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Communications in Crisis
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Dynamics of Public Opinion Polls

Egyl. ;Iur. ISA P;Euw.

UAE

m favorable view
of the United
States

B favorable view
of France

O favorable view
of Germany

Low in Muslim countries since
invasion/insurgency

Rock bottom in 2004
Small improvement by end of 2005

“Clear and sizable lesson emerging
from 2005 AAI/ZI Arab survey is that
attitudes toward the US, though
better, remain troubled and shaped by
US policies that negatively impact the
region. The promotion of democracy
and reform, while appealing to some
small groups, continue to be trumped
by the war in Irag and the more
general perceptions of America’s poor
treatment of Arabs and Muslims.”

2006: Fall again due to cartoons,
“new” prison material, Gitmo films



Findings of the Defense Science Board, 2004

Strategic communication is vital to America’s national security and foreign policy. Over
the past few decades, the strategic communication environment and requirements have
changed considerably as a result of many influences...

Policy makers, diplomats and military leaders often do not appreciate that
“listening” and influence analysis are critical prerequisites to effective
communications strategies.

Strategic communication ... will build on in-depth knowledge of other cultures and factors
that motivate human behavior...It will engage in a respectful dialogue of ideas that
begins with listening and assumes decades of sustained effort.

Finding new ways to harness the flexibility and creative imagination of the private sector
will be central to successful strategic communication in the 21st century...we must begin
by listening to that audience, because if we do not understand what resonates with
them we have only a serendipitous chance of succeeding. Much of the current U.S.
effort concentrates on delivering “the message” and omits the essential first step of
listening



STRATEGIC LISTENING 1:

Iran Through the Eyes of Its Filmmakers
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“There is a ferment in the Islamic
world that is pushing for change, not
death. | had a glimpse into it last
week at a fascinating compilation of
recent Iranian films, sponsored by, of
all things, a Pentagon strategy group
called the Highlands Forum.It was
described as an evening of "strategic
listening,” and we watched a stunning
documentary called "Zinat: One
Special Day," about an Iranian woman
in a poor village who dares to run for
her local council. The men of her
village have talked and talked about
paving the road and never gotten it
done. She defies the traditionalists;
she wins the election; she paves the
road. That's the power that will turn
back the jihad of the privileged.”

--David Ignatius, The Washington Post



Highlands Forum XXVII

Better understand:

e other cultures and

Sl individuals with whom we

'; e wish to communicate;

M « others’ narratives both in

| peace and conflict

e Our messages and actions
in the creation of more
productive and enduring

dialogues

Antecedents: DSB 2004;
HF25/26; DoD, DoS, USC
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Narrative and Storytelling are
Universal and Timeless

f actions of devine beings and heros, who gave the
R carth its pr‘esen‘l‘ form and nr‘der‘

-.%"* ancient or recent. it tells of encounters I::-E:'I'we:e:n
humans and other beings-monsters, spirits and

Elouscnp

' 3. Tales: A tale tells of ordinary people or animals

whn behave like people. Some tales are clearly

about actual people living or dead while others

seem to be about made up characters.



POINT--COUNTERPOINT
Narrative, Storytelling, And Strategic
Communication

Bill Casebeer: There is quite a
bit of commonality between our
two viewpoints. We are in
agreement that we should treat
these stories as a river; where
we might disagree is on the
issue of whether or not the U.S.
should introduce new water into
the river. There are many tools
we can use to shape the water
in the river without using
counter-stories. We are
inherently put into a poor teller
position because we are the
world's sole superpower. That
makes it hard for us to introduce
a counter-narrative.

Amy Zalman: Using your
metaphor of a river, a counter-
narrative is really a dam — it
produces a force acting against
the river. There is a global
network of stories moving and
flowing; effectively countering
this network becomes the act of
inserting new elements. Public
diplomacy, unfortunately, has
tended to be a counter-story.
One example, which | discuss in
my white paper, is the counter-
story of victimization.



