
 
 

KI-CoP WORKSHOP REPORT 
 

1. Introduction 

The KI-CoP Workshop took place on March 9, 2021 with remote participation of 11 end-users plus 5 team 
members of the Engage Project Team, besides the 4 facilitators from Tecnun. We divided the participants 
into three subgroups, according to their profiles. The exercise consisted of a general session for the initial 
and final presentations by the Project Coordinator and Facilitators, and three sub-sessions (rooms) to 
support the sub-groups interaction, all using ZOOM. The contributions by workshop participants was 
carried out using the MIRO tool.  

We defined a single scenario and three different situations/questions. During the first part of the exercise, 
each group worked on the solutions for two of the problems. In the second part, each subgroup received 
the solutions presented by the other two subgroups to the problem that subgroup didn´t work. The 
members of the subgroup added the implementation challenges the group believe it exists for these 
solutions. The summary of the exercise is described in Table 1. 

Table 1 - Division of Tasks among the subgroups 

 Sub-Group 1 Sub-Group 2 Sub-Group 3 

First Round 
Solutions to  

Problem 1 & 2 

Solutions to 

Problem 2 & 3 

Solutions to  

Problem 1 & 3 

Second Round 
Implementation 
Challenges to  

Problem 3 

Implementation 
Challenges to  

Problem 1 

Implementation 
Challenges to  

Problem 2 

 

2. The Agenda 

The entire exercise lasted for three hours according to the following schedule: 

Activity Time Performed by 

Initial presentation (Zoom) 20 min Coordinator 

Introducing yourselves (Zoom) 10 min All 

Explaining MIRO and the Interaction 15 min Facilitators 

Present Background Scenario (Zoom) 15 min Facilitators 

Work on Solutions (Miro) 30 min Subgroups 

Debriefing (Zoom) 10 min All 

Break 20 min All 

Work on Implementation Challenges (Miro) 30 min Subgroups 

Discussion (Zoom) 15 min All 

Conclusion 15 min Coordinator 
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3. The Scenarios Description 

We designed a single scenario for the KI-CoP workshop. We described the background, the situation at 
hand, and the purpose of the exercise. We also presented three questions. . 

Scenario: Adapting to the “new” normal 

Background: Good news in the horizon! The number of infections has been drastically reduced. In Europe, 
it is expected to fall below 50 cases per 100.000 inhabitants within two weeks. Accordingly, the pressure 
on hospital care for COVID-19 patients has consistently reduced over the past three weeks. The 
vaccination is increasing fast. New vaccines have been approved and the overall production is reaching 
records every week. The goal of having 70% of the population immunized by beginning of July is now a 
plausible achievement. There is a high optimism among the citizens. 

Situation at hand: With such a favorable situation, people start to relax and to adopt less careful behavior. 
There is strong pressure to return to the situation before the crisis, by allowing all economic activity to 
resume fully, including travel for business and leisure. The sanitary system is going through a different 
pressure. The postponed non-emergency care is charging the bill with many people waiting in line to get 
primary care. 

However, experts keep saying the vaccine does not prevent coronavirus infection. It helps protect against 
serious illnesses but if you get infected, it may not prevent you from spreading the virus to others. Experts 
advise people, whether they are vaccinated or not, to continue wearing a mask, washing their hands, and 
maintaining safe physical distancing  

Also on the stage, there are the new variants of the Covid-19 virus; some experts saying it may be 70% 
more transmissible and deadly. Some cases infected with these variants started to surge, but there is no 
conclusion, yet. Worse, some vaccines do not effectively protect against the variants, although most 
laboratories are working on improving their vaccines. The authorities are cautious, trying to avoid the 
potential return to chaos. 

Purpose: The goal is to make participants to analyze this hypothetical scenario and generate possible 
solutions to the questions posed, first in sub-groups and after accessing contributions from other 
participants. The solutions should try to address the problems from the perspective of the relationship 
between first responders and citizens. 

What to do (questions)?  

1. What would be the problems you expect to occur from the citizen´s behavior and how would 

you react to them in this new scenario? 

2. How to communicate with the public about their new procedures, to deal at the same time with 

the feelings of hope and anxiety, and keeping the need of protective measures?  

3. In this new scenario, there is still a high degree of uncertainty. How would you involve citizens to 
adopt a responsible attitude according to the evolution of the situation, for the better or the 
worse? 

As we already mentioned, each subgroup will work on the solutions of two of the three questions in the 
first part, and in the second part on the implementation challenges. 
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4. The results 

In the first part of the exercise, each subgroup presented solutions to two of the questions. The subgroups generated 65 solutions to these three 
problems: 24 for the first; 22 for the second; and 19 for the third problem. The maps are reproduced in Figures 1, 2 and 3. 

