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Agenda

• Introduction
– Today’s Presenters
– New/Featured OneLab Resources

• Principles in Plain Language: Communication for Laboratory 
Professionals 

• Q&A
• Upcoming Events
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NEW AND FEATURED 
RESOURCES 
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https://www.cdc.gov/labtraining?Sort=format%3A%3Aasc
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https://www.cdc.gov/labtraining?Sort=format%3A%3Aasc
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https://www.cdc.gov/labtraining/
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Access 
Resource

https://www.cdc.gov/labtraining?Sort=format%3A%3Aasc
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Resource: FAQs about Coronavirus (COVID-19) for 
Laboratories
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Access Resource

https://www.cdc.gov/coronavirus/2019-ncov/lab/faqs.html
https://www.cdc.gov/coronavirus/2019-ncov/lab/faqs.html
https://www.cdc.gov/coronavirus/2019-ncov/lab/faqs.html
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Resource: Overview of Testing for SARS-CoV-2 
(COVID-19)
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Access Resource

https://www.cdc.gov/coronavirus/2019-ncov/hcp/testing-overview.html
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Resource: CDC’s COVID-19 Website
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https://www.cdc.gov/coronavirus/2019-ncov/index.html
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Laboratory Plain Language Toolkit

Plain language is critical for ensuring that 
your audience understands the message you 

are trying to deliver. 

We are developing a Laboratory Plain 
Language (LPL) toolkit to help laboratories 
develop plain language content. 
The LPL toolkit will be released mid-
September. Keep a lookout for updates on 
this valuable resource.



Excellent Laboratories, Outstanding Health

PRINCIPLES IN PLAIN LANGUAGE: 
COMMUNICATION FOR 
LABORATORY PROFESSIONALS
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Laboratory Education and Training Needs: Cohesive 
Public-Facing Messaging

A lack of consistent, cohesive public-facing messaging tools creates challenges in responding to the high 
volume of requests for information

“The general public does not understand who we are or 
what we do, even at a high level.”

“Having material that we can easily put on our website or give 
out would be helpful. We get lots of inquiries from non-
medical sites.”

“We need easy-to-read and understand one-pagers to share 
with health care providers (HCPs) who do not understand 
our workflows.”

“We are getting an abnormally large number of calls for 
information requests from people who we are not used to 
responding to…. such as party planners, patients, sporting 
events, etc.” 

Center for Surveillance, Epidemiology, and Laboratory Services 14



Tailored Laboratory Messaging for General Audiences

Available Now

CDC COVID-19 FAQs FAQs

CDC COVID-19 Testing Overview Guidelines
• Address public’s FAQs on 

testing (types, interpreting 
results, sensitivity and 
specificity)

• Address HCPs’ FAQs on test 
sensitivity/specificity and 
clinical laboratory workflow 
(e.g., processing time)

• Communicate role and 
responsibilities of clinical 
laboratories 

• Provide tools to respond to 
the unprecedented influx of 
information requests

Coming Soon!

There’s a Test for That! (COVID testing overview) Video Summer 2021

Prepared Responses for General Public (FAQs) FAQs Summer 2021

Center for Surveillance, Epidemiology, and Laboratory Services 15

Identified
Topics

https://www.cdc.gov/coronavirus/2019-ncov/lab/faqs.html
https://www.cdc.gov/coronavirus/2019-ncov/hcp/testing-overview.html
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PRINCIPLES IN PLAIN LANGUAGE: 
COMMUNICATION FOR 
LABORATORY PROFESSIONALS
ALEXANDRA MERCANTE, PHD
MEREDITH REAGAN, MA
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Meeting the Challenge
• Laboratory professionals wear many hats

– Completing day-to-day tasks
– Performing emergency response functions as part of the

COVID-19 pandemic
– Answering testing-related questions from the public

Division of Laboratory Systems 17
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Today’s Presentation Goal

To equip you with the tools to build your own 
communication toolkit

Division of Laboratory Systems 18
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Setting the Framework

• Everyone is already a communicator regardless of job title
• Health communication is a science
• You can apply a data-driven approach to communication just like your 

laboratory work

Division of Laboratory Systems 19
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Tool 1: Define your Audience

• Ask yourself: Who am I talking to?
• The “Who” helps define the message
• Pro Tip: make a list of your audience members
• Take your time defining your audience

Division of Laboratory Systems 20
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Tool 2: Craft Your Content

• Ask yourself: What do you want your audience to know and 
do?

