How much time is needed to implement the strategy?

How will the strategy involve and coordinate the environmental managers, interest]
individual(s) responsible for environmental issues and individuals)-who are respons
organization’s internal and external communication?

What are the local, regional, national and international bouwdaries for the strategy?

AWataretheenvirommrentatcorditions retevant totheorganization itsproductsandts context?

account in

ed parties,
ible for the

Once
orga

6.2

For

cominunication process.

defined, the strategy should be approved by top management and then used as the |
hization’s environmental communications activities.

efficient environmental communicationy it is important to consider the organizati

Integrating environmental communication into the organization’s general
communication process

basis for the

bn’s general

Pr3

the

ctical help box 2

When developing the process for environmental communication the organization should consider

following questions.

What means of communication are already implemented? Can they be used for env
communicationas well?

Which fungtions or persons are already assigned with communication responsibilitie
also take responsibilities for communicating environmental issues?

WHich'interested parties have been identified for other reasons than interest in env
performance or environmental issues? Can environmental communication be coordi

ronmental

57 Can they

ronmental
hated with

other communication for these interested parties?

Do communication plans exist? How can environmental communication be included in the

existing plans?

What kind of information is already publicly available? Can environmental information be

included there? Or, can separate communication channels be more appropriate?

How and when are objectives for communication established? How can setting environmental

communication objectives be an integrated part in that process.

© ISO
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6.3 Resource efficiency

An organization’s environmental communication activities are dependent upon available resources. The
environmental communication strategy should include an allocation of human, technical and financial
resources, designated responsibilities and authority, and defined actions. Employees’ experiences and

training nee

ds can also be considered.

For efficient use of resources, the organization should develop a communication process that is
appropriate considering the purpose and context of the organization, including the nature, scale and

environmen

tal impacts of its activities, products and services.

Practical ]

Questions
include thd

— Isthe
the co

— What|{

— Isthe
a supe

— Does {]

— Who a‘[e the interested parties? What are their needs and expectations?

consuiner products to end users?

nelp box 3

following.

rganization big or small? Which internal and external resources are(@yailable? Can pa
mmunication be outsourced, e.g. surveys?

s the status of communication skills within the organization? Are there training needs;

pbrganization public or private? Is there any communication‘policy or code of conduct fj
rior or parent organization?

he organization act in business to business relation in a value chain? Or does it suj

to be asked when developing an appropriate model or process for communication may

t of

om

ply

6.4 Estab

An organiz
they can pr

lishing environmental communication objectives

htion should set environmental .commmunication objectives, which are useful beg
bvide the basis for an effective environmental communication strategy. When settiy

environmental communication objectives; ail organization should ensure that they are aligned

its environn
parties, and
objectives f
priorities ar
no further e

hental communication poliey,take account of the views of internal and external inter
are consistent with the. environmental communication principles in Clause 4. On se
or its environmental ‘e@mmunication activities, the organization should conside
d desired results, making sure that the objectives defined are expressed in such a way
kplanations are pecessary.

ause
1g its
with
psted
tting
r its

that
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Practical help box 4 — Priorities for setting objectives
Priority considerations for setting objectives may include:

environmental issues related to the organization’s specific activities, products and services;

complying with applicable legal requirements and with other requirements to
organization subscribes;

influencing public policy on environmental issues;

which the

328 Uvidiug imformatiomr—and—encour aging undet Dtdlldills by interested parties
environmental activities, aspects, impacts and performance of the organization;

providing information and encouraging understanding of environmental infoermat
organization’s products, e.g. environmental labels, footprints or declarations;

meeting the environmental information expectations of interested parties;
establishing ongoing dialogue on environmental matters;

minimizing internal and/or external conflicts;

improving the organization’s credibility and reputation;

improving public knowledge and the environmentakimage of the organization’s pr
services;

stimulating environmental innovation and creativity.

about the

ion of the

bducts and

Exan

6.5

In d{
shou

ples of objectives and their relation to objectives are provided in 7.1.3, Practical help |

Identifying interested parties

bveloping the environmental communication strategy and setting objectives, the (¢

com

Subs
activi

prodlr;cts and services. It can-also identify other potential interested parties with whom

unicate to achieve the overall objectives of its environmental communication strateg

ities (see 7.1.4):

DOX 7.

rganization

|d identify internal and external interested parties who have expressed an interest in its activities,

it wishes to
.

pquently, target-greups may be identified for more specific environmental compmunication
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Practical help box 5 — Examples of interested parties
Some examples of interested parties that could be considered by an organization include:
— past, present and future employees and their representatives;
— customers and consumers;

— suppliers, contractors, wholesalers and distributors;

— competitors;

— shareli

— banks

— rating

— public

olders;

and financial/investment community;

— insurgnce companies;

agencies;

authorities;

— politic
— neighH
— comm
— school
— profes
— media

— non-g(

— legisl:[ors;
— regulators;

ians and opinion leaders;

ours and local community;

inities associated with supply chain organiZations;
S, academics and researchers;

sionals involved in environmentalissues;
organizations;

vernmental organizations.

NOTE S¢

7 Envird

e ISO 14004 for furtherguidance on identifying interested parties.

nmental éemmunication activities

7.1 Planning anenvironmental communication activity

7.1.1 General

Organizations will typically undertake a range of environmental communication activities
in implementing their environmental communication policy. In advancing the environmental
communication strategy and objectives, specific environmental communication activities can be
developed, taking into account the environmental issue, geographic boundaries and interested parties.

NOTE Social media has no geographical boundaries and, thus, even if the activity is meant to be a local event,

it will have a

wider audience.
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Practical help box 6 — Planning an environmental communication activity

In planning an environmental communication activity, an organization should consider the following
questions.