 

Figure 1 - Solutions presented by Group 1 
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Figure 2 -  Solutions presented by Group 2 
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Figure 3 -  Solutions presented by Group 3 
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In the next pages, we present the solutions for each question. Some contributions for the discussion are 
more detailed than others. In some cases, we did some edition to make the text clearer, for example, by 
moving long titles to the contents. In no case, we deleted any part of the contribution.  

GROUP 1 - QUESTION 1  

What would be the problems you expect to occur from the citizen ́s 
behavior and how would you react to them in this new scenario? 
Proposed Solutions Descriptions / comments of the solution 

New way to communicate and 
engage with people  

It is getting hard to reach people with social media, there is a 
need of a new way to communicate with people and engage 
with them   

Emotional reactions Emotional reactions from the citizens like anger,  frustration 

People don't feel like being part of 
the solutions 

People don't feel like being part of the solutions anymore 

People are hesitant People are hesitant due to the poor quality of information 

Polarization in the opinions,  fake 
news 

  

Lack of confidence and trust   

Bad information handling   

People´s attitude against 
institutions 

People are tired and become reluctant against institutions and 
containment measures 

People are tired of new solutions 
People are trying to follow the rules but there is a big gap due 
to the economic differences. Poorest areas have less 
awareness 

Criminality changed,  new criminal 
activities are occurring 

People are taking advantages on new problems 

Hard to understand how to support 
weak people 

Hard to understand how to support weak people,  e.g. 
financially hurt people 

Riots   
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GROUP 1 - QUESTION 2  

How to communicate with the public about the new procedures, 
dealing at the same time with the feelings of hope and anxiety, and 
keeping the need of protective measures? 
Proposed Solutions Descriptions / comments of the solution 

Unify communication efforts 
Unify communication efforts, make people realize that first 
responders,  governments are all on the same line 

Using volunteers to engage 
people 

Using volunteers to engage people more through a different 
communication 

Targeting the people 
Targeting the people,  dividing them in subgroups and work on 
their specific needs 

Change Communication 
Strategy 

People know that there is covid, the message has now to be 
softened. reminder can be daily and not big alerts. Adapt the 
communication to the tiredness of people,  for example with small 
reminders and no big campaign or they loose trust in the 
government 

App to show tested positive,  or 
app to track vaccine 

App to show tested positive,  or app to track vaccine 

Test new solutions to track the  
population 

Test new solutions to track the actual status of the population and 
see how it is possible to open some part of the economy (e.g. 
cinemas,  theaters) 

Self Testing People can test themselves by buying it in the supermarket 

Involve Stakeholders 
Start from the stakeholders since they are the ones in interest. 
They should stimulate population more than the government 

Use App for variants Use the App for genomic surveillance and track the variants 

Find solutions to new 
criminality 

  

Create tools to control the fake 
news like NewsBrief 

Provide the correct tools to survive in the pandemic, no campaign,  
not a lot of noise but start from the tool. See 
https://emm.newsbrief.eu/NewsBrief/clusteredition/en/latest.html  

Educate people on 
communication 

Educate people on how to handle communication, how to do 
remote work 

  

https://emm.newsbrief.eu/NewsBrief/clusteredition/en/latest.html
https://emm.newsbrief.eu/NewsBrief/clusteredition/en/latest.html
https://emm.newsbrief.eu/NewsBrief/clusteredition/en/latest.html
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GROUP 2 - QUESTION 2  
How to communicate with the public about the new procedures, 
dealing at the same time with the feelings of hope and anxiety, and 
keeping the need of protective measures? 
Proposed Solutions Descriptions / comments of the solution 

Risk on their assets  

Focus on persevering 
Focus on persevering for a small amount of time. Focus on the 
liberty afterwards. 

Return to work 

Communicating on measures, guidelines  
Means to monitor and share situation, e.g., how many people 
are in the floor plan / density threshold automation for 
triggering contact tracing, based on badge scanning  
Updating on public health advice 
Empowering recipient of information  
Example (bad): for people that don't adhere, fines are 
implemented. Fines are increased all the time. Most people 
don't pay them more and more lawyers are involved to dispute 
the fines. 
Giving positive incentives seems to work better. 

Return to campus app (Everbridge) App description will be shared 

Focus on inclusion 
Need to address vulnerable groups,  different means to reach 
them 

Digital contact tracing 
Supports peace of mind beyond immediate beneficiaries (e.g.  
family) 

Communication not only focused on 
health 

Example: Red Cross COVID information, addressing also mental 
health, social life, etc. 

