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Key Messages

Risk-communication is a science-
based discipline

High stress situations;change the
rules of communication

The key/to) criticallcommunication
SsUccess s anticipation;, preparation)
and|practice

Copyright, Dr. V Covello, Center for Change/Risk Communication

8000 Articles in Peer Reviewed
Scientific Journals

2000 Books

Reviews ofi the: Literature: by Major,
Scientific ©@rganizations
(e:g., NationallAcademy:ofi SCIENCES)

Risk

“A threat to that which we value.”

Copyright, Dr. V Covello, Center for ChangelRisk Communication

Risk-Communication:

Key Messages

Risk-communication is a science-
based discipline

High stress; situations;change the
rules of: communication

The key/'te communication SUCCESS
is anticipation) preparation; and
practice

Copyright, Dr. V Covello, Center for Change/Risk Communication

RisK'Communication_Literature:
Research Based Resources

Dr. R. Hyer and Dr. V. Covello
Effective Media: Communication During

Public Healthi Emergencies:
A Worldl Health)Organization Handbook

World Health) @rganization, United

Nations: Geneva, Varch 20017

http://iwww.who.int/bookorders
Publication No: 11500684

Copyright, Dr. V Covelo, Center for Chan Copyright, Dr. V Covello, Ce




Risk"Cammunication: Risk"Cammunication:
Best Practice Best Practice

» Stakeholder Predictability: (APP o Stakeholder; Predictability: (ARR
Template) Template)

s Carning/Empathy (CCO Tllemplate) » Carning/Empathy (CCO Tlemplate)
o Attention| Span (27/9/3 llemplate) o Attention Span (27/9/3 lemplate)

Copyright, Dr. V Covell ‘Copyrigh, Dr. V Covel

Stakeholder Predictability

“95/percent of- concernsiand guestions The ARPP Temlate

for ‘any crisis can be predicted in
advance.”

1. Anticipate
2. Prepare
3. Practice

Copyright, Dr. V Covello, Center for Change/Risk Communication Copyright, Dr. V Covello, Center for Change/Risk Communication

APP Template

Anticipate
1. Anticipate
2. Prepare 1. Scenaries
3. Practice 2. Stakehelders/Partners
3. Questions andi CencErNS

Copyright, Dr. V Covello, Center for Change/Risk Communication Copyright, Dr. V Covello, Center for Change/Ris!




Anticipate

1. Scenarios
2. Stakehoelders/Partners
3. Questions; andi ConCERS

Copyright, Dr. V Covello, Center for Change/Risk Communication

StakehoelderPredictability:
Examples

“50 Most Freguently Asked
Questions by Terminally; Il
Patients”

“77 Most, Freguently, Asked
Questions: by Journalists,in a
Disaster”

“65 Most EreguentlyAsked
Questionsiabeut Bird =luf
(pandemicHuraewv)

Copyright, Dr. V Covello, Center for Change/Risk Communication

“77 Most Frequently-Asked
Questionsby.-Journalists in a
Disaster”

Examples:

» Whois in charge?

o What would you like to say: te
the victims and victimsy
families?

Could this disaster have been
prevented?

Copyright, Dr. V Covello, Center for Change/Risk Communication

Anticipate

1. Scenarios
2. Stakeholders/Partners
3. Questions andi CenCERNS

Copyright, Dr. V Covello, Center for ChangelRisk Communication

* 71.Moest Freqguently Asked
Questions by Journalists ina
Disaster”

Categories of Questions:

Factual Questions
Emotionally Charged Questions

Challenge, Tirap;, and Pitiall
Questions

‘Copyright, Dr. V Covello, Center for Change/Risk Communication

Key-Behavioral Choices in/Public
Health Emergencies

Should 1z

Stay where Ilam?

Stay indeors?

Ty, to findimy: leved ones?
Gather with my: neighboers?
Eat the feod?

Drink thewater?

Go to) the hospitalifil feelfsick?