— Is it appropriate to communicate the activity through the organization’s web page or social
media?

— Is this activity appropriate for use with social media?

— Is this activity consistent with the environmental communication principles in Clause 4 and the
organization’s policy?

— | If appropriate, does this activity enhance two-way communication?
— | Can this activity promote consensus with interested parties?

— | Does this activity offer an opportunity to reach and interact with its target grpup(s) and
potentially address their interests?

— | Does this activity provide an opportunity to address multiple issués in depth?
— | Does this activity focus on the key issues?

— | Does the activity provide information tailored to the target group(s)?

— | Is this activity relatively easy to implement?

— | Does the activity provide for information transfer at relatively low cost?

— | Is this activity easy to update?

— | Is the effectiveness of this activity measurable?

— | Is this activity a good vehicle foreducation?

— | Is this activity creating a constructive atmosphere?

— | Is this activity an effecfive way to get publicity or increase public awareness?

— | Isthisactivity a sefisitive issue that could be perceived as an enticement to individual of corporate
trolling?

7.1.7 Situational analysis

The |development or improvement of an environmental communication activity begins with an
undgrstanding of the context for the communication.

In the situational analysis, the organization should consider the following issues:
a) existing environmental communication activities and commitments;

b) identification and understanding of issues of concern to interested parties;

c) expectations and perceptions of the interested parties about the organization;
d) environmental awareness of interested parties, such as local communities;

e) communication media and activities that have proven to be the most effective in communicating
with interested parties in similar situations;

f) identification of the opinion leaders and their influence on issues related to environmental
communication;
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public image of the organization on a specific issue;

activities, products and services;

i)
j)

econom

ic and financial implications;

knowledge and understanding of the values and cultures of interested parties.

latest developments and trends on environmental issues related to the organization’s specific

A variety of tools are available to assist in the situational analysis. Examples can be found in Table 1.
The situational analysis may lead to revised environmental communication objectives.

In evaluatinlg the context for an environmental communication activity, 1t 1s also important to con ider

the potentid

1 costs and consequences of not communicating. These can be tangible, cost more [than

environmental communication in the long run and can also impose other costs on an organization, e.g.

damagetor
EXAMPLE

A manager 4
thoroughly d
strength of r

and communjication. A 90-year good working relationship between the organization and community diss
e manager estimates that he spent the majority of two years trying to re-establish this relatiopship.

overnight. TH
The costs to {
parties, and
other media
included citij
and regulato

been re-estalplished.

7.1.3 Sett

An organiz
activity and
that are coq
achievable,
communicat

Case 1: The costs of not conducting environmental communication.

dmitted that making a decision to burn a hazardous secondary liquid fuel at its plant, an
iscussing it with the community, resulted in a crisis. The organizatien did not anticipat
baction it would receive and therefore did not allocate sufficient resources for advance consul

he organization included his salary, countless time of other staffto meet with a range of inter
the costs associated with hosting numerous public meetings and developing press release
hnnouncements. One outcome of this effort was the creation of a community liaison committe
ens who were the most vociferous about the decisiontp burn alternative fuels. The organi
's use this committee as a sounding board before making major decisions. After five years, tru

ing environmental communication objectives

htion can decide what it intends to achieve with an environmental communic

which media is the best way t0,obtain the objectives. Objectives should be establ
1sistent with the environmental communication goals and that are specific, measu
Fealistic and time-related, This will allow the organization to evaluate the environm
ion activity and determinewhether or not the objective has been met.

eputation. The following hypothetical case highlights the implications of suclna situation.

d not
e the
ation
olved

ested
5 and
b that
ation
bt has

htion
shed
able,
ental

10
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Practical help box 7 — Examples of environmental communication goals and objectives

Organizations may set communication goals and objectives and define indicators for measuring
results. The text that follows is an example.

Goal: Gain acceptance of a significant change at a facility based upon discussions with the community.
Objectives:

— reach 90 % of the neighbouring homes with a brochure explaining the change and the
environmental impacts (the indicator is the percentage of homes reached);

— | achieve 75 % acceptance in a survey with the community;

— | conclude the communication effort three months before the proposed change starts.
Goal: Increase customer awareness of the organization’s environmental perférimance.
Objectives:

— |reach 80 % of the purchasers of a specific product;

— | get feedback from 65 % of customers of a specific product £egarding their understanding of the
organization’s environmental performance level;

— | conclude the communication effort two months before the final version of the sudtainability
report is produced.

Goadl: Improve environmental performance acrossthe supply chain by communicating organizational
goadlls, objectives and targets with suppliers; tracking how supply-chain changef improve
envlironmental performance and sharing improvement information.

Objectives:
— | reach 95 % of raw material suppliers and 65 % of suppliers of consumption items;

— | get a questionnaire return:from 100 % of raw material suppliers and 85 % of spppliers of
consumption items;

— | provide conclusions(to allow changes in procurement procedures by given date.

Godl: Make end-use) purchasers, B2B customers or public procurement buyers awpre of the
envliironmental product declarations (EPD) the organization has developed.

Objectives:

— | reacly100 % of identified target groups with the information;

— lmake 80 % aware of the EPDs and their content;

— achieve a 60 % understanding of the information in the EPDs and use it as a tool when selecting
suppliers.

7.1.4 Identifying target groups

In planning an environmental communication activity, an organization should identify the target
groups among its interested parties. Good communication involves a range of possible target groups,
not just those favourable to the organization or those with sufficient resources to organize and express
themselves.

It is not uncommon to identify conflicting interests among different target groups. As a result, the
environmental communication activities should address and respond to different and often conflicting
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demands from target groups, in particular those that are the most influential and who may negatively
impact the outcomes of an environmental communication activity. A rapid response process may be
necessary, especially when using social media.

