6

IAEA-CN-214-paper69

How to meet the Challenges in Public Communication: 
KINS experiences and practices 
Yeonhee Hah1, Kee Hyung Lee2, Gye Hwi Lee2 
1Korea Institute of Nuclear Safety (KINS), Daejeon, Rep. of Korea (main author)
2Korea Institute of Nuclear Safety (KINS), Daejeon, Rep. of Korea (co author)

E-mail contact of main author: yhhah@kins.re.kr 
Abstract. This paper presents the main challenges faced by regulators and TSOs in communicating with the public. The Fukushima Daiichi Accident underlined the importance of effective communication during crisis situations and as well drew more attention to the need of improving day-to-day communication approaches. All the nuclear regulatory organizations have been confronted with the same challenges to promote good communication environments for the public in which clear, consistent, and technically sound messages are continuously provided to ensure the public understands their commitments to protecting them from any possible nuclear related problems. After identifying the main challenges in public communication, understanding the respective roles of regulators and TSOs is addressed. From the coherent communication perspective, regulators and TSOs should work together effectively as to provide a synergy. In order to do that, regulators should be well supported by TSOs to reach the same goal to get the public confidence. A global approach is also discussed to be more proactive in communicating with the international public dealing with the same challenges to address the public’s concern in a more effective and coherent way. As one of the global approaches, OECD/NEA/CNRA Working Group on Public Communication of Nuclear Regulatory Organizations (WGPC) activities is presented. In order to share national communication practices, Korea Institute of Nuclear Safety (KINS) activities is also introduced. As a unique TSO, KINS has greatly contributed to enhance the public’s understanding about its nuclear regulatory activities by supporting the Nuclear Safety and Security Commission (NSSC, Korean regulatory authority) and also carrying out its own outreach activities to cover various stakeholders and the public.

1. Introduction

Since the function of the Technical Scientific Support Organizations (TSOs) is to provide their suitable technical and scientific competence for either regulatory body or the other nuclear related organizations, it is very important to have good interactions with them. 
In order to support them in an effective way, TSOs should actively interact with the regulators or the organizations involved to identify what they need and what their main challenges are technically and scientifically, and thus based on the good interactions, they can provide a competent and timely response to their needs. 
These interaction issues are somehow different depending on the type of TSOs, either internal or external, and the stages of nuclear power programmes each Member State are situated in, either at the beginning stage or at the maturing one. But all the organizations are facing with the same growing challenges than before: how to better communicate with the public. 
Compared with the other interface issues, public communication is much broader one since it is interacting with people and institutions outside of the nuclear field. In order to keep nuclear power as a good option, continual communication with society to ensure people feel secure is a prerequisite. Either regulator or TSO has the same mission to respond to the public’s concern about nuclear safety providing information in a transparent way and ensuring openness in its decision process. No different goals are expected to get the public confidence among TSOs, regulators, industries and other related organizations. Rather all the organizations should play their own roles in their capacities dealing with the challenges ahead to reach the same goal to be trusted by the public. 
2. Lessons learned from Fukushima Accident
The Fukushima Daiichi Accident underlined the importance of the effective communications made by each organizations involved during crisis situation. In particular, the role of nuclear regulatory organizations was highlighted because its function was not just to deliver factual information, but to communicate actively what actions were taken to protect the public and the environment. Since public confidence is not built in a day and rather easily damaged during crisis, the need to improve day-to-day communication approaches in general was also widely discussed.  

As all nuclear related organizations have been confronted with the same challenges, regulators and TSOs have also been requested to promote good communication environments for the public in which clear, consistent, and technically sound messages were continuously provided to ensure that the public was well protected against any possible consequences. 

2.1. Challenges in Public Communication during crisis
The Fukushima Daiichi Accident demonstrated that providing accurate information in a timely manner was one of the biggest challenges in a nuclear or radiological emergency. We learned that it was very difficult to respond to information demands as soon as practically possible providing accurate, timely and well-understood messages with all the stakeholders, particularly the general public. 
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In order to keep the time frame of “the sooner, the better”, a lot of efforts need to be made to ensure that the delivered messages are accurate and timely at the same time. When a nuclear incident is considered to have national significance, communications are coordinated at the government level, supported by the regulatory organization. If the terms of cooperation and timing among stakeholders are not clearly set out, the regulator’s credibility may be at stake and that public               information could end up being jeopardized.
Figure 1. Roadmap for Crisis Communication (OECD/NEA/WGPC, 2011)
No organization can be sufficiently prepared for a communication during crisis when it happens. However, if the demands of information from the media and the public are anticipated in advance and well-prepared, the communication will be more effective and successful. The contingency plan to allocate extra staff and resources should be also in place and well reflected in the crisis communication plans. 

