Session No. 15

Course Title: Crisis and Risk Communications
Session 15: Crisis Communication in a Changing Media World
Time: 3 hours

Objectives: (See Slide 15.1)
15.1     Examine mission of an effective disaster communications strategy and the five critical                         assumptions that serve as the foundation for such a strategy.  

15.2
Discuss historical use of traditional media in emergencies.
15.3
Discuss role of new media in emergencies.

15.4     Discuss evolution of new media use in emergencies.
Scope:

During this session the instructor will examine the mission and underlying assumptions for an effective crisis communications program, the historical role of traditional media outlets such as television, radio and newspapers in crisis communications in emergencies.  The instructor will identify new (social) media such as Facebook, Twitter, etc. and their evolving role in conducting crisis communications in emergencies.

Readings: 

Student Reading:

Chapters 1 and 2 - Disaster Communications in a Changing Media World. 

Haddow, George and Kim Haddow. 2008. Disaster Communications in a Changing Media World. Butterworth Heinemann. Burlington, MA. November 2008. (ISBN 978-185615548)
Instructor Reading:

Chapters 1 and 2 - Disaster Communications in a Changing Media World.

Haddow, George and Kim Haddow. 2008. Disaster Communications in a Changing Media World. Butterworth Heinemann. Burlington, MA. November 2008. (ISBN 978-185615548)

General Requirements:

The instructor will facilitate a lecture using the remarks provided in this session and outside materials provided through the internet or otherwise (as indicated in this session).   The instructor will lead interactive discussions with students that call upon their personal knowledge and experience and from facts they have recalled from the assigned readings.  It is recommended that the modified experiential learning cycle be completed for Objectives 15.1-15.3 at the end of the session.


Objective 15.1  Examine mission of an effective disaster communications strategy and the five critical assumptions that serve as the foundation for such a strategy.  
Requirements:

Explain to students through lecture the mission of an effective disaster communications strategy and the five critical assumptions that serve as the foundation for such a strategy. Facilitate student interactions to discuss and expand upon certain points within the topic of this objective. 

Remarks:

I. Introduction (See Slide 15.2)
II. Communications has become an increasingly critical function in emergency management. 

III. The dissemination of timely and accurate information to the general public, elected and community officials, and the media plays a major role in the effective management of disaster response and recovery activities.

A. “Communicating with residents is one of the most important tasks that elected officials perform in the wake of a disaster. The public needs concise, accurate, timely information to know what to do, and to be reassured that local government is responding appropriately.” (City of San Jose Memorandum, August 6, 2007) 

B. Information sharing – “and its corollaries – collaboration and coordination” are key to effective, sustainable, timely and participatory post disaster recovery.  “Unimpeded communication and the free flow of information are cornerstones of any post-disaster relief framework….” (Gillmor, 2006)

C. When that coordination doesn’t occur it hinders response and recovery efforts.  “…one of the central facts documented in the aftermath of Katrina: the importance of maintaining a timely and accurate flow of information in a disaster zone. When information was neither timely nor accurate, people suffered.” (May, 2006)   

IV. Communications failures by government responders in Hurricane Katrina were noted in the report prepared by the United States House of Representatives that stated, “The lack of a government public communications strategy and media hype of violence exacerbated public concerns and further delayed relief.”  (Select Bipartisan Committee to Investigate the Preparation for and Response to Hurricane Katrina 2006)

V. The House report also asked “why coordination and information sharing between local, state and federal governments was so dismal…Why situational awareness was so foggy, for so long… Why unsubstantiated rumors and uncritically repeated press reports – at times fueled by top officials – were able to delay, disrupt, and diminish the response.” (Select Bipartisan Committee to Investigate the Preparation for and Response to Hurricane Katrina 2006)

VI. This chapter defines the mission of an effective disaster communications strategy and outlines five critical assumptions that serve as the foundation for such a strategy. 
VII. Ask the students: Do you consider the government’s public information efforts in Hurricane Katrina a failure?  Why?
VIII. MISSION (See Slide 15.3)
A. The mission of an effective disaster communications strategy is to provide timely and accurate information to the public in all four phases of emergency management:
IX. Mitigation—to promote implementation of strategies, technologies, and actions that will reduce the loss of lives and property in future disasters.

X. Preparedness—to communicate preparedness messages that encourage and educate the public in anticipation of disaster events.

XI. Response—to provide to the pubic notification, warning, evacuation, and situation reports on an ongoing disaster.

XII. Recovery—to provide individuals and communities affected by a disaster with information on how to register for and receive disaster relief.

XIII. ASSUMPTIONS (See Slide 15.4)
A. The foundation of an effective disaster communications strategy is built on the following five critical assumptions:

XIV. Customer Focus

XV. Leadership Commitment

XVI. Inclusion of Communications in Planning and Operations

XVII. Good Information

XVIII. Media Partnership
A. Customer Focus (See Slide 15.5)
1. An essential element of any effective emergency management system is a focus on customers and customer service. 

2. This philosophy should guide communications with the public and with all partners in emergency management. 

3. A customer service approach includes placing the needs and interests of individuals and communities first, being responsive and informative, and managing expectations. 

4. In the 1990s when disaster communications was valued, the FEMA emergency information field guide illustrates the agency’s focus on customer service and its strategy of getting messages out to the public as directly as possible. The introduction to the guide states the following:

a. “As members of the Emergency Information and Media Affairs team, you are part of the frontline for the agency in times of disaster. We count on you to be ready and able to respond and perform effectively on short notice. Disaster victims need to know their government is working. They need to know where and how to get help. They need to know what to expect and what not to expect. Getting these messages out quickly is your responsibility as members of the Emergency Information and Media Affairs team.” (FEMA, 1998)

b. The guide’s Mission Statement reinforces this point further: To contribute to the well-being of the community following a disaster by ensuring the dissemination of information that:

1) Is timely, accurate, consistent, and easy to understand

2) Explains what people can expect from their government
3) Demonstrates clearly that FEMA and other federal, state, local and voluntary agencies are working together to provide the services needed to rebuild communities and restore lives. (FEMA, 1998)

5. The customers for emergency management are diverse. 

6. They include internal customers, such as staff, other federal agencies, states, and other disaster partners. 

7. External customers include the general public, elected officials at all levels of government, community and business leaders, and the media. 

