Public Health and Risk Communication:
A Brief Overview
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Communication
AZ Y ANV I
B The process of sharing ideas, information, and

messages with others in a particular time and
place
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Communication includes:
ABGI NIRRT
& Writing 3 [ 3
a Talking 15
2 Non-verbal communication (facial expressions, body

language, gestures) HAt AR H KRB, A HE T |
s s. FH

® Visual communication (images or pictures)# w7418, Ul
iz A5V

2 Electronic communication (telephone calls, electronic
mail, cable television, or satellite broadcasts)H. ¥4 i J
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Communication is VITAL to...
VHIEAELL MR 22 R EEN]
8 Personal life > NA75
8 Business [ 45153
8 Education Z(E V53]
28 Any other situation where people encounter

each other DL AAT 148 G [A) 38 21 1) 1 5
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RISK !
RS !
2 Possibility of LOSS, INJURY or PERIL
A RERE AR g . B EfE %

3 Someone or something that creates or suggests
a HAZARD
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2 An UNSTABLE or CRUCIAL time or situation in
which a decisive change is impending --

especially one with the distinct possibility of a
HIGHLY UNDESIRABLE OUTCOME

feity 2 R S R RERT, AR, BOCHE

RIS 2B 1 CRil a2 AU EE i 25 KR 7] fie
HH LA

3 A situation that has reached a CRITICAL phase
i S5 15 e 2 B TS
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Risk Communication
NRABE

8 PARTNERSHIP and DIALOGUE of Government
and industry with the public

A FRBURAATE S 2 A& AR5 X
3 Addresses a FUNDAMENTAL DILEMMA: Risks

that KILL people and risks that ALARM them are
often completely different
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Risk Communication
NRABE

8 The technical seriousness of a risk — the “HAZARD”
component — can be virtually IRRELEVANT to public
(and media) reactions
AU RT3 A P R — R DRSS JT A s ) 1 55 A RE— A g S s
ESRAR R RNVZETERR

2 Public (and media) reaction instead are a reflection of

the risk’'s “OUTRAGE” COMPONENTS — such as
CONTROL, DREAD and TRUST

AR CRIBEAR) 52 7 2 IR o s AN T
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Risk Communication Scenarios:
“Public Relations”

USSR T TR 52 AR R
2 High Hazard, Low Outrage:
M7 I5 e, AN
% Need to overcome audience apathy, to communicate the
high hazards or risks involved

it 2 RS2 AR, B I A] BE IS B HEAE B B
% Barriers: Audience inattention, audience size, media
resistance, need to explain “from scratch
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Risk Communication Scenarios:
“Stakeholder Relations”:

WS AE RS 5 SRR R
8 Moderate Hazard, Moderate Outrage
SRR S 25T AR AN 5%
< Stakeholders are usually an attentive audience — neither
too apathetic or too outraged to listen

A AR NI 2 A OGT A —BEAN R B A NS
% Stakeholder Relations relies on inter-personal dialogue,

supplemented by specialized media (newsletters and
websites)

BRI R LU EE N RS TE, N2 L T I8AA (IR
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Risk Communication Scenarios:
“Outrage Management”

MUSVATE TG 55 2 AN TE 46 1 3
2 [ow Hazard, High Outrage
I 7, 2T T A
< Audience is outraged — largely at you —but the actual hazard is
low

ISR RO i Z4- 32 B X AT
o BT 3 B ) S FEAIR

< Task is to reduce audience outrage —by listening,
acknowledging, apologizing, sharing credit and control

PRHE S S Wi . AN FSE, TERK. AH B AL G IR R S5 I3
(AN i

< Main medium is “in-person” dialogue
T2 T G208 B A OO T
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Risk Communication Scenarios:

“Crisis Communication”
L\\\ A ) J =N \\ A )
N Rt aB il AR =S [ VIRTAB i

High Hazard, High Outrage
G 7 LKA A
Audience is huge and very upset
ZARVCET, RN L
Outrage is even higher than in “outrage management” — plus

fear and misery
O IRANIN I 2 B ] B PR RE R 3 5 Z— < R PR e oy

Danger of “denial”, “terror” or “depression” on part of the
audience

SR AR R
Must help audience bear its fear and misery — and ride the
crisis successfully
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Key Crisis Communications
Recommendations (P. Sandman)

X S ALy 3 )

