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The following information is intended to provide local public health agency (LPHA) public information officers (PIO) and agency spokesperson with tips in effective risk communication.  
· 77 Most Common Questions Asked by the Media

· Traits of an Effective Public Information Officer

· Examples of Modes of Communicating Information

· Interview Guidelines

· Nonverbal Cues

· Positive Gestures of a Lead Spokesperson

· Negative Gestures of a Lead Spokesperson

· Preparing an Oral Presentation

· Steps in Preparing a Message

· The Most Effective Bridging Statements

· Tips to Reduce Fear of Public Speaking

77 Most Common Questions Asked by the Media
1. What is your name and title?

2. How do you spell and pronounce your name?

3. What are your job responsibilities?

4. Can you tell us what happened?  Were you there?  How you know what you are telling us?

5. When did it happen?

6. Where did it happen?

7. Who was harmed?

8. How many people were harmed?

9. Are those that were harmed getting help?

10.   How are those who were harmed getting help?

11.   Is the situation under control?

12.   How certain are you that the situation is under control?

13.   Is there any immediate danger?

14.   What is being done in response to what happened?

15.   Who is in charge?

16.   What can we expect next?

17.   What are you advising people to do?  What can people do to protect themselves and their families now and in the future from harm?

18.   How long will it be before the situation returns to normal?

19.   What help has been requested or offered from others?

20.   What responses have you received?

21.   Can you be specific about they types of harm that occurred?

22.   What are the names, ages and hometowns of those that were harmed?

23.   Can we talk to them?

24.   How much damage occurred?

25.   What other damage may have occurred?

26.   How certain are you about the damage?

27.   How much damage do you expect?

28.   What are you doing now?

29.   Who else is involved in the response?

30.   Why did this happen?

31.   What was the cause?

32.   Did you have any forewarning that this might happen?

33.   Why wasn’t this prevented from happening?  Could this have been avoided?

34.   How could this have been avoided?

35.   What else can go wrong?

36.   If you are not sure of the cause, what is your best guess?

37.   Who caused this to happen?

38.   Who is to blame?

39.   Do you think those involved handled the situation well enough?  What more could or should those who handled the situation have done?

40.   When did your response to this begin?

41.   When were you notified that something had happened?

42.   Did you and other organizations disclose information promptly?  Have you and other organizations been transparent?

43.   Who is conducting the investigation?  Will the outcome be reported to the public?

44.   What are you going to do after the investigation?

45.   What have you found out so far?

46.   Why was more not done to prevent this from happening?

47.   What is your personal opinion?

48.   What are you telling your own family?

49.   Are all those involved in agreement?

50.   Are people over-reacting?

51.   Which laws are applicable?

52.   Has anyone broken the law?

53.   How certain are you about whether laws have been broken?

54.   Has anyone made mistakes?

55.   How certain are you that mistakes have not been made?

56.   Have you told us everything you know?

57.   What are you not telling us?

58.   What effects will this have on the people involved?

59.   What precautionary measures were taken?

60.   Do you accept responsibility for what happened?

61.   Has this ever happened before?

62.   Can this happen elsewhere?

63.   What is the worst-case scenario?

64.   What lessons were learned?

65.   Were those lessons implemented?  Are they being implemented now?

66.   What can be done now to prevent this from happening again?  What steps need to be taken to avoid a similar event?

67.   What would you like to say to those who have been harmed and to their families?

68.   Is there any continuing danger?

69.   Are people out of danger?  Are people safe?

70.   Will there be inconvenience to employees or to the public?  What can people do to help?

71.   How much will all this cost?

72.   Are you able and willing to pay the costs?

73.   Who else will pay the costs?

74.   When will we find out more?

75.   What steps need to be taken to avoid a similar event?  Have these steps already been taken?  If not, why not?

76.   Why should we trust you?

77.   What does this all mean?

Traits of an Effective Public Information Officer
· describe the roles and responsibilities of a public information officer during a public health emergency; 

· demonstrate skills in written and oral communication; 

· communicate effectively with partner agencies involved in an emergency; 

· demonstrate skills in team building, negotiation and conflict resolution; 

· develop a media communication plan integrated with the overall emergency response plan of the organization; 

· develop and maintain files of up-to-date informational materials and resources for various emergency scenarios (for example, fact sheets related to chemical, biological and radiological agents); 

· develop and maintain staffing plans for a 24 hours a day 7 days a week response to an emergency; 

