The ABCs of Empathy
This is not an exhaustive list. I recommend checking out Peter Sandman’s full column on Empathy in Risk Communication. It’s a long read but good: http://www.psandman.com/col/empathy.htm 

Acknowledge emotions without judgement.
· For example, you assume a resident online is angry with you and you further assume that THEY assume that you’re angry with them. Everyone’s angry.
· Rather than saying “I know you’re angry at me” (which is intrusive and also an assumption), try saying:
· “A lot of people might get pretty angry about what’s happening right now. I think if I lived in this neighborhood I might feel pretty angry right now, too.”
· That acknowledges the feelings without  being too intrusive and without making an assumption that you’re right about how that resident feels. 
· You’re simply acknowledging the feelings. Not judging. Just noticing.
Be human
· Without being unprofessional, it’s OK to say how you feel. “This situation has been frustrating for everyone. I’m no exception.”
· You’re human, too. It helps people to understand that you’re not immune to the crisis happening.
· Saying something like “It’s hard to hear what you’ve been through, but this is important to us. We may need to take a break to pull ourselves together, but we’re committed to listening.“
Commanding presence: Be a leader
· More specifically, be the leader they need. In a crisis, people often need to turn to someone in  authority who can tell them what to do – using clear words and respectful directions.
· People in these situations know it’s an extreme situation. They’ve wrapped their brains around it. Now they need to know what to do.
· Empathy in this situation means skipping the “this must be stressful” talk and just saying “here’s how you can help yourself and others.”
DeEscalate: Ask them how they feel
· Without being intrusive, you can ask people how they feel. People like talking about themselves and telling their stories.
· You can ask questions without losing track of your messaging plan (e.g. Were you able to find the shelter? Was the evacuation route clearly marked?)
· Asking questions can get honest answers on the table and help build trust and rapport with your audience  
· Especially if people are upset, having someone who wants to listen to their concerns can help de-escalate a situation
Establish an emotional connection 
· If the risk or crisis is minor, reassure people (e.g. This is a small incident and here’s what we can tell you to help you understand what’s happening and what you can do); 
· If it’s a bigger hazard, help people cope so they can manage their risk (e.g. we’ll get through this together; we’re here to make sure you have the information you need). 

