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Being seen: transparency and accountability



Fu tu reye LIVEXforum, Canberra 26-27 October 2016

Transparency and Accountability

 Why thereis an almost universal fixation with
selling benefits and downplaying concerns?

 Why companies often avoid open and
transparent messages?

* Just how honest and how transparent should
we be?

 Why accountability is trust’s secret weapon?

 Why companies would rather be accountable
than share control?
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Traditional Audiences and Strategies

1. Supporter Mobilisation
Empower, Arouse and Sustain Them
Advocated by:
Lobbyists, Government Affairs

Straddlers

supporters 2. Straddler Conscription

Interest, Convince and Inoculate Them
Advocated by: Public Relations,
Marketing, Advertising

Opponents

3. Defeat Opposition
Rebut, Impugn and Beat Them
Advocated by: Almost Everyone
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The highly involved

Early life cycle Later life cycle
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How social expectations mature

Socialisation:

Mainstream concern and new issue champions
NORMATIVE New values, behaviours and practices
PHASE Acceptance of new norms

Policy:
Government and voluntary regulation

GOVERNANCE Policy development and contestation
PHASE -
Societal engagement:
Advocacy and pushback
Politicisati
CHALLENGE eretsaton o
Business pioneers and visionaries
PHASE Growing research interest

Growing awareness:

POPULARISATION Media coverage

Formation of issue-specific organisations
PHASE

Theorisation:

EMERGENT

—o

Event or pattern identified

PHASE

1800 1850 1900 1950 2000

= C(Climate change Biodiversity
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Four frames of arisk debate

Position: No views about X Position: | agree with X

Strategy: Sell your strengths Strategy: Ask them to become more
Resistance: Apathy - no real active on behalf of X

interest in the issue Resistance: Boredom

Message: X is right Message: Please help us spread the

Caution: Be careful not to mentionY  word on X
at all or inoculate for Y in future
arguments

Position: | believe Y When you tell Position: Hold both X and Y views
me X | say Y more Strategy: Use the See-saw - Ad-
Strategy: Create a path from a valid dress Y, while providing lots of evi-
Y toavalid X dence to support X

Resistance: You and your ability to Resistance: Recognise the see-saw
agree Y is valid as well Message: Acknowledge and ad-
Message: | used to believe Y too, dress Y as well as X

and | think | understand its appeal

Futureye
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When | sell the benefit X

If you can make it | know and agree with No, Y is true. If you say X, I’ll think
interesting | will you and yes | So you escalate: Y. If you say Y, I'll think
accept X is true. remember | support “X-X-X!" And so do [: X.

you. “¥Y-Y-Y!”
If | find out later Y is | can see
true I’ll distrust you. If ’'m not a strong You have just simultaneously the
supporter | might be reminded me strongly truth of X and the truth
offended. why | support Y. of Y.
(] (] (] (]
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Ambivalence See-Saws

« The more you accept You say
responsibility the less you Not our fault
Unlikely
are blamed

The benefits are worth it

* The more you focus on the
catastrophic worst case
scenarios the more they
focus on how unlikely the

scenarios are They think

But you’re responsible
Catastrophic
Horrific on its own

 The more you address the
concerns or risks the more
they focus on the benefits Best result is to get them to see both sides

But opponents will say “...it's time you saw the light”.
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Live Export - Public Alighment

Initial ratings of feelings towards the live export industry

General public

0%

Attentive

B Strongly opposed  m Somewhat opposed Neutral mSomewhat supportive W Strongly supportive
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The Benefits of Live Export

« Since August 2011, a special law has been in place to ensure that Australian
livestock are handled and treated according to international animal welfare standards

« Even though they no longer have legal ownership of the livestock once they arrive at
their country of destination, Australian exporters are required to oversee, monitor and
manage animal welfare at the feedlot, during transport and right up to the point of
slaughter at the abattoir

» Creating export standards based on world’s best practice by benchmarking against
major competitors and also Australia’s domestic processing industry. To the industry’s
knowledge, no other country involved in live exports has the same standards, rules
and practices that Australia has to protect the welfare of its exported livestock

« Establishment of an industry-funded training program that operates in all markets and
has trained over 9000 people around the world on animal welfare management
between August 2011 and June 2015. Australia is the only country in the world
running such a program
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Attentive Response to Benefits

Change in attentives' overall opinion of live exports (after
information provided)

Beginning of discussions 75.0% 12.5%

End of discussions

B Strongly opposed M Somewhat opposed Neutral ™ Somewhat supportive M Strongly supportive

“I don’t think you can use jobs or the economy as a reason... By farming more animals we're

having a worse effect on the environment, we're heading towards factory farming which is
even worse.”
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Browser Response to Benefits

Change in browsers' overall opinion of live exports (after
information provided)

o
e W

End of discussions

28.6%

B Strongly opposed  m Somewhat opposed Meutral B Somewhat supportive Strongly supportive

“That’s great, we're the best, but why would they adhere to our standards if they don’t have
to? Other countries aren’t putting the pressure on them. | really just don’t know how well our

protections are being implemented overseas. It's one thing to say you can’t jay-walk. It's
another to put police on the street to stop people”
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D.A.DtoD.AV.E

Decide Annqunce Defend
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When | use DAVE

If you can make it | know and agree with I’'m glad you can see When you mention
interesting | will you and yes | the importance of Y. risks (Y), | think of the
accept X is true. remember | support | told you Y was true. benefits (X).

you.

