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The basics
1.

B
e First: C

rises are tim
e-sensitive. For m

em
bers of the public, 

the first source of inform
ation often becom

es the preferred source.
2.

B
e R

ight:  Accuracy establishes credibility. Inform
ation can include 

w
hat is know

n, w
hat is not know

n, and w
hat is being done to fill in 

the gaps.
3.

B
e C

redible: H
onesty and truthfulness should not be 

c om
prom

ised during crises.
4.

Express Em
pathy:  Addressing w

hat people are feeling, and the 
challenges they face, builds trust and rapport.

5.
Prom

ote A
ction:  G

iving people m
eaningful things to do calm

s 
anxiety, helps restore order, and prom

otes a restored sense of 
control.

6.
Show

 R
espect:  R

espectful com
m

unication prom
otes cooperation 

and rapport.



C
om

m
unication 

Failures
M

ixed m
essages from

 m
ultiple experts (boil w

ater? JIC
!!)

Inform
ation released late (911 gas m

asks)
Paternalistic attitudes (don’t w

orry)
N

ot countering rum
ors and m

yths in real tim
e (don’t “take bait”)

Public pow
er struggles and confusion (M

ayor vs. G
overnor)



Four W
ays People Process 

Inform
ation during a C

risis
W

e sim
plify m

essages -don’t fully hear m
essages and w

e 
don’t rem

em
ber all of the m

essage. To cope, w
e rely on habit 

and long held practices.

W
e hold on to current beliefs -W

e tend not to seek evidence 
that contradicts beliefs w

e already hold. W
e exploit any 

conflicting or unclear m
essages by interpreting it as consistent 

w
ith existing beliefs



Four W
ays People Process 

Inform
ation during a C

risis
W

e look for additional inform
ation and opinions -C

hange 
television channels. C

all friends and fam
ily. 

W
e believe the first m

essage
–

A lack of inform
ation causes 

speculation. W
e com

pare new
 inform

ation to the first m
essage.



M
essages M

ust…
..

-Be repeated 

-C
om

e from
 m

ultiple credible sources 

-Be specific to the em
ergency being experienced 

-O
ffer a positive course of action that can be executed 

. 



W
ooden B

arbie
https://w

w
w

.youtube.com
/w

atch?v=2rR
C

7m
ZpF1s



Let’s ‘lean forw
ard’

Let’s assum
e that the current drought conditions are 

not going to resolve.

Base on w
hat w

e just talked about, and your 
expertise…

..



W
hat are the prim

ary health related issues related to 
drought that w

e need to address?

For each issue, w
hat is the M

O
ST im

portant group 
that needs to hear about it (w

e are just picking one
for now

)? 

W
here is this group located? 

W
hat is an effective m

ode of com
m

unication to this 
group? 

W
hat do w

e need to help them
 understand? 




