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Speaker 1:	Let's now talk about rumor management.
	It's very well known that in outbreaks, rumors are the biggest killers, in fact. The two factors that influence a rumor are its importance to the listener and its ambiguity. They travel when events are important for an individual, and when the news received about the rumor is either lacking information or is ambiguous. The lacking of information is an important one for us when we talk about emergency risk or mitigation because if we are too slow in reacting at the beginning of an outbreak, the lack of information will, of course, fuel, potentially, a lot of rumors. Rumor management, then, is more and more difficult because the ambiguity may come from the fact that news is not clearly reported. If our messages, for instance, are not clear, then that can influence rumors, or from the fact that conflicting versions of the news have reached the individual, or from the person's lack of understanding.
	So what do we do when rumors starts to pop up? Well, silence is the most dangerous thing. It increases ambiguity and confusion, and simply denying a rumor doesn't really eliminate it. So, what we need to do very effectively with key messages and good communication tactics is target the sources, make sure that we stay consistent in our messaging, that we communicate and engage very early, and stay consistent throughout the different emergency communication cycles. Those four steps really would ensure that we can in a certain way manage rumors and maybe even eliminate them or rectify them completely.
	Don't forget, whatever you do, it's not what you want to tell your audiences, it's what they can hear based on their background, the information they have, cultural environment, and all these other things that we've seen beforehand.
	Let's go for media monitoring now. Media monitoring is a very important aspect, and in fact, it's at the end of the course almost that I cover this topic, but it is something that we do throughout the full cycle before emergency is declared and also in the after-care period. This is something that is crucial and at the center of the full communications plan. Online and offline media monitoring are really the Alpha and the Omega of a good communications plan. It informs your stakeholder/target audience choice and segmentation, and it is needed to and evaluate your ERC work.
	When we use platforms to do media monitoring, they look a bit like this, so this is just a screenshot from one of the platforms out there called Meltwater Social Monitoring platform. This is what you would get. It is a view of what is happening on blogs, on Facebook, on Instagram, on social media channels in general, on news channels of course, and on forums. Everything that is publicly available on the web can be tracked and monitored. What you would do is look at specific keywords, specific topics that you're interested in, in the context of the emergency that you're managing.
	Another view that is really important in media monitoring is the sentiment tracking. Here, what you see now is all the information gathered around a certain topic on forums, news, Facebook, Twitter, blogs and Tumblr, for instance, and other platform linked and matched against sentiment, so positive, negative, and neutral. Positive will be green, neutral will be gray, and negative will be red.
	But to show you really how it works, in the next clip, you will see a real-time online monitoring platform that I've been able to use for this course and which was kindly offered by the ECDC, the people from the ECDC, and where I did a search around Ebola for a specific time. In that clip you'll see how I do a deep dive in what really is the result of a month-long monitoring, and we look at all the media mentions that we find, but also how to analyze those so you will have a good view of what it means to work with an enterprise-grade monitoring platform.
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