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Introduction to Crisis and Emergency Risk
Communication (CERC)



Six principles of CERC

Fully integrated CERC helps
ensure that limited resources
are managed well and can do
the most good at every phase
of an emergency.

Be First:

Crises are time-sensitive. Communicating information quickly is

¢ crucial. For members of the public, the first source of information often

20

becomes the preferred source.

Be Right:

Accuracy establishes credibility. Information can include what is known,
what is not known, and what is being done to fill in the gaps.

Be Credible:

Honesty and truthfulness should not be compromised during crises.

Express Empathy:

Crises create harm, and the suffering should be acknowledged in
words. Addressing what people are feeling, and the challenges they
face, builds trust and rapport.

Promote Action:
Giving people meaningful things to do calms anxiety, helps restore
order, and promotes some sense of control.?

Show Respect:

Respectful communication is particularly important when people
feel vulnerable. Respectful communication promotes cooperation
and rapport.



Trust and mistrust

= Source credibility has two primary dimensions: expertise
& trustworthiness

= Perceived similarity with the source/spokesperson
(demographic or attitudinal) can promote trust

=  Mistrust is an outgrowth of the perception that promises
were broken and values violated



Express empathy

= Acknowledge feelings in words
= Empathy can build trust

= Every message does not need an empathy statement, but the first
messages do

Being quarantined can be disruptive, frustrating, and feel scary. Especially
when the reason for quarantine is exposure to a new disease for which there
may be limited information.

- Dr. Nancy Messonnier, CDC telebriefing February 14, 2020



Promote action

Keep action messages simple, short, and easy to remember, like “cover your
cough.”

= Taking action calms anxiety and can help restore a sense of control.

= |n an infectious disease outbreak, public understanding of and action on
disease prevention is key to stopping the spread.

= Self-efficacy is a predictor of behavior
= Altruistic attitudes increase during times of crisis



Preparing & Selecting the Message



Risk perception is not all about the numbers

=  Risk = Hazard + Outrage

= Allrisks are not equally accepted
— Voluntary or involuntary
— Natural or human-made
— Familiar or exotic

— Affecting adults or affecting children

=  Denial = “it won’t happen to me”

As communicators, we don’t seek to remove outrage, but to match the level
of outrage to the level of hazard.



Psychological barriers

= Denial
= Fear, anxiety, confusion, dread
= Hopelessness or helplessness

People seldom panic.




Overcoming psychological barriers

Simplify messages Use simple messages

Hold on to current beliefs Use credible sources

Look for additional information and | Use consistent messages
opinions

Believe the first message Release accurate messages as soon
as possible




Use plain language

= Be brief.
= @Give positive action steps.
= Use words your audience uses.

= Use personal pronouns.

Improve How Your Mask Protects You




Tailor messages

= |dentify your audiences and groups within
those audiences.

= Continue to base your message on key
messages.

= Consider the role of culture in tailoring
and sharing your message.
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Image from Ad Council Lucha PSA;
https://www.adcouncil.org/campaign/coronavirus-prevention



Main message
at the top

RESOU rces Getting ‘Back to Normal’

Is Going to Take All of Our Tools

If we use all the tools we have, we stand the best
chance of getting our families, communities,
schools, and workplaces “back to normal” sooner:

=  CERC resources

=  CDC Clear Communication Index

Get vaccinated. Wear a mask. Visuals

=  Everyday Words support text

» Health Literacy

Plain language
positive action
steps

Stay 6 feet from others, Wash
and avoid crowds. hands often.

Image from https://www.cdc.gov/vaccines/covid-19/downloads/all-of-our-tools.pdf


emergency.cdc.gov/cerc
https://www.cdc.gov/ccindex/index.html
https://www.cdc.gov/other/pdf/everydaywordsforpublichealthcommunication.pdf
https://www.cdc.gov/healthliteracy/

Getting the Message Out



Work with others to share messages

When possible, establish
relationships before the
emergency.