Copyright, Dr. V Covello, Center for Change/Risk



Categories/of Media Ao - bl
Questions Challenges/Iraps/Pitialls

False Negative Questions
Guarantee Questions

Factual Questions :
. . What Ifi (Worst Case Scenario)
Emotionally’ Charged Questions Questions

Challenge, Tirap;, and: Pitfiall
Questions

Copyright, Dr. V Covello, Center for ChangelRisk Communication ‘Copyright, Dr. V Covello, Center for Change/Risk Communication

Challenge Questions:

Do’s and Don'ts bu'sand Don'es

Don’t repeat a false negative *-NO

Do repeat the opposite of the false » Not
negative » Never

» Nothing
« None

Copyright, D. V Covelo, Copyright, Dr. V Covel

General K/Kiley,-MedCom / . o
ghrtanfer. Wialtef Reed. Stakeholder-Predictability:

Congressional Testimony. Examples

Q.: “Doyou hold yoeurselfiaccountable for
the'squalid conditions provided for
wounded soldiers; at Walter Reed”

40"m trying not to) say: I'm not
accountable.”
. “How! could youl not: have knoewn?

.: “I'don’t do barracks| inspections; at
Walter Reed.”

Q. “Why: didlyoeurdo; se)little?”
A. “Walter:Reed isfnetimyronly command.”

Source: Marchi6: 2007V ashinator 2.0 Sterskconmueain Copyrght, Dr. V Covello, Center for Change/Risk C




Message Mapping

.~ Department of Health and Human
Services/CDC: Stakeholder Questions
for Avian Flu/Pandemic Influenza
(pandemicfiu.goyv)

2. Enyvironmentall Protection Agency:
Stakeholder Questions; o 6
\Water/Groundwater Contamination
Scenarios

. Department off Energy: Stakehoelder;
Questions; for Radialion SCEnanos

Copyright, Dr. V Covell

Risk“"Cammunication:
Best Practice

Caring/Empathy (CCO Tlemplate)
Attention Span (27/9/3 Tlemplate)

Stakeholder Predictability, (ARPP
Template)

Copyright, Dr. V Covello, Center for Change/Risk Communication

Risk-EGommunication Goals

enhance knowledge and
understanding

builditrust and credibiliity;

encourage appropriate behaviors
and! levels of concern

Copyright, Dr. V Covello, Center for Change/Risk Communication

Risk"Cammunication:
Best Practice

o Caring/Empathy/ (CCO Tlemplate)
o Attention Span (27/9/3 Tlemplate)

» Stakeholder Predictability, (ARPP.
Template)

Copyright, Or. V Covel

Caring/Empathy.

“When people are stressed and
upset, they:want te knew: that
you care beforeithey canewhat
you  knew::

Copyright, Dr. V Covello, Center for Change/Risk Communication

The CCO Template

» Compassion
» Conviction

o Optimism

Copyright, Dr. V Covello, Center for Change/Risk Com




Tirust Factors in
High' Stress Situations

_ _ Assessed
Listening/ in first 9-30
Caring/
Empathy/Compassion seconds
50%

Competence/ All
Expertise Other Factors
15-20% 15-20%
Honesty/
Openness
15-20%

Copyright, Dr. V Covello, Center for Change/Risk Communication

Mayor Giuliani, 9/11

“The number of casualties is more
than any of us can bear.
ultimately.”

Copyright, Dr. V Covelo, Center for Change/Risk Com

Risk“"Cammunication:
Best Practice

o Caring/Empathy/ (CCO Template)
o Attention Span (27/0/3 Tlemplate)

» Stakeholder Predictability, (APE
Template)

Copyright, Dr. V Covello, Center for Change/Risk Communication

The CCO Template

o Compassion
» Conviction

» Optimism

Copyright, Dr. V Covello, Center for Change/Risk Comm

Risk_Perceptions
(Fear-Factors)

l.ower Concern/Fear. Higher Concern/Eear.

