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Overview 
 

The 5th meeting of the OECD Experts Group on Public Communication (EGPC), taking place in hybrid format for 

the first time, in Paris and online on 26 and 27 September 2022, was an opportunity for members to discuss how 

to accelerate the transition towards a citizen-centred public communication and strengthen the professionalisation 

of the function. The event, hosted by the French Government Information Service (SIG) and organised with the 

support of the OECD Korea Policy Centre (KPC) brought together over 150 government officials, experts, and 

stakeholders from 27 countries. It included a discussion on the contribution of communication to trust-building, the 

presentations of two new OECD working papers on inclusive and innovative communication, and exchanges 

advancing the establishment of an OECD international initiative for the professionalisation of the communication 

function (OECD Public Communication Network). 

 

Day 1 – Monday 26th September 
 

Opening remarks 

Speakers:  

 Alessandro Bellantoni, Head of the Open Government, Civic Space and Public Communication Unit, Open and 
Innovative Government Division, Public Governance Directorate, OECD (master of ceremony) 

 Carlos Santiso, Head of the Open and Innovative Government Division, Public Governance Directorate, OECD 

 Video message from Michael Nathan, Director of the Government Information Service, France 
 

The meeting was launched with a few words from master of ceremony Alessandro Bellantoni (OECD) who 

thanked participants for attending, the SIG for hosting and for providing French Sign Language interpretation and 

captions, and the OECD Korea Policy Center for their support as well as the organisation of the cocktail. He also 

commented on the need to make these events as accessible as possible within the OECD and society more 

widely.  

Carlos Santiso (OECD) opened the conference by recalling the achievements of the EGPC to date, including the 

international report on communication and good practice principles for communication responses to mis-and 

disinformation. He presented the ongoing work of the Group including the development of an analytical and 

assessment framework for the function which will be piloted by the United Kingdom (UK) through the first OECD 

Scan on the topic for a member country. He concluded by underlining the contribution of communication to 

democracy, in particular when it is conducted in an inclusive, innovative and professional manner.  



 

Finally, Michael Nathan (France) highlighted the importance of the event to advance reflections on how to take 

the public communication agenda forward to ensure it is more impactful, effective, and inclusive. He underlined 

his institution’s efforts to make communication a powerful information tool that is targeted to all and stated that 

accessibility was a precondition in this regard. He briefly spoke of France’s efforts in developing more accessible 

communication to achieve more inclusive societies and leave no one behind and welcomed the launch of the 

paper developed in collaboration with the OECD on the topic.  

 

Public trust and communication: unpacking the findings of the OECD Trust Survey and implications for 

public communicators 

Speakers 

 Laura Smillie, Policy Analyst, Joint Research Centre, European Union (moderator)  

 Mariana Prats, Policy Analyst, Governance Indicators and Performance Division, OECD  

 Brenna Maher, Director, Digital Communications Coordination, Privy Council Office, Canada  

 Tomass Pildegovičs, Senior Expert, NATO StratCom Centre of Excellence  

 Dr. Benjamin Toff, Senior Research Fellow, Reuters Institute  

 

The session began with a presentation of the OECD Drivers of Trust in Public Institutions (OECD Trust Survey), 

and key implications for communicators. These include the need to better listen to and engage with citizens, in an 

effort to strengthen government responsiveness and openness, which are two of the five drivers of trust identified 

by the OECD. Linkages between trust in government and trust in news and information were core to the discussion, 

as well as the need to diversify efforts to reach specific segments of the population, such as youth or marginalised 

groups. 

It was highlighted that while better public communication could serve to improve trust, the latter was also a 

precondition for institutional messages to have their desired impact among targeted audiences. Several challenges 

and threats to public trust linked to communication and information were highlighted during the discussion. This 

included the issue of mis- and disinformation, with one speaker remarking that “disinformation, when 

instrumentalised is a threat that is horizontal, ever-evolving, versatile and crowdsourced”. This presents significant 

challenges for both trust in government and democracy. Participants pointed out that these can be overcome 

through collaborative and multidisciplinary efforts as well as taking proactive approaches to communication, 

particularly during crises. In the context of the war in Ukraine, for instance, increasing the supply of real-time 

information was viewed as crucial to pre-bunking efforts.  

Speakers highlighted the polarised media ecosystem as a threat to audiences receiving institutional messages and 

forming opinions on policy issues. The experience from the COVID-19 response bore some helpful lessons in this 

respect. According to one account, communicators have increasingly turned to gathering better insights over this 

period to better understand and listen to their citizens, and in turn build on this evidence to improve engagement. 

This can help governments achieve greater trust by making sure that their communication efforts respond to the 

specific needs and expectations of groups. 