Incentives to maintain social 
distancing 

Focus on upcoming holidays, later benefits, to accept 
restrictions during first holidays 

Green passport 
Immunity passport will allow you to participate in social 
activities (theater, malls, study on campus)   Associated (in 
Belgium) with other constraints - e.g., negative tests 

Stakeholders view of risks 

Ensure stakeholders have a complete and timely view of risks 
impacting their assets, including changing conditions from 
COVID-19 other threats such as civil unrest and natural 
disasters. 
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GROUP 2 - QUESTION 3  

In this new scenario, there is still a high degree of uncertainty. How 
would you involve citizens to adopt a responsible attitude according 
to the evolution of the situation, for the better or the worse? 
Proposed Solutions Descriptions / comments of the solution 

Enhancing education 
Enhancing education about health aspects: infection,  
vaccination 

Explaining measures 
It starts with explaining why certain measures have to be 
taken. This will improve your support base 

Keeping the population informed 
When population is given information,  their behavior is 
improving,  they respect sanitary measures 

Issue: cacophony of information   

Communication from official source Communication from official source to avoid misinformation 

Certification of information Certification of information: coming from official source 

Enhanced cooperation with civil 
society 

At national or local level Difficulties at local level 

Mass alerting Mass alerting to improve last minute availability of vaccines 
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GROUP 3 - QUESTION 1  

What would be the problems you expect to occur from the citizen ́s 
behavior and how would you react to them in this new scenario?  
Proposed Solutions Descriptions / comments of the solution 

Organization 

It is important to assign, analyzing and planning responsibilities in 
accordance with the participants’ skills. For example, in question 
number 1 there are two different parts. First part is more focused in 
Social and epidemiologist aspects, so this specialist are the ones 
who must to analyze what will be the problems. This is important to 
prevent mutual interference between different disciplines. Any 
case, it is clear that it would be some problems so communicators 
should first know the consequences, citizens’ feels and uncertainties 
to develop an action plan. 

Social media channels to 
communicate with youths 

Using popular social media channels to communicate with youths 
Reach out to youths on the channels that they use to accommodate 
challenges concerning that youths do not use formal and therefore 
behaving on the contrary to expectations information channels. 

Uncertainties 
We have to prioritize info how citizens uncertainties and monitor 
how the perception is changing to evaluate message efficiency and 
to readapt them if necessary 

People less willing to follow 
guidelines 

What we already see in Israel (57% of population vaccinated with at 
least one dose) is that people less willing to continue to follow 
guidelines,  such as wearing protective masks and observing the 
social distance.  
The more complicated and illogical the guidelines the less people 
are inclined to follow them. Solutions:  
a. Adapting the guidelines make them clearer and more logical. For 
example - to stop making compulsory to wear a mask at the open - 
on a street, in a park etc. People using common sense based on 
information they been provided for last year and disregard if it does 
not make sense.   
b. Lead by example - make sure all formal and informal leadership, 
volunteers, public works people, anyone you can convince or 
enforce to show an example. Analyze the information consumption 
patterns of each segment and sub-culture of population and identify 
the best influencers.  
c. Instead of putting together health administrators to work out the 
problem in hand put together a group of best marketing people in 
the country. Change in behavior or desired behavior is a product 
that needs to be marketed the best, just as Coca-Cola. 

People protest against vaccinations. 
Problem: People protest against vaccinations. Solution: Being open 
about risks, advantages, necessities and uncertainties while 
maintaining vaccination requirements for social participation. 

False news can be spread 

There is a certain risk that small groups of the population will react 
negatively to all forms of information. It is important that the 
population receive information from someone they trust, preferably 
via text message from their private doctor or local authorities. 
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Citizen science 
Use participatory elements for detecting infection risks - citizen 
science. A building, a neighborhood could identify zones were 
infections are likely to occur as an example. 

Fake news 

Best way to prevent Fake news is share the information available 
and to avoid informative silence. This doesn´t eliminate the problem 
but limit the consequences. One Fake news appear we must 
evaluate if are or not critical in this case we have to use, for 
example, verification agencies, Media and Social Media. 

Use local community organization 
leaders 

Use local community organization leaders as role models and 
mediators for raising awareness Local authorities identify e.g. 
religious leaders, minority representatives, different NGOs and 
establish information strategies that they will 
integrate/communicate with their members. 

Resource-poor groups 
Elderly people, pregnant women and other vulnerable groups need 
to be reassured by people close to them. One must avoid that any 
riots create unnecessary fear among resource-poor groups. 

Information strategy 
Most of the essential information and communication should take 
place locally, via local authorities. 