When undertaking an environmental communication activity, the organization should seek to
understand the expectations and perceptions of target groups with respect to the organization’s
environmental performance. Atits simplest, direct dialogue between a target group and the organization
may generate the feedback required. If the organization is seeking input from target groups, it should

explain why

it is seeking information, and what it plans to do with the information obtained.

7.1.5 Defining geographic scope

For each en
on which if
different lan
The focus o
public, whic

An organiz:
geographic
with a local
for these en
in different

7.1.6

The organiz
help focus {
services, pr
activity, apy
Such inform|
and perforn

Identifying environmental information

will focus its environmental communication activities because different places,
guages, culture and habits, may affect public needs and perception about theorganiz3
[ any particular communication activity can range from a local community{to the brq
h may be located far from any facility or office of the organization.

ition may be involved in addressing a specific environmental issué on more thar
scale. For example, greenhouse gas emissions may be covered hy\an environmental r¢
regional, national or international focus. Different types of information may be req;
yironmental communication activities, and common information may have to be presg
wvays, depending on the needs of the interested parties inyolved.

ation should anticipate environmental issues 6f concern to interested parties. This
he collection of information environmentaliimpacts and performances of its prod
ocesses and activities. Based on the targets set for an environmental communic
ropriate quantitative and qualitative dafta and information can be selected or gener
ation should be aligned to current standards and guidelines on environmental performnj
lance indicators.

Fironmental communication activity, the organization should define the areas or locaLions

with
tion.
ader

one
bport
hired
nted

may
ucts,
htion
ated.
ance
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Practical help box 8 — Examples of information sources for an environmental communication
activity

There are many sources and types of information available within most organizations, particularly
those with an environmental management system such as that of ISO 14001, including:

— the organization’s understanding of relevant external and internal issues;
— the organization’s understanding of the needs and expectations of interested parties;

— information on the organization’s strategies and their environment implications;

— | environmental policies, management practices and performance measures, possibly available
from an organization’s environmental management system;

— | lists of environmental aspects and impacts of activities, products and services,
— |life cycle perspective of products and activities;

— | data and other documentation used for environmental labels anddeelarations,
— |lists of environmental indicators;

— | data from environmental performance evaluations;

— | routinely and occasionally collected information, suchras the reports from facilities Ipcated in a
specific area, reports from subsidiaries (for a holding company), research reports, monitoring,
control and measurement data registers and andlysis reports, etc.;

— | routine regulatory reports;

— | record of compliance with applicable Jegal requirements and with other requirements to which
the organization subscribes;

— | plans, records and guidance on(eniergency response, and response to accidents;
— | manuals and records of employee training on the safe handling of material;

— | professional qualification records of the organization’s employees responsible for environmental
matters (e.g. managers, technicians, experts);

— |relevant financiaband accounting data;

— |informatiendrom community outreach activities.

Some¢times,~available information within an organization does not exist in a form puitable for
an epvironmental communication activity or for dialogue with non-technical target groups. The
inforintation should be used to prepare written materials or other types of communicati¢n in a form
that is clear and appropriate for the relevant target groups.

This is particularly true, for example, in the case of environmental indicators, frequently used by
organizations to communicate about their environmental performance. Such indicators, quantitative or
qualitative, may be technical in nature, and should be explained in ways to make their use, significance
and content understandable and useful to interested parties. In some cases, difficulty in collecting
appropriate data could lead to revision of the approach to achieving targets. The following hypothetical
case highlights the implications of such a situation.

NOTE1 ISO 14031 provides guidance on the development of environmental performance indicators.

NOTE2  For product related environmental information, requirements and guidance are provided in
[SO 14021, ISO 14024, ISO 14046 and ISO 14067.
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Case 2: Identifying environmental performance indicators for an electronic equip

manufacturer.

ment

An electronic equipment manufacturer consulted 75 interested parties to determine which environmental

performance

expectat

indicators the organization may report on. The main stages in the process were to:

ions regarding the organization’s environmental performance;

of these indicators among interested parties;

assess th

e pr—\rfnrm;mrp of the organization against these indicators:

produce
interestg

Of the orgaiization’s interested parties, 75 participated in the process, including emplofees, custo

suppliers, op

Interviews W
were asked,
and reportin
indicators of

A workshop
determine th

The outcome
environment
usually addrd
Issues dealt W
parties, impr
of resources

process by in|

7.2 Selec

7.2.1 Gen

An organiza
to consult,

environmen
groups and

In choosing
interest tha
communicat

an organization environmental performance profile and communicate the results bdckt
d parties.

nion leaders, neighbours, legislators, regulators and the financial and insurance . sommunity.

ere held between 5 to 15 representatives from each target group, totalling 75. The indivi
“Which environmental issues do you consider important for the orgdnization to be addre
b on in its environmental reports?” Over 100 issues were identifiedswhich were distilled in|
environmental performance and management performance.

e relevant priority of each parameter.

hl performance. A number of environmental perforinarice indicators were identified that af
ssed in environmental reports, e.g. “information technology in pursuit of sustainable developn
Fith in the environmental report were prioritized-according to feedback received from the inter
oving the report’s focus on interested parties’\démands and assisting the organization’s allod
for improving environmental performance.(Fhe approach increased the objectivity of the repd
corporating the views of interested parties:

ting environmental communication content, approaches and tools

eral

tion’s approach to efivironmental communication will be influenced by whether it W
inderstand, inforny,/persuade and/or involve target groups. It is important to note
tal communication is a dynamic process and that there is an ongoing change among t
within organizations.

the approaches to communication, it is important to consider the needs and the degr
the target groups involved in the communication activity have in the issues covered b

be in its cojnmunication. There are different approaches to communication depending upon wh

iorf\In addition, it is equally important to consider how active the organization wish

identify the important external and internal interested parties and determine their key concerns and

identify environmental performance indicators to be addressed in the environmental report and the priority

o the

mers,

duals
ssing
to 11

wvas also held, attended by 12 interested parties, to discuss aitd/confirm the 11 indicators and to

of the process was the production of an environmental report, providing details of the organizaftion’s

e not
nent”.
ested
ation
rting

rants
that
hrget

ee of
y the
es to

bther

the organization and the target groups are active or passive, and depending on the environmental
communication objectives of the organization, the target groups and the organizational resources
available for the communication.

