How to build trust
with your audience

This session explored how media outlets and individual journalists canregain

and maintain trustin an era of widespread misinformation, polarisation,

and “infodemic”. It moved beyond simple marketing techniques to discuss

the ethical foundations of trust; transparency, authenticity, consistency, and active
engagement with the audience’s real-world concerns. The workshop examined

the “two-way street” nature of digital communication, advocating for a shift from
passive broadcasting to active listening and empathetic dialogue. It provided
participants with strategies to demonstrate editorial integrity, acknowledge
mistakes, and serve asreliable “helpers” rather than just sources of informationin their
audience’s daily lives.
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— Trustisnotagiven;itisalong-term commitment that requires consistency, transparency,
andintegrity.

— Authentic, empathetic communication—listening more than talking—is the fastest way
to bridge the gap between media andits audience.

— Transparency about editorial processes and even acknowledging mistakes can
strengthen, ratherthan weaken, an outlet’s credibility.

— Trust grows when media acts as a “solution” for the audience—providing valuable,
actionable insights that address their actual pain points.

— Consistency across all digital and social platforms is essential to prevent mixed signals
that undermine institutional trust.
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