· select and prioritize media outlets; 

· compile media contact lists, partner contact lists and expert contact lists; 

· develop and operate a multi-agency Joint Information Center (JIC); 

· access, use, interpret and display emergency-related data; 

· describe basic principles for communicating effectively to the media in an emergency; 

· describe the basic elements of the organization’s emergency operations plan; 

· train other spokespersons; 

· develop, evaluate and implement media communication exercises and drills; 

· operate communication equipment identified in the media communication plan (phone lines, telephone banks, computers, walkie-talkies, personal digital assistants, cameras, copiers, fax machines and radios); 

· develop and deliver event-specific information to: 

· -the media 

· -partner organizations 

· -agency staff and employees 

· -other government agencies 

· -nongovernmental organizations 

· -the public; and 

· remain calm, and convey confidence and composure under pressure.
Examples of Modes of Communicating Information

· news releases; 

· news briefings and conferences (in person and by telephone); 

· interviews on television or radio news programs; 

· interviews on radio or television talk shows; 

· call-in programs (radio or television); 

· interviews in weekly or monthly journals and magazines; 

· interviews in trade or professional publications; 

· briefings for editorial boards of news organizations; 

· web sites – including the agency’s public site as well as dedicated sites for specific users or events; 

· public address systems; 

· public service announcements; 

· telephone hotlines and toll-free numbers; 

· email; 

· faxes; 

· short wave radio; 

· paid advertisements 

· flyers, brochures and circulars; 

· presentations for local community organizations, service clubs, religious organizations and voluntary organizations; 

· participation in already-planned community events; 

· billboards; 

· direct mailings; 

· displays and exhibits; 

· CDs; 

· audio tapes; 

· information centers; 

· text messages on mobile telephones; 

· mobile and cell phone voice mail; 

· pagers; 

· newsletters; and 

· folk and traditional media (for example, storytelling).
Interview Guidelines

· Before the Interview:

· Track all media inquiries and note the reporter’s name, organization, date, and purpose.

· If possible, review the scope of the interview with the reporter before the interview so that you can anticipate what might be asked.

· Provide background information that helps the reporter understand the issues.

· Identify the points that you want to communicate during the interview and make sure these facts come to mind easily.

· Identify a message that you can incorporate into your first and last remark.  For example, if the reporter opens the interview by saying, “Thanks for talking with us today,”  you may respond, “I’m proud to speak on behalf of the community’s unified response effort,” or “Thank you for this opportunity to promote flood insurance.”

· Dress appropriately.

· During the Interview:

· Listen to the entire question before answering.

· Avoid speculation.

· Beware of false assumptions and erroneous conclusions.

· Avoid hypothetical questions.

· Be alert to multiple questions and address them individually.

· Be confident and concentrate on delivering your message.

· Keep your answers simple and direct.

· Speak in “sound bites” (i.e., concise, memorable, short statements).

· Never repeat inaccurate or damaging information spoken within a reporter’s question.  Instead, restate the information in a positive manner in your answer.

· Do not refer to the reporter by name, as the reporter may not be included when the interview is aired.

· Treat all questions seriously.

· NEVER speak “off the record.”

· While answering questions, be attuned to opportunities to promote your message.

· If you are being recorded or taped and botch an answer, simply begin the answer again.  If taped, the exchange will most likely be edited.

· Be aware of your appearance:

· Avoid nervous gestures; do not overuse hand gestures.

· Display good posture.

· Maintain eye contact.

· Ensure that your glasses (if you wear them) are not slipping downward.

· Remove dark glasses.

· Avoid wearing stripes, “busy” patterns, and red.

· If seated, ensure that your jacket does not ride up behind your neck by sitting on the coattails.

· Leave all equipment concerns to the reporter or sound technician.

· After the Interview:

· Obtain and provide any information you promised to supply.

· Provide written background information, and be available to the reporter for follow-up questions.

· If the story is publicized with inaccuracies, call the reporter and politely point out the errors.