Co-creation methods and tools 

Use co-creation methods and tools to facilitate meaningful activities 
with the citizen. To accommodate the problem that the 
extracurricular activities of youths are banned. The authorities could 
use modern digital tools to create alternative activities together 
with citizens 
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GROUP 3 - QUESTION 3  
In this new scenario, there is still a high degree of uncertainty. How 
would you involve citizens to adopt a responsible attitude according to 
the evolution of the situation, for the better or the worse? 
Proposed Solutions Descriptions / comments of the solution 

Communicate with citizens 
Communicate uncertainties to citizens and highlight worst and best 
possible consequences when different infection scenarios are 
chosen. 

Use community leadership 

Each of us is part of community or meta-community (for example I 
am part of parents to high-school kids community, also part of 
retired military community, also Russian-speaking community 
etc.).  Not necessary physical such as city I live in.     
We need to identify who would influence best the meta-
communities and who would motivate them to take responsible 
action.    
Use not only appropriate person that has an impact in this 
community not only the appropriate language and terms but also 
the right channels of information delivery for each sub-group or 
virtual community. 

Involve citizens in problem-solving 
through digital panels 

Giving the citizens a sense of participation and a possibility to 
influence decisions might increase the compliance of the needed 
behavior and actions. For example: What is the most important 
thing for you to continue doing despite corona restrictions? What is 
the most difficult to comply with?   -> Foundation for making risk-
based prioritization 

Involving citizens 

If we want to involve citizens we must treat them not just as a 
victim but an active action and make they know we trust on them. 
Authorities trust is important but we should have got it in advance, 
now is time to keep this trust but also to trust the citizens. 

Responsibility 
One must locate those who spread false news and incorrect 
information, and make them aware of their responsibilities. 

Develop incentive system for testing 
and vaccination 

Develop incentive system for testing and vaccination. Incentive 
citizens for testing for corona virus, so that authorities could detect 
cases despite lower risk awareness and compliance with test 
regimes. Similar could be done for vaccination. 

Local organizations 

Local organizations of many kinds (football teams, chess clubs, 
scouts, etc.) have responsible management and members with 
great confidence. Communication through such groups can 
strengthen trust in the information provided. 



 

13 
 

KI-CoP Workshop Report 
9th March, 2021 

 

Establish a communication strategy 

Establish a communication strategy and the necessary channels 
between authorities and citizens. The public should be able to easily 
access information about the authorities plan, how it is being 
implemented and the progress, also making clear the benefits of the 
plan and understanding the consequences of putting it at risk by not 
following it.  
Several communication channels should be available to suit the 
varying information needs of citizens. In many previous cases,  also 
when COVID started in Europe,  emergency services receive an 
increased load of emergency calls (putting at risk other citizens who 
need urgent access to emergency services). Previous practice shows 
that having already established and well known non-emergency 
numbers help reduce the emergency call load. 

Emotional context 

Large emergencies have a significant emotional impact on the 
population that can affect how the facts are perceived and even 
their critical thought surrounding the circumstances. In this 
emotional context, regular communication techniques are no longer 
effective. In times with turbulent emotions, some specific 
characteristics of communication must be born in mind in order to 
be more effective taking into account, considering citizen’s 
sensibilities. Large emergencies require immediate reaction 
transparency, understandable, precise, relevant, suitable timeline 
information. 

Volunteers to organize logistics of 
care 

Support medical services with volunteers to organize logistics of 
care (vaccination, waiting lines, enforcing hygiene measures). 

Input from local leaders 

Develop solutions based on input from local leaders of communities 
and organizations. Being sensitive to the context and trends, use 
actual knowledge from various organizations in the communities 
and their leaders,  to provide specifically tailored measures. 
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In what follows, we present the maps of implementation challenges added by the subgroup, which did not work on the problem. The map was 
constructed by joining the solutions of the two other subgroups into a single Panel. Observe that we created a link between the challenge and 
the solution(s) it refers to. A total of 34 (8, 16 and 10, respectively) implementation challenges were created, but not all with a description and 
only some linked to the problem. 
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We now present the contents of each solution and the corresponding implementation challenges. 

GROUP 2 - QUESTION 1  

What would be the problems you expect to occur from the citizen ś behavior and how would you react to 
them in this new scenario?  

Solutions Group 1 and 3 Descriptions / comments of the solution 

Involving citizens 

If we want to involve citizens we must treat them not just as a victim 
but an active action and make they know we trust on them. 
Authorities trust is important but we should have got it in advance, 
now is time to keep this trust but also to trust the citizens. 