Seek and accept input from
partners.

Amarican Psychological Assoclation

Grief and COVID-19: Saying
goodbye in the age of
physical distancing

The coronavirus is changing the way we
live, which means that it's also changing
the way that we grieve the loss of a loved
one. This article contains helpful tips for
people of all cultures who are grieving
the loss of a loved one.

US Department of Veterans Affairs

Grief: Helping Someone Else
After a Loss

In the wake of loss, it can be hard to take

care of those you care about who are

American Cancer Soclety

Seeking Help and Support
for Grief and Loss

This article provides suggestions on
seeking help and suppert of aloved one.

cDC

COVID-19 Daily Life and
Coping: Grief and Loss

Grief is a normal response to loss during
or after a disaster or other traumatic
event, and many people are experiencing
grief during the COVID-19 pandemic.
This article contains guidance and
resources that may lnalp.

Image from https://howrightnow.org/emotion/qrieving



https://howrightnow.org/emotion/grieving

Promote repetition and consistent messaging

Share the same message
across multiple platforms.

Coordinate messaging with
response partners.

Communication Resources

Espafol (Spanish) Print

LGuidance Documents

Search for specific guidance across CDC web pages and

documents. Learn more

#&h COVID-19 One-Stop Shop Toolkits

Guidance Documents

ﬁ Videos

(¥ Public Service Announcements
Resources for Travelers

)e Resources for Limited-English-Proficient-Populations

Image from https.//www.cdc.gov/coronavirus/2019-ncov/communication/index.html



https://ww4.publix.com/publix-coronavirus-updates/customer-shopping-tips/social-distancing

Example: NCFH cooperative agreement

with CDC

Farmworker
input E? CcDC

digital media
strategy

Frequent partner
feedback &
data sharing

Outreach,
education,
& PPE
distribution

:::PROTECT FARMWORKERS:::

A COOPERATIVE PROJECT BY
THE NATIONAL CENTER FOR FARMWORKER HEALTH ¢
THE CENTERS FOR DISEASE CONTROL & PREVENTION

Image from National Center for Farmworker Health http.//www.ncfh.org/our-response.html



http://www.ncfh.org/our-response.html

What has worked for you?

Photo by Ben Hasty/MediaNews Group/Reading Eagle via Getty Images


https://www.gettyimages.com/detail/news-photo/johanny-cepeda-freytiz-the-owner-of-mi-casa-su-casa-and-news-photo/1220594635

CDC & Ad Council Resources



COVID-19 index (home) page

COVID-19 Languages v | &g ASLVideos |

Easy to Read

Your Health Vaccines Cases & Data

Work & School Healthcare Workers Health Depts

o Highlights

é@! [ITP When you have been fully vaccinated
-~ Vaccines for teachers & staff

WEAR A MASK STAY 6 FEET APART AVOID CROWDS HCPs: Become part of vaccine werkforce 4

Variants

Image from https://www.cdc.gov/coronavirus/2019-nCoV/index.html

)



For more information, contact CDC
1-800-CDC-INFO (232-4636)
TTY: 1-888-232-6348 www.cdc.gov

The findings and conclusions in this report are those of the authors and do not necessarily represent the
official position of the Centers for Disease Control and Prevention.




Resources for Community Health Workers,
Community Health Representatives, and Promotores
de la Salud

Community health workers (CHWs)—also known as
community health representatives and promotores de
la salud—provide critical services to communities
disproportionately impacted by public health threats
including COVID-19. This site provides CHWSs with
resources to suppert their work, as well as information
for their employers to better ensure the safety of
CHWSs in the community. State and local health
departments also may find these resources beneficial
to share with local programs and funding recipients.
Resources from the Centers for Disease Control and
Prevention (CDQ), federal agencies, and external
organizations are included to ensure CHWSs and their
employers have easy access to essential information in
one location.

