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Social media collaboration that ‘clicks’

Social media collaboration in crisis management

Arnout de Vries — PSCE conference 2011
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Powerful technology in every pocket

FraestoAE
BB HI @lLuke Ubliguitous: Swadhwa Ur
mobile phone has more computing

power than all of NASA in 1969. NASA
launched a man to the moon. We

launch a bird Into pigs.




New management
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Manage abundance -
(not scarcity) -
-
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Agenda

» 4 uses of crisis management and social media

» Analyses of incidents
» Twitcident.com: Pukkelpop analysis

» SWOT of social media and current dilemma’s

> Alook into the future...
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4 ways of using social media

1. Observe
> Monitor, analyse, intelligence

2. Send
) Inform

3. Ask
) Crowd sensors and wisdom

4. Dialogue
) Collaboration, co-creation
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How does your organization use Twitter during a crisis, now and
in the near future (in 1 or 2 years)?

" WB = Water Boards

-

-

-

-

-

AN

SR = Safety Regions MYes M No
WB
We follow tweets
SR )
o ) WB )
We send tweets in line with
other communications
SR )
(We respond actively to specific ~ WB h
tweets to confirm or refute
\information SR )
. . WB h
We ask questions to improve our
situational image of the crisis
SR )
N WB h
We call on citizens / volunteers for
assistance (e.g., sand bagging)
SR )
15 10 5 0 5 10 15
Now Euture
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Social media and social safety
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PYLITIE Meld u aan
voor de

Politie Groningen Zuid/Haren

Community/Government - Haren, Groningen, Netherlands

wall Politie Groningen Zuid/Haren - Everyone (Top Posts) + Recommend This Place
. . . Help your friends discover great
Politie Groningen Zuid/Haren places to visit by recommending
Politie Groningen Zuid/Haren.

i Takkeninbrekers slaan hun slag in

- ~ vakantieperiode .
5w tube. com Write a recommendation...
- . www . youtube,
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Social media and crisis management
&N \World

Politics Justice Entertainment Tech  Health

Twitter first to publish dramatic crash

y pictures

February 25, 2000

The social networking site Twitter again stole a
march on traditional media when it was the first
outlet to publish dramatic pictures of the Turkish
Alrlines crash.

Moments after the plane crashed at Amsterdam's
Schipol airport on Wednesday morning the news
was appearing on Twitter, CNN International
correspondent Errol Barnett said.
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= Related changes
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Reports say that some survivors escaped from i
plane through cracks in the fuselage.

Ushahidi

Send reports via:
mobile phone :: email :: web
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Katrina PeopleFinder Project

Yiew Zource

Search records at wwaw katrinalistnet &

Tabte of contents [hss}

1 Find Your Loved One

I Howcan
3Whal's going on?

4 How is #ils happenng?
SWWho is doing it?

6\Whara canl gat halp?

7 Futire Devasopmeant Oplions

Find Your Loved One C

Search records at wvews. katii

How can | help?

There ace five main efforts goin
» PeopleFinderVolurteer - vol
» PeopleFinderTech - autom
w SnalerFindar - progct gath
= PaopleF mderOulréach- oul
= PaopleFinderfundingPlan--

¥ you're helping build this get o

What's going on?

Microsoft
Several dozen sites have been i
databases s message forumy

COULD BECOME AS IMPORTANT A JOURNALISTIC TOOL AS THE FREEDOM OF INFORMATION ACT " -

AGAZINE

a nom-profit media crganization dedicated to bringing important news and informason to the public, We provide an
1@ and anonymous way for independant SoLCes around the workd 10 leak information 10 our joumn We publish
significance while keeping the idensty of our sources anommous, thus providing 3

material of etnical, podcal and historical

unaversal way for the revealing of suppressed and censored injustices



1. Observe

for life )

Gatorade mission control




Bfg incidenfs About us tu‘" rc'dent

Moerduk flre

>Sida \ fM [ ’

Danger to citizens? Any casualties?

NOS headlines

According to the mayor of Moerdijk, no

dangerous substances are measured. =

k No tweets found ¥
NRC |

No danger public health, no casualties.

Fire fighters: fire mastered within half hour

http://bit.ly/gKLVRG #moerdijk i i




twifeident  Home Incidents -

Pukkelpop storm

Started on August 18, 2011 at 6: 15 PM

Tweets Stats Map Pics Videos

Py ASIConsultants ~ ¢ :
*‘S] Noodweer Pukkelpop eist 2 doden NRC Handelsblad: Eindhovens
DagbladNoodweer Pukkelpop eist 2 dodenNRC Handelsb... http://t.co/oV588JZ

FakeElvis
& Wat ben ik blij dat ik nu niet in belgie ben, hetzij op pukkelpop, hetzij op mijn fietsje.

JA kpjacobs ipjacons
j Poeh he. Ga ik in bad niets aan de hand kom ik eruit is er allemaal ellende op

pukkelpop #bizar #pp11

appelogen -
‘ Ongevallen boom ﬂpp11 http://t.co/0Ji1DXZ

patquintelier r '
Hartverwarmend alle hu!p die aangeboden wordt in Hasselt en omstreken. Sterkte

aan iedereen daar. #Pukkelpop

A% alyssasurewaard : '
&3 @Ilevejofre» wtf' dr is nog nlet eens s pinkpop nu! 2 doden op PUKKELPOP

Kevv1990 Kevin L
‘ #Pukkelpop... ZIEK!