Finally, the OECD Trust Survey highlighted that the most marginalised and vulnerable communities tend to trust 

the government least. The implication of this finding for communicators is a reminder of the importance of tailoring 

content to make it as relevant as possible for each audience while also adapting channels of communication to the 

preferences of these groups. Local Dialogues in Finland were, for instance, highlighted as a way to help reach the 

most disadvantaged groups successfully during and beyond the COVID-19 pandemic. These events helped to 

engage with citizens more directly by allowing individuals to ask questions and voice their concerns to government 

officials. In turn, this enabled the government to better understand citizens’ needs and expectations. One of the 

speakers concluded by pointing that higher trust is desirable where it is deserved, but caveated that a degree of 

scepticism is also healthy for democracy as a motivation for citizens' scrutiny and engagement with government.  

https://www.oecd.org/governance/trust-in-government/


 

 

Session on the OECD Working Paper: Accessible and Inclusive public communication  

Speakers (report introduction and discussion):  

 Emilie Cazenave, Policy Analyst, Open and Innovative Government Division, OECD (moderator)  

 Sébastien Valere, Deputy head of the department for strategy and interministerial coordination, SIG, France  

 Speakers (lightning case studies):  

 Jorge Fernandes, Team lead, Digital accessibility team, Agency for Administrative Modernisation, Portugal  

 Ainars Freimanis, Web accessibility, language technologies & multilingualism, Web Accessibility Directive team, 
European Commission  

 Donal Rice, Senior Standards and Monitoring Officer, National Disability Authority, Ireland   

 

The OECD Working Paper “Accessible and Inclusive Public Communication” focuses on OECD governments’ 

practices to ensure their public communication is inclusive and accessible to all citizens, increasing their 

understanding of and participation in public decisions, policies and services. The publication was developed in 

collaboration with the French Government Information Service (SIG). The discussions following the presentation 

of the report highlighted the ambition of countries to ensure all citizens have equal opportunities to access 

information.  

The remarks from the representative of the French SIG 

described France’s actions in this field since 2019. He 

highlighted the importance of commitments for accessibility at 

the highest levels of government to ensure effective 

implementation and visibility of the issue. He noted that 

institutionalisation of practices is key, including through 

charters, guidelines, or laws. He also noted that ensuring 

accessible and inclusive content needed to be ingrained in the 

very fabric of public administrations. In this sense, the French State Communication Accessibility Charter, for 

instance, codifies accessibility and, building on a network of communication accessibility focal points in public 

organisations, empowers communication professionals to make their content and the channels used easily 

understandable to all. 

Representatives of the governments of the Portuguese Administrative Modernisation Agency and the National 

Disability Authority in Ireland presented good practices implemented in their countries in the capacity-building field. 

Raising awareness of accessibility and training professionals is a priority in both countries. In Portugal, related 

efforts have enabled more than a thousand individuals to be trained on accessibility-related issues through 

roundtables and workshops. The Administrative Modernisation Agency also offers an online micro-learning course 

to which 4500 individuals registered at the time of the conference. In Ireland, the National Disability Authority 

promotes universal design by sponsoring or awarding prizes in different fields of expertise such as in information 

technology design and architecture to ensure the uptake of accessibility principles in all sectors in society.  

Participants also shed light on the challenges they are facing, such as the shortage of accessibility expertise. In 

this context, the government’s role in raising awareness seemed all the more important. In particular, it was noted 

that public procurement could act as a catalyst to improve accessibility. Building on the example of Canada, making 

accessibility an integral part of procurement processes and ensuring that government-funded agencies buy 

accessible products can have an impact on the market. This can ensure that all citizens can access products that 

are user-friendly and accessible for persons with a disability.  

Monitoring and evaluation were also seen as important tools to advance efforts to make public communication 

more accessible. In Ireland, the National Disability Authority conducts large-scale automated reviews on 100 

websites a week. Thanks to a feedback-loop mechanism, this institution can thus highlight errors and advise 

communication officers on how they can make their content more easily accessible to citizens. The representative 

https://www.oecd-ilibrary.org/governance/accessible-and-inclusive-public-communication_222b62d9-en


 

of the Authority nonetheless recognised that translating large amounts of data into meaningful and actionable 

insights to help public bodies represented a challenge. Furthermore, an expert from the European Commission 

provided insights on the ongoing work undertaken with Member States of the European Union in the 

implementation of the Web Accessibility Directive (WAD). While the level of accessibility has largely improved 

since the implementation of the WAD, he stated that challenges remained. These include the shortage of expertise, 

the need to improve feedback mechanisms to enable citizens to highlight inaccessible content, and finally, the 

difficulty in comparing accessibility levels in different countries.  