An organization can tailor the information it provides, consistent with initial planning, for target

groups. The information should:

a) consider behavioural aspects and the social, cultural, educational, economic and political interests
of target groups;

b) use appropriate language;

c¢) make use of visual images or electronic media where appropriate;
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d) be consistent with the selected approach and, where relevant, with other information on
environmental issues previously communicated by the organization.

An organization may wish to test its means of information provision prior to making any public
communication. Opinion research that focuses on testing of information provision can help identify
areas needing more explanation or clarification, key issues, questions that need to be addressed, etc.

Tables 1 to 3 give details of communication approaches and tools.

Table 1 — Written communication approaches and tools

Tr hll;\iuc DCB\-I ;Pt;ull Stl Cllsthﬂ "‘"C IICOOSC O }(CCP ;ll ) ind
Webssites Electronic commu- |Offer great poten- |Companies often put |Keep technical eomputer
nication medium, |tial toreach outto |brochuresontheir |requirements to 4 low level as
accessible to all many people on websites, which not everybody ha the latest
online external and |many issues (and |misses the opportu- |compQter hardwdre.
internal interested |to offer tailored nity for interactivity .
. . . . . Need not be expensive.
parties. Can include |information). (e.g. video, real data,
. Answers to frequpntly asked
downloadable re- e-mail feedback). ) .
: Easy to update, questions can be provided
ports, educational . . . i
: . with potential to on the website, wjth a phone
material or links .
. effect two-way number provided|for more
to websites where Co ok .
) communication. detailed inquirieq.
users can provide
feedback to the
organization.
Environmen- |Comprehensive Opportunity to Hard"'work to Address externalfand internal
tal O:E sustain- |presentation of address multiple ptoduce and can be |interested partie$’ interests.
ability reports|commitment and issues in depth. difficult to update Can include difficulties and
performance on Basic approach fer |frequently. May .
o L . failures as well aq successes.
a number of key building trust'and |provide information
issues. Extracts credibility~Create |ina form thatdoes |Appropriate sectdr reporting
or summaries of internal trans- not permit compar- |standards or indi¢ators can be
these reports can |parency-aboutall |ison with similar used to enable bepchmarking.
be included in other |relevant issues of  |organizations. May
communication an organization. set expectations that
of the organiza- one may be distrib-
tion, e.g. financial uted every year.
reports.
Printed Report or-bro- Can cover asingle |Can be misinter- Issues have to be fresearched.
material chures: Abrief sum- |issue if necessary. |preted. Only basic .
o X : . : Use basic language.
(repprts, mary-ofthe facility |Inexpensive and information given.
brodhures o specific project of| quick to produce. No direct feedback. Us_e phptos and maps. Be
and pewslet- [({nterest, key issues objective.
: Informs large s
ters] and how people can May be difficult to
Q. numbers of T . Include contact ngme,
participate. distribute in remote
people. telephone numbef and
. areas.
Newsletter: Period- address.
. s Newsletters can
ic update of facility |, . .
- beeffectivefor Literacy may be an issue and
activities. Informs :
VPR both external and cartoons or graphics can help.
and maintains links |. :
o internal interested
with interested .
. parties.
parties.
Product or Description of the |Can inform cus- May cause Form and content of environ-
service significant envi- tomers about the confusion because  |mental product labels may
information |ronmental aspects/ |environmental information is conform to the requirements
labels or impacts associated |aspects/impacts presented in brief of ISO 14020, ISO 14021,
declarations |with a product of a product or form. [SO 14024 and ISO 14025.
or service. In the service.
case of products, it
can be attached to
product or available
separately.
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Table 1 (continued)

Technique Description Strengths Weaknesses Keep in mind
Posters/ A description ofa  |Provide general Giving information, |Keep to main points. Use
displays project, highlight- |information at rather than photos and maps. Update

ing issues and set  |relatively low costs. |receiving it. regularly.
up in a public place. |Reach many t.h.at Advertise the location of the
may not participate : :
. display. Provide a contact
otherwise.
name and number.

Letters Letters on specific |Can address the Can be overly formal. | Reading level of recipients.
issues to and from |particular needs of |Generally a poor e s o
named individuals. |interested parties. |way to communicate | o T o B TRl

Quick and easy to  |complex information.
produce.

Email Electronic method |Inexpensive and Not everyone has When sending-attachments,
of sending informa- |easy way for people |access to a comput- |ensure that the-recipient has
tion and messages. |to send and receive |er or the ability to access to,compatible software.

messages and access emails.
Offers an oppor- . . .
. information. Quick .
tunity to send . Message might be
. . exchange, dissem- o
electronic copiesof |, .~ 27 . |deleted before it is
L ination is immedi- : .
paper publications. . read if people think
ate. Opportunity . ;
it is unimportant
to reach alarge
number of people
quickly.
Media/ Explain features of |Canreach alarge Likely tobe edited |Local media and nationwide
newspaper a facility or project. |audience. by the paper so that |media may require diffefent
fea?ure Convenient for the _only part of the story approa.ches, style and leyel
articles . isold. of detail.
public.
Good vehicle for [n remote areas or
) developing coun-
education. : .
tries, not necessarily
widely available.

