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Mental Noise Theory

» Under stress people have difficulty
hearing, understanding and
remembering information

» So, it is your job to keihe information as easy to
understand as pos

» This is not * dumbing li?:down

» It is avoiding jargon, acronyms trying to sound like
the expert

» People perceive this as covering up

» Mental Noise can reduce the ability to
process information by




Rule of 3

» Everything in Threes

» Three Key Messages

» Repeat Messages Three
Times

» Key Messages Supported by
Three Supporting Messages



L

27 Words ? Seconds 3 Messages



Key Message 1

9 Words on Average

Supporting Info
1.1

Supporting Info
1.2

Supporting Info
1.3

Key Message 2

9 Words on Average

Supporting Info
2.1

Supporting Info
2.2

Supporting Info
2.3

Key Message 3

9 Words on Average

Supporting Info
3.1

Supporting Info
3.2

Supporting Info
3.3




Shelter in
location

Indoors

Shut windows and
Doors

Listen for all Clear

Do Not Evacuate

Roads are closed

Air is monitored

Listen for All Clear

Protected Inside

Air better inside

Higher

concentration
outside

Listen for All Clear




Things o Remember l

» First to the public is most trusted
» Have a plan for information distribution
» Social Media

» Press

» Be fransparent ab what you know
» State when foIIow up WI|| occur

» Remember, people under stress have
difficulty processing information - keep it
simple










Trust Determination Theo
High Concern Situations

Assessed
Listening/Caring/ in first

Empathy 30 seconds
50%

Competence/ Dedication/
Expertise =~ Commitment
15-20% 15-20%

HonestlepennéssITransparenc

15-20%




Non-Verbal Communication:
High Stress/Risk Situations

posture and han‘d ges ures)



So What are the Non-Verbal

o v V.V V.V V V



Y.y v . VvV V V.V V

jiek

Do NOT compare ur




More About the Words l

» Repeat questions to make sure you
understand

» Humor is greai IF it is directed at
yourself L

» Do NOT expeci .":';“feople to understand

risk numbers
» Do NOT take it personqlly and don’t
ever attack an individual personally




Answering Questions

© Be Prepared
= Know the subject an bate questions, practice

= Tell the truth, if you'd
you are unsure of the que

)W Up as promised. If
araphrase
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Not During \:Nor:
Not on Day of ballge

Neutral Building like a vllbrary,d __ nity Center

Don’t Keep for Longer than an Hb‘ur



What Happensa’r the Meet

» Explain Who y:
> Local Emerge

» In Case of ¢
Community

> Ask Questio
» How Best to
> Social Me
» Press
» Other

» Best Messagil

» Present your Draft M
» Ask if It Makes Sense
» Ask for Alternatives

ou are Doing

t Communication to




Follow Up to Meeting

» Prepare Summary and Distribute
» Be Sure to Include Ideas from Community
» Ask for Feedback
> Set Date for Another Meeﬁng if Necessary
» Develop an Exermse WhICh Includes
Messaging -»

» Invite Communliy Members to Participate in
Exercise

» Hold an Exercise Rewew Meeting
» Include Community Members

» Incorporate Community Suggestions on
Communication

» Make Adjustments to Communication Plan
as Necessary




© Anticipate
m Scenarios
m Stakeholders

® Concerns

The Keys to © Prepare
Communication " Messages
P|Oﬂﬂiﬂg ® Messenger

® Means

® Practice

m Rehearsals

® Simulations
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Risk Communication Resources

‘Responding to Community O

Strategies for Effective Risk
Communication’ "

= Peter Sandman

‘The Magic Numbe Some limits on our Capacity

for Processing Infori
= George A Millej 56, vol 63, pp.81-97
‘Improving Risk C
“ National Acade
‘Thinking Fast and
= Daniel Kahnema

‘Need to Know: Antici ns during a Water
Emergency’ S. Mina

‘Risk as Analysis and Risk as F

s: Some Thoughts about Affect,
Reason, Risk and Rationality’ |

= Slovic, Paul et al, Risk Analysis Vo. 24, No.2, 2004, pp. 311-322



