Annex 26 &27.
Working with the Media 
Presenting Information to the Public
Press Releases
Public Forum Presentations
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Before Addressing the Public
 Gather all of the event facts.
Before any statement is made to the public concerning a health event, it is critical that you first gather all of the facts that you can about the event.
Many people could provide you with facts surrounding a situation. Among them could include...
· The victim or victims — be sure to convey your compassion to them.
· The family of victims — be sure to convey your compassion or sympathy to them.
· The hospital
· The police or FBI
· The state laboratory
When gathering facts you want to answer the basic questions of reporting...

· Who or how many has it happened to?
· What is it we are dealing with?
· When did it first happen?
· Where did it happen?
· How did it happen?
· Why did it happen or who did it?
· What is currently being done about it by your agency or others?
· What is going to be done about it by your agency or others?
 Conduct your audience research.
Once all of the facts of an event have been gathered, next you will need to conduct some research about your audience. Your audience will vary depending on the scope and magnitude of the event. It could be as large as everyone in the entire county, to as small as a few people. It could also be contained to a workplace or certain building. It is important that conduct audience research so that you can assess their needs and concerns and can speak to the people in familiar terms.
In conducting audience research, you will want to find out the following...
· Who are they? 
·  Where are they from? 
· Where do they work?
· What are their concerns and perceptions of the problem?
· Are they likely to be calm and receptive or hostile?
Be prepared for the following...

A wide variety of high emotions
· Hostility
· Fear
· Depression
· Anger
· Uncertainty
· Denial
· Empathy – if the crisis happens to someone else

Public Distrust. During a crisis people will distrust if you...
· Are unwilling to listen to them.
· Don't release information in a timely manner.
· Disagree with other health experts. Try to set some parameters with other health officials about handling speculative information so that everyone agrees and is speaking the same language.

Public Frustration
· Do not take it personally. Frustration is usually directed toward an agency or the situation and not and individual.
· Acknowledge the existence of potential tension up front.
"This is a very difficult situation for everyone, and you have every right to feel upset about it".
· Acknowledge the people's emotion and let them know that they are not alone in what they feel.

"Today, I am feeling shocked and saddened like many of you are."
"It's only natural to fee (angry, sad, and afraid)" "I've have been talking to a lot of people who feel..." "Even though statistically I know I shouldn't be too concerned sometimes I even feel..."

Send press releases out
* It is important to be the first source of information during a crisis because this defines the issue. All other messages are weighed against the first one heard.
Speedy press releases...
· Give people some information so that the fear and hostility level may be lowered.
· Build trust with the public and tells them that you are prepared to handle the situation.
When sending releases be sure to...
· Send all information to the news media at the exact same time,
·  Use pre established phone, fax, etc. 
· Respect media deadlines. 
· Keep it short, due to the media space limitations.


Write a press release.
Once you have all of the facts gathered and organized and you know your audience, then you can write a press release. Press releases should be no more than 1 page total in length and should be written in clear, concise facts with no speculation. 
Press releases should include the following...
· The author's contact information such as name, title, phone, fax, and email address.
· A date and time listed specifying when it will be sent.
· A section on what has happened locally.
· A section on what is known about the disease or problem.
· A section on what Public Health is doing or will be doing.
· A section on what the general public can do.
Schedule a date, time, and place for a public forum.
It should first be determined is a public forum is necessary. In most instances, some sort of public forum is probably necessary. These can range from county wide forums to just informally talking to a few people. If the event is a small isolated event, it is best.
--.	Do not alarm the public by holding a huge gathering. In a small case, a small more intimate
grouping of people is appropriate. The smaller the group, the more control the presenter has. Use smaller more informal settings for public forums as opposed to larger places which accommodate large numbers of people and are difficult to manage. If suitable, hold forums for work environments or small meetings at the Health Department office. A good rule is to always keep it as small as possible.
When scheduling a public forum keep this in mind...
· Is a public forum necessary?
· If necessary, determine how many forums are needed and where.
· Establish clear goals for a public forum before the event.
· Access what is the smallest group I can have and still produce results?
· Find an informal place or places to hold the meeting.
· Set a time and date for the meeting.
· Get permission to use the facility.
· [image: MCHD_Blue_Shadow]Assign staff to arrange the facility and to wire it with sound equipment.




Write the public forum presentation.
A public presentation should be informally written. Write just as you speak. Keep the presentation short, no longer than 15 minutes in length.
Keep these in mind when writing a presentation...
The concerns of the public
Is my family or am I safe?
What can I do to protect my family and myself?
Who or what caused this problem?
Why did this happen?
Can the problem be fixed?
What is being done to solve the problem?
Is the situation under control?
What can we expect in the future?
Your particular audience
Will they likely be calm or hostile?
What is the audience's background? Farmers, postal workers, etc.
What are you trying to influence in your audience?
Behavior, Knowledge, Attitude
 When writing a presentation...
(Do Use these)
Language geared to the 6th grade level.
Personal pronouns "I" or "We" instead of "The Agency" or "The Health Dept.".
Frames of reference how big or how small, instead of parts per billions say "That's like taking one teaspoon of water out of an Olympic-sized swimming pool"
Giving positive information is good to do so long as an "all clear" is not pronounced and you still send the message of caution.
(“Even though we have not seen a new anthrax case in 7 days, it is too soon to say that we are out of the woods.")
Avoid these when writing a presentation

The use of negatives in sentence (no, never, nothing, none, not, etc.). If you have to use these balance them with positives, and focus on what is being done rather than what is not being done.
Technical Jargon and acronyms. Slang words.
Promises. Do not say 'We are protecting the public" but rather say "We are working to protect the public".
Speculation about what might happen.
Humor. Issues about money.
Judgmental phrases about other people or agencies.