Co-creation methods and tools 

Use co-creation methods and tools to facilitate meaningful activities 
with the citizen. To accommodate the problem that the extracurricular 
activities of youths are banned. The authorities could use modern 
digital tools to create alternative activities together with citizens 

People are hesitant  due to 
the poor quality  of information 

People are hesitant due to the poor quality of information 

Organization 

It is important to assign, analyze and plan responsibilities to the 
participants’ skills. For example, in question # 1 there are two different 
parts. First part focus in Social and epidemiologist aspects, so this 
specialist are the ones who must to analyze what will be the problems. 
This is important to prevent mutual interference between different 
disciplines. Any case, it is clear that it would be some problems so 
communicators should first know the consequences, citizens’ feels and 
uncertainties to develop an action plan. 

Polarization in the  opinions Polarization in the opinions: fake news 

Riots   

People don't feel like being part 
of the solutions 

People don't feel like being part of the solutions anymore 

False news can be spread 

There is a certain risk that small groups of the population will react 
negatively to all forms of information. It is important that the 
population receive information from someone they trust, preferably 
via text message from their private doctor or local authorities. 

People protest  against 
vaccinations 

People protest against vaccinations.   Solution: Being open about risks, 
advantages, necessities and uncertainties while maintaining 
vaccination requirements for social participation. 

Uncertainties 
We have to prioritize info how citizens uncertainties and monitor how 
the perception is changing to evaluate message efficiency and to 
readapt them if necessary 

Bad information  handling Bad information handling 

Lack of confidence  and trust   

Citizen science 
Use participatory elements for detecting infection risks - citizen 
science. A building, a neighborhood could identify zones were 
infections are likely to occur as an example. 
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Fake news 

Best way to prevent Fake news is share the information available and 
to avoid informative silence. This does not eliminate the problem but 
limit the consequences. One Fake news appear, we must evaluate if 
are or not critical, in this case we have to use, for example, 
verifications agencies, Media and Social Media. 

Resource-poor groups 
Elderly people, pregnant women and other vulnerable groups need to 
be reassured by people close to them. One must avoid that any riots 
create unnecessary fear among resource-poor groups. 

People less willing to follow 
guidelines 

What we already see in Israel (57% of population vaccinated with at 
least one dose) is that people less willing to continue to follow 
guidelines, such as wearing protective masks and observing the social 
distance. The more complicated and illogical the guidelines the less 
people are inclined to follow them. Solutions: a. Adapting the 
guidelines, make them clearer and more logical. For example - to stop 
making compulsory to wear a mask at the open - on a street, in a park 
etc. People using common sense based on information they´ve been 
provided for last year and disregard if it does not make sense.  b. Lead 
by example - make sure all formal and informal leadership, volunteers, 
public works people, anyone you can convince or enforce to show an 
example. Analyze the information consumption patterns of each 
segment and sub-culture of population and identify the best 
"influencers". c. Instead of putting together health administrators to 
work out the problem in hand put together a group of best marketing 
people in the country. Change in behavior or desired behavior is a 
product that needs to be marketed the best, just as Coca-Cola. 

Emotional reactions Emotional reactions from the citizens like anger, frustration 

People´s attitude  against 
institutions 

people are tired and become reluctant against institutions and 
containment measures 

Use local community  
organization leaders 

Use local community organization leaders as role models and 
mediators for raising awareness Local authorities identify e.g. religious 
leaders, minority representatives, different NGOs and establish 
information strategies that they will integrate/communicate with their 
members 

Information strategy 
Most of the essential information and communication should take 
place locally, via local authorities. 

Social media channels to  
communicate with youths 

Using popular social media channels to communicate with youths 
Reach out to youths on the channels that they use, to accommodate 
challenges concerning that youths do not use formal information 
channels, and therefore behaving on the contrary to expectations 

New way to communicate  and 
engage with people 

It is getting hard to reach people with social media, there is a need of a 
new way to communicate with people and engage with them 

Criminality changed  new 
criminal activities are occurring 

Criminality changed new criminal activities are occurring People are 
taking advantages on new problems 

Hard to understand  how 
to support  weak people 

Hard to understand how to support weak people, e.g. financially hurt 
people 

Lack of tools Lack of tools to examine the sources of information like NewsBrief 

People are tired of  new 
solutions 

People are trying to follow the rules but there is a big gap due to the 
economic differences. Poorest areas have less awareness 
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Implementation Challenges Descriptions of Challenges 
Challenge: who is the central 
authority 

  

Communicate in different 
languages 

  

One central authority 
Potentially value of one central authority, homogeneous information - 
less confusion 

Information is drowned 
Information is drowned in social media in the middle of many other 
voices (including fake news) 

Digital literacy is diverse   

Mainstream media propagating 
fake news 

  

Difficult to identify channels and 
amplifiers 

Channels and amplifiers might not be known outside of the target 
group 

COVID fatigue   
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GROUP 3 - QUESTION 2  

How to communicate with the public about the new procedures, dealing at the same time with the 
feelings of hope and anxiety, and keeping the need of protective measures? 

