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Communication Tools 

Medication/Healthcare Center Staff
When members of the public come into a Medication or Healthcare Center, they may be overwhelmed, confused or scared. By using a proactive communication strategy, center staff can help empower people to better cope with the emergency situation.

Communication Goals: 

· Build public confidence. It’s important for the public to know there is a process in place and that the center is operating according to plan. Knowing the correct answers to frequently asked questions about the the center’s services or operations will help instill confidence in visitors, and will help them trust the services and information they receive at the center. 
· Assist co-workers. If you don’t answer visitors’ questions or point them in the right direction, someone else will have to. Assist your co-workers and help center operations move smoothly by paying attention to the needs of the public and helping out with complete answers.
· Rumor control. Having the correct and most current information can help stop rumors. Remember, in an emergency, everyone involved in response may be seen as an “official spokesperson” even if you’re just chatting with people in a line. Everything you say may be repeated by the public; stick to facts and consistent messages.
Communication Tips: 

· Learn the center’s process and resources. In center staff briefings, it’s important to learn as much as you can about the medication or healthcare center layout and process so you will be able to help people and point them in the right direction. Also, find out where to direct people for questions that you can’t answer. 
· Be empathetic. Speak calmly but acknowledge people’s concerns. 
· Be an active listener. This is an unfamiliar situation for people and they may not know exactly how to ask for help or information. Ask questions to make sure you understand people’s real questions or concerns. 
· Be clear. Avoid using jargon or complicated terms.

· Medical questions. Do not give any medical advice or answer questions about medication, vaccines or treatment unless that is your designated job at the center. Make sure you know where to direct people who have medical questions.
· Do not speculate. If you don’t know an answer, find someone who does know.

· Answer questions briefly. Answer questions fully but try to keep your answers brief.

Help people deal with stress:
Many people in the centers will be under a great deal of stress and some may be difficult to deal with. Often, people just want to know they are being heard. Try to understand why people are angry or upset. A few reminders:
· Express empathy.
· Let them express themselves.
· Give credible and current information.
· Offer reasonable timelines.
· Offer solutions and alternatives.
· Check back with them.
Assisting people who don’t speak English
People will come to the centers speaking a host of languages other than English. Although there will be interpreters for some languages, others may not have any resources in their languages.

Try to make people feel as comfortable as possible while you try to help them. Most of the signs in the center will have some additional languages and many will have pictograms that can be helpful too. If there are no translations for their language, alert leadership at the medication or health care center. Take the person with you and be sure they are aware who will help them before you leave.

Non-verbal communication
Your actions say as much as your words. Some tips to remember:
· 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.