Media/news |Information is An effective and Media may not cover |Avoid misrepresenting the
releases prepared and cheap:way to get unless the story is organization’s environmgntal
distributed to the |publicity and deemed newsworthy. | performance.

media for its use. interest. Likely to be edited to
meet guidelines.
16 © IS0 2020 - All rights reserved


https://standardsiso.com/api/?name=da68ddf55b789d8901f85e02bddfcb58

ISO 14063:2020(E)

aspect of an agenda
or project. Consists
of presentations and
question-and-answer
sessions or formal,
timed testimony.

provided to large
number of people.
Costs are low.

People usually
willing to attend.

May become an
emotional shouting
match.

Vocal minority may
dominate.

Table 1 (continued)

Technique Description Strengths Weaknesses Keep in mind
Footprint The communication | LCA informa- There may be lim- Apply the relevant
communica- |ofametricreport- [tion, which can ited awareness and [ISO documents for
tion ing life cycle assess- | be very complex, understanding of footprint quantification, e.g.

ment (LCA) results |is simplified and footprints by some |ISO/TS 14027, ISO 14044,
addressing an area |presented inaway |members ofsociety |ISO 14046 and ISO 14067.
of concern, along that addresses a Apply I1SO 14026 for commu-
with any support- |particular area of nication.
ing information concern. Footprints

developed under

the same pro-

gramme and using

the same product

category rules

enable comparisons

between products.

There are also com-

parative footprint

communications

and performance

tracking footprint

communications

that are specifically

intended to show

improvement.

Socigal media |Social media Information can bes{Uncontrolled Establish groundjrules to con-
applications can provided immedi+ ‘faccess can allow for [trol language, rudeness and
be accessible to all |ately and updated |trolling, improper other improper bghaviours.
or access can be_ as fast as events language, racism and Establish differert access
controlled. Applica- |change. hate text. X

. . points based on the need,
tions provide real I |

L . Access'can be Controlled access such as specific agcess for
time information on :

... “lcontrelled and can trigger concerns |customers, emplgyees,
current activities in : , :
e ; allews for two-way |with the company’s |vendors and neighbours.
addition to provid- S
. . communication. transparency and
ing access to onlinte s
: credibility.

documentation.

Medjia/ Paid for promaotion- |Reaches alarge Can be expensive. |Audience profile ¢f

advértising |al material,e‘g. a audience. May have limited publication/progfamme
straightadvertin a life span. within which the pdvertise-
newspaper, or spon- Limited opportu- ment appears.
sdrship of a section . .

. nity to describe
(Such as the envi- X
complex issues.
ronment page of the
regional paper).
Table 2 — Verbal communicationappreachesand tosls
Technique Description Strengths Weaknesses Keep in mind

Public A way to present Seen as Interactions can be |Often best to use after smaller

meetings information and “legitimate” limited. Does not activities (interviews, focus

exchange views. consultation. ensure all views are |groups) to know what the in-
Addresses specific . heard. terested parties’ reaction will
Information

be in advance. Advertise the

meeting well.

Staff needs proven experience.
Use an independent chairper-
son and/or a facilitator/

moderator, if possible.
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Table 2 (continued)

Technique Description Strengths Weaknesses Keep in mind
Interested |Talking with people |Two-way exchange |Difficult to Identify individuals who rep-
party in their homes, of information. identify all interest- |resent the types of interested
interviews/ |offices, or aneutral |People feel they ed parties. parties who could be or are
personal location. have been heard. . . being affected by a specific

e Time consuming. .2
contact Specific issues can activity.

be addressed. An  |May be threatening
honest talk may for some.

build trust. Inter-
views help identify
key issues and con-
cerns and establish

Accept that some people may
want professional representa-
May sometimes be |tion. Often good to include
curturatty tmappro- |11t fTuentiat imterested partjes.
priate. Meet at a location that-is.0¢n-
venient for interested parties.

relationships.
Focus groups | Meeting with a small |Allows a free Time consuming to |Often best used aftér somgq ini-
group of interested |exchange of conduct focus groups |tial interviews\with interefsted
parties with a similar |ideas because with all important |parties tojidentify the main

background (e.g. gov- |participants feel |interested parties. |issues that may be raised.
ernment officials or |comfortable being
residents) to discuss |with their peers.

a particular topic. Often a consensus
can be reached
about the most
important issues.

Surveys Questionnaires Helpful to use Surveys may be Surveys can be conducted
used with interest- |when a company |labour intensive door-to-door or over the
ed parties (may be |is planning to depending on the telephone. They may also e
conducted by an establishitselfin |complexity of the written or be performed oyer
independent organ- |a community or if |queStionnaire, the |the internet.
ization if deemed amajor change in _|Wway questions are
necessary) to gather |operations is being{asked (e.g. person-
demographic in- considered. ally or via web), the
formation from the number of persons

Also, good te
update on some
regularbasis (e.g.
every two years).

in the sample and
the number and size
of the geographical
locations chosen.

respondents and
indicate their issues
and concerns.

Open houses, | Open houses are Allow for direct Are more giving than |Have to be well advertised
:inform.atlor usually held at interaction. receiving. Staff have to be well briefed.
ays, site a central, public

Provide oppor- Can be expensive,
tunity to correct |require many staff
misinformation hours.

and explore issues.

visit, videos |[spot, and provide a
chance for people to
ask questions and
discuss¥ssues. In-

Project manager should be
present.