Don’t over-reassure

ANEE IR AIE

Put reassuring information in “subordinate clauses” — with
qualifiers

X AR ARUE AE BB A, 0 EABR & e 45 T
Err on the “alarming” side
RATE SN A RS A Dk

Acknowledge uncertainty
SEARNA — € B AN E 1

Share dilemmas

fi H R 55

Acknowledge diversity of opinion
AN E WA E 57+

Be willing to speculate, but “intelligently

2% 7N R 2 A B B E]@)[{%%qﬂi - Public Health Safety
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Key Crisis Communications
Recommendations (P. Sandman)

aNERIRIABTRIIE R 52 A
Don’t “over-diagnose” or “over-plan” for panic
XTR] R de B Y 2R e A 22 o 2 W el )
Don’t aim for “zero-fear”
ANELFE B R e
Don’t ridicule the public’'s emotions
AN SE N AR 26
Legitimize people’s fears
I AT R R 25 2 1E A 1
Tolerate early over-reactions
BT B 2 AR S N BEAT N
Establish your own humanity
R AR A SN —T1f

Tell people what to possibly expect

& YR AT A REMIAT 1 45 R
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Key Crisis Communications
Recommendations (P. Sandman)

X L 0 T B

< Offer people things to do
RN TIZAM AT 4
% Let people choose their own actions, within reason
P AATTAR A B R Bz A AT A
% Ask more of people
7] 58 22 ) NATT 5 14
< Acknowledge mistakes, deficiencies and misbehaviour
ARNEE R AN EFRLRAT N
< Apologize for mistakes, deficiencies and misbehaviour

X IR R AN AT RAT O S
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Key Crisis Communications
Recommendations (P. Sandman)

PONER IR GRS IE RS AN

<+ Be explicit about why your explanations may run counter to
your audience’s prior base of knowledge

Vi A 1 BH R FR) SRR 5 W Ak B 2 A 3 AR T AN [+

< Be explicit about changes in official opinion, prediction, or
policy
Vi e i R WL TR R 1) AR S

< Don't lie — or tell half-truths: Trust once lost is hard to regain
AN B G B EFE R : (B5AE— BRZE, BURMER RS

< Aim for total candour and transparency
77 Bl 584 1 2 1 F1ZE W

% Be careful with risk comparisons

X U ) P A A T [H
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Risk & Crisis Communication

PSS AT S AL )

Questions: 1] &
1 Information Content: What do we know about the crisis,
what do we want people to know, and how do we
communicate it effectively?

BFRENA: FRATFENLFIELAT A ? FATALE AT FIIE A ?
A TUe G L HOE fE LIS B 5 A A A ?

1 Logistics/Media: How do we actually get our content into the
hands (and hopefully the minds) of our audiences?

BAEIGAR: AT GG BN AL B 5 Wy A/ WA (HH
AR R EPE T AR ) ?

Olympics - Public Health Safety
Workshop : 18 May 2006



Risk & Crisis Communication

PSS AT S AL )

. .’>1 H
Questions: |n] 2t
1 Audience Assessment: Who do we need to reach? What do
they think already? How should this affect what we say?

%M/xmm AT EE ) UE T AR ? A1 A AR 2 A ?
IR AT BRAT T A B A AT 52 ) 2

% Audience Involvement: How do we make our communications

meaningfully two-way? How do we keep our audiences active
rather than passive?

W ARDAR Z 5 e BATIROT A A 74 i A ? BedrIan fn
T AR RPN Z AR, T ARTE I 24 7
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Risk & Crisis Communication

PSS AT S AL )

: -’71 H
Questions: 1] &
1 “Meta-messaging”: All the content of crisis communications
other than information content

“th M5 B 151G BN AN B falVa N E, &
o

How reassuring to be 141 114 %¢ &

How confident to sound %14r] 3 37 1% 52 [r14= 0

How to address emotion 4ir] &b F | &%

- How to overcome our own discomfort at conveying such “non-
content” messages

AT AEAR 38 AR S N 5715 JE N S AR BATT B O AN I TR
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Risk & Crisis Communication

RN SN IREAB Gl
Questions: ja] [
1 Self-assessment: 5 ZIEH

- How will our own values, emotions, and political
problems affect our crisis communication? 418 2B

(EDUL 7 TR IR A 2 A 52 Wil S AT L vy S 1) 2
. What are we likely to get wrong? &4 Tr] G2 IB fRI 4L 15 2
22
- What are the internal sources of resistance to getting it
right, and how can we counter them? 7] §&-5 2 H A 1T A
>

Al fE i R Z AT A 7 BT e e ve AoX L8 A 51

Olympics - Public Health Safety
Workshop : 18 May 2006



Uncertainty: How to handle it
Gufey Ak B AN e

8 Ride the Risk Communication Seesaw:

Acknowledge uncertainty up-front before you are confronted
with it.
DS Vo) T8 AL BEA an gz A T BEAE RN )88 B AR A AN € 14 1)
17 1E

8 Try to replicate in your audience your own level of uncertainty:
Put bounds on the uncertainty. What range of possibilities is
credible? Clarify that you are more certain about some things
than others.