Avoid Over reassuring the public, be honest and straight forward.

People need to make informed decisions about the welfare of their families.
If you are going to error, it is better to overestimate than to underestimate. It is much better to say that the situation is "less serious than we thought" than to say it is "more serious than we thought."
When writing a presentation...
Be honest about the risks.
Site that you are working with other credible sources like other health professionals. Think about what type of visual aids you could use and make plans for them.
Get right to the point and stay on the key messages. 
Give the people something to do. Match what the people can do with the level of disaster.
Volunteer for the dispensing clinic, Taking part in a community vigil.
Taking measures to protect them and their families.
Prepare up to 3 key messages with supporting data 
Use 2-3 supporting facts to back up each message.
Keep the key messages short, get right to the point.
Use a rhyme or a catchy phrase so that people will remember. For example: Stop, Drop, and Roll
Ease public concerns but don't give false assurances.
"The risk is low"
"The illness is treatable"
"We have a plan in place"
Inform the public how to respond.
"Take these precautions"
"If you think you may have been exposed, contact your physician"
"There are three simple steps we can all take to help prevent the spread of infection: first...second...third..."
Try to build trust with your audience.
"We are researching the problem"
"We are working with partners"
"We will keep you informed"
Order of the presentation...
Write a very strong opening statement 
50% of your credibility depends on how much empathy and caring you show.
Establish empathy and caring in the first 10-30 seconds.
Use the body of the presentation to expand on your 3 key messages and use your supporting facts.
Use the conclusion to emphasize your key messages and tell the public what they can do.
The most important thing to remember is..." "I want to you to leave here with this..."


During a Public Forum

Set limits for the forum and announce them.
In order to provide some structure to the forum it is important that you set a time limit (total length and response time to each question) for the question and answer segment and an ending time to the forum. Have an office person keep track of time for you and alert you when time is over. This will limit the amount of time for hostile responses.
Delivering the presentation
When delivering a presentation remember your body language, make eye contact with the crowd, and speak loud and clear.
Don't appear so much professional, appear human. Let your compassion show. Always begin your presentation with an expression of care.
("I would like to take a minute to express my sympathy for...”)
("My heart goes out to the family of...")
Question & answer segment
The question and answer segment of the forum is one of the most critical parts. It allows everyone express their views including you on behalf of the agency, the public, and the media.
During the question and answer segment...
· Sincerely listen to the people.
· Acknowledge the people feelings and perspectives.
· Always stay calm and do not argue with anyone.
· Keep control of the conversation.
· Answer all of the questions.
· Paraphrase what you think the question is so that you answer appropriately.
· Keep your answers short, less than 2 minutes in length.
· Use your answers as a way to reconfirm one of your three key messages.
   Always tell the truth. If you don't know, say you don't know and offer to follow up with                                                            the information as it becomes available.    
· Don't say "no comment". If you decline to answer you must give a reason like...  "That information would violate the patient's privacy."
· [image: MCHD_Blue_Shadow]Never go off of the record or say anything within hearing distance even if the reporter is off duty, or it might be front page news.


Practice Ahead of Time

"Let me emphasize that..." Prepare for a question and answer segment at the end of the forum.
· Anticipate what the public and the media will ask.
· Prepare answers to these potential questions in advance. 
 Practice your presentation until it becomes familiar to you. The number of times you practice will vary, but it should be at least three times. Use one of the following to practice in front of...
· A  mirror.   A video camera.   A tape recorder.
Pay attention to details during the practice. Remember that over 75% of body communication is nonverbal. Use gestures and body language accordingly.
Important body language cues...
· Make eye contact. People do not trust someone who won't make eye contact.
· Have good posture. It makes you look more credible.
· If you are sitting, sit forward in the chair- not back. It makes you look uninterested.
· Don't cross your arms. You will look defensive.
· Avoid distractions like checking the time, looking at the clock, pacing, etc.
· Don't use too many gestures. This is a distraction.
· Dress appropriately for the forum.
· Don't wear white, it is clinical and glares in the camera.
· Don't wear busy prints or bright colors, it appears whimsical and distracting.
· Don't wear dark colors, they look like a funeral.
· Don't wear overly professional type clothing, such as a suit. You should be more informal so people will trust you.
· Do wear light, cool colored clothing. Blue is the best.
 Have a presenter's mindset.
[image: MCHD_Blue_Shadow]The presenter for any public event has a large amount of responsibility. The presenter could set the tone for the rest of the event. Be tactful and sensitive since emotions run high during a crisis. Always stay in control of your own anxiety. If someone else can sense tension in you it tells them that you are not in control. Stay calm and in control of the situation. 







Questions to Prepare For
Did you see this coming?
Who needs to be concerned about this?
Is the public safe, is there still danger?
What are you doing to protect the people?
What can the public do?
What can the public expect right now and later?
Who is in charge?
When will the public find out more?
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