8. Each of these customers has special needs, and a good communications strategy considers and reflects their requirements. 
9. Ask the students: Provide an example of good customer service when providing disaster response assistance.

B. Leadership Commitment (See Slide 15.6)
1. Good communications starts with a commitment by the leadership of the emergency management organization to sharing and disseminating information both internally and externally. 

2. One of the lessons learned from Hurricane Katrina according to a report authored by Donald F. Kettl of the Fels Institute of Government at the University of Pennsylvania in the report entitled, “The Worst if Yet to Come: Lessons from September 11 and Hurricane Katrina is 

a. “We need public officials to lead. Communicating confidence to citizens and delivering on promises are both critical in crises. 

b. “Create a single public face to encourage citizens’ confidence – Citizens need a voice of confidence from the scene.  

c. “In the 1979 accident at the Three Mile Island nuclear plant, near Harrisburg, Pa., Governor Dick Thornburgh and Harold Denton, from the Nuclear Regulatory Commission, brought unified command and consistent communications with citizens.  
d. “Mayor Rudolph Giuliani underlined that lesson with his steady leadership following the September 11 terrorist attacks.  
e. “One of the things that worsened Katrina’s aftermath was the sense that no one was in charge because the public did not have steady communications from an official who should speak confidently about what was being done.” Source: Donald F. Kettl. The Worst is Yet to Come: Lessons from September 11 to Hurricane Katrina. Fels Institute of Government. University of Pennsylvania.  September 2005.
3. The leader of any disaster response and recovery effort must openly endorse and promote open lines of communications among the organization’s staff, partners, and publics in order to effectively communicate. 
4. This leader must model this behavior in order to clearly illustrate that communications is a valued function of the organization.
5. Recent examples of leadership commitment to effective disaster communications include the efforts of California Governor Arnold Schwarzenegger during the 2007 wildfires in southern California.  
a. The Governor participated in multiple planned and unplanned press conferences and availabilities in order to deliver timely and accurate information to the public on the progress of response and recovery efforts during the wildfires.  
b. The Governor was credited with assuring the public and ensuring that the response was properly handled. 
6. Ask the students: What political figures in the past do they think performed well in an emergency or major disaster?  What political figures do they think performed poorly in an emergency or major disaster?

7. In the 1990s, FEMA Director James Lee Witt was a strong advocate for keeping FEMA staff informed of agency plans, priorities, and operations. Director Witt characterized a proactive approach in communicating with FEMA’s constituents.  (See Slide 15.7)
a. His accessibility to the media was a significant departure from previous FEMA leadership. 

b. Director Witt exhibited his commitment to effective communications in many ways:

XIX. He held weekly staff meetings with FEMA’s senior managers and required that his senior managers hold regular staff meetings with their employees.

XX. He published an internal newsletter to employees entitled “Director’s Weekly Update” that was distributed to all FEMA employees in hard copy and on the agency electronic bulletin board that updated employees on agency activities.

XXI. He made himself and his senior staff available to the media on a regular basis, especially during a disaster response, to answer questions and to provide information.

XXII. During a disaster response, he held media briefings daily and sometimes two to three times a day. 

XXIII. He would hold special meetings with victims and their families.

XXIV. He led the daily briefings among FEMA partners during a disaster response.

XXV. He devoted considerable time to communicating with members of Congress, governors, mayors, and other elected officials during both disaster and non-disaster times.

XXVI. He met four to five times per year with the State Emergency Management Directors, FEMA’s principal emergency management partners.
XXVII. He gave speeches all over this country and around the world to promote better understanding of emergency management and disaster mitigation.

XXVIII. Through his leadership and commitment to communications, FEMA became an agency with a positive image and reputation. 
1. Ask the students: What additional benefits do you think FEMA realized from having a FEMA Director committed to communicating with the public and its partners in emergency management?

B. Inclusion of Communications in Planning and Operations (See Slide 15.8)
1. The most important part of leadership’s commitment to communications is inclusion of communications in all planning and operations. 

2. This means that a communications specialist is included in the senior management team of any emergency management organization and operation. 

3. It means that communications issues are considered in the decision-making processes and that a communications element is included in all organizational activities, plans, and operations.

4. In the past, communicating with external audiences, or customers, and in many cases internal customers, was not valued or considered critical to a successful emergency management operation. 

5. Technology has changed that equation. In today’s world of 24-hour television and radio news and the Internet, the demand for information is never-ending, especially in an emergency response situation. 

6. Emergency managers must be able to communicate critical information in a timely manner to their staff, partners, the public, and the media.

7. To do so, the information needs of the various customers and how best to communicate with these customers must be considered at the same time that planning and operational decisions are being made. 

8. For example, a decision process on how to remove debris from a disaster area must include discussion of how to communicate information on the debris removal operation to community officials, the public, and the media.

9. During the many major disasters that occurred in the 1990s, FEMA Director Witt assembled a small group of his senior managers who traveled with him to the sites of disasters and worked closely with him in managing FEMA’s efforts. 

a. This group always included FEMA’s Director of Public Affairs. 

b. Similarly, when planning FEMA’s preparedness and mitigation initiatives, Director Witt always included staff from Public Affairs in the planning and implementation phases. 

c. Every FEMA policy, initiative, or operation undertaken during this time included consideration of the information needs of the identified customers and a communications strategy to address these needs.

10. Again the response to Hurricane Katrina clearly illustrates the downside of failing to include consideration of communications issues in conducting a response operation.  

a. The Lessons Learned report prepared by White House Homeland Security Advisor Francis Townsend noted, “The lack of communications and situational awareness had a debilitating effect on the Federal response.”  (Townsend 2006)  

b. “The Department of Homeland Security should develop an integrated public communications plan to better inform, guide, and reassure the American public before, during, and after a catastrophe. The Department of Homeland Security should enable this plan with operational capabilities to deploy coordinated public affairs teams during a crisis.” (Townsend 2006)
11. Ask the students: List reasons they think an emergency manager should communicate with the public in an emergency or major disaster?  List reasons they think emergency managers have failed to communicate with the public in the past during an emergency or major disaster.
C. Situational Awareness (See Slide 15.9)
1. Situational awareness is key to an effective disaster response. 