Personal Protection and Safety Adapting Practices for COVID-19

Information to keep CHWSs safe—including avoidance Telehealth and in-person risk assessment tools for
and protection strategies and steps when someone is CHWSs and client engagement

diagnosed with COVID-19

Image from https://www.cdc.gov/coronavirus/2019-ncov/hcp/community-health-workers/index.html|




Rapid Community Assessment Guide

Identify communities at risk for low COVID-19 vaccine uptake
Inform future phases of the COVID-19 vaccine rollout

Get an early understanding of what communities are thinking
about COVID-19 vaccines

Plan for potential solutions to increase confidence and uptake

Identify community leaders, trusted messengers, and other
important channels through which you can reach communities

|Identify areas of intervention and prioritize potential intervention
strategies to increase confidence in and uptake of COVID-19
vaccine

Source: https.//www.cdc.gov/vaccines/covid-19/vaccinate-with-confidence/rca-quide/index.html




Communication Resources

#h COVID-19 One-Stop Shop Toolkits (#) Public Service Announcements

Guidance Documents Resources for Travelers

5 Videos }& Resources for Limited-English-Proficient-Populations
faad Image Library |_?_| CDC's Responder Stories

@ Print Resources

Source: https://www.cdc.gov/coronavirus/2019-ncov/communication/index.html



Agricultural Workers and Employers

=  Exposure risk
= Create an assessment and control plan

= Special considerations for shared housing & transportation

= Special considerations for children

Content source: https://www.cdc.gov/coronavirus/2019-ncov/community/quidance-agricultural-workers.html

Agricultural Employer Checklist for Creating a COVID-19
Assessment and Control Plan

To preveat spe 3 st this checklst 1o create 3 COVID-19 assessment and control plan for applying
spedif prepacation, prevention, and manasgement measures. This checklis b Agriculture Worl It
Guidance from CDC and the S, Degartment of Labor.
This checklist has five sections:

- Section 1: Assessment

+ Section 2: Contrul Plan based on the Hierarchy of Cantels
Sureening and Msnitring Werkers
Managing Sack Werkery
Addresing hetun ta Work ses Worker Expoare to (OVID-19
Engiancring Controh
Daning, Disinfection and Santation
Adainisrative Contsels
Personal Protective Equipment (PPE)

+ Section 3: Specia Considerationsfor Shared Housing

- Saction 4: Special Considersionsfor Shared ranspartition

« Section 5: Special Conuderations for (hidren

“This checklstcan be used toneassess, update, and modify ent and ol plan 00 2 reg

Image from https.//www.cdc.gov/coronavirus/2019-ncov/community/pdf/Agricultural-Employer-checklist.pdf



https://www.cdc.gov/coronavirus/2019-ncov/community/guidance-agricultural-workers.html
https://www.cdc.gov/coronavirus/2019-ncov/community/pdf/Agricultural-Employer-checklist.pdf

CDC resources in languages other than English &

Spanish

Search

Found 1570 items.

Eske ou ansent? Pran
dispozisyon sa yo pou
pwoteje tet ou ansanm ak
tibebe ou an kont COVID-
19

Pregnant? Take these steps to
protect yourself and your baby
from COVID-19

Language: Haitian Creole

Filter by Language ¥

Clear

Pran Swen Tibebe w si Ou

Gen COVID-19

Caring for Your Baby if You Have
COVID-19

Language: Haitian Creole

Image from https://wwwn.cdc.gov/pubs/other-languages?Sort=Lang%3A%3Aasc




Ad Council assets

OUR STORY OUR IMPACT OUR WORK LEARN WITH US GET INVOLVED jol Sign In
COUNCIL S

Adlibbing Articles
News & Press Releases
Sign Up for Emails

HEALTH & WELLNESS

Coronavirus,Response ' .-»z.

VISIT CAMPAIGN SITE —

Image from https://www.adcouncil.org/campaign/coronavirus-prevention