 

Following this session participants were given the opportunity to network during a cocktail hosted by the Korea 

Policy Center. 

 

Day 2 – Tuesday 27th September 
 

Session on the OECD Working Paper: Public communication trends after COVID-19 

Speakers (report presentation and discussion): 

 Youngjoo Chae, Director, OECD-Korea Policy Centre (moderator) 

 Carlotta Alfonsi, Policy Analyst, Open and Innovative Government Division, OECD (Presentation) 

 Ivan Yeo, Senior Director, Ministry of Communication and Information, Singapore 

 Akhmad Firmannamal, Public Relations Manager, President Office, Indonesia 

Speakers (lightning case studies): 

 Angela Kamper, Executive Director, Department of Customer Service, New South Wales, Australia  

 Aapo Riihimäki, Communications Specialist, Prime Minister’s Office, Finland 

 Dr. Devie Rahmawati, Kominfo, Indonesia  

 Seung-Ho Choi, Deputy Director, Risk Communication, Disease Control and Prevention Agency, South 
Korea 

 Ivan Yeo, Senior Director, Ministry of Communication and Information, Singapore 

During the pandemic, many countries adapted their communication to reach citizens in more inclusive, responsive, 

and compelling ways. Based on the OECD Working Paper: Public communication trends after COVID-19:  

Innovative practices across the OECD and in four Southeast Asian countries”, this session aimed to discuss 

innovative practices introduced during the pandemic to support more effectively the policy responses to the 

pandemic and better connect with citizens. Speakers and audiences also had the opportunity to reflect on how to 

sustain innovation in the field in the aftermath of the crisis.   

The use of data and insights on citizens’ behaviours and expectations enabled countries such as South Korea and 

Singapore to adapt their communication responses during the pandemic. In South Korea, for instance, behavioural 

insights were leveraged to better understand perceptions of citizens surrounding their willingness to participate in 

the efforts to control the spread of the pandemic. The data collected ultimately informed campaigns focusing on 

increasing a sense of solidarity with the government and among citizens to tackle the pandemic. This resulted in, 

for instance, a higher percentage of the population being willing to get vaccinated following campaigns (from 42% 

in March 2021 to 84% in December 2021). One of the key challenges in Singapore during the pandemic was to 

leverage limited resources to target different segments of the population through diverse channels. In this way, 

mobilising data and insights was key in responding to the pandemic and identifying priority areas to adapt 

communication efforts.  Beyond the use of data analysis, Singapore communication professionals also gathered 

feedback in different ways. As well as monitoring through social media and leveraging digital tools, Singaporean 

officials also gathered data by directly engaging with senior citizens at their homes. This allowed to better 

https://www.oecd-ilibrary.org/governance/public-communication-trends-after-covid-19_cb4de393-en
https://www.oecd-ilibrary.org/governance/public-communication-trends-after-covid-19_cb4de393-en
https://www.oecd-ilibrary.org/governance/public-communication-trends-after-covid-19_cb4de393-en
https://www.oecd-ilibrary.org/governance/public-communication-trends-after-covid-19_cb4de393-en


 

understand the fears of a segment of the population surrounding the vaccine and provide them with reassurance 

through subsequent communication efforts.  

The Customer Service of the State of New South Wales presented a centralised platform for all public consultations 
that they launched, aimed at better integrating citizens’ feedback. The platform enables citizens to easily find and 
respond to consultations taking place in the State. The “Have your say” portal also provides the contact details of 
public officials capable of answering questions surrounding a given consultation in their preferred language, 
increasing the accessibility and inclusiveness of the website. Finally, feedback is provided to citizens so they are 
aware of how their inputs are used to develop policies and services. This, it was stated, contributes to increasing 
trust and improving relationships between the government and citizens.  

The pandemic also saw communicators collaborate with third-party messengers, such as influencers, trusted 

experts, and relatable community members. This was the case in Finland, which presented their work with social 

media influencers who were tasked to share important information surrounding the pandemic with their audiences. 

Indonesia on the other hand presented their community-driven effort to increase the uptake of vaccines among the 

population. The campaign, entitled Vaksinasi Merdeka, was driven by the police and army around the country, 

enabling a high vaccination rate due to their positive relationship with communities in Indonesia. These practices 

aimed to increase the reach of public communication and target society in a more inclusive way.  

 

Interactive capacity building exercise: tackling misinformation through communication  

The UK’s Government Communication Service organised a practical exercise to strengthen participants’ skills in 

the use of communication as a means to tackle misinformation. Over 50 participants joined from a total of 15 

countries. The workshop was met with great enthusiasm and participants were able to exchange in small groups 

both online and in-person. Results of the survey conducted after the exercise was held showed overwhelmingly 

positive feedback. The exercise was a concrete example of what the OECD international initiative on the 

professionalisation of the function could look like. Over 95% of participants said this kind of exercise would be 

useful for their organisation.  