Relies on staff Issues raised have to be

formation days can |Can be useful for |knowledge and skills. recorded.

bercombined with reaching both ex- Staff cannot be defensive Qut
site visits to give ternal and internal be listening actively to inter-
the public a chance |interested parties. ested parties’ comments.

to see a facility first
hand and ask ques-
tions. Videos can be
used at any of these
events to explain
facility operations.
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an environ-
mental focus

areas or installations
of interest to the
organization.

face contacts
between the
organization
personnel and the
visiting parties.

Allows on-the-spot

exercise if only the
good aspects are
shown. Is limited in
terms of the number
of people reached by
the effort.

Technique Description Strengths Weaknesses Keep in mind
Guided Visits offered to Provide opportu- |May be interpreted |The visit can touch on the
tours with |target groups to nity for face-to- as a publicrelations |issues directly related to

the organization’s products,
processes and activities or to

issues related to the

organization’s business.

OppoOrtumnity to Cammr be eXpensivE,
show the organi- |require many staff
zation’s environ- |hours. Relies on staff
mental activities. |knowledge and skills.
Workshops, |Opportunities fora |Can be very Can be time-con- Usuallyauost effective to host
conferences, |range of interested |productive and suming to organize |such.an event afterjeither inter-
dialpgue parties to discuss helpful in reaching | to ensure that a good | views or focus groyps to pro-
evernlts ideas, concerns and |consensus on mix of interested vide information on the type of
issues. issues with high  |parties is present. issues that may be faised.
priority.
Medja/radio |Shortprogrammes |Avenue toreach Itis not possible to |Keep messages shdrp, clear,
interviews |usually aimed at dis- |many people. control thé questions|and simple.
cussing or respond- that will'be asked. . . . .
: . Give these intervidws if some
ing to narrow or Unless the radio sta- . o : .
. . S major decision is bleing consid-
focused issues. tion permits listen- ¢
.~ ... |ered that would bq of interest
exsto phone in, it is to the broad communit
difficult to have any y
type of exchange.
Citizen Group made of peo- |Investigate issues, |Can have limited Have to represent full range of
advisory ple from outside the |putforwafdsug- |power. May notrep- |interests. The rolejand
groyps or organization with gestioh$-Two-way |resent all interests, |authority of the grpup has to
community |various interests and |exchange of in- different levels of be clearly defined.
liaisppn expertise that meet |forniation. Shows |expertise. . .
S . . Can have pre-detefmined life
groyps periodically to give ¢/that the organiza- .
. : S s Information not span. Members haye to com-
advice on environ-{tion is willing to ; . .
. . always passed on to |municate with the[community.
mental issues from/ |work with people. .
. . L community.
the point of yiew’of |Helps maintain
an interested-party. |the visibility of the | Advisory group
organization in members may get
the community. out of touch with
those they represent.
Help desk Rlone advice and in- |Provides an Calls may cover any |Staff have to be welll trained
formation available |opportunity for subject. Callers may |and well informedfabout
to interested parties |interested parties |notalways listen environmental asyects of the
about the environ- |to ask and receive |carefully to answers |organization’s actiyities, prod-
mental and other responses to and may therefore |ucts and services. If respond-

aspects of products.

specific questions
about products.

misinterpret
responses.

ing to difficult questions, it is
sometimes better to offer to
get back to the caller or to send

a written response.
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Table 2 (continued)

Technique Description Strengths Weaknesses Keep in mind
Presentation | Talks to interested |Groups can be tar- |Potential for hostile |Use them to develop working
to groups groups, usually held |geted, information |audience reaction. |relationships.

?t the groups regu-jcan be tailored to If used alone, can fail | Do not exclude
ar meeting place. meet group needs, . .
d information . |t° reach sections of |non-supportive groups.
A short presenta- an b d the community. . . a1
tion followed by a may be passe Provllde written materia to_be
: to others. The considered before the meeting.
question and answer host eroup ma
session. May be used group may Leave written material to be
forfmtermator Ll Ofth? - Taken nome.
external groups. work (e.g. inviting
people). Useful for
indigenous
communities.
Interested | |Series of group Participants Difficulties in select- |Can be of diffexent sizes, elg.
party meetings bringing | benefit from ing guests and steer- |large with.regional and logal
dinners/ together different sharing their ing the conversation |interested parties, or small
sustainablel |interested parties views (e.g. enjoy a |to sustainability. meetings with less than 1(
business either to launch a meal). First-hand participants.
dinners report or discuss interested parties’
sustainability. views are ob-
tained. Construc-
tive atmosphere in
which to discuss
sustainability.
Theatre Use of a theatrical Can attract the It maybe difficult Presentations have to be well
presentation |format to present attention of inter- |to develop pres- done, lively and have to avpid
environmental ested parties. Can |enfations that are preaching to the audience.
information to reach interested _|appropriate for : . .
. . . . Consider using professiongl
internal or external |parties who may*+{groups with varying
interested parties. not read written- |levels of knowledge, actors.
materials, understanding and
interest.
Table 3 — Othlery communication approaches and tools
Technique Description Strengths Weaknesses Keep in mind
Cooperativ¢ |Projects carriedout |Can build trust Interested parties |In developing co-operativg
projects jointly by an-ergani- |and co-operation |may have unreal- projects, be sure to define
zation and groups of |through working |istic expectations clearly the project goals, apd
interested-parties. |together to achieve|about the inputand |the roles, responsibilitiestFn
a mutual goal. resources that an resources to be provided hyy
organization can each participant.
provide.
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Technique Description Strengths Weaknesses Keep in mind
Sustainability |An agreement Assists in building | Time and resources |If an organization fails to meet
agreement reached by an organ- |relationships are needed to main- |its commitment, its reputation

ization and a com- |betweena tain community may suffer because of the
munity to mutually |community and |relationships. visibility of the agreement.
commit to sustaina- |an organization
ble development. that will foster

environmental

communication

and interaction.

