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Communication Tools 

Medication/Healthcare Center PIO
Many medication/healthcare centers can benefit from having trained communications staff (public information officer or PIO) on hand. Medical workers in the center are busy taking care of visitors to the center and getting them through the process. The communications staff can focus on media and information issues that arise during the center’s operation. 

Maintain contact with the joint information center (JIC)

· Best source of current information.
· JIC develops resources you can use.

The joint information center (JIC) is set up to handle the overall communications for an event. Be sure you know how to reach the JIC and that they have you on their distribution lists. The JIC will help you when dealing with an unusual or non-standard request from the media. They will also produce information and resources you’ll be able to use.

Working with the media

· Act as single point of contact.
· Balance information with privacy.
The media will be interested in covering all aspects of a disaster or outbreak, and that includes visits to medication and healthcare centers. It’s vitally important to have communications staff available to assist them and to help enforce privacy regulations that may be in place at the center.

As part of their training, center workers should be taught to direct any media questions to the communications staff. (Make sure this is part of the center’s staff briefing.) 

Media at the center
· Establish ground rules.
· Be a resource for the media.
· Coordinate with JIC.
It may be necessary to conduct one-on-one or group media availabilities at the center. Make sure you are following your organization’s procedures for responding to these requests. (Contact your JIC to see if there is an established process you should follow.)

· Because the centers are providing healthcare-related services, it is important to protect the privacy of the people seeking services at the center.

· Decide where reporters and camera operators may be positioned and arrange demonstrations, if necessary. No cameras or recording devices should be allowed in other areas of the center.

· Arrange interviews with center leadership or other officials.
· To respect the privacy of people visiting the center for health services, reporters should not be allowed to interview visitors inside the facility.
· Try to give the media the information and photo opportunities they need. You want the public to know what is happening at the center, and anticipating media needs will limit disruption for visitors.

Community relations

· Be aware of the center’s impacts on the community.
· Help mitigate problems.
Medication and healthcare centers are sometimes in neighborhood facilities such as schools or hospitals. The communications staff may be called on to address the community’s concerns and complaints.
Follow standard risk communications techniques when working with these neighbors – thank them for their patience and cooperation, express empathy, and try to have the most current information about when the disruptions might end.

Anticipating questions
· What questions might be asked?

· What information will people want/need?

Work with center leadership to make sure you have accurate answers. If there are spokespeople other than you, arrange a briefing to help assure consistent messages.
Examples of general questions: How long will the center be open? How many people can you process in a day? Is there enough medication? 

Nonverbal communication.

· Your actions say as much as your words.
· Sit/stand up straight. This shows you are paying attention and respecting your audience.

· Make eye contact. Avoiding eye contact can make you look nervous or preoccupied. 

· Avoid defensive, argumentative, and unreceptive body language (e.g., arms crossed).

· Avoid fidgeting, shuffling papers, or playing with your pen.

· Sit or stand still. This will make you look more controlled and confident.