2. Knowing the number of people killed and injured, the level of damage at the disaster site, the condition of homes and community infrastructure and current response efforts provide decision makers with the situational awareness needed to identify need and appropriately apply available resources.  
3. The collection, analysis and dissemination of information from the disaster site are the basis for an effective communications operation in a disaster response. 
4. This is also true during the disaster recovery phase especially early in the recovery phase when the demand for information from the public, and therefore the media, is at its highest.  
5. Developing effective communications strategies to promote community preparedness and/or mitigation programs requires detailed information about the nature of the risk that impacts the community and how the planned preparedness programs will help individuals and communities to be ready for the next disaster and the mitigation programs will reduce the impacts of future disasters.
6. Sharing this information is all important and this will require creating a culture among emergency officials where information sharing is valued.  
a. Information available to citizens at times of crises –man-made or natural – is often inadequate, biased, incorrect or late.  
b. “Studies show that the problem lies not with the technologies (or lack thereof) but with the culture of information sharing.  The access, dissemination and archiving of information is often controlled by government’s agencies, institutions who have a parochial interest in controlling its flow – what gets out where, to whom, how and when.” (Gillmor, 2006)
c. But right now the government culture can get in the way.  The government officials uniformly said they would not abandon the public information apparatus that is engrained in the governmental culture and hierarchy. 
d. “Responsibilities are limited and decided with specificity, and you do not get out of your lane,” said Lunner. “You do not get to be a GS-14 or GS-15 by going on television, by upstaging your boss. That is a very big cultural issue.”  (May, 2006)
7. A glaring lack of situational awareness was identified as a severe hindrance to the government response to Hurricane Katrina. The U.S. Senate report on the Hurricane Katrina response listed the following findings regarding situational awareness:
a. “The Homeland Security Operations Center (HSOC) failed to take timely steps to create a system to identify and acquire all available, relevant information.
b. “The HSOC failed in its responsibility under the National Response Plan (NRP) to provide “general situational awareness” and a “common operational picture,” particularly concerning the failure of the levees, the flooding of New Orleans, and the crowds at the Convention Center.
c. “On the day of landfall, senior DHS officials received numerous reports that should have led to an understanding of the increasingly dire situation in New Orleans, yet they were not aware of the crisis until Tuesday morning.
d. “Louisiana was not equipped to process the volume of information received by its emergency operations center after landfall.
e. “Lack of situational awareness regarding the status of deliveries created difficulties in managing the provision of needed commodities in Louisiana and Mississippi.” (Senate Committee on Homeland Security and Governmental Affairs 2006)
8. Ask the students: What are the best methods for gaining situational awareness in an emergency or major disaster?
9. FEMA’s National Incident Management System (NIMS) includes a section on Public Information in its Incident Command System (ICS) component.  
a. One of the three top command staff reporting to the Incident Commander in ICS is the Public Information Officer.  (See Figure 15.10)  

[image: image1.emf]
Figure 15.1 – Incident Command System: Command Staff and General Staff.  Source: FEMA. National Incident Command System: FEMA 501/Draft August 2007.

XXIX. NIMS defines Public Information as follows:

A. “Public Information consists of the processes, procedures, and systems to communicate timely, accurate, and accessible information on the incident’s cause, size, and current situation to the public, responders, and additional stakeholders (both directly affected and indirectly affected). 

B. “Public information must be coordinated and integrated across jurisdictions and across agencies/ organizations; among Federal, State, tribal, and local governments; and with the private sector and NGOs. 

C. “Well developed public information, education strategies, and communications plans help to ensure that lifesaving measures, evacuation routes, threat and alert systems, and other public safety information is coordinated and communicated to numerous audiences in a timely, consistent manner. 

D. “Public Information includes processes, procedures, and organizational structures required to gather, verify, coordinate, and disseminate information.” (FEMA 2007)
XXX. According to the most recent version of NIMS, “The Public Information Officer gathers, verifies, coordinates and disseminates accurate, accessible and timely information on the incident’s cause, size, and current situation; resources committed; and other maters of general interest for both internal and external use.”  (FEMA 2007) (See Slide 15.11)
XXXI. The duties of the Public Information Officer are defined as follows:
A. “The Public Information Officer (PIO) supports the IC structure as a member of the Command staff. The PIO advises IC on all public information matters relating to the management of the incident. 
B. “The PIO handles inquiries from the media, the public, and elected officials, emergency public information and warnings, rumor monitoring and response, media monitoring, and other functions required to gather, verify, coordinate, and disseminate accurate, accessible, and timely information related to the incident, particularly regarding information on public health, safety, and protection. 
C. “PIOs are able to create coordinated and consistent messages by collaborating to: (See Slide 15.12)
1. “Identify key information that needs to be communicated to the public; 
2. “Craft messages that convey key information and are clear and easily understood by all, including those with special needs; 
3. “Prioritize messages to ensure timely delivery of information without overwhelming the audience; 
4. “Verify accuracy of information through appropriate channels; and 
5. “Disseminate messages using the most effective means available.” (FEMA 2007)

XXXII. Ask the students:  How important is the relationship between the PIO and the Incident Commander in the NIMS?  Why?


Supplemental Considerations:

“During a disaster response, an effective information management system involves three critical elements:

1. “Collection of information at the disaster site – this effort may involve numerous groups including local first responders (police, fire and emergency medical technicians), local and state emergency management staff, Federal damage assessment teams, the local Red Cross chapter and other voluntary organizations on the ground, community leaders and individuals.  Increasingly, the public has been using online tools to share directly or through the traditional media, information and images from the front lines and information from “First Informers” needs to be acknowledged and included.
2. “Analysis of information – this effort is undertaken to identify immediate response support needs and early recovery phase needs and is used by decision makers to match available resources to these identified needs.
3. “Dissemination of information – involves sharing of this information internally with all stakeholders in a timely fashion and externally with the media and through the media with the public.”
In the Incident Command System (ICS) as defined by FEMA, this information collected, evaluated and disseminated by the Planning Section. 

The Planning Section “collects, evaluates, and disseminates incident situation information and intelligence to Incident Commander (IC)/Unified Command (UC) and incident management personnel. The Planning Section then prepares status reports, displays situation information, maintains the status of resources assigned to the incident, and prepares and documents the Incident Action Plan (IAP), based on Operations Section input and guidance from IC/UC.