Benefits can

include having

the organization

recognized as a

leader committed

to improving qual-

ity of life and the

environment.

Art Display of artworks |Encourages May be time con- Exhibitions can be available
exhipitions organized around involvement of ex- |suming to organize. |for viewing during hours when

environmental ternal and/or in- people have time to attend, e.g.
themes. ternal interested evenings and weekends.

parties who may

not be attracted

by more conven-

tional approaches,

7.2.2 Defining responsibilities and involvenment (internal and external)

The tesponsibilities of top management should include the following:

a) lbeing involved in the environmehtal communication processes to become familiar with the
environmental impacts of their, strategies, planning, products and services, processes|and further
gctivities, as well as with the tequirements of the interested parties;

b) ftaking a leading role i promoting an internal environment that stimulates and adknowledges
those who are activelyinvolved with environmental communication;

c) ¢ncouraging regular communication to all employees on the initiatives and results of enyironmental
¢ommunicatiof,

Specific responsibility for gathering information for environmental communication should|be assigned

so thit thereiscoordination between the individual(s) responsible for formulating this information and

individuals"who are responsible for conducting outreach and communication. In small orjganizations,

the responsibility for an environmental communication activity may be assigned to one ing

ividual.

When environmental communication is carried out by internal or external communication professionals
in collaboration with other professionals from various areas, the organization should consider
training for its appropriate staff on aspects related to communication (media training, public speech,
consultation techniques, etc.) and also on environmental issues that are relevant to the organization

and

to its interested parties.

The best results can come from ongoing informal dialogue between the organization and interested
parties. In addition to training, developing a culture of openness, individual responsibility and
participation can help in facilitating a proactive and constructive dialogue with interested parties.
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7.2.3 Tracking input from interested parties

The organization may develop or refer to a logbook or electronic register that records relevant
contact between the organization and interested parties. Such a record should include, at a minimum,
relevant contact information for the interested party and the date and nature of the past interaction or
communications, taking into account any data protection requirements. Tracking and maintaining such
information can allow the organization:

— torecall the history of specific interested party communication, inquiries or concerns;

— to understand the nature of various interested party engagements over time;

— to imprgve an organization’s effectiveness in developing future communication and in following up
and addressing the concerns of specific interested parties as needed.

7.2.4 Plapning for environmental communication activities on environmental crises and
emergencies

Although enmvironmental communication is important at all times, it is particularly critical dyiring
environmerzltcal crises and emergencies. The organization should identify .dny potential crised and
emergencie$ and plan the appropriate environmental communication. The planning should address
relevant information for response to both potential situations and actual crises and emergency
situations.

The credibiliity of the communication is based on the quality of planning and the organization’s resppnse.
Any deficierjcies in planning or processes are likely to be highlighted under such circumstances. [Even
if there is ajvery small margin for error, significant consequénces may result from inappropriate or
poorly execlited communication.

Detailed plgnning for an environmental communication activity during crises and emergencies is
crucial in order to:

— keep affected communities informed about@easures being taken and aware of exposure risks;
— reduce ¢r avoid health problems with workers and nearby residents;
— reduce ¢r avoid impacts on the ervironment;

— ensure that authorities are képtinformed as appropriate.

Such plannjng can greatlyCxeduce the consequences that undesired events might have or the
organizatiof’s reputation.anmiong customers and residents of local communities.

The media dan play anniinportant communication role during environmental crises or emergencies. The
organization shouldx€cognize the importance of effective, transparent communication with the media.
The media maybekept informed about environmental issues related to the organization so that it has
an informed background and contacts to draw on in case of an emergency.
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Practical help box 9 — Considerations in planning for an environmental communication
activity related to crises or emergencies

Planning should include:
— potential incident/accident scenarios;
— possible exposed population and its vulnerability;

— mitigating actions that the organization has in place;

— renvirommentat tmpacts that nay be cApcutcd }ULdHy oromratar get scate;
— [ media and the methods that can be used to inform the affected population aboutwhat to do;
— | messages designed for specific audiences;

— |infrastructure that can be used in the response process;

— |assigning in advance the responsibilities and authority for commiunicating during |crises and
keeping interested parties informed;

— | guidance or requirements from authorities and industrial tfade or professional assocfations;
— |advanced training and or exercises;

— |reaction to negative media coverage;

— | relevant legal requirements and consequences:
Some examples of environmental communicatiof activities during crises and emergencie$ are to:
— | hold a press conference to discuss the*situation;

— | host a community meeting to diseuss what happened, allowing an opportunity for|interested
parties to express concerns, and for the organization to hear concerns and resporld directly,
and provide information .onh. the organization’s response, current status and follpw-up and
preventative measures;

— | keep the media informed about current status, updated information and follow up activities;
— | coordinate responises with local and other appropriate authorities;

— [take initiatives to identify the root cause of the accident, prevent reoccurrence and report on
progress;

— | provide information to interested parties on where to ask questions, express confcerns, and
obtain information.

7.2.5 Establishing a communication plan

Based on the guidance given in 7.2, it is helpful to create a communication plan. A communication
plan is also a practical tool to demonstrate fulfilment of the requirements in ISO 14001 regarding
communication. A communication plan should include:

— what to communicate, when and how;
— target groups for the activities;
— responsibilities;

— goals and objectives for the activities;
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— needs for actions (especially urgent needs) to responses from interested parties;

— plan(s) for follow-up and evaluation.

The communication plan should include communication about the organization as well as its products
and services.

NOTE
in ISO 14004.

7.3 Performing an environmental communication activity

More guidance on communication requirements in an environmental management system is provided

7.3.1 Colllecting and evaluating data

Material for]
maintained
may be abld

environmental crises and emergencies.

