Session No. 14

Course Title: Crisis and Risk Communications
Session 14: Case Studies
Time: 1 hour

Session Contents:

Case Study 14.1 Risk Communication in Schools


Case Study 14.2 Risk Communication in Public Transportation


Case Study 14.3 Business Resiliency Project

Scope:

The materials provided for this session include case study presentations of three current or completed risk communication efforts.  The instructors will present each of these cases to students and discuss how these cases compare to the lessons previously discussed in class.  Each case includes a series of questions the instructor can use to lead a class or group discussion.  

Readings: 

Student Reading:

FEMA. 2010. Student Tools for Emergency Planning. Instructor’s Guide. http://www.fema.gov/pdf/about/regions/regionii/step_guide.pdf 


WMATA. 2004. Metro Emergency Guide: A Personal Preparedness Resource for Metro Riders. The Washington Post Express. http://www.washingtonpost.com/wp-srv/express/meg.pdf 


Instructor Reading:

FEMA. 2010. Student Tools for Emergency Planning. Instructor’s Guide. http://www.fema.gov/pdf/about/regions/regionii/step_guide.pdf 


WMATA. 2004. Metro Emergency Guide: A Personal Preparedness Resource for Metro Riders. The Washington Post Express. http://www.washingtonpost.com/wp-srv/express/meg.pdf

General Requirements:

Present case study materials to students.  Facilitate class discussions that enable students to analyze case study content for lessons aligned with previous course materials.  Instructors will need the capability to show several videos and online resources during this session.

Case Study 14.1: Risk Communication in Schools
Remarks:

I. The instructor can begin the first case study discussion by allowing the students to view the following video that describes the STEP program in Rhode Island.


A. The following link includes two videos.  Students should only watch the “STEP Program Video”.  The “Disaster Dudes” program video will be shown later in the session. 


B. http://www.riema.ri.gov/step/video.html 

II. The FEMA STEP (Student Tools for Emergency Planning) Program is an emergency preparedness public education program that communicates risk through the use of a school curriculum.

A. The goal of the STEP Program is to prepare families for multiple hazards by educating and energizing students in school who go home and act as leaders in implementing key preparedness strategies with their families. 


B. The STEP Program includes a comprehensive safety curriculum that was designed by teachers who were able to address the challenges and obstacles facing schools.


C. Step attempts to target adults, and heads of households, by using the powerful interpersonal channel, and using children as direct communicators to their parents.


D. Additionally, by educating upper elementary school students with basic emergency preparedness skills, it is felt that this builds a foundation for a truly prepared and resilient adult population in the long term and results in students implementing preparedness strategies in their homes immediately. 


III. The step program is typically taught in schools, but any of the following can serve as STEP Program instructors:


A. Classroom teachers


B. Guidance counselors


C. Police Officers


D. High school or college students


E. Students of education


F. Students of community programs


IV. The STEP Program was created by staff at FEMA Region I, which serves the New England states.


A. FEMA Region I worked in partnership with the Rhode Island Emergency Management Agency (RIEMA), and used the teaching expertise of the city of North Providence’s 4th grade teachers. 


1. With a lot of research on preparing students for emergencies in hand, FEMA and RIEMA presented their model to the district’s 4th grade teaching staff in February of 2008. 


2. The teachers then provided significant great feedback, tips, and lesson ideas that make up the base and supplemental lessons of the STEP curriculum that is available today.


3. The program designers worked to create a curriculum that was highly-attractive to principals, who would be making the final decision on whether or not to adopt the program, and teachers who would be tasked with implementing the program (and would serve as the communicators).


4. The result of these efforts was an official STEP Instructor’s Guide, which is a required reading of this session.
B. Since its inception, the STEP program has also been implemented outside of the New England States (Maine, New Hampshire, Vermont, Massachusetts, Connecticut, and Rhode Island) into Wisconsin, New York, and New Jersey.


1. The program, as designed, prioritizes the importance of exposure – namely reaching as many students as possible.


2. The program focuses on motivating families to make emergency kits and to create disaster communication plans. 


V. There are currently over 5,000 instructors that are participating in the program.  These instructors include:


A. Classroom teachers


B. Health teachers


C. Physical education instructors


D. CERT volunteers


E. Local emergency responders


VI. Instructors, principals, and superintendents noted the following reasons for adding STEP to their school year:


A. STEP provides potentially lifesaving skills to students and families


B. STEP is offered at zero cost to schools


C. STEP requires only 1 hour of instructional time during the school year


D. STEP supplies up to 15 hours of optional materials that can cover a variety of subject areas and align with national and state standards. 


