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Audience segments based on relationship to the emergency

Vicarious rehearsal
Concern for safety and
reassurance

People’s needs and concerns are influenced by how close they are to an emergency.” The table on the next
page shows some of the groups that need information in an emergency and their primary concerns.
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WM1. Trust
The overnding goal for outbreak cormunication
is to consrunicate with the public in ways that
build, maintain or restore trust. This is troe

Outbreak communication
guidelines

Background

isease outhreaks are ineviteble. and often unpredicrable. eveats. The environ-
D ment surrounding an outbreak is unique in all of public health, Outhreaks are

frequently marked by uncenainty, confusion and 2 sense of urgency
Communication, generally through the media, is another feature of the outhreak
environreent Unfortunately, exsrpies abound of communication failures which have
delayed outbreak control, undermined public trust and compliance. and unnecessar-
ity prolonged economic, social and political tumeoil. The World Health Organization
(WHO| believes it is now time 1o acknowledge thet communication expertise has
become a5 essential to outhreak control as epi logical training and laboratory
analysis. Fut what are the best practices for communicating with the public, often
through the mass media. during an outhreak?

Guidelines for communicating with the public
during outbreaks

n early 2004, WHO began an effort 1o construc evidence-based, field-tested

comrunication guidance that would promote the public health goal of rapid

outhreak control with the lzast possibie disruption to society, The first step in this
process was an extensive review of the risk communication lizerature. During this
process, WHO identdied risk communication components which had direct refevance
1o outhreaks. Then, this body of matenial was distilled into & handful of features
strongly #ssociated with communication effectiveness or, when lacking, strongy
associated with failures. Finally, these few features were assessed by outhreak
control experts from & wide variety of cultures, political systems and economic
development The result of this extensive review, fitered through & broad practical
assessment. is & shortlist of outbreak communication best practices.
They are listed below.

1)) Corters for Disease Cortrol ond Prevertion

COC 241 Seving Lves Profectng Pocpie™

Epidemic Intelligence Service

THE CDC

FIELD,ERIDEMIOLOGY MANUAL

Communicating During an Outbreak or Public Health

Investigation
Abbigall ). Tumpey, David Daigle, and Glen Nowak

Background

Evolving Outbreaks and Evolving Communication

Before an outbreak & recognized and an investgation beginz, bmited numbers of perzons might be spezed o
health risks without expenencng dliness. As increasing numbsrs of persons ars exposed to the risk or become il
healthcare providers and others might become aware of the higher than expected number of illnezses and begin
reporting the unusually high occurrances o local and state health authonities, This sauation is often what prompts
an outbreak investgation, and as that outbreak evolves, communications about it must evolve az well (1.2)

In today's 24 hour news and digtal media environment. people constantly receive mformation from many sources.
ranging from print media to televizion to alerts and social madia on mobile devices. immadiately aftar e news
madia or community eams of 2 public health-related outbreak investigation, they want to know what is happening
and who i affected. When the cause it rane but might cause substantal harm, news outiets often treat the event as
breaking news and bagin Tustaned coverage. From the beginning of an event 1o ies resolution and follow-up, public
haalth authorizes are expacted to provide the news media with tmely, ccurate information and answers about the
outhreal’s effects.

across cuftures, political systerss and level of
country development
| ¥ a. The consequences of losing the public’s

trust can be severe in health, economic
and polincal terms. Abundant research
and prominent public health examples suppont the hypothesis that the less
people trust those who are supposad to protect them, the more afraid the
public will be and less likely they will be 1o conform their choices and
behaviour with outhreak management instructions

b. Senior managersent rmust endorse this goal but winning their suppon for
spedfic trust-building measures faces many practicel bariers

o I

This is because these trust-budding measures are often counter-mtuitive
(swch a3 acknowledging uncertainty or avoiding excessive reassarancel,

n. Consequently, bullding trust internally between communicators and
policy-makers is critical. Trust s also essential bietween communicators
and technical outhreak response saff who may not se2 the need of
communicating with the public especially i it means diverting ther from
other tasks. This intemal rel hip = between ators, technical
staff and policy-naakers — is soretimes known a5 the “trust triangle”.

 [tis important that the trust mangle be established before it is
nesded Ths can be complicated because diferent stzkeholders,
perhaps represented by different minicties, may have conflicrs of
interest which wil require consensus building among partners

c Trust in communiceting with the public i critical in both directions. Evidence
shows that public panic is rare and most rare when people have bean
candidly informed. But the extent to which outbreak managers trust the
public’s ability to tolerate incomplete and sometmes alameing information
influences communication decision-making and effectiveness.

d. Mechanisms of accountabifity, involverent and ransparency are imponant to
establish and maintain trust and they are espedially mportant 1o slowly rebuild
ek b

ek Pl AR PR S o el

Box12.2

Communication Resources and Tools Often Used for Qutbreak Responses
* [nternet site The response effort might need an Internet site to convey relevant and rapidly changing
infermation about the outbresk. The sice should be the main repository of scientific facts, data, and
All other should be based on the content of that site. Key information for the site
might include the following
® Data or case counts:

o Maps of the affected ares;
© Guidance for affected populations, the public. travelers to or from the region. and healthcare providers
who are caring for the affected persons;
*© A section highlighting the newest information; and
© A multimadia section for the media and the general public.
» (all center. The response effort might benefit from having a cali center equipped to answer inquiries from the

‘ffective Messaging During Outbreak Responses

Aessages must resonate with affected populations before those perzons will follow prevention recommendations,
in seven steps

low 12.3 outiines theze key Eng P P

Start with empathy, Whether you are speaking 1o affected persons, community groups. or the media, start by
expressing empathy. Acknowledge concerns and express understanding of how those affected by the llineszes
or injuries are probably fealing. Recognize orally and in written materials that perzons are anxious or worred
and that you. too. have concerns. Demonsirate that you care and are working to understand ther perspective.

v

Identify and explain the public health threat. Dezail what you know about the situation (& g, what is cauzing the
Rarm, who is at risk, and what causes someone to be 3t risk). Provide advice that includes action steps for
prevenuing harm or getting help. Persons affected by the situation might feel fear, loss of trust and lack of
control Acknewledge uncartainties and do not over reassure or overpromise.

w

Explatn what 15 currently known and unknown. Provide specific details and timelines. Admit when information i
not yet known. Explain what you are doing to learn more, and provide a timeframe for checking back in or when
confirmed results are expected. During the sarly stages of an outbreak or investigation, you might have limited
to provide, which can be 2
information to share with you yet, but we are working to find the answers you need.” Explain what iz being done
o minimize rizks and harm to affected or potentially affected populations,
Explain what public health actions are being taken and why. Be prepared to describe which agencies are
ifwalved in the response, their roles, and their responsibilities, Alzo idensfy the investigative steps, sctions being
taken, or actions that are not bemng taken and wiy not. Say, for example, Wi are not evacuating the area
becauze paople can safely sheltar in place.” Whan discuzsing public health actions, thare dilemmas in the
decision-making and foreshadow possibilities that can occur during the outbreak.

by zaying, for example, “We do not have sufficient

S
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1) "Annual report of the United Nations High Commissioner for Human Rights, (2013), %8 #3
(http://www.ohchr.org/Documents/Issues/Opinion/SeminarRabat/Rabat_draft_outcome.pdf)
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