• BLUF = Bottom Line Up Front
• Include a clear call to action

Division of Laboratory Systems 21
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Examples of BLUF and a Clear Call to Action
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Tool 3: Use Active Voice

• What’s the difference between passive and active voice? 
– Passive voice: subject receives the action
– Active voice: subject performs the action

Division of Laboratory Systems 23

The Grand Canyon is visited by thousands of tourists every year.

Thousands of tourists visit the Grand Canyon every year.
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Tool 4: Use Plain Language

• Avoid technical jargon
• Spell out acronyms 

– Follow the one-time rule

• Try chunking and bullets

Division of Laboratory Systems 24
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Chunking and Clear Communication

Division of Laboratory Systems 25
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Bullets and Clear Communication

Division of Laboratory Systems 26
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Tool 5: Determine Your Channel

Communication Forms
• Presentations
• Email
• Web content
• One pagers
• Flyers
• Social media

Communication Platforms
• Computers 
• Laptops
• Mobile devices
• Tablets

Division of Laboratory Systems 27
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Tool 6: Pictures and Words

• Use pictures to complement written content

Division of Laboratory Systems 28

CDC Public Health Imaging Library (PHIL)

https://phil.cdc.gov/
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Tool 7: Crisis and Emergency Risk Communication (CERC)

• CERC basics - communication principles and best practices
– “The right message at the right time from the right person can save lives.”

• Be first
• Be right
• Be credible
• Express empathy
• Promote action
• Show respect

• Countering misinformation
– Focus on presenting the correct information

Division of Laboratory Systems 29

https://emergency.cdc.gov/cerc/
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Tool 8: Look for Ways to Introduce Efficiency

• Craft prepared responses to frequently-asked questions

Division of Laboratory Systems 30

PREPARED RESPONSES (PRs)

My CLIA certificate needs to 
be updated or is outdated. 

How can I update it?

USED

607 times**

I want to check the status of 
my CLIA certificate payment. 

Was my payment received?

USED

142 times**

**number of times a PR used March 2019-May 2021
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Tool 9: Apply a Customer Service Approach

• Respond in a timely manner
• Use a professional tone
• Maintain transparency
• Establish a review or clearance chain

Division of Laboratory Systems 31
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Tool 10: Resources
CDC’s Gateway to Health Communication

Division of Laboratory Systems 32

https://www.cdc.gov/healthcommunication/index.html
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Let's Recap

• Remember – you're already a communicator!
• Apply a data-driven approach to your communication activities
• Seek resources and build partnerships
• Build and share your own custom communication toolkit

Division of Laboratory Systems 33
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Q&A

Center for Surveillance, Epidemiology, and Laboratory Services 34
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September OneLab Network Event

35

OneLab Network: Emergency Use Authorization Panel
Wednesday, September 22 | 1:30 to 2:30 PM EST

Center for Surveillance, Epidemiology, and Laboratory Services
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For more information, contact CDC
1-800-CDC-INFO (232-4636)
TTY:  1-888-232-6348    www.cdc.gov

Images used in accordance with fair use terms under the federal copyright law, not for 
distribution.

Use of trade names is for identification only and does not imply endorsement by U.S. 
Centers for Disease Control and Prevention.

The findings and conclusions in this report are those of the authors and do not 
necessarily represent the official position of Centers for Disease Control and Prevention.

36Center for Surveillance, Epidemiology, and Laboratory Services

http://www.cdc.gov/
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