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Introduction
The following Public Awareness Campaign describes communications measures designed
to:




Maximize public awareness of Basic 9‐1‐1 in the Northwest Territories;
Educate residents about local emergency services; and
Promote individual, family, community and visitor safety.

Designed and written samples provided in this package align with the 9‐1‐1 Operating
Budget contained in Municipal and Community Affairs 2019‐202 Main Estimates. Tools
may be adapted further to improve upon the messaging to the target audiences or to
improve upon the coordinated and cohesive look across all products.

Communications Schedule
There are to be no tactics pushed out ahead of November 4 go‐live date. This is to ensure
that audiences do not get confused and believe that NWT 9‐1‐1 is available before it has
actually launched.
All communications pieces will be launched on go‐live date, November 4. Ending dates are
as follows:
‐

News release would go out on go‐live date of November 4, 2019.

‐

Updated website would go‐live November 4, 2019.

‐

Mailer would go out for week of November 4 ‐ 12, 2019.

‐

Community kits would be set to arrive in offices week of November 4 ‐ 12, 2019.

‐

Radio campaigns would end on December 1, 2019.

‐

Print ads are proposed to run only once, considering budget, on November 8
(L’Aquilon) and November 10 (News North), 2019.

‐

Social media campaign would run from November 4, 2019 to January 31, 2020.

‐

Internal communications campaign would run from November 4, 2019 to
January 31, 2020; and

‐

Road and building signage is expected to be installed and complete by end of
2020.
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Official Languages
The Government of the Northwest Territories (GNWT) Active Offer will be made available
on all 9‐1‐1 printed pieces, which includes the mailer, and any Fact Sheets intended for
communities. Translation of key messaging (the mailer infographic) is being planned for all
nine Indigenous languages.

Look‐and‐Feel – 9‐1‐1 Design Concept
The look‐and‐feel that will guide the design of all GNWT 9‐1‐1 products is derived from the
look‐and‐feel that has been used so far, and would have been seen on various
presentations. A set of symbols has been developed to enhance the look‐and‐feel. All
materials are GNWT Visual Identity Program (VIP) compliant. The look‐and‐feel is to
provide design guidelines for producing designed documents and can be adapted
depending on the product being created.
An infographic has been developed that outlines “What happens when I call 9‐1‐1 in the
NWT?”. This infographic will be reiterated across web (html) and other communications
pieces so may appear in different formats. To see an example of the infographic in one of
the communications pieces, see the Mailer section.
See Look‐and‐feel on next page
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9‐1‐1 Look‐and‐Feel
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Frequently Asked Questions
What is Basic 9‐1‐1?
Basic 9‐1‐1 service connects a 9‐1‐1 call to an emergency communication centre. The caller
must identify his or her location to the 9‐1‐1 operator, who then connects the call to
available emergency first responders serving that area.

Why Call 9‐1‐1?
9‐1‐1 is the fastest, easiest way to communicate with law enforcement, fire and emergency
medical services during an emergency.

How do I use 9‐1‐1?
If you have an emergency ‐ use any phone and press the three digits: 9‐1‐1.
 Tell 9‐1‐1 the nature of the emergency and your community as soon as you are
asked.
 Give 9‐1‐1 your phone number, so that if the call gets disconnected, you can be
reached again.
 Stay on the line and follow the instructions unless 9‐1‐1 asks you to hang up.
 If you get disconnected, call back.

Can someone text 9‐1‐1?
9‐1‐1 uses teletypewriter/telecommunications device for the deaf (TTY/TTD) to assist
communication impaired persons. Text to 9‐1‐1 will be available as part of the next
generation 9‐1‐1 systems being implemented over the next few years.

What if a resident can’t speak English or French?
9‐1‐1 will connect callers with an interpreter. The interpreter will stay on the call (three‐
way) with the caller and the community first responders once the call is transferred to
them.

What happens if an emergency service is unavailable in my community?
Where a service does not exist or is temporarily unavailable, over‐the‐phone guidance will
be provided to address immediate health or safety risks as best as possible.
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What happens if someone dials 9‐1‐1 by accident?
Accidental calls to 9‐1‐1 will happen periodically, and callers will be asked to stay on the
line until the call is determined to be a non‐emergency. Nothing further will occur, nor will
emergency services be contacted or dispatched.
Please follow these simple tips to help prevent accidental calls:





Protect your cellphone by locking and storing it carefully.
Keep it in a safe position when not in use and use a case or holster to protect it.
Use your cellphone’s key lock to help prevent accidental calls.
Don’t program 9‐1‐1 into any telephone ‐ speed dials are a leading cause of
accidental 9‐1‐1 calls.

Does 9‐1‐1 work in all locations in the NWT?
9‐1‐1 coverage is limited to areas that are serviced by either landlines or cellular service. It
is important for you to know the coverage zone of your cellphone by contacting your
service provider. Please be aware that there are “dead zones” and large areas where there
isn’t cellphone reception. When travelling in the NWT you may wish to consider other
methods of contacting emergency services when in areas that may not have coverage.
Information about cellphone coverage is available on Municipal and Community affairs
(MACA) website.

