
The Health Literacy Solutions Center Webinar Series

Clear Communication 
during the COVID-19 
Pandemic

Stacy Robison, MPH, MCHES 
President and Co-founder 
CommunicateHealth, Inc.

Eskarlethe Juarez, MPHc, CHES 
Health Education Associate
Institute for Healthcare Advancement 



The Health Literacy Solutions Center Webinar Series

Welcome to the Webinar
 Connect to audio using your computer speakers 
 All attendees will be muted during the webinar  
 Ask questions using the chat box found in the bottom right of your screen
 Technical difficulties? Email support@healthliteracysolutions.org for 

assistance
 The webinar will be recorded and posted in the Health Literacy 

Solutions Center webinar archives
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Following the webinar, you will receive an email containing a link to a 
brief online evaluation. If you requested CEUs when you registered, you 
must submit an evaluation in order to receive your certificate.
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About the Speaker

Stacy Robison, MPH, MCHES
President and Co-founder

CommunicateHealth

@CommunicateHlth
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Agenda

Applying a health literacy lens to COVID-19
Communicating during a crisis
Practical tips for health professionals
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Communication is critical during a 
public health crisis. 

When we’re communicating with the 
public, we need to consider health 
literacy. 



The Health Literacy Solutions Center Webinar Series

Most adults have limited health literacy skills

Some groups of people are disproportionately 
affected by limited health literacy

Addressing health literacy improves 
understanding for everyone
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Communication is 2-way street

Health Systems

Have skills to 
communicate 
information clearly

Public

Have skills and knowledge 
to understand and act on 
the information



The Health Literacy Solutions Center Webinar Series

Health literacy is an 
asset – a protective 
factor
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Domains of health literacy

 Fundamental literacy
 Science literacy
 Civic literacy
 Media literacy
 Cultural literacy
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Fundamental Literacy

Skills needed for reading, writing, speaking, and 
understanding numbers 

• COVID-19
• Immunity
• Exposed
• Droplets

• Quarantine
• Transmission
• Mild/severe
• Incubation period



The Health Literacy Solutions Center Webinar Series

Science Literacy

Understanding basic scientific 
concepts including the concept of 
scientific uncertainty
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Politico.com
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Civic Literacy

Awareness that our 
individual health decisions 
can impact the health of 
our community 
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“Think of it this way: There are now only two groups of 
Americans. 

Group A includes everyone involved in the medical 
response, whether that’s treating patients, running 
tests, or manufacturing supplies. 

Group B includes everyone else, and their job is to buy 
Group A more time.”

Ed Yong, March 25, 2020 in The Atlantic
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nytimes.com

Finland:

Trust in 
government and a 
sense of shared 
responsibility
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Media Literacy

Ability to access, analyze, and critically evaluate 
media and its messages

“We had a great meeting today with a lot of the great companies, 
and they’re going to have vaccines, I think, relatively soon. And 
they’re going to have something that makes you better, and that’s 
going to actually take place we think even sooner.”

President Trump on March 2, 2020
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Los Angeles Times via Getty Images
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Health literacy is context specific.
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Steve Nesius/Reuters

Boston Globe

CNBC.com New York City
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Cultural literacy

The ability to recognize the role social identity plays 
in interpreting and understanding health 
information
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Stress!
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In an emergency…

The situation and the science 
are evolving rapidly. 

There is a lot of uncertainty. 
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Something bad is 
definitely going 
to happen

Something bad is 
maybe going to 
happen
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Communicating in an emergency

Be first
Be right
Be credible



The Health Literacy Solutions Center Webinar Series

 Be clear
 Be credible
 Be empathetic
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Be Clear

 Use plain language
 Keep it simple
 Provide action steps
 Use familiar examples
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Vector

Some people may be infected with coronavirus and 
not know it. But they can still spread it to others. 

That’s why it’s important to stay home, even if you 
don’t feel sick. 
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Be Credible

 Be accurate and honest
 Explain what you know and don’t know
 Cite reputable sources
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We’re learning more about the coronavirus each day. 

So there’s a chance that health officials may 
recommend something different tomorrow. Based 
on what we know right now, it’s safe to exercise 
outside as long as you stay 6 feet away from other 
people. 

Check cdc.gov for the latest guidance. 
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Should I wear a mask? 

Yes. The CDC recommends that you wear a cloth mask 
when you go out in public. This is a change from guidance 
you may have heard before. It’s based on new information 
that people can spread the virus even when they don’t feel 
sick.

It’s still important to stay 6 feet away from other people 
and wash your hands with soap when you get home. 
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CDC.gov
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Be Empathetic

 Acknowledge people’s feelings
 Don’t minimize what’s going on
 Put yourself in others’ shoes
Withhold judgement
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Dr. Nirav Shah, Director of Maine CDC
Maine Public Radio  3/20/20
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Communication is critical during a 
public health crisis. 

 Be clear
 Be credible
 Be empathetic
❤ Be compassionate
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Please type your questions in the chat box in the 
bottom right of your screen

What questions do you have?
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Thank you for joining 
today’s webinar

You will receive an email containing a link to a brief online evaluation. If you requested CEUs 
when you registered, you must submit an evaluation in order to receive your certificate.
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Visit the Health Literacy Solutions Center at www.healthliteracysolutions.org to: 
• Access a recording of today’s webinar.
• Register for upcoming webinars. Our next webinar, Building Health Literate 

Care Through Meaningful Patient Engagement, is scheduled for April 30th

http://www.healthliteracysolutions.org

	Slide Number 1
	�Welcome to the Webinar
	About the Speaker
	Agenda
	Slide Number 5
	Slide Number 6
	Communication is 2-way street
	Slide Number 8
	Domains of health literacy
	Fundamental Literacy
	Science Literacy
	Slide Number 12
	Civic Literacy
	Slide Number 14
	Slide Number 15
	Media Literacy
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Cultural literacy
	Slide Number 21
	In an emergency…
	Slide Number 23
	Communicating in an emergency
	Slide Number 25
	Be Clear
	Slide Number 27
	Slide Number 28
	Slide Number 29
	Vector
	Be Credible
	Slide Number 32
	Slide Number 33
	Slide Number 34
	Slide Number 35
	Be Empathetic
	Slide Number 37
	Slide Number 38
	What questions do you have?
	Thank you for joining today’s webinar