¢ Trustworthy seurces Untrustworthy seurces
. LLarge bengefits EFew, ar unclear benefits
.. Under one’s controll  Controlled by others

. Voluntary, Inveluntany,

. Fair Unfail;

. Natural erigin Humanierigin

. Children netvictims:  Childrenrasvictims

Copyright, Dr. V Covello, Center for Change/Risk Communication

Attention Span

“When people are stressed and
upset, they: oftenihave: great
difficulty’ hearingj
understanding, and
remembering miermation®

Copyright, Dr. V Covelo, Center for Change/Risk C



The 27/9/3 Template

o 27 Words
» 9 seconds
o 3/messages

Copyright, Dr. V Covello, Center for Change/Risk Communication

Risk'Communication:

Attention Span Research

“The Magic Number; Three, Plus;or
Minus Twos
Some Limits on Our Capacity; for
Receiving, Processing, and
Remembering| Information in High
Stress; Situations”

Copyright, Dr. V Covello, Center for Change/Risk Communication

The 27/9/3 Template

o 27 Words
» O seconds
» 3 messages

Copyright, Dr. V Covello, Center for Change/Risk Communication

Risk. Communication: Attention
Span Research

“The'Magic Number Seven, Plus or,
Minus Two: Some Limits on Our
Capacity, for Processing Infermation™
George A. Millers (Department: of;
Psychology, Princeton University)

The Psychological Review; 1956; vaol. 63;
pp. 81-97

Copyright, Dr. V Covello, Center for ChangelRisk Communication

High StresstSituations:
Rule of 3 Shift

+ [Low’ Stress Situations:
Brain can hold on average

7 messages

« Highi Stress Situations:

Brain can hold en average
3 MEssages

‘Copyright, Dr. V Covello, Center for Change/Risk Communication

27/9/3 Template

o 27 words
(total ofi 27 wordsifar all three: key;
messages, withieachikey message
averaging 9 wordsiinilength)

» Oiseconds

o  3IMESSAJES

Copyright, Dr. V Covello, Center for Change/Risk




Key Word West Nile
Méssage Map, BEACRE

Key Message
“Wear Protective

Clothing”
swimming

2.1 |Long Sleeves
pools
Flower
Long Pants
Pots/Bird g
Baths

Message Map
Concern/
uestlon
Key Key Key
Message 1 Message 2 Message 3

Key Message
“Use Insect

Repellent”

Key Message
“Remove

Standing Water”

Unattended DEET

e 7 =
i e

Copyright, Dr. V Covello, Center for Change/Risk Communication

Medical
Research

MesSsage Mapping

Multi-State Parthership for Agricultural
Security: Message Maps for- 30

Agricultural Scenarios www.epa.gov/nhsrc/pubs/

2. Department ofiHealthjandHuman -
Sernvices/CDE: Pre-Event Maps for; repO ARSI

Avian Elu/Pandemic Influenza
(pandemicfiu.gov)

3. EnvironmentalfProtectionfAgency:
Message Maps for 6
Water/Groundwaterr@ontamimnation
Scenarios

Copyright, Dr. V Covello, Center for Change/Risk Communication ‘Copyright, Dr. V Covello, Center for Change/Risk Communication

Message Mapping Risk Gonimunication Literature

Message Maps

¢ 8000 Articles in Peer Reviewed
Scientific Journals

o 2000 Books

» Reviews: ofi the! Literature by Major:
Scientific; @rganizations
(e.g., NationallAcademy:ofi SCIeEnces)

Copyright, Dr. V Covello, Center for Change/Risk Communication Copyright, Dr. V Covelo, Center for Change/Risk C



Risk{Communication
Literature:
Attention Span, Templates

27/9/3 Tremplate

Primacy/Recency. liemplate
AGIL-4 Tiemplate
IN=3P Tiemplate

Copyright, Dr. V Covello, Center for Change/Risk Communication

Primacy/Recency Template

LLow, Stress, Situations:

Brain processes;information basedion
linear order (e:g., 1, 2, 3)

High| Stress Situations:
Brain precesses infermationibhased on
primacy/recency(ergndy 8, 2)