Solutions Group 1 and 2 Descriptions / comments of the solution 
Communication not only focused 
on health 

Example: Red Cross COVID information, addressing also mental 
health, social life, etc. 

Focus on persevering 
Focus on persevering for a small amount of time. Focus on the 
liberty afterwards. 

App to show tested positive  App to show tested positive, or app to track vaccine 

Involve Stakeholders 
Start from the stakeholders since they are the ones in interest. 
They should stimulate population more than the government 

Using volunteers to  engage people 
Using volunteers to engage people more through a different 
communication 

Green passport 
Immunity passport will allow you to participate in social 
activities (theater, malls, study on campus)   Associated (in 
Belgium) with other constraints - e.g. negative tests 

Return to work 

Communicating on measures,  guidelines Means to monitor 
and share situation e.g., how many people are in the floor plan 
/ density threshold  automation for triggering contact tracing  
based on badge scanning Updating on public health advice     
Empowering recipient of information Example (bad): for 
people that don't adhere  fines are implemented. Fines are 
increased all the time. Most people don't pay them more and 
more lawyers are involved to dispute the fines. Giving positive 
incentives seems to work better. 

Targeting the people 

Targeting the people, dividing them in subgroups and work on 
their specific needs Comment: Use marketing methods just as 
you would advertise a product. In this case the product is 
desired behavior 

Test new solutions to  track the 
population 

Test new solutions to track the actual status of the population 
and see how it is possible to open some part of the economy 
(e.g. cinemas, theaters) 

Create tools to control  the fake 
news 

Provide the correct tools to survive in the pandemic,  no 
campaign,  not a lot of noise but start from the tool 

Stakeholders view  of risks 

Ensure stakeholders have a complete and timely view of risks, 
impacting their assets, including changing conditions from 
COVID-19 other threats such as civil unrest and natural 
disasters. 

Self Testing 
People can test themselves by buying it in the supermarket 
Comment: Need to be organized 

Risks on assets 

Ensure stakeholders have a complete and timely view of risks 
impacting their assets, including changing conditions from 
COVID-19 other threats such as civil unrest and natural 
disasters. 

Find solutions to new  criminality   

Use App for variants Use the App for genomic surveillance and track the variants 

Return to campus app (Everbridge) 
Return to campus app (Everbridge). App description will be 
shared 
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Educate people  on communication 
Educate people on how to handle communication, how to do 
remote work 

Incentives to maintain social 
distancing 

Focus on upcoming holidays,  later benefits, to accept 
restrictions during first holidays 

Digital contact tracing 
Supports peace of mind beyond immediate beneficiaries (e.g.  
family) 

Focus on inclusion 
Need to address vulnerable groups,  different means to reach 
them 

Unify communication efforts 
Unify communication efforts,  make people realize that first 
responders,  governments are all on the same line 

Change Communication  Strategy 

People now that there is covid, the message has now to be 
softened, reminder can be daily and not big alerts.  Adapt the 
communication to the tiredness of people, for example with 
small reminders and no big campaign or they lose trust in the 
government 

 

Implementation Challenges G 3 Descriptions of Challenges 
Fear of compromised personal data   

Unified Communications effort 

Coordination policy communications is specially critical in the 
case of a Health emergency such as COVID 19. There are 
several institutions involved (health, civil protection, defense, 
education, etc.) at different level (national, regional, municipal, 
etc.) So, it is important to establish an inter-ministerial 
committee at two levels, political and technical to coordinate 
communication policy. 

Communication channels need time 

Communication channels need time to be well known 
A lot of solutions include some kind of communication aspect 
between authorities and citizens. In addition, to reach a wide 
audience, different communication channels are needed. 
However, these communication channels need time to be well 
known and used by the public. Communication should be 
stablished in the context of preparedness actions, before the 
need to use becomes important. 

Inclusion 

Communication plans addressed to people with disabilities 
requires a comprehensive accessibility and universal design 
incorporated to make sure the message is fully accessible for 
all in accordance with Universal design principles. In this 
regard, technological advances provide tools and applications 
that can be extremely useful for assisting institutions with this 
task. 
The different disability associations have shown their firm 
determination to attain complete integration into society; we 
have to work in close contact with these associations. 

Use the informal leadership 
Identify informal leadership for different communities make 
sure they deliver the message of hope and resilience 
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Education 

The education in the schools, at the early stage and further,  is 
part of Risk Communication but a difficult challenge to arrive 
to all students. So we can use as many resources as possible as 
civil protection volunteers to help officials in this challenge 
once coordinated. 