Nonverbal Cues 
Your nonverbal language reflects your attitudes, emotions, state of mind, and related messages.  Nonverbal cues include:
· Speaker 
· Vocal intonation:

· Pitch, tone, inflection, volume

· Rhythm, timing

· Silence

· Personal space

· Styles of dress:

· Uniform (conveys authority, power)

· Casual vs. dressy
· Body language:

· Posture, body position

· Head movements

· Eye movement, eye contact

· Facial expressions

· Fidgeting, yawning

· Touching

· Listener

· Boredom

· Slouching in one’s seat

· Yawning

· Staring out the window

· Lack of eye contact

· Neutral expression

· Fidgeting

· Closed posture

· Drifting attention

· Slowness to respond

· Neutral or “slurred” speech

· Frustration

· Rubbing forehead with hand

· Tense, worried expression

· Throwing hands up in the air
· Agreement, Enthusiasm

· Leaning toward the speaker

· Making eye contact

· Touching the speaker’s arm or hand

· Nodding head

· Relaxed, open posture

· Smiling or laughing

· Faster speech

· Higher pitch
· Disagreement, Confusion

· Frowning

· Shaking head

· Leaning back or away

· Pursing lips

· Tightened jaw and closed posture

· Staring elsewhere

· Shallow, rapid breathing

· Limited facial expression and hand gestures

· Slower speech

· Lower pitch

· Evaluation

· Chewing on eyeglass frames

· Wearing a thoughtful, intense expression

Positive Gestures of a Lead Spokesperson
· Excellent eye contact:  honest, open, competent, caring, empathetic sincere, dedicated, confident, knowledgeable, interested 
· Sitting slightly forward in chair: interested, enthusiastic, concerned, cooperative 
· Open hands:  open, sincere 
· Speaking outdoors in low-wind conditions: dedicated, hardworking, involved, concerned 
· Hand to chest/heart region: open, honest, dedicated, sincere 
· Erect posture: self-confident, self-controlled, assertive, determined 
· Lowering voice: self-assured, honest, caring
Negative Gestures of a Lead Spokesperson

· Poor eye contact: dishonest, closed, unconcerned, nervous, lying 
· Sitting back in chair: not interested, unenthusiastic, unconcerned, withdrawn, distancing oneself, uncooperative 
· Arms crossed on chest: not interested, uncaring, not listening, arrogant, impatient, defensive, angry, stubborn, not accepting 
· Infrequent hand gestures/body movements: dishonest, deceitful, nervous, lack of self-confidence 
· Rocking movements: nervous, lack of self-confidence 
· Pacing back and forth: nervous, lack of self-confidence, cornered, angry, upset 
· Frequent hand-to-face contact/ resting your head in your hands: dishonest, deceitful, nervous, tired, bored 
· Hidden hands: deceptive, guilty, insincere 
· Speaking from behind barriers (podiums, lecterns, tables): dishonest, deceitful, formality, withdrawn, distancing oneself, unconcerned, not interested, superior 
· Speaking from an elevated position: superiority, dominant, judgemental 
· Speaking indoors behind a desk: bureaucratic, uncaring, removed, distant, uninvolved 
· Touching and/or rubbing nose: doubt, disagreement, nervous, deceitful 
· Touching and/or rubbing eyes: doubt, disagreement, nervous, deceitful 
· Pencil chewing/hand pinching: lack of self-confidence, doubt 
· Jingling money in pockets: nervous, lack of self-confidence, lack of self-control, deceitful (hint: empty change from your pockets beforehand) 
· Constant throat clearing: nervous, lack of self-confidence 
· Drumming on table, tapping feet, twitching, etc: nervous, hostile, anxious, impatient, bored 
· Head in hand: bored, tired, frustrated 
· Clenched hands: anger, hostile, uncooperative 
· Locked ankles/squeezed hands: deceitful, apprehensive, nervous, tense, aggressive 
· Palm to back of neck: frustration, anger, irritation, hostility 
· Tight-lipped: nervous, deceitful, angry, hostile 
· Licking lips: nervous, deceitful 
· Frequent blinking: nervous, deceitful, inattentive 
· Slumping posture: nervousness, poor self-control 
· Raising voice/high-pitched tone of voice: nervous, hostile, deceitful 
· Shrugging shoulders: unconcerned, indifferent
Preparing an Oral Presentation
· Introduction: The beginning of the speech establishes your relationship with the audience and lets them know what to expect.  This is the time and place in which you would:

· Introduce yourself and establish credibility.

· Express a single, topic sentence that captures the essence of your message.

· Get your audience’s attention through:

· Relevant humor.

· Provocative statements.

· Startling facts.

· Rhetorical questions.

· Make your personal stance clear.

· Discussion: This section should illustrate or prove your viewpoint.  Here you should:

· Present your main points.

· Use statistics.

· Provide details.

· Draw analogies.

· Stir emotion in the audience.