Copyright, Dr. V Covello, Center for Change/Risk Communication

The AGL-4 Template

Average Grade LLevel Minus 4

Inihigh striess; situations; therhuman: brain
typically’ precessesiinfermation af

average gradeleveliminusi4

Copyright, Dr. V Covello, Center for Change/Risk Communication

Attention-Span-Templates:
o 27/9/3 Template
» Primacy/Recency. Tiemplate

» AGL-4 Tiemplate
» IN=3P Tiemplate

Copyright, Dr. V Covello, Center for ChangelRisk Communication

Attention-Span-Templates:
 27/9/3 Template
» Primacy/Recency Tiemplate

s AGI.-4 Tlemplate
o 1IN=3P Tilemplate

‘Copyright, Dr. V Covello, Center for Change/Risk Communication

High Stress Situations:
Tihe AGL-4 Shift

[ ow Stress Situations:
Brain processes infermation at
AGL (average grade: level)

» High Stress Situations:
Brain processes information)at

AGIL-4 (average:grade leveliminusi4 grade
[SVES)

Copyright, Dr. V Covello, Center for Change/Risk



Attention-Span-Templates IN=3P Template

27/9/3 Template

Primacy/Recency: liemplate Hedeilye Dominance
AGILL-4 Template

IN=3P Tiemplate

Copyright, Dr. V Covello, Center for ChangelRisk Con on ‘Copyright, Dr. V Covello, Center for Change/Ris

Templates

Negative Dominance Shift APP

e CCO
Low Stress Situations:
1N= 1P 2719/3
(one negative on average eqguals one: positive) Primacy/Recency

High Stress Situations: AGI-4
IN=3P: F
(Gne negative: oniaverage equals three: pesitives) IN=3P.

Bad News Tiemplates
It takes orjjaverage8ipoesitivesioNialance ere
negative.

Copyright, Dr. V Cove an Copyright, Dr. V Cove

Risk_ Perceptions
(Fear-Factors)
l.ower Concern/Fear Higher Concern/Eear

Risk“"Cammunication:
Best Practice

/. Trustworthy sources: Untrustwaorthy sources
s Caring/Empathy. . Large benefits Few or: unclear benefits
..Under one'sicontrol  Controlled by others
. Voluntary Inveluntary;
. Fair Unfair
. Natural erigin Humanierigin
. Children netvictims  Childrenrasvictims

s Attention Span
o Stakeholder Predictability,

Copyright, Dr. V Covelo, Center for Change/Risk Con n Copyright, Dr. V Covello, Center for Change/Ris!




PERCEPTIONS OF RISK

“That which is-perceived as real'is real.in its
consequences...”

“Perceptions of risk (threats) often do not
track with reality.”

“Facts about risks (threats) appear to play
little or no role in determining perceptions
of risks.”

“People respond less to the
seriousness of arisk than to such
factors as trust, control, fairness,

and courtesy”

Copyright, Dr. V Covello, Center for Change/Risk Communication

Risk PercCeption/Fear Factors

o Trust
* Listening/Caring
» Competence/Expertise:
» Honesty/Transparency;
» Benefits/Fairness
» Societal

Risk.PerCeption/Fear Factors

Risks-are perceived as greater if
they are perceived as;

unfair (versus; fair)

involuntary or impoesed (Versus
voluntary: or chosen)

under the contrel of untrustworthy.
others; (Versus shared control)

Copyright, Dr. V Covello, Center for ChangelRisk Communication

Risk Perceptions

The more you do to increase
perceived fairness, choice,
and control

o Community,
- Personal the less the concern, fiear,
= Controll Worny, anxietys outrage;
2 Choise annoeyance; Welplessness;

s\/oice ,
» Knowledge (€0} things andlconfiusien

ferpeopletordo)

Copyright, Dr. V Covello, Center for Change/Risk Communication Copyright, Dr. V Covello, Center for Change/Risk Communication