Evaluation (
collected da

NOTE Se

7.3.2 Conlducting environmental communication activities

The way a
communical
and the pref]
the specific
in a variety

When comn

use in environmental communication should be documented so that it can/e ‘6rgan
and easily used by those interested in the information. The document management syj
to provide fast access to information, especially information to be used’in respon

e ISO 14033 for further guidance on quantitative environmental information.

h environmental communication activity is cehducted depends on the nature o
ion, the needs of the target groups, the organization’s objectives for the communics

details of the communication. A written communication, for example, can be dissemir
pf different forms; an open house can bestructured in many different ways.

junicating with target group(s), anerganization may:

spokespeople with~speaker or media training before they undertake their ong
hication roles;

ded;

promotesand respond to input and feedback;

rovide advance notice of publication for review and consideration by interested partie

f the data should include checks for accuracy, consistency, reliability and applicability}
fa may be presented as information in a form suitable for its intended use and target g

ized,
stem
se to

The
Foup.

[ the
tion,

erred approach of the organization. There shéuld be considerable flexibility and variation in

1ated

fte those working for the organization, or on its behalf, to serve as spokespeople and npedia

poing

' whether to useyan independent third party or consultant to produce information that can

Py

events, interested parties’ availability and interest;

a) designa
sources

b) provide
commu

c) conside
be prov

d) activelyj

e) trytop

f) ensuret

g)

h)

i)

consider whether to use a facilitator or mediator;

avoid jargon, overly technical and inconsistent information;

targets group(s).

that the timing of the communication is appropriate for its internal business cycles, external

be open to a variety of possible communication approaches informed by the interests and needs of

If the environmental communication activity involves the discussion of information provided by
the organization, the organization should ensure that all target group(s) receive the information
sufficiently in advance of the date for discussion to permit adequate time for review and consideration.
An organization should take into account that voluntary groups may require more time to review
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information than a business or government body. The following hypothetical case highlights the
implications of such a situation.

EXAMPLE Case 3: Conducting environmental communication activities, using various approaches and tools.

In the mid-1990s, a research facility experienced several environmental incidents related to groundwater
contamination that resulted in intense reaction from neighbours, activists, elected officials and regulators.
Under new management, the facility implemented an environmental management system, ultimately receiving
ISO 14001 registration. To meet the requirement in ISO 14001 to “consider processes for external communication
on its significant environmental aspects”, the facility launched a strong external environmental communications

programme to regain interested party trust.

Using
form
of co
news|

Envin
is dis]
meet
form
facili
an ex
Addif
bured
indiv|

Over
for d
ensul
envir

7.3.3

d fULle s1oup Uf illLCl CDLCLI pdl Lil‘,‘b, ClllplUyCCD dllL‘l HIdIIdgTIITIIL, lCLUllllllCllL‘ldLiUllb \A45 85 l,l
hlized in a community involvement plan. One of the key aspects of the plan was recognitioy
nmunity involvement in decision-making at the facility and the availability of information’ (

in a timely, clear and accurate manner.

onmental communication at the facility is now conducted at several levels. General;-big pictur
seminated (and feedback requested) through newsletters, surveys, mailing lists; websites an|
ngs. For more detailed information and input into decision-making, a community advisory co
bd, consisting of representatives of 32 local groups. The committee meets-regularly to bring
y and to provide feedback on decisions it is considering. To work with“regulators and ele
ecutive roundtable was created, which serves a similar function agthe community advisor
ionally, employees are encouraged to reach out to the community{through programmes such 4
ju for presentations to community groups and an envoy programme to fulfil requests for info
duals and local organizations.

11, the communication programme has been a success. The facility brings new issues to the ady
bcisions and, through contingency plans, informs thefy of developing issues of concern. Foj
e receipt and response to requests for information."The facility was also recognized with a nj
onmental communications award.

Recording and responding to feedback

Avaluable part of communication is the feedback that is received from the target group(s). B

thein
grou
therd
to re
cons

If an
be nd
throt
targg
react
be r¢
to ad

reaction, the organization can verify how the communication was received and wheth
p(s) understood the communication. When the communication has succeeded in the

is still a need for the orgamnization to obtain feedback from the different target group
spond, showing that tlie,organization understands their views, is interested in thg
der them.

organization’s comimunication activities have failed in any of these respects, a quick r
cessary. A fajlurein the communication process may be remedied by providing clearer
1gh more direct access and discussion. A negative reaction to a communication by
t groups may be more serious: it may foreshadow opposition to the organization’s ag
ion should be investigated to provide a full understanding of the concerns. At best, t
solved by improved communication; alternatively, it may require a modification of t

eveloped and
of the value
rood and bad

b information
d community
mmittee was
issues to the
rted officials,
y committee.
s a speaker’s
rmation from

Fisory groups
mal systems
ajor national

y evaluating
er the target
se respects,
(s) and then
m, and will

eaction may
information
some of the
tivities. The
he issue can
he activities

dress the concerns. At worst, the proposal may be delayed, pending resolution of the

concerns, or

even

dropped 1n the face of major opposItion.

Organizations issuing environmental reports or other documents for public information should
include forms for feedback within the reports. This feedback can assist the organization in continually
improving the quality of the reports issued.

Each communication activity should include a definition of not only the information the organization
is trying to give but also the information it is hoping to gain. The resources allocated to the activity
can include details of how the feedback will be handled. Feedback gained through opinion research
may be handled internally. However, an organization undertaking two-way communication has to be
prepared to seriously consider the feedback and to provide a prompt response. This does not mean that
an organization always needs to change its activities based on this feedback, but the interested parties
need to be assured that they have been heard.
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