FIWTARIBLAR S 2 Gt AR e B0 2 R AN RE IR XAV
EVEA P AR . dnAt AR E I AT Be S rI AR 1) 7 BB ARG 5E
o5 B EE e, o LS A RERE .
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Uncertainty: How to handle it

Gufey Ak B AN e

8 Avoid explicit claims of “confidence”: “Hopeful” is a better

word for desirable outcomes that are likely but not certain.

B AR AT RV ERTE 5 . s A BV ) 3%
K AT REAH A AN BB 2 T 45 2R

Convert expert disagreement into “reassuring” uncertainty:
Faking an expert consensus that isn’t there is sure to backfire.

Your best bet is to report everybody'’s risk estimates...even
those of your critics.

68 KA I3 B0 I AL N AT 22 s 24 I XS AN e TE”: 183G
TR EIER BT B EERH . SRR K
R0 RS B 77T 2R R TR LA DF A0S XU F A v
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Uncertainty: How to handle it
Ui fn] AL AN g 1E

8 Make your content more tentative than your tone: Confidently
telling us you could well be wrong inspires trust -- even as it
alerts us to the genuine uncertainties of the situation.

The reverse combination -- claiming to be sure in a tone that
sounds very unsure -- is disastrous.

TR SEEE e, iy W A F N A A AN E

LW E O T R KKK Re thAe, XFE A LR KK IS
E—8 2 HIRE S RFFAAAER KA EVEN B2 A5
(e

AR S, WERAR AR AN € (P55 VR KRR RE 11 2
R e, HJaRg KA.

(5

T

Olympics - Public Health Safety
Workshop : 18 May 2006



Uncertainty: How to handle it
G ARy Ak B AT 7 1

2@ Show your distress at having to be tentative — and
acknowledge the distress of the audience
PRI LD VRAE U B ZE A R AN 7 1 It AT PRIDIE (] S50 Wy AR R AX
FIT 55 ) PR DG 7 B

21 Don’t perpetuate uncertainty: Explain what you have done or
are doing to reduce the uncertainty
Ut B QA i s AN e 1 FRREIRATI I R AR, BREAEdt T
TAELLEBI A

2@ Don’t equate uncertainty with safety — or with danger

AL ENE S 22 e BE S 55 ]
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Uncertainty: How to handle it
Gufey Ak B AN e

8 Explain how uncertainty affects precaution-taking: The greater
the uncertainty, the more justified the precautions — not
because you're sure the risk is serious, but because you're
not sure it isn’t.

1) R SR AAERE AN A ) IR 2% VAT S Wi =14 JR R 2 AR R I 4+ Jt ) -
AN E TR, T R HH 977 Y0475 Tt gt SV 5 P — AN 2 R A A7k
€ PSR, T2 R IR TG VR E USEAN K

1 Don’t hide behind uncertainty: If the risk is probably significant,

despite lingering quality control problems, say so...

AN IR A AN s PE A7 AE T IE 8 — &y R RS AT REfR R, Bl
(G-t ] o VA 5SS D
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Uncertainty: How to handle it
Ui fn] AL AN g 1E

8 Expect some criticism for your lack of certainty: The only
alternative is criticism for overconfidence, often from the same
critics. That’'s worse...

Wk AR BT AN E RS o BERME—4 R 2
W RNAEPE, 1 Hg R B R . X RTE T KRR
T...

8 Don’t go too far with your “attitude”: Don’t come across as
timid or self-deprecating — but don’t come across as arrogant
or overconfident either. Your aim: The middle-ground.
AR H AR SR AERINEEREE B, =
B BRI B RS T Bf5. R HR2: EPRZIE.
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Risk Communication and Bird Flu:

A Slow Start
M a I S & — = )E )

1 Hong Kong, 1997: A short-lived alarm

s, 19974F: 8 HEHR
8 Netherlands, early 2003: Obscured by SARS

faf ==, 20034F4]: TEHIE“ IR K]0
1 \ietnam, late 2003: Initially limited coverage regionally,

largely ignored by much of the world

g, 20034): SRR FHlr X, JFAR 5[ H 5 H
B HL X EAL
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Risk Communication and Bird Flu:

Early 2004 — The Story Heats Up
XU 7518 5 B Ui S 2004 FE-H]—FH S TG HHE

@ Human cases surface in Vietham and Thailand —
Outbreaks in poultry burst into the open in China

