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Crisis Communications

Meet Your Panel

N ,
Elodie Fichet Eric Frank Steven Friederich
@ElodieFichet @Fyrechief (personal Qs) @reportersteven (personal Qs)

@CRESATalk (Agency Qs) @waEMD (Agency Qs)


https://twitter.com/ElodieFichet
https://twitter.com/Fyrechief
https://twitter.com/CRESATalk
https://twitter.com/reportersteven
https://twitter.com/waEMD
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Social Media First.... And Second... And Third...

Press Release Next.
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Seattle Fire Dept SeattleFire - 24 Sep 2015
m‘ Firefighters on scene of bus vs duck tour vehicle on Aurora near bridge.

m Seattle Fire Dept @ @ SesttleFire - 24 Sap 2015

m Seattle Fire Dept & = SeasttieFire - 24 Sep 2015
i =-'- Firefighters =lill evaluating patients. Confirm 2 fatalifies, 9 critical injuries. Media
@’ area near south end of bridge. Briefing at noon.
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fdf;&;:'\ WA Emergency Mgmt waEMD - 28 Jun 2015
E‘wil Our EOC is now fully activated to phase Il in suppurt of Chelan County. Follow
"/ ssieepyHollowFire & @waDNR_fire for updates. #WaWILDFIRE

s

&gy WAEmergency Mgmt & @waEND - 29 Jun 201 Z=%, WA Emergency Mgmt vaEMD - 29 Jun 2015
|\'. 3' Lots of reqUeS‘S for map of #S'eepyHO”OWFWe For illustrative purposes Omy E‘wil Shelter in Place order for 1/2 mile S of Bluehird faEIlIt}f #wawildfire
N2/ this is what it looks like #WaWILDFIRE N

===  #SleepyHollowFire mil.wa.gov/uploads/pdifem...
Sleepy Hollow Fire - Chelan

Far illustrative purposes only - not the actual fire perimater

® Turn off ventilation systems
(heating and air-conditioning,
fireplace dampers, ete.).

| Stay inside. B Close all windows
anil doors.

B Go into a room with the fewest doors : -
e and windows and seal the room. B Stay in the room until told by the
Py ) o~ 3 : authorities that it is safe to come oul.

= -



WASHINGTON MILITARY DEPARTMENT

.rﬂ'ﬁ Washington Emergency Management Division

;;'--‘15-3"'“‘:;1 Washington Emergency Management Division added 2 new -
e 1

lishe Stvn Friederich-wva A - a Ad4om - Ed

SETId Vi JE ST = = N E E0nes

Fricderichowih =+ =7 gt B E2om There are now nearly 500 VWashington Maticnal Guard members fighting the
fires in Eastern VWashington. Thiz iz helmet camera footage of Washington

Az of this afternoon, there were 590,000 acres burned across Central and National Guard Black Hawk pilot and crew dipping and dropping buckets of
Eastern Washington. Active fire acreage is 520,000 acres that continue to WepiC R O 1'1& Jo E’_rf_"&kfir& diiin CTE”' TEE b”__f:t‘.ﬂ h“ 3560 gaton
burn. The good news is more help is on the way. &An extra 200 Guardsmen ;:Ejggr';z:f;:ieﬂ:zrt::;_hemnﬁrE bl b

will arrive by Sunday, bringing the total to 700 members of the Washington

Mational Guard. Cool factoid: At least 276 000 gallons of water have been
poured using the Guard’s existing Blackhawks — with MORE Blackhawk help
on the way from Minnesota, Wyoming and Colorado. By Sunday, there should
be 10 Blackhawks helping out.

Chelan County Emergency Management

Another 200 Guardsmen will then receive fire training so they can relisve
firefighters that have been on the lines for a while.

#wawildfire #wawildfires #alwaysreadyalwaysthere

Helmet Cam of bucket drops *» ~

Tell the story on Facebook.