E. STEP provides teachers with all the instructional materials needed, including copies of student handouts, instructional booklets, and DVD’s


F. In most cases, STEP provides all students with “starter” kits: yellow backpacks with basic emergency supply items


G. STEP’s ready-to-teach format requires very little teacher prep time.


VII. The instructor can distribute the base lesson plan for the STEP Program.

A. The Base Lesson Plan, and the video that accompanies it, can be found at the following URLs:

1. Base Lesson Plan: http://www.riema.ri.gov/step/docs/STEP_Lesson_Plan.pdf


2. Disaster Dudes Video: http://www.riema.ri.gov/step/video.html 


B. The instructor can go through the video, and discuss the accompanying curriculum, as described in the lesson plan.


1. The instructor can ask students to read the introduction to the lesson plan which describes the purpose of the lesson, and discusses the story of Tillie Smith, a young girl who saved several people on the beaches of Thailand during the 2004 tsunami because she understood the warning signs and proper response for tsunami events.


2. The instructor can show students Part I of the video.


3. After watching Part I of the video, the instructor and students can discuss the message of the video, and the enhancements offered through the prompted discussions in the lesson plan provided.


VIII. Case Study Discussion


A. The instructor can use the following questions to drive a discussion about the case study with the students:


1. What is the target audience or audiences?


2. What is the setting or settings utilized in this risk communication program?


3. What channel or channels are utilized, and are they appropriate for the material?


4. What methods are used?


5. What are the messages and materials used?


6. Who is or are the primary communicators?


7. What resources are required?


8. What are the expected behavior changes?


9. What obstacles might be expected?


10. How would you characterize the impact of this program on community resilience?


11. Who are the stakeholders and the partners in this program?


12. Is this program sustainable?


B. The instructor can perform this discussion as a class or as a group project.


C. Students should use information from the documentation and videos provided to support their answers.
Supplemental Considerations


n/a

Case Study 14.2: Risk Communication in Public Transportation
Remarks:

I. The instructor can begin the second case study by distributing the pamphlet “Together We Prepare.”


A. The instructor can give students three to five minutes to briefly read over the material contained in this two-page brochure.


B. The brochure can be downloaded and printed from the following website: http://www.wmata.com/pdfs/safety/together_we_prepare.pdf 


II. The Washington Metropolitan Area Transit Authority (WMATA) is the transportation authority that operates the light rail (subway) and bus systems in the Washington, DC metropolitan area (including Virginia and Maryland).


A. Metrorail serves 86 stations and has 106 miles of track. 

B. Metrobus operates 1,500 buses on a 24-hour basis. 

C. MetroAccess is a service provide by WMATA that provides transportation service to individuals with mobility impairments and other functional needs.

D. Metrorail and Metrobus serve a population of 3.4 million people within a 1,500-square mile jurisdiction. 

III. For years, WMATA has been providing emergency preparedness information through a comprehensive risk communication effort that includes the following:

A. Evacuation Preparedness

B. Posters and pamphlets

C. Website information

D. Comprehensive publications

E. Response Training

IV. The WMATA risk communication effort began with a recognized need to help riders to find alternate bus or rail services during emergencies, specifically those that caused disruptions in transportation services.


A. Since that time, the program has grown considerably to address a wide range of hazards, situations, and response actions.


B. The mission of the program today is to improve communications with customers, particularly during emergencies.


V. Evacuation preparedness


A. WMATA created site-specific emergency evacuation maps that customers can take with them if they have to evacuate a rail station or choose to find an alternate route during a lengthy service disruption.


B. Maps were customized for each of Metrorail’s 117 station mezzanines. 


C. Evacuation maps list all bus services available near the station and provide walking directions to the closest Metrorail station along with the distance and estimated walking time. 


D. A “You Are Here” icon is provided to assist passengers in situating themselves on the map.


E. Each mezzanine station initially received 5000 copies of the individualized 8.5 × 11 in. paper maps. Metro staff replenishes the maps periodically or as inventory gets low. 


