


Thank you to our sponsor!



Real Communications in a 
Remote World

As our offices continue to hold meetings and hearings using remote 
technology, there are many communication pieces that get lost or 

misinterpreted. This session is designed to share and discuss digital 
communication for staff and public engagement as well as how to conduct 
engaging and informative remote meetings while using different styles and 

types of effective communication (body language, voice, language, etc.), while 
recognizing and mitigating (or eliminating) the pitfalls of remote hearings such 

as microaggressions and bias.



Technology 

Considerations

&

Troubleshooting





Videoconferencing Technology 

Hardware Basics
Camera

Microphone 

Input
Speaker 

Output



Tech Check







Avoid mixing 
light sources Use USB camera 

& position above 
your eyes

Use headphones 
& external 

microphone

Avoid rolling in 
chair while on 
camera

Don’t have any 
doors in frame

Rugs help reduce room echo

Avoid excess background clutter. 
Plants, artwork, bookcase make 
for a nice background.







Zoom Fatigue





https://Comm.Stanford.edu/ZEF





Zoom Face



Combatting Zoom Fatigue & Zoom Face

Resize video

Hide self-view

Be mobile

“Audio only” breaks

Control your schedule

Sleep hygiene

Self-Care

“No Glow Zone”

20-20-20 Rule

No Multi-tasking







Collecting and Acting 

on the Data

Internal & External 

Communications



Targeting - The Data in 2020

Katie Jones, Measuring the Emotional Impact of COVID-19 on the U.S. 

Population, Visual Capitalist (Oct. 2, 2020)



“The pandemic-related emotional changes most frequently experienced to at 
least a moderate extent by survey respondents were the following: 

• More worry about the health and safety of family members or friends (66% of respondents) 
• Feeling more frustrated about not being able to do what they usually enjoy doing (58%) 
• More worry about their own personal health or safety (57%) 
• More worry about possible breakdown of society (56%) 
• More worry about own finances (53%) 
• Being more bored (53%) 
• Being more anxious or ill at ease (51%)”

Palsson et al., The U.S. National Pandemic Emotional Impact Report (2020)





Tier Dimension

Agency Senior Leadership

Team Manager

Personal Peer

Acting on the Data











Acting on the Data



Acting on the Data



Acting on the Data





Surveying Staff
Developing internal data



POLLING QUESTION
(How often do you survey staff for engagement?)



POLLING QUESTION
(What do you think causes low participation for surveys?)



Getting Responses

Adrian Furnham (2012) listed five ways to lose survey respondents.



“Begin with the End in Mind”



Review Existing Data

Once you know your areas of interest, gather a focus group.

Advantages of focus groups:

• Ensures you are asking the right questions 

• Explores bias in potential survey questions

• Ensures relevance



Open-Ended Questions
Open-ended questions can take significant time to parse. 

Consider a pilot survey with open-ended questions to determine 
which answers are most common, then offer those as close-ended 
questions to your general audience. 



Closed-Ended Questions

Humans have limited RAM. 

Miller (1956) described that humans can process “seven plus or minus 
two” pieces of information in their short-term memory.

Keep survey options at the lower end. Pew Research suggests four to 
five options. 



Acquiescence Bias

Be careful about “agree-disagree” 
questions, as there is a tendency for 
people to err on the side of agreement. 

Be very careful about “rigging” your 
model by offering more “positive” 
responses than negative. 

Consider a 1-5 (Likert) scale.



Use “How” Questions

• How Much

• How Often

• How Likely

Graphic from Sarah Fisher, “11 Tips for Building 
Effective Surveys,” Qualtrics.com (Mar. 29, 2021)



What to Measure

In a typical survey, we might measure 

involvement (social ability to contribute)

advocacy (trust)

motivation (desire to contribute)

For our COVID-19 survey, we measured 

barriers to communication

barriers to telework

barriers to worklife balance



Publish Results

DCSE published results in The Support Report newsletter for staff: 



DCSE Results 
(August 2020)



DCSE Results 
(August 2020)



Is Publication Enough?

"There is clear evidence that the relationship 
between the individual employee and the 
manager is crucially important for 
engagement." 

NHS, Guide to Engagement for HR (2014)

What works? 
• Authentic leadership
• Empowering leadership
• Ethical leadership



Final Thought - IRBs

If you have an Institutional Review Board, consider asking them for help 
on your survey. 

The VDSS IRB is staffed with survey experts who can ensure questions 
are meet human research guidelines, including DEI considerations.

Collecting and Acting on 
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Communications





Nonverbal 

Communication, 

Implicit Bias, and 

Microaggressions



A Masked Expression





Substitutes
Word Pictures

Shared Experiences

Body Language 
(gestures, accenting, mirroring)

Pitches and Pauses

Expressing Emotions





Factors That Increase Reliance on Implicit Bias

Time Pressure Stress

BoredomDistraction



How to Minimize Effects of  Implicit Bias

Be Motivated to Stay Fair

Take Some Time

Minimize Distractions

Notice the “Category”

Think About Your Thinking

Consciously Confront Stereotypes

Wait Until the Facts Are In



Microaggression

Verbal and non-verbal 

exchanges, whether 

intentional or 

unintentional, that 

communicate hostile, 

derogatory, or negative 

prejudicial slights and 

insults.



Video and Audio Conferencing 
Microaggressions

•Your Background

•Requiring Video

•Commenting on Things in Another’s 
Background



• Inclusive Language
•Sensitivity to Differences
•Symbolism
•Check your Thoughts
•Check your Comments






