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Thank YouThank You
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A WHO spokesman said today: "People are not responding to
antibiotics or antivirals. It's a highly contagious disease and it's
moving around by jet. Until we can get a grip on it, I don't see how
it will slow down. It's bad."

-- Associated Press (March 17, 2003)
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SARSSARS
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l Unfolding events and true impact may not be known for weeks or
months, which leads to speculation and great uncertainty

l Behavior plays a key role in transmission

l Unpredictable, decisions often demanded even while reliable
information is limited

l Socially and economically disruptive, therefore have strong
political dimensions

l Create anxiety in the public, and often in response managers and
other decision makers

l Thus eminently newsworthy
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"(T)here has not necessarily been a convergence between
scholarly literature, official guide(line)s and actual
practices within policy institutions."

BSE Four Country Study (WHO, November 2004)

Developing Outbreak CommunicationDeveloping Outbreak Communication
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"The over-arching communication goal during an outbreak
is to communicate with the public in ways that build,
maintain or restore trust."

WHO Outbreak Communication Guidelines

TrustTrust
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Components of TrustComponents of Trust

The public perception of your

Motives

Transparency

Competence
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First AnnouncementFirst Announcement

The most critical of all outbreak communication messages
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First AnnouncementFirst Announcement

l The most critical of all outbreak communication
messages

l Must be early

l Likely to be wrong
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TransparencyTransparency

l Ways to improve transparency
– Aim for total openess
– Keep detailed records of decision-making meetings
– Promise and deliver regular briefings
– Messages easily understood
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TransparencyTransparency

l Barriers to Transparency:
– Weak surveillance can impact accuracy.
– Real or perceived competing interest (economic vs. public

health)
– Spokespersons or public health officials who are uncomfortable

with delivering bad news, or who over-reassure.
– Communication decision-makers may fear the media will

misrepresent bad or uncertain news
– Concern the public can't tolerate uncertainty or will panic
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Dialogue with the publicDialogue with the public

l Early risk communication

l Understanding public before opinions

l Including the public

l Dialogue with the public
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PlanningPlanning

Need endorsement of senior management and political
leaders on:

l first announcements

l limits of transparency

l who will be the spokesperson

lhave a risk communications plan



Influenza training package 19

Message MakingMessage Making

l Don't over-reassure

l Acknowledge uncertainty

l Share dilemmas (AI's "unknowns")

l Don't over-plan for panic

l Tolerate early over-reactions

l Don't lie or tell half-truths
– Peter Sandman, "Recommendations for Crisis Communications"
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The Hardest PartThe Hardest Part

l Doing things that are counterintuitive

l Adjustment reaction

l Trust the public

l Alternative?

l WHO can help