"Alarm effect" 
Balancing against the "alarm effect" that increases 
instrumental fear or risk awareness 

Low trust in formal authorities   

Family life and children 

If kindergartens and schools are closed, parents must be 
stimulated to take their children on outdoor activities. Places 
must be established where such activity can take place in a 
safe manner. Keeping children active is good for the family's 
psychosocial situation. 

Concrete relations 
Show the concrete relations with regions complying with 
vaccination and the opening up of societies to encourage 
compliance 

Focus on message Focus on message of hope and resilience 

Be creative Be creative - unique mask as fashion statement 

Psycho-education for all 

Educate people on coping skills - how to identify stress 
reaction and how to self-support or to help others. How to 
identify stress among children and which methods to use to 
decrease. 

Media and  the health authorities 

Local media must be stimulated to show examples of optimism 
and hope. It is important that the media do this with high 
editorial integrity, but the individual editor must be invited to a 
sensible dialogue with the health authorities. 

Positive motivation 
Positive motivation - vaccinated get to go back to normal life 
(almost) 

Help the Helper 

Help the Helper - Self-care for first responders, medical and 
psychosocial personnel Be aware of extreme burn-out and in 
many cases compassion fatigue among the helpers. Teach 
them to self-diagnose and coping tools. 

 

 

  



 

23 
 

KI-CoP Workshop Report 
9th March, 2021 

 

GROUP 1 - QUESTION 3  
In this new scenario, there is still a high degree of uncertainty. How would you involve citizens to adopt a 
responsible attitude according to the evolution of the situation, for the better or the worse?  

Solutions Group 2 and 3 Descriptions / comments of the solution 
Mass alerting Mass alerting to improve last minute availability of vaccines 

Develop incentive system for 
testing and vaccination 

Incentivize citizens for testing for corona virus,  so that authorities 
could detect cases despite lower risk awareness and compliance 
with test regimes. Similar could be done for vaccination. 

Local organizations 

Local organizations of many kinds (football teams, chess clubs,  
scouts,  etc.) have responsible management and members with 
great confidence. Communication through such groups can 
strengthen trust in the information provided. 

Enhanced cooperation with civil 
society 

At national or local level Difficulties at local level 

Issue: cacophony of  information   

Emotional context 

Large emergencies have a significant emotional impact on the 
population that can affect how the facts are perceived and even 
their critical thought surrounding the circumstances. In this 
emotional context, regular communication techniques are no 
longer effective. In times with turbulent emotions, some specific 
characteristics of communication must be born in mind in order to 
be more effective taking into account, considering citizen’s 
sensibilities. Large emergencies require immediate reaction 
transparency, understandable, precise, relevant, suitable timeline 
information. 

Input from local leaders 

Develop solutions based on input from local leaders of communities 
and organizations. Being sensitive to the context and trends, use 
actual knowledge from various organizations in the communities 
and their leaders to provide specifically tailored measures. 

Involving citizens 

If we want to involve citizens we must treat them not just as a 
victim but an active action and make they know we trust on them. 
Authorities trust is important but we should have got it in advance, 
now is time to keep this trust but also to trust the citizens. 

Keeping the  population informed 
When population is given information, their behavior is improving,  
they respect sanitary measures 

Enhancing education Enhancing education about health aspects: infection, vaccination 

Responsibility 
One must locate those who spread false news and incorrect 
information, and make them aware of their responsibilities. 

Explaining  measures 
It starts with explaining why certain measures have to be taken. 
This will improve your support base 

Communicate with citizens 
Communicate uncertainties to citizens and highlight worst and best 
possible consequences when different infection scenarios are 
chosen. 

Volunteers to organize  logistics of 
care 

Volunteers to organize logistics of care Support medical services 
with volunteers to organize logistics of care (vaccination, waiting 
lines, and enforcing hygiene measures). 
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Involve citizens in problem-solving 
through digital panels 

Giving the citizens a sense of participation and a possibility to 
influence decisions might increase the compliance of the needed 
behavior and actions. For example: What is the most important 
thing for you to continue doing despite corona restrictions? What is 
the most difficult to comply with?   -> Foundation for making risk-
based prioritization 

Certification of  information Certification of information: coming from official source 

Establish a communication strategy 

Establish a communication strategy and the necessary channels 
between authorities and citizens. The public should be able to easily 
access information about the authorities plan,  how it is being 
implemented and the progress,  also making clear the benefits of 
the plan and understanding the consequences of putting it at risk by 
not following it. 
Several communication channels should be available to suit the 
varying information needs of citizens. In many previous cases, also 
when COVID started in Europe, emergency services receive an 
increased load of emergency calls (putting at risk other citizens who 
need urgent access to emergency services). Previous practice shows 
that having already established and well known non-emergency 
numbers help reduce the emergency call load. 