“The Planning Section is normally responsible for gathering and disseminating information and intelligence critical to the incident, unless IC/UC places this function elsewhere. The Planning Section is also responsible for assembling the IAP. The IAP includes the overall incident objectives and strategies established by Incident Command. In the case of UC, the IAP must adequately address the mission and policy needs of each jurisdictional agency, as well as interaction between jurisdictions, functional agencies, and private organizations. The IAP also addresses tactics and support activities required for the planned operational period, generally 12 to 24 hours.” 

Source: FEMA. National Incident Command System: FEMA 501/Draft August 2007.

I. Media Partnership (See Slide 15.13)
A. The media plays a primary role in communicating with the public. 

B. No government emergency management organization could ever hope to develop a communications network comparable to those networks already established and maintained by television, radio, newspapers and online news outlets across the country. 

C. To effectively provide timely disaster information to the public, emergency managers must establish a partnership with their local media outlets.

D. The goal of a media partnership is to provide accurate and timely information to the public in both disaster and non-disaster situations. 
E. The partnership requires a commitment by both the emergency manager and the media to work together, and it requires a level of trust between both parties.
F. Traditionally, the relationship between emergency managers and the media has been strained. 
G. There is often a conflict between the need of the emergency manager to respond quickly and the need of the media to obtain information on the response so it can report it just as quickly. 
H. This conflict sometimes results in inaccurate reporting and tension between the emergency manager and the media. 
I. The loser in this conflict is always the public, which relies on the media for its information.
J. It is important for emergency managers to understand the needs of the media and the value they bring to facilitating response operations. 
K. An effective media partnership: (See Slide 15.14)
1. Provides the emergency manager with a communications network to reach the public with vital information; 
2. Provides the media with access to the disaster site, access to emergency managers and their staff, and access to critical information for the public that informs and ensures the accuracy of their reporting;
3. Helps define the roles of the emergency management organizations;
4. Manage public expectations and to boost the morale of the relief workers and the disaster victims. 
5. All these factors can speed the recovery of a community from a disaster event and promote preparedness and mitigation efforts designed to reduce the loss of life and property from the next disaster event.
L. Ask the students: How would an emergency manager initiate a partnership with the media before a major disaster occurs?

Supplemental Considerations:

The Media is My Friend

By Eris Holdeman

(Eric Holdeman, former director of the King County (WA) Office of Emergency Management, is a principal with ICF International.)
Here in the 21st Century we are living in the information age.  Media in all its forms dominates our lives.  Old media in the form of newspapers, magazines, television and radio is being challenged by “new media” in the form of the Internet, podcasts, wikis and blogs.  Trust in the traditional media is at a historical low as people are using new media to get their news and evaluate the “truthiness” of what traditional media is telling them.  In this Internet age there are intense pressures to be first with the story and to verify all the facts later.  It is interesting to note that the very first media call we received at the King County Emergency Operations Center (EOC) following the Nisqually Earthquake in 2001 came from Australia.

Into this mix comes emergency management professionals who are seeking to provide disaster public education before an event, and then warnings and disaster public information to tell the story of disaster response and recovery once a disaster has come and passed.  

Generally, emergency managers recognize that they cannot have an effective program without interacting with the media, but because of mistrust of the media in all its forms they avoid contact and treat the media as the enemy.  

I believe that the media is a critical partner in your efforts to educate, inform and warn the public.  Like all relationships, they are best built before an event occurs.  Initiating contact with all types of media representatives will enable them and you to begin building a relationship that acknowledges the role of the media while still being a person who they know they can trust.  Since you can either provide them with information, or failing that, refer them to other reliable and knowledgeable sources that can provide information and commentary on what is happening.  

Newsrooms like emergency operations centers are 24/7 enterprises that may never sleep.  After all, it is drive time sometime everywhere.  In order to be of use to the media you must first be accessible.  Providing reporters, assignment editors and newsrooms all of your contact information, including your home phone number, is perhaps the one single thing that you can do to be responsive to their needs.  You must realize that if they don’t talk to you, they will talk to someone since they need to fill their news with content.  It only makes sense that you should be that resource to them.  

Disasters don’t respect our artificial and man made jurisdictional boundaries.  Therefore, when a large scale disaster strikes, it is typically a regional event.  Media cannot have staff at the multitude of EOCs that activate to respond to an event.  They will gravitate to scenes that have graphic images and to EOCs that are prepared to share information in a consolidated manner that paints the big picture for their audiences.  To accommodate media getting the story it is important that technology systems and operating methodologies are put in place before an event that enables them to get the story.  When building the Regional Communications and Emergency Coordination Center (RCECC) we invited television and radio engineering representatives to participate in the design process to ensure that we could provide them with space, connections, power and other tools that would enable them to efficiently get the story from our center.  

Katrina showed that even the media can be impacted by a disaster.  Television and radio stations had damaged facilities, lost power and went off the air.  Recognizing that an earthquake in the Pacific Northwest will have the same effect on our local media they were invited to become signatories to the Regional Disaster Response Plan.  This will enable them to share resources between media companies if they choose to do so, and it also provides a legal instrument for the sharing of government resources to the media that might enable them to continue broadcasting during a disaster.  

There are other things that can be done to improve the media’s ability to get the story.  For instance, the primary warning radio station in the Central Puget Sound Emergency Alert System (EAS) Network has pre-positioned a portable “radio station in a box” which would enable a remote broadcast from the King County EOC should the situation warrant its use.

In the end, the media has been shown to be a critical partner in the preparation for a future disaster.  Instead of looking at the media as the enemy, it is time we start thinking of the media as a friend.  If you are having trouble with this concept, just repeat, “The media is my friend” over and over to yourself.   Then, get out there and start building working relationships.

Source: Disaster Communications in a Changing Media World. Haddow, George and Kim Haddow. 2008. Disaster Communications in a Changing Media World. Butterworth Heinemann. Burlington, MA. November 2008. (ISBN 978-185615548)

Supplemental Considerations:

Communicating in the era of homeland security  

Communicating with the public is an area that needs to be improved if the nation is going to have a truly effective homeland security system. To date, DHS has shown little interest in communicating with the public, and when it has the results have not always been positive—the “duct tape and plastic” fiasco serves as a classic example. FEMA’s failed communications in Hurricane Katrina is another. DHS and its State and local partners need to address three factors to improve its communications with the American people.

First, there must be a commitment from the leadership, not only at DHS and its State and local partners, but at all levels of government including the executive level to communicate timely and accurate information to the public. This is especially important in the response and recovery phases to a terrorist incident.