F. The maps were created as part of a larger initiative to improve maps in the Metrorail system in general.

G. Maps are also provided on the Washington Metropolitan Transit Authority Website. 


H. To supplement the maps, WMATA also created an interactive evacuation animation that provides visual instruction.


1. The instructor can display the animation to students.


2. The animation can be found at: http://www.wmata.com/getting_around/safety_security/evac.cfm 


VI. Pamphlets


A. The “Together We Prepare” pamphlet students read to begin the case study was developed in a joint effort with the following organizations:


1. National Capital Area Red Cross


2. Department of Homeland Security


3. Department of Transportation


B. This pamphlet provides readers with a brief discussion of the actions and activities they can take to ensure they are prepared before a disaster happens, and that they know what to do in its aftermath.  This includes:


1. Making a communication plan


2. Identifying a meeting place


3. Finding alternate travel


4. Getting information about impending or actual disasters


5. Responding on trains, on platforms, and on a bus


C. In addition to the “Together We Prepare” pamphlet, WMATA also created a pamphlet describing the safety features of rail cars and within the metro stations.  This includes:


1. On the escalators


2. At the platform

3. On the tracks


4. Boarding the train


5. On train cars


6. In emergencies


i. Intercoms


ii. Fire extinguishers


iii. Emergency doors


D. The instructor can distribute this pamphlet to participants.  The pamphlet can be found at: http://www.wmata.com/pdfs/safety/metrorail_safety_english.pdf 


E. This guide is provided in several languages, and if a required language is not available, WMATA takes request to translate the material into other languages as needed.


F. A similar guide was created for Metrobus safety, which can be found at: http://www.wmata.com/pdfs/safety/bus_safety_english.pdf 


VII. Website Information


A. WMATA provides a significant amount of information that is related to emergency preparedness on their website.  This includes:

1. How to use the Metro system during a major snowstorm (http://www.wmata.com/getting_around/safety_security/snowmap.cfm)


2. How severe weather impacts service: http://www.wmata.com/getting_around/safety_security/weather.cfm 


VIII. Comprehensive Publication


A. WMATA created a detailed Emergency Guide that provides a wide range of information that is salient to regular metro riders.


B. This guide, which is listed as a required reading, and which was created in conjunction with the Washington Post.  


C. The Washington Post Express is a concise version of the full Washington Post newspaper that is distributed for free in subway stations each weekday morning.  The guide was provided to metro riders in conjunction with this free publication.


D. The guide included the following information:


1. What hazards affect the Metro system

2. Statistics on the system itself


3. What Metro is doing to reduce risk


4. Answers to frequently asked questions about safety


5. Information about and maps of metro tunnels, and instructions about how to evacuate through them


6. What to do in certain emergency or disaster situations


7. Information on how riders can limit their own risk


8. Information on how to communicate in an emergency


9. Descriptions of what happened in previous disasters, and tips on how to avoid panicking


10. System and city maps
IX. Response Training

A. WMATA also conducts specialized community emergency response training through their Metro Citizen Corps Program.

B. In conjunction with the Metro Transit Police, the Metro Citizen Corp provides Community Emergency Response Team (CERT) Program members a training program that teaches how to react to emergencies ranging from rail safety to identification of terrorist activity. 

C. Participants in this program are instructed how to help themselves and their fellow passengers while they wait for firefighters and police to arrive. 

D. Eligibility in the Metro Citizen Corps program is limited to those who are active CERT members, regular Metro riders, U.S. Citizens, and 18-years of age or older. 

X. Case Study Discussion


A. The instructor can use the following questions to drive a discussion about the case study with the students:


1. What is the target audience or audiences?


2. What is the setting or settings utilized in this risk communication program?


3. What channel or channels are utilized, and are they appropriate for the material?


4. What methods are used?


5. What are the messages and materials used?


6. Who is or are the primary communicators?


7. What resources are required?


8. What are the expected behavior changes?


9. What obstacles might be expected?


10. How would you characterize the impact of this program on community resilience?


11. Who are the stakeholders and the partners in this program?


12. Is this program sustainable?


B. The instructor can perform this discussion as a class or as a group project.


C. Students should use information from the documentation, the WMATA website (see supplemental considerations), the animation, and the comprehensive guide provided to support their answers.