 

A conversation on approaches to capacity building 

Speakers:  

 Alessandro Bellantoni, Head of the Open Government, Civic Space and Public Communication Unit, 
Open and Innovative Government Division, Public Governance Directorate, OECD (moderator) 

 Melanie Sullivan, Executive Director, Government of Canada Communications Community Office 

 Léonie Wolters, Head of Academy of Government Communication, Netherlands  

 Fiona Speirs, Deputy Director, Global Communications Academy, Cabinet Office, United Kingdom 

 

Following the capacity building exercise, the last panel was an opportunity to speak to three countries that have 

established dedicated public communication academies, to understand what they have learned, what works best, 

and how the OECD international initiative for the professionalisation of the function can support and complement 

these efforts. As participants agreed on the paramount role of communication for policy and trust, ensuring 

communicators have adequate skills is essential.   

Speakers underlined the need to adopt a multidisciplinary approach to building capacity in the field of 

communication. Tools such as behavioural sciences, were viewed as important additions to curriculums to ensure 

public communication remains centered on citizens. They also emphasized the importance of building formal 

curricula based on the specific needs of public officials and ensuring this offer is updated as needed, while also 

learning from communication trends in the wider society. Communities of practice involving a number of 

stakeholders in public and private sectors were seen as particularly useful to share experiences among 

communication professionals and keep up to date with the latest practices.  



 

Participants were also able to weigh in on the discussion. In particular, building capacity on accessibility was viewed 

as key to ensure all citizens have equal opportunities to access information, particularly in a context where 

expertise on the subject is lacking. Beyond training, one of the participants from Ireland highlighted the need to 

ensure accessibility remains a priority at the highest levels of administration. This, he stated, could ensure 

communication professionals systematically develop and disseminate accessible content through awareness 

raising. 

 

Closing panel 

Speakers:  

 Alessandro Bellantoni, Head of the Open Government, Civic Space and Public Communication Unit, 
Open and Innovative Government Division, Public Governance Directorate, OECD (moderator)  

 Elsa Pilichowski, Director of Public Governance, OECD  

 Michael Nathan, Director of the Government Information Service, France   

 Alex Aiken, Executive Director of Communications, International Relations and Security, Government 
Communication Service, United Kingdom  

 Juan Fernando Londoño Osorio, Advisor to the Executive Presidency, CAF  

Closing panel speakers provided their insights on how to move to a more effective and citizen-centred 

communication. Conditions for this include re-organising the communication function, developing strategic plans, 

moving away to the extent possible from political communication, ensuring communicators have adequate 

resources and skills, and strengthening the inclusive and accessible nature of their communication. Working with 

all actors of the media and information ecosystem and mobilizing civil society was underlined, particularly in the 

field of accessible communication, where related skills are not always found in the public sector.  

It was underlined that communication is intended to organise information in a way that makes sense to citizens, 

helping them to make the right choices to improve their lives. Innovation was emphasized by several panellists as 

a necessary means to ensure that public communication reaches target audiences in a context where governments 

need to compete for citizens’ attention amidst a crowded information ecosystem. In this context, the COVID-19 

pandemic was an opportunity to accelerate efforts in this regard. Speakers also mentioned the importance of 

listening to all segments of the population and communicating in a way that shows how the government is working 

for them.  

The role of communication in support of the green agenda was also raised, with a focus on the Latin America and 

Caribbean region. It was deemed essential to ensure via compelling communication that all stakeholders are aware 

of the effects of climate change and how they can get involved to face this challenge. The importance of 

communicating in a manner that reaches the most impoverished populations and gives them a voice was also 

highlighted.  

Finally, the OECD announced the establishment of an Advisory Group for the “OECD Public Communication 

Network - Supporting the transition to a citizen-centred communication” focused around professionalisation. The 

Group will be meeting in the last quarter of 2022 and will include countries and institutions interested in contributing 

to this international initiative to map out its next phase. Its aim will be to ensure the public communication function 

can effectively contribute to government-citizen dialogue, improved policies and services, and increased trust in 

the public administration and will include (1) analysis, research and policy advice, (2) capacity building (through 

the curation of existing courses and the development of new ones), and (3) good practice sharing and network-

building.  

It was also announced that public communication will feature in two pillars of the upcoming OECD Ministerial on 

Reinforcing Democracy: the one linked to governance responses to mis-and disinformation, as well as the one on 

citizen engagement in public life.  

*** 