· Personalize your message through anecdotes or examples.

· Let your enthusiasm and sincerity show.

· Use vivid language.

· Conclusion.  The end of a speech should be as carefully orchestrated as the other sections.  Do not end a speech abruptly.  Follow these steps:

· Tell the audience that you are about to bring your remarks to a close.

· Summarize your main points briefly.

· Make a parting statement that is memorable.

Steps in Preparing a Message
· Prepare lists of stakeholders and their concerns:  Every emergency typically involves a different set of stakeholders including the public and other interested, affected, or influential parties.  One important step in preparing target messages is identifying, understanding and addressing the questions and concerns of important stakeholders.  Messages can then be developed and delivered in response to these.  Once the lists of stakeholders and their concerns during a specific emergency situation are produced, a very useful next step can be to develop a matrix showing the stakeholders on one axis and their questions and concerns on the other.

· Prepare clear and concicse messages:  A key step in effective media communication is to develop clear and concise messages that address stakeholder questions and concerns.  One of the most powerful tools for preparing clear and concise messages is the message map.  A message map consists of detailed and hierarchically organized information that can be used to respond to anticipated questions or concerns.  Numerous public health agencies have conducted message-mapping projects focused on a range of public health issues, including bio-terrorist events and disease outbreaks.  Emergency events that have already been mapped include smallpox, plague, botulism, viral hemorrhagic fevers, tularemia, and pandemic flu.  Recent studies indicate that it is vital that key messages be concisely stated if they are offered to the news media as sound bites or quotes.If at all possible, information to be included in a news release should be prepared in advance.  A news release tells reporters the basic who, what, when, where, why and how of an event.  Most importantly, a news release should quickly tell the main points of the developing situation.

· Prepare targeted messages:  People experiencing extreme high stress and anxiety are a key audience.  Reaching these individuals through the media requires in-depth awareness and understanding of their feelings and state of mind.  Communicating badly can lead to additional stress, anxiety, confusion and resentment.  Communicate well and people are more likely to understand, accept, cope and adjust.  It is common for individuals involved in a public health emergency to experience extreme stress and anxiety, and to exhibit a wide arrange of thoughts, feelings and behaviors.  Extreme stress and anxiety can overwhelm an individual’s ability to cope.

The Most Effective Bridging Statements
1. And what’s most important to know is… 

2. However, what is more important to look at is… 

3. However, the real issue here is… 

4. And what this all means is… 

5. And what’s most important to remember is… 

6. With this in mind, if we look at the bigger picture… 

7. With this in mind, if we take a look back… 

8. If we take a broader perspective… 

9. If we look at the big picture… 

10. Let me put all this in perspective by saying… 

11. What all this information tells me is… 

12. Before we continue, let me take a step back and repeat that… 

13. Before we continue, let me emphasize that… 

14. This is an important point because… 

15. What this all boils down to is… 

16. The heart of the matter is… 

17. What matters most in this situation is… 

18. And as I said before… 

19. And if we take a closer look, we would see… 

20. Let me just add to this that… 

21. I think it would be more correct to say… 

22. Let me point out again that… 

23. Let me emphasize again… 

24. In this context, it is essential that I note… 

25. Another thing to remember is… 

26. Before we leave the subject, let me add that… 

27. And that reminds me… 

28. And the one thing that is important to remember is… 

29. What I’ve said comes down to this… 

30. Here’s the real issue… 

31. While… is important, it is also important to remember… 

32. It’s true that… but it is also true that… 
33. The key here is…
Tips to Reduce Fear of Public Speaking
· Preparation

· Know your audience.

· Preview the venue, if possible.

· Do your research and know your facts.

· Consider the emotional issues of your message.

· Anticipate the questions you may be asked and prepare answers.

· Practice

· Present the speech aloud, to yourself, until it is completely familiar.

· Read the speech in front of a mirror and ensure that your body language aids your message.

· Seize all opportunities to speak aloud so that you become more comfortable (e.g., ask questions in meetings, join Toastmasters or another public-speaking group, speak to small friendly groups, present slides to your family, or teach a course).

· Acceptance and Relaxation

· Accept your nervousness as normal.

· Accept that you may misspeak during your presentation and plan to correct yourself immediately and smoothly.  Use relaxation techniques, such as:

· Stretching.

· Muscle tensing and relaxing.

· Deep breathing.

· Body alignment.

· Consciously choosing to let go of tension.

· Visualizing an effective presentation.
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