As one of the good examples for preparation, here is the “roadmap for crisis communication of nuclear regulatory organizations – national aspects” produced by the OECD/NEA/CNRA Working Group on Public Communication (WGPC) of the Nuclear Regulatory Organizations in June 2011. Benchmarking this, each country can develop its own roadmap taking into account all its situation, limitations and challenges.
2.2. Challenges in Public Communication in a globalized environment 
Since we are living in a modern society which is closely linked with an internet and social media, any kind of nuclear accident can be a global issue quickly. Any world citizen can access to nuclear-related news and thus they can build up their own perception about a situation very easily. 
The Fukushima accident was the first accident to occur in the era of internet as a global communication tool, with the media and the public accessing social media platforms. The appropriate use of the tools is still challenging, but it is quite clear that we should consider not only the domestic public but also the “international public” as well when we are communicating with the public since our communication could reach not only the public in the affected countries, but the public in all other countries as well.
For those countries whose native languages are not English, a great consideration should be also taken into account their communication plans in advance about how to translate all the relevant information into English in a timely manner. From the globalized communication environment, it is very crucial to share the information with the international communities and respond to their information demand as soon as possible.   

3. Main Challenges in Public Communication 
3.1 Understanding the Role of Regulators and TSOs 

While nuclear regulators are, in general, the main contacts for any questions and information regarding nuclear safety and regulation, the TSOs are often requested to provide some sort of technical explanation and scientific background about the regulator’s decisions.
Keeping “one voice” is very important, especially during any nuclear event, in order to provide the coherent and trustworthy messages for the public and the media. In this regard, nuclear regulatory organization should be on the frontline of “one voice” taking the lead to deliver clear messages about what measures are taken to protect the people and environment. 

In the meantime, TSOs should support the regulators to effectively address those missions in a timely manner. Understanding the problem in a technically sounded way, TSOs should explain the progression of the event understandably and quickly, and assess the consequences and impacts in both short and longer term. That means TSOs’ role is to support the regulators’ voices to be trustworthy and reliable.      

From the coherent communication perspective, both organizations need to work together effectively as to provide a synergy, and to avoid any possible conflicts. The interaction between regulators and TSOs should be actively made to make sure each role is well addressed and getting improved.    

3.2 Using Easily Understandable Languages
Since it is still a challenging job, we should try to find a better way to produce the message and documents in an easily understandable way to achieve the main objective of the communication. If the language used to communicate is not clear, it is difficult to ensure that the message is well understood by the public. Knowing our targeted audience would be the first step to get closer to the practical ways to produce the messages based on their needs. 
Training for both internal staff and outside stakeholders would be another our mission to improve communicative environment. For the internal staff, training is needed to encourage them to use the commonly acceptable words instead of complex and technical terminologies. For stakeholders, we can invite them to its training programs, seminars and any interaction meetings regularly to help them have better understanding about nuclear and regulatory activities.
3.3 Cooperation among TSOs in Enhancing Public Communication
Since we need to be adequately trusted by the public for their technical competence, the need to cooperate among TSOs for effective communication should be also highlighted. An IAEA TSO Forum could be a good channel to facilitate the information exchange and knowledge sharing among TSO communicators to improve their communication practices. IAEA programs to support Member States communication capabilities are also needed to train the relevant people at TSOs and to encourage regular contacts among them on/off line.
3.4 Interacting with the Society in a new IT based Environment  
After Fukushima accident, public communication experts in nuclear field around the world have been paying attention to social media as an important communication tool. Since it enables conversations with less constraints of time and location, people can access the information anytime from anywhere as long as they are connected with the IT based technology. 
Still there are many thoughts about using social media effectively, but in order to be well connected with society in a new IT based environment, we need to monitor social media taking into consideration about our own needs, budgeting and staffing restraints and the platforms that really fit our situation. To get better information and ideas about it, you can see the recently published OECD/NEA/WGPC report about “Nuclear Regulatory Organizations, the Internet and Social Media: the What, How and Why of their Use as Communication Tools.”
4. Public Communication and Awareness Activities in KINS
As one of the examples of TSOs’ communication activities, Korea Institute of Nuclear Safety (KINS) activities is briefly presented below. Entrusted by the law, KINS has been carrying out its own unique TSO role doing some regulatory activities to support the Nuclear Safety and Security Commission (NSSC), Korean regulatory authority, in a transparent and open manner. 
Main goal of the KINS communication activities is to be trusted by the public as open, trustworthy and competent regulatory expert organization with the slogan of “Heart of Global Nuclear Safety”. 
4.1  Producing Tailored Books for the Targeted Readers 