Narrative And Counter-Narrative

16 die in cartoon protests in Rumsfeld Urges Using Media
Nigeria to Fight Terror

February 18, 2006

. Defense Secretary Donald H. Rumsfeld yesterday
called for the military and other government
agencies to mount a far more aggressive, swift
and nontraditional information campaign to counter
the messages of extremist and terrorist groups in
the world media.Rumsfeld criticized the absence
of a "strategic communications framework" for
fighting terrorism.

. ."The speech follows a top-level review of
Pentagon strategy and resources released earlier
this month that concluded: "Victory in the long war
ultimately depends on strategic communication."
The Quadrennial Defense Review called for
closing gaps in U.S. capabilities in what the
Pentagon describes as "information operations, "

"How dare you insult the blessed Prophet Mohammed?" an area being reorganized in the Pentagon,

Pt s Lo s according to current and former defense

Protests against cartoons of Islam's Prophet Mohammed officials. "Our enemies {1ave skillfully adapted to
continued on three continents Saturday. Sixteen people were fighting wars in today’s media age, but for the
killed and 11 churches were burned in Nigeria. An angry but most Pall‘,t we, our country, our government,
peaceful protest drew more than 15,000 people to Trafalgar has not," Rumsfeld said in remarks to the Council
Square, central London. And in Pakistan, two leaders of a on Foreign Relations in New York. He said that
religious group were arrested after the government banned a ‘I{Vh’/e th{—) Ef,l Qaeda terro’f/st network and other
march on the capital, Islamabad, scheduled for Sunday. extremist" movements "have successfully . . .

poisoned the Muslim public’s view of the West, we
in the government have barely even begun to
compete in reaching their audiences."



Competition for “Denied Areas”
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 From the Defense Science Board Report:
U.S. broadcasting, Radio Sawa, Al Hurra

- Supporters cite market share, space in dominant media,
U.S. voice in Arab world

- Critics question market share, Sawa’s music format, Al
Hurra’s limitation as state-owned network

- Broadcasting Board of Governors (BBG) lacks strong
investment in Internet-based broadcasting



Constituencies, Culture &
Communication




Changes in the Information Environment:

Globalization, Communication, The Long Tail

e Global transparency, information characteristics

- Inexpensive technologies: cell phones, wireless
handhelds, Web, videophones, camcorders, digital
cameras, email, blogs, massively multiplayer games

- Impact on key stakeholders—governments, media,
and publics
e Paradox of plenty

- Information saturation means attention is a scarce
resource; credibility matters

- Power flows to those seen as credible



The Long Tail and Strategic Communications

 Markets follow power law curve: few things sell a lot, most sell a little
* Long Tail, which stretches out more or less infinitely, is driven by three
forces:
— democratized tools of production;

— lowered costs of consumption (which democratizes the tools of
distribution, i.e., the Internet);

— the ability to connect consumers to interesting niche products in the Tail,
and thus elevate those goods

* Long Tail markets are characterized by post-filtering, rather than pre-
filtering; end result likely to be a power shift from institutions to
individuals

* Long Tail has three key lessons for strategic communications:

— peers trust peers — peers convey authenticity;
— ants have megaphones — if | talk to you, rest of the world listens in;
— you can’t control the conversation — at best, you can influence it



The Three Forces of the Long Tail

Minimize the

transaction
costs of /\ Democratize the

consumption tools of
production




Connect
consumers to
amplify word of
mouth




Content and Connectedness:
Local Creation in the Long Tail Goes Global

e Blogging
e Local radio, television,

and print to lesser extent
(the other cartoons)

o Call-in talk shows (VOA,
Oprah) are a bridge

e Photographic storytelling

« Documentary and
feature films

e Peacelabs, peacegames

Are we listening?
Can we co-create?




Insights from Strategic Listening Forums

"Strategic Listening" means:

Being there — walking in others' shoes, looking through their eyes

Being completely open

Having no agenda and only listening

Receive without judgment — see what is there, adapt, find ways to connect
Be willing to relinquish control, move from strongly held positions, co-create

Sustained involvement in an area; public diplomacy demands a long-term
focus and flourishes only when policies are not driven by the agenda of the
moment

Understanding that it is messy: none of these concepts lend themselves
easily to strategizing
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