TRUST, EMPATHY & EFFECTIVE

ENGAGEMENT IN A CRISIS

Communication strategies to use when people are caring loudly



* Building trust & keeping it
* Leading with empathy
* Engaging effectively

* Q&A




WOULD YOU TRUST MRE?



The most terrifying words in the

English language are: I'm from
the government and I'm here
to help.

Ronald Reagan




TRUST US:
WE'RE THE GOVERNMENT

* What makes YOU a trusted
source!

* Transparent

* Honest

* Understandable
* Informative

* Empathetic

* Consistent



SPEAK YOUR AUDIENCE’S LANGUAGE




LITERACY

KEEP IT
SIMPLE o

M Level Torbelow M Level2 [ Level 3 or above




DOES THIS
MAKE
SENSE?

SHELTER IN PLACE



What | hear when I’'m being yelled at is
people caring really loudly at me.







SHOOTING AT KROGES N COLLIEMILLY
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Establish an

A B C D

Acknowledge, Be human Commanding De-escalate:

don’t judge

emotional

presence How do
connection

you feel?

THE ABCs OF EMPATHY




HOW HAVEYOU USED HUMOR
IN A CRISIS?




SUCCESSFUL USE OF
HUMOR IN A CRISIS

HUMOR:
EMPATHY &

emotional
proximity

ENGAGEMENT

Nature of
the crisis

Channel

Need for S0iice

g relationshi
emotional sl P
release audience

Source: https://twitter.com/DisastrousComms/status/ | 532072172784873472



DOYOU HAVEATEAM?



EFFECTIVE ENGAGEMENT

Carrollton, TX - City Government @
February 18, 2021 - Q@

Now that Frozone has done his damage, we are working to get back to The Incredible(s) life we
love in Carrollton. A lot of information went out today. Here’s a recap:

-9pm update from : Approx. 145,000 residents without power throughout the Oncor
system. Approx. 700 of those are Carrollton residents. Oncor expects a "substantial amount”
restored by Fri. evening. Currently not doing rotating outages. Report power outages to Oncor.

-Republic Services has suspended all trash/recycling svcs until Mon., 2/22.
-Cloudy sink water? Don’t worry, it's safe to drink.
® -Rumor Control: There is NO boil notice. Carrollton water is safe.

-Public-facing City facilities closed Fri., 2/19. fa'l
Rec Centers closed through the weekend.

-Warming Center location change Fri., 2/19 at 3pm. Thank you for all the donations; no additional
donations are needed at this time, but needs food pantry & monetary
donations.

-Beware of scammers.

-Calls to Public Safety departments are up over 1,200% per dept. Be patient as crews work 24/7 to
meet life safety needs.

For more details on all of these and more, check the previous posts from today or visit
https:// [ rrollton.com/.. i




O\ Carrollton, TX - City Government ¢
B Fecbruary 18,2021 -Q

RUMOR CONTROL: The City is aware of rumors that water in Carrollton is being turned off and
boil notices are in effect. These rumors are NOT true.

Carrollton water is safe @ to consume, and there is NO boil notice at this time. The City is still

above the water pressure threshold required by the State for emergencies. At this time, Carrollton
is prepared to continue to provide water service at its current level.

The rumor of bacteria contaminating water in Carrollton is NOT true. Water is currently safe to
use. Check previous updates for details on how to respond to your water being off.

Avoid rumors: follow official City channels for the most accurate and up to date information.




£, €a@mano Island Fire and Rescue @

N\ . February1,2021-Q

2:25 P.M. UPDATE: Please use this link to schedule your vaccine
appointment:

The link is good for this week ONLY.

Next week, visit for clinic hours and scheduling
information.

*hkkthkhkhkhkhkkkik

1 P.M. UPDATE: Yes, the site has crashed again due to overwhelming
demand. We're working with our team now to scale up to meet the
demand. Sorry for the delay. As soon as we're up, we’ll let you know

o e v o e e v e ok e e e ke ok ke ke




£, Camano Island Fire and Rescue ¢
IR L &

It is crashing for me. '508' error N\~ February1,2021-Q

Like Reply Ty 2:25 P.M. UPDATE: Please use this link to schedule your vaccine
appointment:
me too

Like Reply 1y

D2

< I 1% e e message Where CAN people gO’

e ey What's ACTUALLY HAPPENING!?

#‘ Author
Camano Island Fire and Rescue ¥

Yes...we know the website just crashed. Again. Working
with tech support ASAP to move this to an even better " | hope it's just misinformation, but a gal on one of the

server that can handle this kind of demand. Sorry, y'all. S gl 2 siagas il eellesl nie e Bl L] 20
appointments were already filled. How can that be when

Thanks for your patience. We're working as frantically as “His s £ el CamE T fe
we can to get it back up. Like Reply 1y
i 10 §
- ljust confirmed this is not true. All doses still avail.
L J

Like Reply 1y

Like Reply 1y
) |” *- Ericken~—

good to hear. This is why | never trust info at
1st glance, thank you

Like Reply 1y

J’\Author

Camano Island Fire and Rescue ¥

Nope, we still have (had, 2 seconds ago)
appointments available:

What are you doing RIGHT NOW?

Like Reply 1y




Ours was turned off at Arium Creekside apartment for a leak issue; what
came as we frantically put water in the tub was dirty with sediment.
When it's restored, will it be safe?

Like

Reply 1y

&‘Author
Carrollton, TX - City Government ¥
If you see sediment in your water we recommend contacting

Carrollton Public Works at 972-466-3425. If you cannot reach staff,
leave a voicemail with contact information. Public Works calls are
up by over 1,200% so please be patient. They will get to you as
soon as possible.

— = il ot}

So why does it look disgusting??? I'm not on a boil water notice but my
water this morning came out looking filthy. We have not had any pipes
frozen so what gives??

Like

]
Reply 1y Edited @ 4

)‘ Author
Carrollton, TX - City Government ¥
Is it cloudy?

Like Reply 1y

Carrollton, TX - City Government super cloudy and a bit
murky

& Author
Carrollton, TX - City Government ¥
The water is safe. It's due to air in the pipes and because it is very

cold outside. Here's some more details on what causes cloudy
water:

i 7

ENGAGEMENT
IN PRACTICE

Responses to comments

Legitimate or implied questions

or concerns

Rumors or misinformation
Responses to direct messages

Benefits vs. Drawbacks



NWS Products in Cupcake Terms BEST

— PRACTICES
o u t I oo k \\“" c?:pcakes... ?

it may happen

Clarity is key

all the ingredients are

there for cupcakes... Use analogies or
itis likely

real-life connections

the cupcake is there

Warning % ‘g Sound bites

TAKE ACTION

Show, don’t tell
HSeverePrepPA




Remember: Always keep one 6-foot-tall T-rex
stuck on a fire truck between you and other people
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GOT QUESTIONS?

NOW’'S THE TIME TO ASK




bronlea@bronleamconsulting.com

n m Bronlea M Consulting

www.bronleamconsulting.com



mailto:bronlea@bronleamconsulting.com
http://www.bronleamconsulting.com/