Does 9‐1‐1 work for residents on the land or on highways but out of cell phone
range?
For residents on the land and out of cell phone range, a satellite phone, personal locator
beacon (e.g., Spot), or radio can make contact with 9‐1‐1. Depending on the device,
residents may be required to program it with NWT 9‐1‐1’s 10‐digit phone number to
ensure the call is routed to NWT 9‐1‐1 and not another jurisdiction’s 9‐1‐1 service. Please
review the user manual or contact the device manufacturer for more information.

Will current emergency contact numbers remain available to residents?
MACA has asked community governments to maintain current emergency numbers such as
1111 and 2222. However, making this decision is up to each community government.
Residents should check with their community government to verify local emergency
numbers once 9‐1‐1 goes live.
5

What is the amount of the monthly fee?
The NWT 9‐1‐1 Act has set the fee at a maximum of $1.70 per month for a period of three
years, which will be evaluated annually. The fee will apply to every customer of a telephone
service, regardless of the type of service (landline or wireless, including internet phone
service and prepaid card services). It is a priority for the GNWT to keep the fee as low as
possible.

How can residents learn more about 9‐1‐1?
More information is available on the MACA 9‐1‐1 program website page.

When should I call 9‐1‐1?
9‐1‐1 is for emergencies only. You should only dial 9‐1‐1 if someone is hurt or in danger, or
if you are in need of police, fire or emergency medical assistance. If you aren't sure your
situation is an emergency, you should be on the side of safety and call 9‐1‐1.

Should I call 9‐1‐1 to find out why the power went out?
Do not dial 9‐1‐1 to find out why the power went out. Contact your local power company.
Be patient because everyone else without power may be calling, as well. By calling 9‐1‐1,
you are keeping a dispatcher from helping someone else with a true emergency.
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Deliverables
Deliverables, or tactics are described more fully in this section, with sample designs
attached in some cases.
Written pieces, like social media writing or radio ads, may be adjusted after approval
where key messaging may need to be clarified or strengthened.
Designed pieces may be adjusted slightly after approval to improve cohesiveness of the
entire suite of products as a whole, but will stay within the look‐and‐feel guidelines as
already described in this review package.

Announcements – News Release
A news release will be released to coincide with launch date of November 4, 2019. The
news release would be released by the Press Secretary in French and English. It will appear
on the MACA website, as well as the GNWT newsroom.
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Mailer
A ‘neighbourhood mailer’ will be mailed to every household and business mailbox in the
NWT via Canada Post. This would include all mailboxes that currently have ‘No Junk Mail’
stickers. There are approximately 17, 705 total residential mailboxes and 2, 111 business
mailboxes across the NWT for a total of 19, 816 mailboxes. Mailers are an effective means
to reach a large number of NWT citizens.
The exact format of the mailer is to be confirmed. It could take the form of a booklet with a
glued‐in magnet, or a 9x12 envelope with materials enclosed. The most cost‐effective
approach will be explored, as well as the best format to deliver important key messaging to
this broad audience.
The mailer will include information on:
‐
‐
‐
‐
‐

What happens when I call 9‐1‐1 in the NWT? ‐ an infographic approach
What is and what is not an emergency
Frequently Asked Questions
Where to go for more information
A promo piece (sticker and/or magnet)

See Mailer ‐ Infographic sample on next page
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Community Kit
The neighbourhood mailer package will be sent to community offices such as:
‐
‐
‐

Government Services Officer (GSO) offices
Community and municipal government offices
Schools and community centres

This kit will include the same or similar information as the neighbourhood mailer, and will
include bulk printed Fact Sheets (for ease of further photocopying) on the following topics:
‐
‐
‐
‐

What happens when I call 9‐1‐1 in the NWT? – an infographic
What is and what is not an emergency
Frequently Asked Questions
Where to go for more information

The kit will also include a promo piece in bulk – stickers and/or magnets.

Print Ads
At least one English (NNSL ‐ News North) ad and one French (L’Aquilon) ad will announce
the arrival of 9‐1‐1.
The ad design will be based on the infographic, shown in the Mailer section of this
Implementation Plan package.
Planned is a half‐page ad (size may shift) for News North, to be published the week of
November 11th, 2019.
The same size print ad would be translated and placed into L’Aquilon for Friday, November
8, 2019.
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Radio Plan
Radio is an opportunity for 9‐1‐1 key messaging to be distributed on a more personable
level through a community voice, and in more of the official languages of the NWT. The
following radio copy will be forwarded the following channels, across the NWT. Frequency
of radio play on each channel will depend on budget/costing for each channel.
‐
‐
‐
‐

CKLB: English, Denesuline (Chipewyn), Gwich'in, Tłı̨chǫ, Dehcho (South Slavey)
and Sahtu (North Slavey) Dene dialects
Radio Taiga: French
Moose FM: English
Community Radio (where applicable): various languages may be available

The following script may be edited to allow for a 30 second time limit depending on the
station and pricing agreement.