Use community  leadership 

Each of us is part of community or meta-community (for example I 
am part of parents to high-school kids community, also part of 
retired military community, also Russian-speaking community etc.). 
Not necessary physical, such as city I live in. We need to identify 
who would influence best the meta-communities and who would 
motivate them to take responsible action. Use not only appropriate 
person that has an impact in this community, not only the 
appropriate language and terms but also the right channels of 
information delivery for each sub-group or virtual community. 

Communication from  official 
source 

Communication from official source to avoid misinformation 

  

Implementation Challenges Descriptions / comments of the solution 

Campaigns to educate  citizens 
Campaigns to educate citizens in to the new normal Deep Blue 
Team Solution: Start from the New Normal, SWOT analysis 

Organize Volunteers Platforms to organize Volunteers in a more sufficient way 

Reach the people 
Communication doesn't reach the people anymore,  they are tired 
and lost trust 

Highly subjective 
It is highly subjective, think of internet, think of USA where Trump 
was the one creating fake news. 

Platform for training 
Provide training is hard and there is a lack of platform to handle 
them 

No trust  anymore People do not trust official sources anymore 

Bureaucracy In some countries bureaucracy is a big obstacle 

No sense of  community There is no sense of community, people are tired 

Anonymous fake news Freedom of speech and anonymous fake news 

Depend on the  country May be very different from country to country 

  



 

25 
 

KI-CoP Workshop Report 
9th March, 2021 

 

 

5. Observations from the exercise dynamics 
We now list the issues we observed during the KI-CoP Workshop. 

• Division into sub-groups 

This seems to work better than a single group in the preparation workshop1. However, it is important 
to balance the distribution of participants according to their profile. During the first part, the 
subgroups generated the same approximate number of solutions. With less people in the subgroups, 
the interaction worked smoothly. 

• One single scenario and two questions.  

The use of single scenario with only three questions worked better than in the first workshop. Each 
subgroup initially worked on two of these questions and in the second part, the subgroup worked on 
the other question, which was filled with the contributions of the first interaction. 

• Expand the analysis and commenting session 

The division into two sessions worked better than in the first workshop.  

• Complement the contribution in Miro with live discussion using Zoom 

That worked better than the first workshop. However, we noticed that some participants only used 
the Zoom during the session, abandoning Miro and creating some noise to those who wanted to 
concentrate in the Miro environment. To be discussed if another workshop is planned. 

• Planning and Timing 

The schedule worked better in this Workshop. 

• Plenary sessions 

Although we allowed more time for the general discussion and brainstorming, we noticed the 
interaction during the plenary sessions was not that intense. Perhaps, we still need to work on the 
language barriers. We need to find ways to promote interaction beyond the MIRO environment. 

• Discussion about the implementation challenges 

This worked in part. One subgroup was more active than the others, generating more challenges. In 
any case, it worked better than the barriers, used in the first workshop. 

  

 
1 See the Report of the Preparation Workshop in the same folder. 
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6. Conclusions 
Despite of the problems, which we considered minor, the KI-CoP workshop went well and produced the 
results we expected. The use of the MIRO environment as a supporting tool was not unanimous. Most 
people prefer talking which creates barriers to participation and additional work in transcribing. Besides, 
we lose the parallel effect. This is an open problem in the area of collaboration support that will need to 
be addressed as a solution to the workshops, as well as a solution to engage the society. Some supporters 
of the writing approach say this problem may disappear in future generations. 

 

Report prepared on March 23, 2021. 

Marcos Borges, Leire Labaka, Sahar Elkady and Josune Hernantes 
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Annex 1 – Potential List of Participants 

Those were the people who were indicated to participate in the Workshop. Some confirmed, others not. 

PARTNER PERSON Profile Country 

NGO Manuela De Sario First Responder Italy 

ERTZ Artzai Morante End-user  

 Vasileios Kazoukas First Responder  

DEEP BLUE Ilaria Bonanno Project Member Italy 

Everbridge Rachele Gianfranchi  Netherlands 

SINTEF Asbjørn Lein Aalberg academic  

SINTEF Matthieu Branlat Project Member Norway 

 Ohad Shaked First Responder Israel 

TAU Bruria Adini Project Member Israel 

NGO Max Goldenberg   

 Rob Testelmans End-user  

 Chi Brouwer First Responder Netherlands 

ENS Jan Woerlein Project Member  

DSU George Manea Authority Romania 

 Marie-Christine Bonnamour Authority  

 Aurelio Soto First Responder Spain 

NGO Oystein Bentzen  Norway 

TECNUN Marcos Borges Project Member Spain 

TECNUN Leire Labaka Project Member Spain 

TECNUN Sahar Elkady Project Member Spain 

TECNUN Josune Hernantes Project Member Spain 

    

 