In a disaster scenario, the conventional wisdom that states information is power, and that hoarding information helps to retain such power, is almost categorically reversed. Withholding information during disaster events generally has an overall negative on the well-being of the public, and on the impression the public forms about involved authorities. In practice, sharing of information is what generates authority and power, when that information is useful and relates to the hazard at hand. Two shining examples of this fact are the actions of former FEMA Director James Lee Witt and former New York City Mayor Rudy Giuliani. Both leaders went to great lengths to get accurate and timely information to the public in a time of crisis, and their efforts both inspired the public and greatly enhanced the effectiveness of the response and recovery efforts they guided.

To date, DHS leadership and the political leadership have been reluctant to make this commitment to share information with the public. This is something that must change if they expect the American people to fully comprehend the homeland security threat and to become actively engaged in homeland security efforts. Few citizens have any idea of what actual terrorism risks they face, and fewer can actually relate those risks in any comparable fashion to the risks they face every day without notice.

Second, homeland security officials at all levels must resolve the conflict between sharing information with the public in advance and in the aftermath of a terrorist incident that has value for intelligence or criminal prosecution purposes. This is directly linked to the commitment issue discussed in the previous paragraphs and has been repeatedly cited by homeland security officials as reasons for not sharing more specific information with the public.

This is a very difficult issue that, in the past, DHS has tried to ignore. However, the continued frustration among the public and State and local officials with the Homeland Security Advisory System (HSAS) is just one sign that this issue will not solve itself nor just go away.

Also at issue is the question of when to release relevant information to the public without compromising intelligence sources and/or ongoing criminal investigations. This is an issue that rarely if ever confronts emergency management officials dealing with natural and unintentional man-made disasters. Therefore, there is little precedent or experience for current homeland security officials to work with in crafting a communications strategy that balances the competing need for the public to have timely and accurate information with the need to protect intelligence sources and ongoing criminal investigations. To date, the needs of the intelligence and justice communities have clearly been judged to outweigh those of the public – but at a cost. 

Withholding information leaves the public vulnerable and suspicious of the government. Dalglish said her task, and the task of journalists, was to convince government officials that over the long run transparency can build trust and save lives: The same information that a terrorist

can use to do great damage can possibly give families information about which escape route to use to get away from a nuclear power plant. I think we’re going to find that if we have a flu pandemic, the information that can be used to terrorize and scare people can also be used to save their

lives. I think what we have to do is work very hard at convincing people that access to information is ultimately going to be our friend.  (May, 2006)

Members of Congress and DHS Secretary Michael Chertoff have spoken often about reworking the HSAS. This would be a critical first step in reestablishing trust with the public for the warning system. From this starting point, if the commitment is there among the homeland security leadership, additional communications mechanisms can be developed to ensure that the public gets timely and accurate information both in advance of any terrorist incident and during the response and recovery phases in the aftermath of the next terrorist attack.

Third, more effort must be invested by Federal departments and agencies to better understand the principal terrorist threats that our nation faces (i.e., biological, chemical, radiological, nuclear, and explosives), and to develop communications strategies that educate and inform the public about these threats with more useful information. The 2001 Washington, DC, anthrax incident is a perfect example of uninformed or misinformed public officials sharing what is often conflicting and, in too many instances, wrong information with the public.

The nation’s public officials must become better informed about these principal risks and be ready and capable of explaining complicated information to the public. As the anthrax incident made clear, this is not a luxury, but a necessity if the response to similar incidents in the future is to be successful.

Decades of research and a new generation of technologies now inform emergency managers as they provide information about hurricanes, tornadoes, earthquakes, and hazardous materials incidents to the public. A similar research effort must be undertaken for these five new terrorist risks and communications strategies that will ensure that homeland security officials at all levels are capable of clearly explaining to the public the hazards posed by these threats.

These communications strategies must consider how to communicate to the public when incomplete information is all that is available to homeland security officials. In the vast majority of cases, this partiality of information is probable. A public health crisis will not wait for all the data to be collected and analyzed, nor will the public. Homeland security officials must develop strategies for informing the public effectively, as the crisis develops, by forming effective messages that are able to explain to the public how what is being said is the most accurate information available based on the information that, likewise, is available—despite its incomplete nature. Clearly, this is not an easy task, but it is not impossible. The public will increasingly expect such communications efforts, so the sooner such a system is in place, the better the next incident will be managed.

Source: Disaster Communications in a Changing Media World. Haddow, George and Kim Haddow. 2008. Disaster Communications in a Changing Media World. Butterworth Heinemann. Burlington, MA. November 2008. (ISBN 978-185615548)

Objective 15.2  Discuss historical use of traditional media in emergencies.

Requirements:

Explain to students through lecture the ways that traditional media have been used in conducting crisis communications in emergencies. Facilitate student interactions to discuss and expand upon certain points within the topic of this objective. 

Remarks:

I. Introduction (See Slide 15.15)
II. Working with the media before, during and after a disaster is a fact of life for an emergency management official.  The media remains the single most effective means for communicating timely and accurate information to the public.  

III. Historically, emergency managers have shied away talking to the media especially during a disaster response.  That day is over.  Emergency managers or other government official involved in disaster response can no longer ignore the media.  

IV. The same is true for communicating with the public during the recovery phase and in promoting preparedness and mitigation messages to the public.  

V. Developing a partnership with the media should now be standard operating procedure for any and all emergency management operations in this country and around the world.

VI. However, the media is constantly changing and emergency managers must keep up with these changes to have an effective communications operation. 

VII. The radio has become over time an integral part of communicating warning messages to the public before the next tornado or hurricane strikes.  
A. In turn, radio has often been the sole source of information in the immediate aftermath of a massive disaster that cuts off electricity to the disaster area for days at a time because of the availability of transistor and crank radios that do not require electricity.  

VIII. Ask the students – Have you and your family ever been in a community hit by a disaster where the radio was the only source of information about disaster assistance?  How helpful were the radio broadcasts?  If the power was out, did you use a transistor radio or crank radio?

IX. Television has become a big part of disasters in the past 50 years.  The pictures and stories that are generated by disaster events are a natural fit for television.  

A. It was the size of the satellite photo of Hurricane Floyd on television coupled with evacuation warnings from local, state and Federal officials transmitted by television that prompted 3 million residents in Florida, Georgia and South Carolina to evacuate their homes as the storm threatened the Eastern Seaboard.  