I’m glad you I’m more likely to The more you talk
mentioned Y, some Why would you consider X now. about Y, the more |
people have mention Y? think about X.

mentioned it.

| don’t have to worry
about Y, and can
focus on X.

&0 - & &5 Futureye
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The See-Saw makes Transparency work

You say

Not our fault

Unlikely

The benefits are worth it

They think
But you’re responsible
Catastrophic

Horrific on its own

Best result is to get them to see both sides
But opponents will say “...it's time you saw the light”.

Discussing possible risks reduces
concerns and increases dialogue about
how to mitigate them

Acknowledging past problems will
reduce the likelihood your are blamed
for the problems

Acknowledging current problems
elicits dialogue about how to solve
them

Announcing worst case scenarios
increases focus on how they're unlikely

Validating the publics genuine
concerns increases their focus on the
benefits
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Keeping Secrets

. No clear cut answer, but * Make an issue much more

consider this: newsworthy

Do alot more reputation
damage than honesty

 Honesty and opennessis a
better bet!

Secrets seriously damage
credibility and trust

Damaging information generates roughly twenty times more concern when you keep it secret
and somebody else blows the whistle than when you blow the whistle on yourself.

Therefore, secrecy has to have a better than 95% success rate to be worth the risk.
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Futureye

The path to a loss of SLO is well understood

A 5. We are forced to back down and
give in to the demands of the activists
6. Government takes
regulatory action to bring
us under control

----O
n
“a

3. We deny the allegations and attack
and impugn those making them

a

“a
2. Activists reveal the N,

‘secret’ to the media
4. We are revealed publicly to have lied

Q
(2]
© 1. Try to keep
i it a secret 2. Acknowledge the
= concerns of our 3. We commit to improving 4. We declare a vision for the
(@) strongest critics, explain our performance and show future and show how we are
the dilemmas involved how we are taking practical involving our critics in
P and apologise steps to do so tracking our performance
4
4

1. We investigate and release all information

: [=]
to our stakeholders and the media ourselves el L. e
LI |

Performance discovered significantly
below community expectations ’

Time
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Accountability and Trust
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You say

Not our fault

Unlikely

The benefits are worth it

They think
But you’re responsible
Catastrophic

Horrific on its own

Best result is to get them to see both sides
But opponents will say “...it's time you saw the light”.

Paradoxically the more you ask for
it the less you get

Instead of asking to be trusted find
ways to be accountable

If | can check on you anytime, you
can’t cheat and | don't feel like |
have to check

Whenever | doubt you | can check
rather than report you for your
poor performance
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Accountability and Con

Technical Solution: Explain why it
isn’t needed

Develop Compliance Test: Explain
your commitment to safety

Develop Compliance Test: Explain
it isn’t technically needed but the
public wanted it

Let the pubic Test: Let them
explain

Radio mast
whips up
opposition

By GEOFF ROUNDS

OPPONENTS of a 25m high
telecommunications tower planned for
Elanora fear it could put residents and
<hildren atrisk of cancer.

“T'elstra has submitted plans to the
Y v Council w build the
ster Boulevard,
sidential streetand in
TCSCIVOIT,

cility would improve mobile
s in the Elanora and
Currumbin Valley area.

An Optus tower alrcady exists at the
site but concerned resident Dr Ross
Kelso said another wower had the
potential to further expose residents to
high levels of radio [requency emissions

“The residents are very unhappy
about this,” he said.

“T'here are a lot of risks associated
with the high levels of radiation from
these towers and we want this tower
stopped.”

Dr Kelso said residents of the 67
houses in Westminster Boulevard were
also angry about the lack of community
<onsultation.

Area councillor Chris Robbins said
the proposed tower would not be
rubber-stamped by the council.

However she said that the Integrated
Planning Act dictated public
consultation was not required.

“Tewill be harder o stop if all the
requirements are met by Telstra,”™
she said.

Telstra representatives declined
o comment.
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Angry Elanora residents at the site of the proposed Telstra tower site.
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Six Postures with Critics

Most attractive

O kO Dd R

The Hero - we'll fix it
The Misunderstood Victim - our critics are vengeful
The Distracted Deity - this a stormin a tea cup
The Team Player - proud to do our part

The Repentant Sinner - we’re going to do better

The Harnessed Beast - you forced us to change

Most effective
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Psychological Barriers

I’d rather win

This just
the overall result

feels wrong

| feel bad about
giving away credit

| can see I’'m
outraged too

I’'m ?‘etting used to
the idea of a
different approach

Admitting mistakes
is hard to do




LIVEXforum, Canberra 26-27 October 2016

Futureye

www.futureye.com
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