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Social media collaboration that ‘clicks’

Social media collaboration & crisis management

Arnout de Vries — PSC-Europe Forum conference 2011, Warsaw, Poland
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#whatif911: what if 9/11 happened in 20117
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OH MY GOD. Are vou all watching CNN
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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
) Learning from incidents

» Current dilemma’s

» Social media SWOT

> Alook into the future...

innovation
for life e —




4 ways of using social media

1. Observe
> Monitor, analyse, intelligence

2. Send
) Inform, broadcast

3. Ask
) Crowd sensors and wisdom

4. Dialogue
) Interaction, 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)?

e ™
We follow tweets

- J

e ™
We send tweets in line with

other communications
_ Y,

(We respond actively to specific
tweets to confirm or refute
(information )

e N
‘ We ask questions to improve our

situational image of the crisis
- Y,

a | )
.‘“t We call on citizens / volunteers for
3 \\ assistance (e.g., sand bagging)
¢ .
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-
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Now Future
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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

SR = Safety Regions MYes MNo

( WB
We follow tweets
S SR
( o WB
We send tweets in line with

other communications

N

(We respond actively to specific

tweets to confirm or refute

\information SR )

(- . . WB A

We ask questions to improve our

situational image of the crisis

q SR J

(- - WB )

We call on citizens / volunteers for

assistance (e.g., sand bagging)

N SR _ J
15 10 10 15

Now Future



Social media and public safety

Weergave
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E-mailadres Wachtwoord

facebook e ———

Met Facebook ben je verbonden en deel je alles met iedereen in je leven.
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@Michael3Brown
Ik hoor in 2012 gaan we dood tog, dus k ga nu mensen blindelinks sprayen net als in Alphen a/d rijn
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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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Reports say that some survivors escaped from i
plane through cracks in the fuselage.
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Katrina PeopleFinder Project
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AGAZINE

a nom-profit media crganization dedicated to bringing important news and informason to the public, We provide an
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1. Observe social media
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Gatorade mission control
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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




Pukkelpop storm: Belgian festival deaths
reach five
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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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16:22

Indications of
heaviness of
storm
heading to
Pukkelpop
from citizens

18:15

Pukkelpop inchent timeline

Start incident: Reports
heavy rainfall about
damage
and
casualties
=] 0
™ ™
[ce) [ee]
— —

First relevant
pictures showing
damage (collapse
of tent)

Reports
about
deaths

19:15

19:12

Large amounts of
rumour spread about
#deaths

19:38

Deaths semi-
confirmed by
individual
journalist

20:19

Initiation of
#Hasselthelpt

GSMn
is fixed

only” is
for
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etwork

“SMS use

asked

18:24

First pictures
showing panic

19:03

Belgian press
started reporting
(individual
accounts)

19:19

19:40

Dutch press
starts
reporting

@ Q F|r§ depts Sint
> & | Truiden say 6
- N deaths and
Hasselt says 1
death 7 injured
@Pukkelpop
first message
since incident
Announcement
that festival is
cancelled for the
night

20:50

21:56

Press
conference
(TV): 2 deaths
and 40 inju

@Pukkelpop
message with

handelingsper
spectief”
(phone
number and
URL)

red

19th aug12:00 AM

Official news:
5 deaths, tens
injured,
festival
cancelled
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Messages prior to the incident (early warning system)

#pukkelpop it is 6PM and the street lights are on, it is so dark

Ellenpotoms Rain, lightning and thunder! #pp11 a0l

=

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

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

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

Here at Hasselt there is an immense thunderstorm going on #hasselt  6:06PM

e
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Pukkelpop Twitter traffic

‘Dangerous
weather’ tweet of
artist at festival

e e e

Thu Aug 18

e S

8 am 12 pm

4 pm

2 pm

Tweets about

(rumours on) 500
casualties and deaths

400

200
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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
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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
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2. Send and inform

> Most crisis management organisations are oriented on broadcasting

#Twitter accounts Ratio folowers  folowing

(# organisations) il

11000

Safety region 18 (25) I:ﬁ
BOO0M

7000

: 000
Fire dept’s 21 (25) —
A0

30001

2000

# (25) o] B g
e

e

Fallowers

G oo o &F Up 9 [




3. Crowdsourcing

I think you'll be
delightfully surprised
by the quality of my work
on this assignment.
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3. Crowdsourcing during incidents
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4. Dialogue and collaboration: co-creation!
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Paradigm shift
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| o How does social media ‘click’?...




The crowd breaks all rules...







“The crowd produces mostly crap.” — Jeff Howe




Wisdom of the crowd vs stupidity of the masses




Professional vs private (or hybrid) use

MISDAAD
ANONIEM

buurtagent Gertjan

@g_vanbruggen Nederland, Groningen Zuid
Gertjan van Bruggen, politie Groningen, buurtagent De
Wijert, Groningen Zuid. Taakaccent huiselijk geweld.
httpz/hawrw_politie.nl/groningen/uwwijk/groningen_zuid/

[ rooms R SFe

Tweets

etto

Favorites  Following Followers Lists

g_vanbruggen buuriagent Gertian

Vandaag met collega Roel op fiets de wijk in geweest. Aantal
adressen bezocht... niet thuis. Dan binnekort maar even 's avonds
aan de bel.

22 Nov

|

g_vanbruggen buuriagent Gertian

@wvzuidam Erik, van harte gefeliciteerd en veel succes als
brandweerchefl

21 Nov

voorlichter Persvoorliichier GRN

Morgen in #OpsporingVerzocht aandacht voor schietincident
#Papengang #050. Oa beelden van gezochte getuigen.
bit.lyAnGDBr #AHGR

21 Nov

13 Relweeted by

vanbruggen

VS

twitterY

Erik van Zuidam

@vzuidam Groningen/Roden, Netherlands

plv korpschef politie Groningen |filosofie| kwantum
fysica|rand orde chaos|social issues|rijnlands|tipping
point|social media|ppp|travel|(persoonlijk account)
http:/iwww_erikvanzuidam.nl

Tweets

Favorites  Following Followers Lists

vzuidam Erik van Zuidam

Boeiende voordracht over ontwikkelingen soc media en
meldkamer 2.0 door @hemmelhoes #mknn

4 hours ago

vzuidam Erk van Zuidam

Nu een bijdrage van prof @irahelsloot over 'van meldkamer naar
regiekamer’ #mknn

5 hours ago

= vzuidam Erik van Zuidam &

Welkomswoord van (@ nkramers bij opening van nwe noordelijke
meldkamer twitpic.com/711d0v

5 hours ago
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% The crowd can destroy your brand/company
’
G’ollgh

FIASCO SYSTEMS

NOKIA

Disconnecting People
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there is no common language...
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Future proof or keep switching channels?
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Crowd control
VS Commumty management’>






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




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.tno.nl/

@MrFreeze23