Radio Script – may be edited down to allow for different radio station time slot
constraint.
The Government of the Northwest Territories has launched 9‐1‐1 in all 33 NWT
communities.
If you require emergency help, dial 9‐1‐1.
911 will only work in cell phone range, or from a land line or satellite phone.
You must tell the 911 operator your location.
Tell the operator your emergency. You may need police or RCMP, urgent medical care or
to report a fire.
911 will connect you with existing services in the community you are calling from.
911 is available in your language.
For more information on how 911 works, visit www.gov.nt.ca/911 or visit your
Community Government Office or Government Service Officer (GSO) in your community.
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Website Plan
The MACA website will be updated to include the most up‐to‐date information on 911. A
link from the overarching GNWT website in the form of a feature card will be put in place,
to connect information from the overarching site www.gov.nt.ca, to the MACA site.
Updates to the website will include:
‐
‐
‐
‐
‐
‐
‐
‐

Easier URLS that point to new content, to be used on all collateral (eg.
www.gov.nt.ca/911)
Updated content pages in the 911 section of the MACA website
All Fact Sheets from Neighbourhood Mailer and Community Kit as PDFs
FAQs in html, as well as PDF
Updated slider to the MACA website home page
Feature Card on www.gov.nt.ca
Potential for links to validated educational resources
All website material is available in English and French

Web Revisions to be undertaken (English and French)
1. Secure URLS from Information Systems Shared Services (ISSS) www.gov.nt.ca/911 and
www.gov.nt.ca/fr/911
2. Under Programs and Services section of MACA website
https://www.maca.gov.nt.ca/en/services ‐ Change Feature Card title to “911 in the
NWT” and move to Page 1 (first in line) of Programs and Services.

Proposed new title and
text:
911 in the NWT
9‐1‐1 is now live across the
NWT. Learn more here.
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Proposed Web Revisions cont’d…
3. Update existing 911 Page to a Feature Card format, similar to www.gov.nt.ca/cannabis

New sub‐navigation menu:
‐
‐
‐

How 9‐1‐1 Works – new content page.
o Content pulled from Infographic written in html
Emergency Contact Information – existing page
o https://www.maca.gov.nt.ca/en/emergency‐contact‐information
Emergency Preparedness – existing page
o https://www.maca.gov.nt.ca/en/services/emergency‐preparedness
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Travel Planning – new content page and links to other GNWT content
o Key messaging on cell phone coverage, emergency preparedness
o Link to https://www.inf.gov.nt.ca/en/services/routes‐et‐
traversiers/travel‐planning%C2%A0
‐ Resources – new content page
o All Fact Sheets posted as PDF
o Source, verify and link to educational materials from other jurisdictions
o Other relevant GNWT‐ safety pages as links
‐ 9‐1‐1 Frequently Asked Questions – revised content page
o As FAQ appears now, updated to newest FAQ
4. Link www.gov.nt.ca feature card to new MACA web page content
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Social Media Plan
Social media is one of the best opportunities we have to link NWT citizens with new 911
web information in real time, by sending them directly from their social media platforms
(Facebook and Instagram) to the updated MACA website. Social media is also one of the
most affordable and flexible methods of communication that we have available.
We will use the GNWT Corporate Facebook pages (www.facebook.com/yourGNWT and
www.facebook.com/votreGTNO) to launch a social media campaign beginning on go‐live
date on or after November 4, up until January 31, 2020. Using both posts and paid ads,
social media users will be prompted to learn more about 9‐1‐1 by sending them to the
updated MACA web space for more information.
Paid Facebook and Instagram ads would run from November 4, 2019 to January 31, 2020
on Facebook and Instagram, to all NWT citizens from 16 – 80 years old.
Organic posts, regular posts on Corporate Facebook pages, are proposed to run every week,
November 4 to December 1, 2019 then bi‐weekly from December 1, 2019 to January 31,
2020.
Social Media Image Bank – Samples
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Sample Social Media Ad
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Internal Communications Plan
Internal communications within the GNWT organization is a must‐do. Key messaging can
be distributed to approximately 6000 GNWT employees, or about 15% of the NWT
population,
through
Bear
Net,
the
online
internal
employee
portal
https://bearnet.gov.nt.ca/user.
Bear Net posts will closely resemble social media posts. Bear Net posts will push the
employee to the revamped MACA 9‐1‐1 web page for more information.
A Bear Net post on 9‐1‐1 will run bi‐weekly from November 4 to December 31, 2020.
Sample Bear Net Post
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Signage Distribution
MACA will work with the Department of Infrastructure to distribute physical building
signage across the NWT. Road signs have already been received and these signs will be
erected on NWT highways in 2020, once ground has thawed.
Sample Building Sign

Sample Road Sign
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