In order to improve the public’s accessibility of the documents about nuclear regulatory activities and the radiation effects, KINS has made a great effort to produce the “tailored books” for each targeted readers. 

For the children, KINS produced comic books or story books to easily get the young students’ interests in the topics; for the journalist, “fact book” was developed to help them to have basic knowledge about radiation and nuclear energy. This book also covers the group of politicians and parliament people as well; for local residents, a lot of time and efforts are continuously made to provide many kinds of documents to provide information on time and also to make sure that they are well protected from any possible nuclear problems through NSSC activities supported by KINS.
4.2  Timely Response to the Stakeholder Concerns
KINS operates a dedicated “phone call service” for the public (042-868-0777) and a special session for the “ready-to-hear your opinion” menu at its homepage site (www.kins.re.kr) so that the public can freely share their views on the KINS activities. In 2013, 1,300 requests were received from its homepage and 400 calls were answered from the phone service. Most of them were well served and reflected into KINS communication practices. 
One of the follow ups in response to the public inquiries, KINS prepared “standard communication messages” to expedite communication flow during emergency situation and to respond the public’s requests as soon as possible. KINS has also been updating the crisis communication plan to reflect Fukushima experiences. In order to implement such activities in a more systematic way, it has outsourced a professional consultant company to analyze all the national media coverages after Fukushima accident – by categorizing all the articles by topic, channel, time sequence order, etc. and to develop reliable and relevant surveys for the public to identify priority areas that need to be updated and improved.
4.3  Regular Meetings with Residents and Opinion Leaders
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The local opinion leaders play an important role in information dissemination to the public.  Since how they feel about nuclear safety is giving a great impact on the local residents, KINS has been holding regular meetings with local opinion leaders on a quarterly basis to get some feedbacks from them. 
A total of 25 members are nominated from each of 5 site mainly composed of the representatives from the Korean Civil Environment Supervisory Organizations (Korean style Committee of Local Information), local residents, NGO, local authorities and schools. The comments KINS received from the meeting were taken all into account for the improvement of the communication practices.  KINS has also carried out regular surveys to better understand the opinion leaders’ perception toward nuclear risk and thus to find the most effective way to communicate with them. 
4.4  Improving KINS Homepage to Better Accommodate the Public Requests
Since the survey showed that KINS homepage was the main channel to be connected with the public, KINS decided to revamp its homepage based on the public interests and requests. KINS took the first step to do some researches to find the ways to better accommodate all their requests as soon as possible, and at the same time to provide the most user-friendly and well functioned one with the high technical sensitivity. 
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KINS invited local resident representatives from each sites and some experts outside from university, bloggers, teachers and also some selected people inside at KINS. A total of 17 experts were in-depth interviewed over 3 iterations.
Based on survey results, the KINS homepage was renovated to provide more information about “events and any trivial problems”, “real time information about the safety of nuclear facilities”, “real time information about radiation                                                                            facilities” mainly for the targeted group of local residents, local governments, NGOs and opinion leaders. The survey shows that the general information about the lay public is less visited than current, issue-specific and region-specific issues. Several “special menu” bars were also created to keep two-way communication available on line.
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 Community Partnership Program for the Public 
KINS considers promoting its work an important part of being more open and transparent. It informs the public about its role and responsibilities and provides explanations on how it works. As an ongoing and regular program, KINS provides tailored “Community Partnership Programs” specially designed for the various target stakeholders: students, teachers, parents, policemen, firemen, taxi drivers, soldiers, politicians and journalists as well as NGOs and general public. Participants in the programs counted about 48,413 and number of programs about 957 between 2009 and 2014.
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