R . 22 I H N TR 5 Y RO 19— 2K 88 B U IR iy
e, HEANHE

8 Governments seek to downplay the story, to varying
degrees

25 BURE XS 552 ) AR BEAN[A]
2 \WHO sounds the alarm — the media pick up the story,
but most of the interest remains largely regional

WHO b AT & S — A2 F a5 B, H R 0 R
TxHLIX A
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Risk Communication and Bird Flu:
“High Hazard, Low Outrage”
XSS 7] 18 55 8 U e
“SEE R, AR AR

WHO and other agencies continue to stress the risks all
through 2004

20044, WHORN H & 4 23 4k 282 5 1 5 vt JB s A 1) UG
Governments insist “the situation remains under control” even
as they step up efforts to combat outbreaks

FBURF AR S I 7, B R AR — 20 0 s 2 i it
) [ IRt b S A

Reports of human cases dwindle, even as H5N1 crosses the
species barrier

NGB8 RO Bl & AW sk D, HE 5 ZHSHAZEA T 5 R [R] 4% 4%
gyl

The media gradually begin to lose interest

AR T U0 R 25 2% R
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Risk Communication and Bird Flu:

2005: A New Chapter
VA 5 B 20054, — 5 AL

8 Human cases reported anew, and in “new countries” —
suggestions of higher transmissibility, lower mortality — is the
virus changing rapidly?
NIEF BRI BT S AW, IR WA R I B it
PTG I E R —fRon m e il TR AR
PR ?

8 The "numbers game” escalates — How many will die in a
possible pandemic?
B CRImATH 32 2NN AW k—51 5 2 2D
NS HETA] fe B R mAT 2

8 Suddenly, bird flu is “sexy” again
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Risk Communication and Bird Flu:
A Snowball Effect?
RS VE I 5 &Sk R E BRI ?

28 \WHO (and other agencies) have been pushing “the rock
up the hill” for more than two years

WHOMML EH AP EZ R a R LT 1

8 “The rock”, having reached the top, begins rolling
downhill — gaining mass, gathering momentum, and
turning into a “snowball”
“HATTENIL, RS L F—H R K R A At
BT A

28 Of course, there are more hills ahead.. And the
“snowball” may melt into a “rock” once again...
MR, BTHEA E 2 .. HER A RE S TR R O A
Eu“
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Risk Communication and Bird Flu:
A Snowball Effect’?
RS Va I 5 B iR WE BRI ?

8 But still, let's celebrate the snowball . Why? Well, because...
(H AT EL RAOUE N T BB JE B AT AW ? X -

< In precaution advocacy, it's best to strike while the iron is hot...
MR A RER UL, e ATk ...

< Even though this moment may not last too long, if a pandemic
doesn’t happen soon, the world is now more aware of the
hazards than ever before...
AR SR, R, BB IRAT I 3 I R 2 B,
BN KT H K EGIEELE DTS T ...
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Risk Communication and Bird Flu:
What now?

RS VA T AN B ek AR IZAA T4 ?
Be patient and teach the “newcomers”
ALy, BTN AR T HEREBRAID -~
Watch out for the audience’s adjustment reaction — and the
authorities’ adjustment reaction

E VIR A VBT, 2R S R
Focus less on the magic of a pharmaceutical *fix” (Tamiflu,
vaccines)

ANERIE B RTT SR BE ) CUnak SEFN 5 Fe 55D
Focus more on the worst case scenarios
R E R INTE B

Focus more on non-medical preparedness

B R AT AR B PR R A
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Risk Communication and Bird Flu:
What now?

RS VA 3 B R IR AT A
Focus more on non-governmental and local preparedness
R AT AR BUR A T T S
Focus more on worldwide preparedness
AT A ER PR FIUE
Stress the “pan” in “pandemic”

5 iU A T e BRI A I AT
Stress the “pre” — and the “maybes” — in pandemic precaution
and preparedness

gl U IR A T TV RITHE A el R ZEpE g™, 1M ELRIAT 1 AT
et
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Risk Communication and Bird Flu:
Summary

m Igﬁ?@ ﬁ%ﬂ %?)ﬁlﬁug . /I\—LTL;I\ ézlikl

A severe H5N1 influenza pandemic might — or might not —
happen. “We don’t know what we don’t know.”

— ™ B FHSNAUBCR AT AT RE AR A, AT REA S KA. “Xf
TARMEIEE, AT FRE .,

We hope it won't.

A 1A ERKRAT A= 2K

We need to get better prepared, now, in case it does.

BT IR IAT Al 2 HE RS, AR RIAT B A A
That's not a mixed message. IT'S THE RIGHT MESSAGE.
UL S BIFANRZR, 2 IERHIE R
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THANK YOU
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