B. It is also television that graphically communicated the sorry events that occurred in New Orleans after Hurricane Katrina.  

X. Over time television has changed considerably.  Once there were only 3 national networks and usually 3-4 local stations in any given community.  Now there are hundreds of channels available nation-wide.  There are 24-7 news channels and the Weather Channel and they are available across the country.
XI. Ask the students – Do they watch the Weather Channel to get information about hurricanes or tornadoes?  Did they watch any of the television coverage around Hurricane Katrina?  What did they think of the coverage?

XII. The purpose of this session is to examine the various forms of media that emergency managers have historically relied on and the new forms of media that are changing how disaster news and information is shared with the public and what this means for emergency managers seeking to partner with the media.  
XIII. We will examine the various historical uses of media in all four phases of emergency management and new media in this changing media world.

XIV. Radio (See Slide 15.16)
XV. For many years, radio and television were the singular media communicating messages to the public before, during and after a major disaster event.  

XVI. In hurricane-prone states the preparedness mantra is to store water and canned food, board up the windows and have fresh batteries on hand for your transistor radio.  

XVII. Often times it were radio stations with exceptionally strong signals that became the sole source of information in the immediate aftermath of a large hurricane.  

A. This has been was the case with WWL Radio in New Orleans, a 50,000 watt AM radio station whose signal can be heard across the Gulf Coast states.  Several times in the past WWL became the sole sources of information for hurricane survivors as far away as Florida.  

B. In the aftermath of Hurricane Katrina, WWL was virtually alone in providing information to those people who rode out the storm in their homes and had no access to television because the electricity was out. (See Supplemental Considerations)


Supplemental Considerations:
Radio Iowa News 


Three counties declared disaster areas due to flooding

Tuesday, April 29, 2008, 10:42 AM

By Darwin Danielson 

The governor has declared Bremer, Blackhawk and Louisa Counties in eastern Iowa state disaster areas due to flooding. Emergency Management Division director, David Miller, says the designation allowed the state to give them help.

Miller says those counties were getting pumps and sandbags from the Corps of Engineers and the D-O-T was used to transfer the equipment. He says there are other counties that are fighting floodwaters, but haven't yet asked for state help. 

Miller says the flood fight is starting to ease in some areas, such as Denver in Black Hawk County, where they returned pumps to the Corps of Engineers today. But, Miller says it's an ongoing problem. He says they’re concerned a little about rain later this week and the impact that could have. Miller says the crests are moving downstream from Denver and Black Hawk County down to Vinton and Anamosa. He says the flow will continue down to Davenport and Burlington as it flows on into the Mississippi. 

Miller says his agency is keeping close contact with the National Weather Service to try and gauge the impact as the water moves downstream. Miller says each morning they do a conference call with the weather service and the counties and to look at stream and river projections. He says the good news is that water flows have been a little lower than projected -- although there's still flooding. 

Miller says several homes and businesses have already been hit by flooding. He says a number of families have been impacted and people hit by flooding should work with their county emergency management coordinators. Miller says the state has the individual assistance program for low-income residents hit by the flooding, and he says you should work with human services on that program. 

Miller says it’s too early to tell a dollar amount of damage yet. Miller says they'll work with county coordinators as the floodwaters go down to assess the damage and determine where they go from here. The governor was already scheduled to be in eastern Iowa today, and will be touring flood damage in Davenport. 

Source: Radio Iowa. http://www.radioiowa.com/gestalt/go.cfm?objectid=9ADA24A0-A312-A14D-FBCBB89ADDDE7653. 2008


XVIII. Television (See Slide 15.17)
XIX. Television has fully embraced disasters especially the cable news outlets with their 24-7 news cycles.  
XX. Disaster programming has become a staple of these cable networks and in recent years these media outlets have provided intensive coverage of even the smallest disaster event.  Large events such as September 11, Hurricane Katrina, the Asian Tsunami and the Oklahoma City bombing have received around the clock television coverage from the broadcast networks and the cable news outlets.  
XXI. The broadcast networks (CBS, NBC, and ABC) with their large news staff and national reach have historically been the primary source of information on disaster events for the public.
XXII. Several veteran reporters and news anchors including Dan Rather, John Chancellor and Tom Brokaw made their reputations and advanced their careers by first reporting on hurricanes and other disasters.
XXIII. In recent years it is the cable news outlets that are leading the disaster coverage.  
A. More and more Americans are turning to the 24-7 coverage of disaster events provided by CNN, MSNBC, Fox News and others.  
B. The broadcast networks continue to cover major disaster events but the cable news outlets are grabbing larger and larger audience share with each new event.  
C. Major disaster events mean increased ratings for the cable news outlets and they are investing their resources accordingly.  
D. It is no accident that during Hurricane Katrina CNN’s Anderson Cooper, following in the foot steps of Rather and Brokaw, is the most recent example of a reporter significantly advancing his career through his work in a major disaster.
XXIV. Ask the students – Do you think that radio and television coverage of emergencies will grow in the coming years?  
Objective 15.3   Discuss role of new media in emergencies.

Requirements:

Explain to students through lecture the ways that new media have been used in conducting crisis communications in emergencies. Facilitate student interactions to discuss and expand upon certain points within the topic of this objective. 

Remarks:

Explain to students through lecture the ways the evolution of the use of new media in emergencies. Facilitate student interactions to discuss and expand upon certain points within the topic of this objective. 

Remarks: (See Slide 15.21)

I. The magnitude and frequency of natural disasters are increasing.  According to the Center for Research on the Epidemiology of Disasters, there were four times as many weather-related disasters in the last 20 years then in the previous 75 years.

II. With this new “Age of Extreme Weather,” has come the evolution and maturation of new media tools and technologies, a dramatic rise in the number of citizen journalists, and an almost annual increase in their contribution to the flow of new information during disasters.  “Disasters have provided a unique trigger that have consolidated technological advances in concert with democratizing influences operating outside the traditional brokers of information and aid.”(Laituri, 2008) 

III. Even though the 1990’s was a time of transformation in communications technology with the emergence of the World Wide Web, 24/7 cable television, and array of digital tools –from affordable and widely available wireless mobile devices and high-resolution satellite maps – new media was not a factor in natural disaster coverage or recovery until 2001.  