Cause of death Annual risk Lifetime
Risk:Perceptions and Risk Comparisons risk

Motor vehicle accident 1 in 6,700 1in 88
Accidental electrocution 1 in 300,000 1 in 4,000

1in 3,000,000 1 in 39,000
lin lin
280,000,000 3,700,000

Ifirisk “a’is less than risk “b,"
andirisk “a’ is;acceptable;
then risk “b7 shouldalso be acceptable Lightning

Shark Attack

Copyright, Dr. V Covelo, Center for Chan Copyright, Dr. V Covello, Ce



RiSK Pernceptions == Control Templates
KDG/Template (Know), Do, G0o)
APP

Key Message 1: What is most CCOo
important fior people ter know, 27/9/3

Primacy/Recency

Key Message 2: What is most AGL-4
important for people to do IN=3P

KDG

Key Message i \WhEre can people
49 to get eredivle information

Copyright, Dr. V Covello, Center for ChangelRisk Communication

Special Topics Special Topics

- Credibility ladders »=Credibility Ladders
» Non-verbal communication » Non-verball communication
o Visuals e Visuals

Copyright, Dr. V Covello, Center for Change/Risk Communication Copyright, Dr. V Covello, Center for Change/Risk Communication

Authority/Credibility Cadder Credibility Transference

Mast
Credible “ .
High Credibility A lower credible source takes on

the credibility of the highest
credible source that agrees with
Medium Credibility, itsi position onian issue.”

Least LLow Credibility;
Credible

Copyright, Dr. V Covello, Center for Change/Ri

Copyright, Dr. V Covello,



Credibility Reversal

“When a lower source attacks the
credibility, of a higher source, the
lower source loses further credibility:

The only/ information seurce that can
effectively: attack thercredibility: of
another seurcelis one effequall or
higher: crediborlity:*

Copyright, Dr. V Covello, Center for Change/Risk Communication

Non-Verbal Signals

Provide up to 75 percent of message
Override verbal content
Are intensely and quickly noticed

Are interpreted negatively

Copyright, Dr. V Covello, Center for Change/Risk Communication

Special Topics

«-Credibility Ladders
» Non-verbal communication
o \isuals

Copyright, Dr. V Covello,

Special Topics

« Credibility Ladders
» Non-verball communication
e Visuals

Copyright, Dr. V Covello, Center for ChangelRisk Communication

Resource Materials:
Non-~Verbal Communincation

» P. Ekman, “Telling| Lies; Clues, to
Deception”

o P. Ekman, “Emotions; Revealed”

» [D. Morris, “Body alks At Dictionary,
of Human Gestures!

‘Copyright, Dr. V Covello, Center for Change/Risk Communication

Special Topics
Visuals
Graphics
Analogies

Story Telling

Non-Verbal Commuinication

Copyright, Dr. V Covello, Ce
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DEATH TH]lEAT I'he Near Pandemic?

Resource Materials - Visuals

Prof. Edward Tufte (Yale University)

» “Visual Explanations”

 “The Visual Display of: @uantitative
Infermation.*

» “Envisioningjinformation:’

Copyright, Dr. V Covello, Center for Change/Risk Communication

WilllH5N1 come to the US?

Seurces: Univaraly of MdsakaiAnchorngs Duty Mews: Unied Malare W Faod Programeme; Tracer of o v, Vel Y04 Jums 1004

The Influenza Pandemic of 1918-1919

M 25-30% of world’s
; population (~500 million
Lat4 people) fell ill
(0
M >40 million deaths
worldwide; ~60 percent in

- L . ¢
Flll Pﬂ Hﬂ EM | [:' people ages 20-45
Ay -~ M >500,000 deaths in United

States; 196,000 in October,
1918 alone

Copyright, Dr. V Covello, Center for Change/Risk Communication

Key Messages

Risk-.communication is a science-
based discipline

High stress situations;change the
rules oficommunication

The key/ te)communication SUCCESS
iSianticipation;, preparation) and
practice

Copyright, Dr. V Covelo, Center for Change/Risk Communication