Supplemental Considerations
The WMATA safety and emergency preparedness website has information in other languages, and other publications, at: http://www.wmata.com/getting_around/safety_security/emergency.cfm 
Case Study 14.3: Business Resiliency Project
Remarks:

I. In January of 2010, the Cowlitz-Lewis Economic Development District (CLEDD), based in Cowlitz County, WA, began a project to develop a business risk management and disaster preparedness Program


A. The Counties had recently been exposed to several major flood events, and had received grant funding to help manage future risk from floods and other hazards.


B. The communities recognized that, due to their physical location, businesses were at particularly high risk from future flooding, and therefore sought to address this audience directly.  


C. However, several other hazards, including severe winter storms, volcanic eruptions, wind storms, power outages, and dam failures also presented a significant risk.


D. As such, the community set out to develop a program that effectively reduced business risk by informing them of the risks they faced and telling them what could be done to reduce that risk.


II. Problem and Audience Research


A. The project team set out early in the project effort to establish a few baseline points, including:


1. What are the natural, technological, and intentional hazards that threaten businesses in Cowlitz and Lewis Counties?


2. What hazards do businesses perceive to pose the greatest threat?


3. What can businesses in Cowlitz and Lewis Counties do to reduce the risk presented by these hazards, and what are they currently doing in light of these capabilities?

B. The purpose of this research was to provide a foundation on which the project team could then develop a business preparedness training strategy and related audience-tailored training and educational materials.


III. The project sought to address only those hazards that significantly affected area businesses.


A. In recognition that a general all-hazards focus carries a reduced likelihood of behavioral change, the project team limited the content of the program to those hazards that:


1. Were considered ‘high risk’ either through hazard risk assessment (as determined by existing documentation), or because of risk perception among businesses owners (as determined through direct consultation)


2. Affect area businesses either directly (i.e., impact their facilities, staff, equipment, or inventory) or indirectly (i.e., impact their supply chain, their customers, or their ability to otherwise maintain continuity of operations). 


B. The project team performed the following tasks to determine which hazards posed a legitimate and significant threat to businesses in the two Counties, and from those, identified those which merited prioritization within the risk communication effort:


1. Document and Plan Review


2. Presentations to Businesses and Other Stakeholders


3. Online and Paper-Based Survey


4. On-Site and Phone Interviews


IV. The project team began introducing the business disaster resiliency project, and solicited stakeholder input and feedback, through the conduct of conversational sessions.  


A. These sessions, which were held during the regular meetings of several local chambers of commerce, economic development councils, and other groups, helped to form a more diverse context for the project.  


B. Each meeting commenced with a short presentation of the project (with screen-projected or paper-copy distributed presentation slides), followed by a conversation-based session through which project team members elicited comments and concerns of local business owners and operators.  


C. Sessions also involved discussions about the actions that business owners had taken to address their own risk, and community-wide actions they hoped to see in order to reduce the likelihood or consequences of various hazards that had or threatened to impact their place of business.  


V. Survey Research


A. The project team developed a short online survey that was designed to gather information from a wider sample of local businesses in Cowlitz and Lewis Counties.  


B. The survey also allowed the team to gather information from meeting participants that did not offer comments or other information during the time allotted.  


C. In order to garner greater community-wide participation in the stakeholder process, the URL web link to the survey was advertised in a number of newsletters, on different websites, distributed in fliers, and through several other methods.  


D. This survey was also created in paper form in order to ensure that those without access the internet or unwilling or unable to use the internet could otherwise participate in the analysis effort.  


VI. Phone Interviews


A. The project team spoke in person and by telephone to a number of business owners, community leaders, emergency management and fire officials, and other emergency management stakeholders during the period of study.  


B. These interviews and unstructured conversational sessions provided an opportunity to discuss in much greater detail the risks facing Cowlitz and Lewis County businesses.  


VII. The Risk Communication Program


A. Based on the research conducted, it was determined that there were five primary hazards that needed to be addressed.


1. The first four were included because they presented a high statistical risk of occurrence and or damage.  These were:


i. Flooding


ii. Severe Winter Storms


iii. High Winds


iv. Earthquake


2. The fifth hazard, which was Dam Break, was included because there was such a strong perception among business owners that the risk was great – despite that both historically and statistically it was unlikely to cause the same degree of damage as the others.


i. If this hazard was not included, participants (who otherwise felt that dam break was a great hazard) might not give credibility to the program.


ii. Also, by including this hazard, it would be possible to correct misperceptions of risk, and therefore allow business owner participants to calibrate their efforts towards more serious risks that were affecting them.


