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“For the life of me, I
cannot understand
why the terrorists
have not attacked
our food supply,
because It Is so easy
fo do so.”
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Risk and Crisis Communication
Impacts

" Proper communication can help mitigate
individual and collective trauma.

" Ineffective communication can exacerbate and
accelerate the psychological harm and the
economic impact.

First, do no harm

= Attending to the psychological needs of the
population is a crucial part of the recovery from a
terrorism event (or other crisis), and
preparedness and response present a challenge
to the nation.”

The National Institute of Medicine, 2003




Communication,
Expert Opinion
and
Risk Communication
are different!




Three Elements of

Effective Messages
Delivery

Message Messenger




Messenger

May 1990:
UK Agriculture minister John Gummer

attempts to allay public fears about BSE and the
safety of beef by publicly feeding his daughter,
Cordelia, a hamburger
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Don't Do

= Over reassure = Acknowledge
uncertainty

= \Withhold information ||® Fill the information

vacuum

= Fear fear = | egitimize fear

= Panic about panic = |_egitimize misery

= Assume your values = Respect right to one’s
own values

= Provide things to do

* Helps tolerate
mystery

* Must, Should, May




HHHHHHHHHHHHHHHHHHHHHHHHHHHHHHH

Denial ‘

Terror

I Comfort

Interest

Apathy T



Best Practices in
Crisis & Risk Communication

Risk & crisis
communication Is
an ongoing process ﬂ‘ﬁ*’
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Best Practices In
Crisis & RiIsk Communication

Conduct pre-event
planning
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Best Practices In
Crisis & RiIsk Communication

Meet the needs of
the media & remain
accessible
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Best Practices In
Crisis & RiIsk Communication

Communicate with
compassion, concern &
empathy
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Best Practices In
Crisis & RiIsk Communication

Demonstrate
honesty, candor
& openness
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Best Practices In
Crisis & RiIsk Communication

Accept
uncertainty
& ambiguity
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Best Practices In
Crisis & Risk Communication

Provide
messages of
self-efficacy
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Provide messages of
self-efficacy

= Give people something meaningful to do
» Reasserts their personal control

= Activities should be purposeful and
meaningful, and pass “The laugh test”
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10 Best Practices in Crisis & Risk Communication
. Risk and crisis communication Is an ongoing process

1
2. Conduct pre-event (pre-crisis) planning

3. Foster partnerships with public

4. Listen to public’s concern and understand audience
5. Demonstrate honesty, candor and openness
5

7

8

9

. Collaborate and coordinate with credible sources

. Meet the needs of the media and remain accessible
. Communicate with compassion, concern and empathy
. Accept uncertainty and ambiguity

10. Provide messages of self-efficacy
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