Managing
the

Message

COMMUNICATING
WITH DIFFICULT
AUDIENCES




Anxious. Scared.
what to oo

How to lkeeep safe

Where to access
Lnformation

rReassureo
Worad cholce




YOUR ROLE

o Informed/Safe

* Address fears, not
Just deliver facts

Clear Messages
Empathy

Listen, don't
Lw’cermp’c

stag calm
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Kobe drops 48 al &
in Lakers' romp
of Sixers

Essentials

Bright Beginnings School hosted a

SCores .
T luncheon for their sports teams.
e Bri h.‘, After the luncheon several
Interactive Media 9 students became ill with upset

Day in pictures stomachs. The event was catered

e Beglnnlngs from Da Best Deli though several

Archives

Print edition parents also brought in items. The
Subscripe  Learningiigéntegiind Rgoare parent’s group is demanding the
L Health Department investigate the
y reported illnesses. In addition, the
health department is receiving
calls from nearby schools
concerned that students from
Bright Beginnings may have also

Best Bets

Looking ahead 10 stories we cant wait ™ ‘
to 2006 to see unfold
= Yote for your favatite '

NCAA foothall Young savors one-for- .
the-ages orchestration -
* Final coaches' poll
= Photo gallery | ideo

spread illness to their student
body.

Featured video Python has a Burrito




DON’T BURY THE LEAD
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Personal Credibility Reaction

15-20%
Hownesty

- 15-20%

Co mpete NWCE

15-20%
Commitment

People don't care
how much you know
until they know
how much you care!




Bridge to Message

n fact

t’s meortawt to understand

That is a common misperception so Let me cLar’u{g

FLrst, Let me sa Y
Let me also Po’wuc out

I"m not going to speculate; what tcan tell You
That s not entively corvect, the truth is

You might think that, but in my e)q:er’ueme
———_f
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EITHER/OR

e ELther You are
golng to fix the
probLem

sttamfctgj oY
Yyou arem/t-—-—ges
oY no?

e Thisisa
complicated tssue
anol we have people
at the hospital now
doing everything
possible to resolve
this as qu’whtg as
possible.




NEGATIVE

* lsn't it true you | e not A crooR
— Richard Nixon

are nothing
MOYe thawn a * | amL aw hownest

CYooRrR? VAN




I CAN’T SAY

° [ lenow You cONt * lreally can't comment
his conditl
sag muceh but can A

S * [t's important to
You confirm the understand federal Laws

patient Ls tmproving  prohibit me from giving

today? specifics. n general, |
cawn tell You that he ts
safely quarantined and
we are watching him
carefully.




HOSTILE

* Bveryone offers this | Everyone doesm't

S0 | dow"/c think Lt’s oﬁ%r AR ,L{
such a big deal or

the way to go.

You took the tlme
to tnvestigate

* You are correct
but lets discuss
what's different
about our program.




TOP 10 ANGRY
CUSTOMER TIPS

& W o

Acknowledge feelings
Apologize for nconvenience

Put Yyourself in their shoes |
Listen, don't Lnterrupt

Avolo confrontation and
defensiveness

Ask guestions

Summarize to show you're
listening

E)qsLa’uA, what You can oo
stag calm

10. t's not persowaL
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