Covello Crisis Communication Message Evaluation Checklist

Message Preparation
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
Understandability  
1. Was the information understandable by your target audience, for example, four years below average grade level” education?
2. Were your sentences short, e.g. no longer than 10-12 words on average? 
3. Did you avoid the use of undefined jargon or acronyms? 
Conciseness/brevity

4.   Did you keep your key messages concise, e.g., less than approximately 27 words, 9 seconds, 3 messages?
IDK

5. When confronted with a question where you did not know the answer, did you provide a reason why you could not provide the answer? 

6. Did you provide a reason for not providing the answer?

7. Did you provide other information that you can provide?

8. Did you indicate with a deadline for follow up actions you would take to address their questions?

9.   Did you say, “I don’t know,” “I can’t answer it,” or “I wish I could answer,” to a question you could not answer?

Repetition
10.  Did you repeat your first answer and indicate that you were repeating it for second time? 

11.  On the second repetition did you indicate that you had already answered the question and that you would like to move on to another topic?

12. On the third repetition did you indicate that you had answered the question and if there were no additional questions, did you bridge to another topic or end the interaction?
Primacy/Recency

13. For any list, did you provide the most important items first and last?

CCO (Compassion; Conviction; Optimism)
14.  When provided a question or comment expressing loss of any kind (e.g., death) did you express compassion, empathy, caring, or listening first in your response?

15. Did you identify in your answers support from credible third parties?

1N=3P (One negative equals three positives)
16. Did you repeat a negative or false allegation?

17. In response to false negative images or allegations, did you provide at least three positive, solution-oriented, or constructive statements? 

□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
Guarantees
18. When asked if you could guarantee an outcome, did you state that there were no guarantees?

19. Did you provide information on what you could guarantee (e.g. best efforts)?

20. In response to a guarantee question, did you say that you could guarantee an outcome?

Worst Cases/Speculation
21. When asked about a worst-case scenario, did you speculate or describe worst-case conditions?

22. In your response, did you focus your remarks on current conditions and what is known or what is not known?

Future Action

23. Did you provide information on where people can access additional information?

24. Did you provide contact information or where to obtain additional information?

Pitfalls

Absolutes

25. Did you provide an unqualified or unnecessary absolute (e.g. always, never, etc.)?

26. Did you provide over reassurance “that went beyond the facts?”

27. Did you provide information that gives people a sense of control?

Non-verbals

28. Did your nonverbal communication contribute to your message (eyes, hands, dress posture, room arrangement)
Trust

29. Did you support your message with reference to credible third parties?

30. Did you supplement any of your remarks with each of the following: a) citation to credible third parties (vis-à-vis the target audience); b)visual aids (graphics, maps, props, video clips); c) sources of more information; d) human interest stories/personal stories; e) analogies; f) examples; g) appropriate risk comparisons
Key Message 

31. Did you have an overarching (core/key) message that you repeated several times?

Media

Note: All the following items apply to any risk communication but tend to be heightened when the media is present.

32. Did you negotiate the subject of the interview?

33. Did you negotiate the duration of the interview?

□ Yes  □ No        
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
□ Yes  □ No
34. Did you negotiate the timing of the interview?
35. Did you negotiate other aspects of the interview before beginning (e.g. first few questions,   their background their credentials, etc.)

36. Did you speak “off the record” or outside your prepared remarks?

37. Did you maintain your composure?

38. Did you say “no comment” to a question?

39. Did you acknowledge uncertainty?

40. Did you go beyond the bounds of your responsibilities (e.g. speak for others)?
41. Did you use costs as an excuse for not taking a public health action?

42. Did you act at all time as if you were on camera and on the record?

43. Did you refrain from using humor?

44. Did you attack a person or organization of greater credibility than your own?

45. Did you use numbers, statistics, and data effectively? 

46. Did you speak beyond your response in order to fill a silence?
47. Did you guess about facts to which you were unsure?
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