IV. In the aftermath of the September 11, 2001 terrorist attacks, citizen-shot videos of the attacks on Twin Towers dominated news coverage and Americans turned to the Internet for information.  But the sharp spike in traffic froze and crashed web sites. In many ways, 9/11 was the last disaster covered under the old model of crisis communications:  Newspapers printed “Extra” editions, people turned to television for news and “the familiar anchors of the broadcast networks—Tom Brokaw, Peter Jennings, and Dan Rather—took on their avuncular roles of the past for a nation looking for comfort and reassurance.”  (May, 2008)

V. Every disaster since 9/11 has involved more citizen journalists and expanded the use and utility of the new media tools and technologies. 
VI. In 2003, during China’s SARs epidemic, people used text messaging to exchange information the government tried to suppress.  (Hattotuwa, 2007)

VII. Three major disasters within nine months --the Asian tsunami (2004), the London transit bombings (2005) and Hurricane Katrina (2005) -- marked the coming of age of participatory media.  (See Slide 15.22)  
A. The December 26, 2004 Asian tsunami (See Slide 15.23) has been defined as “the turning point – a before-and-after moment for citizen journalism.”  Blogs, websites, and message boards provided news and aid – and in real time.  One blog, “waveofdestruction.org” logged 682,366 unique visitors in four days.  (Cooper, 2007)  Wikipedia – a group-created website that is editable by any user -- became the site for basic information, particularly for hotlines that allowed people to search for missing loved ones and find housing, medical and other assistance. 
B. Minutes after four bombs rocked London’s transportation system, a definitive webpage “July 7, 2005 London Bombings” was started with five sentences on Wikipedia.  The page “received more than a thousand edits in its first four hours of existence as additional news came in.”  (See Slide 15.24)
1. Users added links to traditional news sources, and information was posted about what public transportation was shut down, listing contacts to help track a missing person and offering directions to commuters trying to get home. “What was conceived as an open encyclopedia in 2001 [became] a general purpose tool for gathering and distributing information quickly…..” (Shirky, 2008)
2. A cell phone photo taken by a commuter in a smoked-clogged tunnel in the Tube became the iconic image of the disaster. Londoners pooled their digital photos on Flickr – a photo-sharing site and service that allows people to tag pictures with comments and labels. “The photos that showed up after the bombings weren’t just amateur replacements for traditional photojournalism: people did more than provide evidence of the destruction and its aftermath.  
3. They photographed official notices (“All Underground services are suspended”), notes posted in schools (“Please do not inform children of the explosions”), messages of support from the rest of the world (“We love you London”) and within a day of the bombings, expressions of defiance addressed to the terrorists (“We are not afraid” and “You will fail.”)  
4. Not only did Flickr host all of these images, they made them available for reuse, and bloggers writing about the bombings were able to use the Flickr images almost immediately, creating a kind of symbiotic relationship among various social tools.”(Shirky, Here Comes Everybody)  
5. Police asked people to supply them with cell phone pictures or videos because they might contain clues about the terrorists.  (Shirky, 2008)
C. In September 2005, Hurricane Katrina, a category three hurricane tore through New Orleans, LA, Mobile, AL, and Gulfport, MS. Over 1,500 people were killed and tens of thousands left homeless.  (See Slide 15.25)
1. Blogs became the primary information-providing tool used by both traditional media and citizen journalists.  
2. Staff reporters for New Orleans’ daily newspaper, the Times-Picayune, created a blog that for a time became the front page of their news operation.  It enabled members of the community isolated by floodwaters and debris to show and tell each other what they were seeing.  (Gillmor, 2006)
3. Message boards provided critical information about shelter locations, family tracing, and missing persons.  
4. Internet expert Barbara Palser counted 60 separate online bulletin boards that were created to locate missing people within two weeks of the storm. “These sites included major portals such as Yahoo and Craigslist, an array of newspaper and television sites, web sites hosted by government and relief organizations, and individual technologists, including a group of programmers who enlisted about 2,000 volunteers to create a database called the Katrina PeopleFinder Project.”  PeopleFinder was established “to create a consolidated database of missing people built outside the traditional, centralized institutions (i.e., FEMA, Red Cross).”   (May, 2006)
5. Google Earth and Google Map, which provide and use online satellite imagery were used to illustrate damage assessments – particularly to the Gulf coast and barrier islands.  (Laituri, 2005)
VIII. After the Java earthquake in 2006, mobile phones became mobile news services. Internews, an international media support group, worked with 180 Indonesian journalists to set up a text messaging service that helped local radio stations to report on the recovery.  (Hattotuwa, 2007)

IX. In October 2007, wildfires in Southern California resulted in the loss of nearly 2200 homes and over $1 billion dollars in damages and marked a major step forward in the integration of mainstream media and citizen journalists.  
A. “Local media has been highlighting user-submitted photos and videos, and embedding new technology in their prime coverage. San Diego’s public television station, KPBS, used Twitter to give its audience updates when its website went down, and the Twitter updates now have a prominent place on their home page.” (Glaser, 2007)
B. San Diego TV station News 8 responded to the crisis by taking down its entire regular web site and replacing it with a rolling news blog, linking to YouTube videos of its key reports, plus Google Maps showing the location of the fire.  (Stable, 2007)  
C. Also on the site were links to practical information that viewers needed, including how to contact insurance companies, how to volunteer or donate to the relief efforts, evacuation information and shelter locations. “It’s an exemplary case study in how a local news operation can respond to a major rolling disaster story by using all the reporting tools available on the Internet."   (Catone, 2007)
D. Local and national television stations asked for submissions from wildfire witnesses and victims. The NBC affiliated in San Diego received over 2000 submissions of pictures and video related to the wildfires.  CNN's I-Reports section reportedly received about the same number of fire-related submissions. (Catone, 2007)
E. The Google Map (Internet GIS) tool was used to develop maps of shelter locations and fire updates. (Wagner, 2007)
X. Clearly a symbiotic relationship is emerging between citizen journalists and the mainstream news media.  With every new major disaster, the mainstream media’s use of internet-facilitated reporting increases.  Government, however, has been slow to appreciate the power or potential of the new media tools and Internet culture. 
XI. Ask the students: Do they think the use of social media by “first informers” will continue to grow in use during emergencies and major disasters?


Supplemental Considerations:

By MATT PEARCE / McClatchy Newspapers | Posted: Wednesday, June 29, 2011 11:00 pm
KANSAS CITY, Mo. -- This just in: President Barack Obama has ordered a media blackout over a flood-threatened nuclear plant in Nebraska.