About the Pukkelpop storm
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2. Send and inform

> Most crisis management organisations are oriented on broadcasting

_ #Twitter accounts
# organisations

Safety region 18 (25) Ratio followers | following Ratio followers | following
i 200r]

Fire dept 21 (25) 1105
1 0000
B
BOKC
Police dept 25 (25) ]
fir]
5000
Al

10 (24) 30K

2000

Fallowers

i




Pukkelpop storm: Belgian festival deaths
reach five
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16:22

Indications of
heaviness of
storm
heading to
Pukkelpop
from citizens

18:15

Start incident:
heavy rainfall
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Reports
about
damage
and
casualties

18:30
18:35

First relevant
pictures showing
damage (collapse
of tent)

Large amounts of
rumour spread about

#deaths
Reports
about
Nl deaths 9
S 3

20:19

Initiation of
#Hasselthelpt

Timeline

18:24

First pictures
showing panic

19:38

19:03
19:19

Belgian press
started reporting
(individual
accounts)

Dutch press
starts
reporting

Deaths semi-
confirmed by
individual
journalist
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Messages prior to the incident (early warning system)

Serious thunderstorm in Hasselt. | hope for a happy end at 6:03PM
Pukkelpop.

AlexanderDuyf Apocalyps at Kiewit! #pukkelpop #thunderstorm 6:03PM

Rubenschroyen Aiaiai #pp11 it could become a drama #thunderstorm 6:03PM

Jerola Here at Hasselt there is an immense thunderstorm going on #hasselt ~ 6:06PM
#pukkelpop it is 6PM and the street lights are on, it is so dark

Rain, lightning and thunder! #pp11 6:07PM
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Pukkelpop Twitter traffic

Bad weather tweet
of artist at festival

Thu Aug 18

et L

-

8 am 12 pm

4 pm

2 pm

Tweets about

(rumours on) 500
casualties

400

200

MMWW% 0

Fri Aug 19 8 am 12pm 4pm &8 pm Sat Aug 20



(4) 4:15 - 6:15 PM

(B) 6:15 — 6:30 PM

Spread afterwards:

Geographical spread of tweets

(C) 6:30—-7:15 PM
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(D) 7:15 - 8:15 PM
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Topic analysis during incident
Tweets/min on ‘Damage’ topic Tweets/min on 'Casualty' topic
40 250
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pukkelpop 17/08/2011 |-| 26/08/2011 O —
+ Wergelijk (i) Zoektips 2dH 7D 1M 3M 6M 1Y 2Y Opslaan
Sentiment & Activiteit Trending topics Top websites Top auteurs Expert Rapport

Sentiment & Activiteit Meer

Aug 22

Sentiment:

Aug 22

pukkalpop

B Trending topics voor pukkelpop Meer B Top websites voor pukkelpop

mensen www.facebook.com

2. slachtoffers 2. forum.politics.be j

3. sterkte 3. forum.fok.nl ]

4. organisatie 4. www.nuijii.nl ]

5. hasselt 5. twitter.com/TrendingTappik |
TrendingToppik 7. 5%, Twitter

2. festivalnieuws 0 § |I 2. Facebook --

3. TVLNIEUWS 1 [ | 3. Mieuws [

4. brkbe 0 3% | 4. Forum [

5. MeneerRik 7 4 [ | 5. Hyves i



3. Crowdsourcing

I think you'll be
delightfully surprised
by the quality of my work
on this assignment.
| crowdsourced it.
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3. Crowdsourcing during incidents
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4. Dialogue in all phases of policy cycle

%Qfg
Y
Nz e =

Enforcement

Agenda setting

Decision
making

Implementation




Mutual collaboration
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Paradigm shift

inno_vation
for life e —




Social media SWOT

Intensity
. Barrier
. Rapid change
. Overload
. Transparant
. Decentralised
. Immature
. Value unknown

. )/

Strengths of social media

. Anywhere & anytime
. Low barrier

Speed

Direct

. Transparant

. Dialogue

. Rich and diverse

. Personal

ONOUTAWN R
ONOUTAWN

Weaknesses

Threats of social media

. Miscommunication
. Digital divide

. Chaos

. Lack of control

. Abuse

. Sociobesitas

. Web 2.0 bubble

. Influence

. Reach

. Unity

. Involvement

. Influence

. New value webs
. Empowerment

. Change

. Value creation

OO, WN B

1
2
3
4
5
6
7
8




A0
| o But does social media ‘click’?...




They break all rules...




“The crowd produces mostly crap.” — Jeff Howe




ﬁ The crowd can destroy your brand/compan
’
G’ollgh

FIASCO SYSTEMS
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Disconnecting People
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there is no common language...
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What is your next step?

-

'$ Are they
0 3 with you or
Qw /i .agamst
o 'g ‘you?
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twitcident.com
@twitcidentapp

Arnout de Vries

Senior scientist
Innovation Management

Arnout.devries@tno.nl
http:// www.tho.nl/

@MrFreeze23
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