[bookmark: _GoBack]Social Media & Emergency Management #SMEM with Craig Fugate How can social media help emergency managers? Well you know when we first started getting involved in social media there was things like Myspace, and then you had Facebook and then Twitter came along, um, micro-blogging and blogs were starting to get real popular and Twitter was essentially a micro blog. And what was interesting was, it was a—for many emergency managers—another way to get out another press release, to get out information. But what was a little bit different about social media versus the traditional ways of getting information out, people started replying to you. And this was really I think the change of what started to happen was an understanding that social media wasn't just about broadcasting information out to people, it was about you were actually getting information from them. Uh, and you start having two-way conversations and so I looked at social media very early on as how do you communicate with the public during a disaster? And normally all we could do was talk at them. Now we can actually hear from them. And in many cases they were at the disaster, they were--they often times had better information about what was going on in their neighborhood than you were getting from the overall report, so suddenly we started realizing, hey wait a minute, this isn't just about more press releases in a different format, this is about communication two-way with people who are often times in the area of impact who can tell us what's really going on from their perspective, but at the same time we can now use that with other information and start formulating a response based upon not just our planning assumptions, but real intel coming from the area. What are the major differences you've seen on social media between 2010 and today? Video and imagery. Um, we were starting to see, early on, people were starting to use various social media feeds to upload imagery and videos. But with some of the newer pieces you can actually go live from a disaster area and become your own reporter using tools like Periscope. So as we go through the prolifery of all of the changes, the one thing that is constant, there's always new tools and new techniques to use social media. And I think this is the challenge for emergency managers, 'cause whenever we design a course for using social media in emergency management, when that course is ready to go there's already been changes in how people are using it, and I think, this is from the standpoint of emergency managers, we have to understand: social media, through all of its platforms, gives us the ability to have two-way conversations. Both to talk to but listen to what the public is telling us. The most important lesson we need to understand, however, is we must be willing and able to communicate on the tools the public is currently using, not what we're only prepared to use. How can the general public use social media during a disaster? So we tell families, one of the first things you do in your planning is build a family communications plan. And part of this is the ability to use social media to communicate with family members, particularly when you can get through on data but you may not be able to make a phone call. In fact, we actually ask people, use data versus calling unless it's an emergency and you're calling 911 because data takes less bandwidth in a crisis. But that first part is your family communications plan should include where do you get authoritative information about the impact in your community, particularly if there's evacuation orders--who issues those? Am I following their information? You know, what about risk? And again, we talk a lot about this in the standpoint of a crisis, but these are things you want to do before a crisis because again, a lot of emergency managers are using social media to help people prepare for the hazards in their communities, some that are topical, some that are seasonal, um, and they use their social media to communicate. So, from the standpoint of the public, do your family communication plan, part of that is is how do you communicate with the various family members in a crisis, but also where do you go to get information? And get that before a disaster happens--know where your going to go and who is the official source, particularly for warnings, for evacuation orders, or other protective measures. Because sometimes people think if they follow FEMA they're going to get all that information, and we try to remind people that FEMA deals with support to the state. Warnings are issued at the local level and you need to know, whether it's your local weather service office, or your local emergency management agency, or in some cases your state agencies that would be responsible for that, and make sure you're following them based upon the hazards your community faces. How do you think people will be using social media in 5-10 years? I have no idea. I mean, that's one of the challenges that I think emergency managers always face is we don't do a good job of predicting the future when it comes to how the public's using social media. We're literally following. And so I think that's the other part of this is, remember I said early on, we must adapt and make sure that we're providing information how people are consuming it day to day. So we have to follow where the trends are taking us, what the new technology--and more importantly how people are using it differently. You know it used to be very simple, once you set your plan on how you're going to run a joint information center, how you're going to issue press releases, how your going to do press conferences, you just parked it until you had a disaster. Social media's always changing. So it's one of the dynamic parts of our communication strategies that cannot sit waiting for the next disaster. And it is something that is best done by using it every day--again, remember we tell public, follow the local authorities, know who the official sources are. But if I'm a local emergency manager and I never issue any products, nobody's going to follow me. When I got into the business we were literally using fax machines and tone-alert pagers with voice recorded messages. And it wasn't that many years ago. So as we watch this evolution, emergency management is not so much about we build the technologies is we adapt the technologies to the very basic things we do, which is to inform the public about the risk they face, give them authoritative information during a crisis how best protect themselves and their families. And social media adds one cool dynamic we've never had before. We're not having to wait until people are dialing 911 to get information. We can now start getting information from disaster sites from the public telling us. But if we don't build those relationships ahead of time, the public won't tell us what's going on, we'll miss the information, and we may be slow to that response. Again, social media isn't a band aid. It's a tool though that can speed up and better coordinate our actions in a disaster by having better information of which we're making decisions on how we're going to respond to that crisis.