Except ... he didn't. 

But that hasn't stopped more than 40,000 Facebook users from sharing a recent article from a Pakistani news agency that says he did -- a ripple that turned into a wave, finally prompting officials to publicly deny the rumors.

Welcome to the new world of catastrophe communication, where social media and the Internet have hyper-accelerated the way that we spread both information and misinformation.

Luckily, that speed has been largely a good thing in a disaster like the Missouri River flooding.

News of upstream levee breaches and faraway road closures, which might have previously trickled out through a news conference later recounted in a newspaper story or a TV broadcast, now flies out as fast as anyone can type a text message, a tweet or a Facebook post.

Among those leading the way have been emergency management officials in Atchison County, Mo., a lightly populated and flood-endangered county in the northwest corner of the state where their Facebook page has drawn almost 2,000 followers.

"We can put something on there, and within 10 minutes, we've had any number of people repost it to their friends and family," said Mark Manchester, deputy emergency management director for the county. Sometimes it's bad news.

"A lot of people have thanked us for giving it to them straight -- even if it's not something that they want to hear -- so they know what's happening."

And there's a lot to share. Thanks to increasingly Web-minded government agencies, hard information is easier and faster to get than ever.

The National Weather Service's website is home to a data-driven flood prediction map -- with multicolored dots representing flood forecasts, strung across the continental United States like lights on a Christmas tree. The dot over St. Joseph, Mo., is purple; click on it, and you can see up-to-the-minute measurements of the river's height, and a prediction of where it's expected to climb.

The Army Corps of Engineers has an array of Twitter accounts and maps and charts that put news and numbers to the real-life flood fight that is expected to last all summer.

"We really work hard to get the word out, and the corps tries to tell the story of this flood very aggressively," said Dave Becker, an operations manager for the Gavins Point Dam in South Dakota, where floodwater releases into the lower Missouri River have been tracked almost incessantly by the media and the public.

"We're here to serve the public, and they need to be informed citizens about what's going on in their nation," Becker said. "On a real important issue, like this flood on the river, they need to be informed about what's going on ... so they can make the best decisions about whether they need to sandbag or not, whether they need to evacuate their house or not."

And the social media help spread that message faster.

Unfortunately, Becker noted, "In this age -- the electronic age, the social media age -- misinformation travels pretty fast, too."

The Corps of Engineers this weekend had to respond to a rumor in a video, posted Saturday, featuring a man in an American flag shirt who identified himself as Harold the Smiling Scotsman.

"I'm making this video because there are some very disturbing developments that have taken place along the Missouri River that people need to know about," said Harold, who doesn't have a Scottish accent and doesn't smile in the video.

In a tone of dead certainty, he said that the Gavins Point Dam was about to burst, and that the Corps of Engineers was lacing the dam with explosives as a last resort.

His source? "A few days ago, a very good friend of mine called me to tell me that one of his people has a good friend that holds a position at Gavins Point Dam."

Becker's response: Uh, no.

Becker runs the dam. "All of our facilities are in excellent shape," he said.

Any time spent on fighting false information is time taken away from managing the flood problems.

"The rumors have been as difficult to combat as the rising floodwaters," wrote a U.S. Nuclear Regulatory Commission spokesman in a blog post rebutting the Pakistani news article.
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Post by: Kim Stephens

One valid concern that almost always comes up when discussing social media with an audience of emergency managers is:  "How do we keep up with all of this information in a crisis?" The sheer volume of social media content can be overwhelming, especially after a disaster. For example, after the flooding crisis in Australia just one of the Queensland Police Service's facebook posts received 11,000 comments--they regularly had over a 1000 comments on each of their posts during the height of the crisis.  As another example, immediately after the earthquake in Japan, a Mashable article stated that  the number of tweets from Tokyo topped 1,200 per minute.
The fear is obvious, how can emergency managers, already stretched during a crisis, analyze that volume of information in order to 1. Ensure that an important piece is not missed; 2. Enhance situational awareness, and 3. Respond in a timely manner to citizens that ask direct questions through these social media platforms. The analogy of drinking from a fire hose is applicable.

During the Social Media Chat (#SMEMchat) this past Friday (archived here by the wonderful @EmrgncyTraffic) we were discussing a related problem, too many social media platforms.  FEMA Administrator Craig Fugate tweeted:



This concept of using computer processing or using geospatial search tools to map feedback  is  currently being developed by many different people and organizations.  All of these types of applications usually involve a way to sort, analyze and then place the social media data on a visualization tool (e.g. a map). Although Ushahidi  and Project EPIC were two of first, others are entering the marketplace, including the GeoVista Center of Penn State University. They have recently built a tool they are calling SensePlace2. Here's their description:  "a geovisual analytics application that forages place-time-attribute information from the Twitterverse and supports crisis management through visually-enabled sensemaking with the information derived." Currently, this version only supports the processing of tweets.

http://youtu.be/Nx9Cqcl_SAs

Outsourcing to Trusted Agents
Other SMEM chats have focused on  how to get help with social media data processing, and one of suggestion is to outsource this task to a predetermined group of "trusted agents," as stated by Chris Hall aka TheFireTracker2. This could be a group of  people that are well-known to you personally, such as the local CERT team, or it could be people you have come to trust but have never met (e.g. I have never met TheFireTracker IRL--in real life) .

The Virtual Operations Support Team (VOST)  is an idea that is currently in the development stage and is designed around this concept of outsourcing. The brainchild of Jeff Philips, a SMEM thought-leader, the VOST is designed to help with the tasks of monitoring, archiving and cataloging  social media content during a crisis. One great thing about monitoring social media is that you do not have to be physically co-located with emergency response personnel; monitoring can take place from anywhere, including from a home personal computer. The team Jeff has assembled, via social media of course,  have been testing this concept during conferences with large amounts of twitter traffic (such as the 140 conference). The team is currently collaborating to write a White Paper describing the details of the concept. I'm looking forward to its publication.

These are just a few examples of solutions to this data processing quandary. I'll be writing about some other new tools in the coming weeks.

Source: http://by154w.bay154.mail.live.com/default.aspx?n=2110841302&st=twitter&mid=bb1accbc-99f3-11e0-9142-002264c1d61c&fv=1
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