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The single biggest problem 
with communication is the 

illusion that it has taken place.

—George Bernard Shaw (1856–1950)



Public Policy- what is a 
disclosure document?



Confusing is easy



Unclear is easy

CP2000
(Before)



Dense is easy

Request for 
Cash, Medical, 
and Food 
Stamp 
Assistance 
(Before)



Garble is easy

This is a multipurpose passenger vehicle which 
will handle and maneuver differently from an 
ordinary passenger car, in driving conditions 
which may occur on streets and highways and 
off road. As with other vehicles of this type, if 
you make sharp turns or abrupt maneuvers. The 
vehicle may roll over or may go out of control 
and crash. You should read driving guidelines 
and instructions in the Owner’s Manual, and 
WEAR YOUR SEAT BELTS AT ALL TIMES.

National Highway Traffic Safety Administration

NHTSA Sample 
(Before)



Neat and tidy, but unclear is 
easy



Short is easy



Layout is 
easy



Simple, easy to 
read, visually 
compelling 
understandable, 
and clear? 

… not easy



but possible

CP2000
(After)



but possible

Request for Cash, 
Food Stamp, and 
Medical Assistance
(After)



but possible

Application for Benefits
(After)



but possible

Prototype privacy notice
(After)



Good Faith Estimate (After)but possible



The question is . . .

How?



Paradigm shift

“The significant problems we 
face cannot be solved at the 
same level of thinking we 
were at when we created 
them.”

-Albert Einstein



Paradigm shift

Collaborate

Commit

Clarify
Disclosure



Paradigm shift

Collaborate

Build the right team

- Use multiple voices, 
expertise, opinions, 
information sources 
to arbitrate the right 
technical content 



Paradigm shift

Clarify the 
disclosure’s purpose

-
 

Don’t do anything 
until the team 
understands the 
document’s 
purpose, then 
proceed

Clarify



Paradigm shift

Decide on the 
desired action for 
the document
- Don’t do anything 
until the team 
knows what they 
want consumers to 
do with the 
information

Clarify



Paradigm shift

Use a rigorous 
process


 
Consumer test


 

Develop content 
based on consumer 
needs NOT policy 
makers’

- Blast assumptions

Commit



Paradigm shift

Innovate


 
Whole-to-part


 

Visual 

- Keep it simple

- Remove words

- Get out of the way

Commit



Paradigm shift

Go for neutral


 
Give consumers 

the information 
clearly

- Respect that they’ll 
do what they 
need/want with the 
clear information

Commit



The Impact

Understanding 

Clarity

Trust

Honesty

Simplicity



Contact Information

Susan Kleimann, Ph.D.
Kleimann Communication Group
1321 Rhode Island Ave., NW
Washington, DC 20005

www.kleimann.com
skleimann@kleimann.com
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