B. The project team noted that the audience was diverse, and therefore there was not likely to be a ‘one-size-fits-all’ solution.  


1. Therefore, five levels of risk information was developed, from those who were likely to take no action but whom would benefit from basic risk information – to those who were likely to take comprehensive actions including business continuity planning.  This provided a wide variety of training options.


2. The needs of different businesses was great, so the program had to accommodate the varied needs of different stakeholders.


3. The program also had to allow for a progressively-increasing level of dedication on the part of participants.


C. The scope of the message was fairly extensive, so most methods that used mass media or other passive communication were inappropriate.  Therefore it was determined that interpersonal communication was required (other than for the first group which could simply be provided with a printable sheet of information that gave instruction on receiving warnings and where to find last minute preparedness information should a disaster become imminent.)


D. The program as designed was driven by local facilitators.


1. Facilitators were personally cognizant of local problems and issues.


2. Facilitators met one-on-one with business owners or representatives, or could present at meetings of business associations or other groups.


3. The materials were completely customizable to the specific audience being addressed, and included fact sheets, videos, power point presentations, handouts, checklists, and other ‘how-to’ materials.


4. Each facilitator, supported by the program funding, was provided with all the tools they needed to create the targeted presentations.  They were tasked with identifying prospective businesses and setting up the risk communication sessions.


E. The training modules


1. The five training ‘modules’, and the content they include which increased in scope and effort, are:

i. Basic Information & Contacts for Pre- and Post-Disaster Planning

a) Locating and reading flood gauges


b) Description of alerts used by local government in disasters


c) Local Government emergency contact information


d) State Government emergency contact information


e) FEMA Regional Office contact information


f) SBA contact info


g) State and Federal assistance programs


h) Chamber, Rotary Club, EDD, and other business group contact information


i) Contact information for volunteers groups active in disasters 

j) Information on Federal Recovery Programs 

ii. Hazards 101 – Setting the Foundations for Preparedness 

a) List of local hazards and historical data including maps


b) Simple preparedness actions for local hazards


c) Employee preparedness (Basic training and supplies) 


d) Basics of a Business Continuity Plan (BCP) (Basic elements of plan)


e) How to protect business data


f) Documentation required by State assistance programs


g) Documentation required by Federal assistance programs (FEMA, SBA, USDA, others)


iii. Business Readiness 101 – Basic Preparedness and Planning

a) Preparedness checklists for employees


b) Checklist for BCP


c) Checklist for mitigation actions


d) Checklist for dealing with vendors and suppliers


e) Checklist if evacuation planning

iv. How to Begin Reducing Your Business’ Exposure or Risk
No cost and low cost mitigation actions businesses can take for high priority hazards 

a) Information on data back-up – how to do each step 


b) How to work with utility companies


c) How to work with the public sector (e.g., emergency management officials) and resources to assist you (e.g., public-private partnerships)


d) Equipment and technology for mitigation, preparedness and recovery (e.g., how to use and maintain a generator)


v. Completing a Business Continuity Plan (BCP)

a) Actions and activities to develop a comprehensive BCP Plan 


b) Actions necessary to meet FEMA’s PS Preparedness Standards


c) Engaging your community and exercising your BCP


d) Maintaining and updating your BCP


e) Potential hazard-specific mitigation actions 

VIII. The instructor can distribute the two handouts provided with this session, which include materials developed for this program.

IX. The instructor can use the following questions to drive a discussion about the case study with the students:


A. What is the target audience or audiences?


B. What is the setting or settings utilized in this risk communication program?


C. What channel or channels are utilized, and are they appropriate for the material?


D. What methods are used?


E. What are the messages and materials used?


F. Who is or are the primary communicators?


G. What resources are required?


H. What are the expected behavior changes?


I. What obstacles might be expected?


J. How would you characterize the impact of this program on community resilience?


K. Who are the stakeholders and the partners in this program?


L. Is this program sustainable?


X. The instructor can perform this discussion as a class or as a group project.


Supplemental Considerations

n/a
1
14-1
Crisis and Risk Communications