. R r@ Washington Emergency Management Division |
"’/_-‘ Hiotleieabed g bt e M it \ Published by Stwn Friederich-wya [?1 - August 19, 2015
K I W/ @WA_DeptofHealth we've distributed 100,000 N95 masks to help w/ = h & =

il e i kit el i e i A Six Red Cross shelters are still operating 24/7 and open to anyone

impacted by #wawildfire activity. See the map for locations. Share with
anyone you think may be impacted or know someone impact by the fires
raging across Eastern Washington.

As of Tuesday, Aug 18, shelters are open at the following locations:
+5Sterling Intermediate School
600 N. James, East Wenatchee, WA .. See More

10,884 people reached

il Like ¥ Comment # Share @~

Stats a n d 0 Maryjane Eichinger, Kay Huffman and 20 others Top Comments ™
actionable "
. . |-§!i Write a comment
information

gl Trevor S. Crockett From the west side... Keep up the outstanding comms
o EVD.
I I latte r- Unlike - Reply - Message - €9 2 - August 19, 2015 at 5:57pm
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Pjhseattle h
J;f-"“'*\_ Washlngton Emergency Management Divizion w2 '\ Imagenes q' viven en Ia memoria de muchos de quienes vivimos en esfa region
1 g % '_.:*..'-l de #VesternWashington, #\tStHelens
-\ l‘_.’/ Pihliche -. St Friedernch- =1 Sugust 21 I E
Recursos para los Afectados por Incendios en Washington P WA Emergency Mgmt @waElD

- ; Here's what it looked like to @WANationalGuard
responding to #MiStHelens 36 years ago today
Y youtube com/watch?v=iEjS2w. ..

hitp://cha.wa_gov/wildfire-resources/ #wawildfire #Espariol

Resources available in Spanish for those impacted by the wildfire in

Washington.
Wildfire Resources — NEW! | ¥ 1
Washington State Commission on
Hispanic Affairs /;ﬁ,ﬂ ) wa Emergency Mgt

Recursos para los Afectados por Incendios en \ A

Washington Para ver este pagina en ingles haga...
@pjhseattle CoOmo prepararse para una caida
de cenizas mil.wa.gov/uploads/pdf/em

How will you handle limited English proficiency populations?
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Mitigation

Emergency
Managemwent

Our social media strategy follows the Emergency Management Cycle
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Ifa-‘f:"‘-‘l Washington Emergency Management Division

When an 8.3 earthquake hit the coast of Chile yesterday evening, it set
off a bit of a scare that a tsunami wave might come our way. Mo
warnings or advisories were issued for our coast, however, there was an
advisory for the California coast. At COQUIMBO, CHILE the tsunami
rose 15.6 feet. As the waves dispersed and hit Hawaii, the waves just
rose to 1.9 feet at KARHULUI, HAWAIl and 0.8 feet at Crescent City,
California. (These are water levels above the tide level at the time ...
See More
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Understanding Distant & Local Tsunamis

01:09

1,525,171 people reached

T
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A W SDOT Traffic ot_traf fic Apr 201E
" My reaction when | heard about I-5 Lynnwood #Beenado. Avcid the area

g = maaFric {3t 405) if you have bee sllergises.
/f 20N WA Emergency Mgmt aEMLC

A g
I’WE Dear Jon. You should have brought an emergency kit. Just saying. This list will
7 help mil.wa.gov/uploads/pdfier...

Jon Humbert @jonhumbert
Dearest mother:

it has been but 8 hours since the viaduct was closed. Provisions are low.
Communication has fallen. Please remember me.

B Jon Humbert & jonhumbert
@waEMD Ha! Love it

Humor is OK when appropriate. @ =™

@wsdot_traffic Not really sure how anyone is
supposed to prepare for a #Beenado....

View conversation

l"*’l:_‘ % ———

B % DBECPREDROE
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Bremerton Police -
BPD got a call of teens drml-:mg in i:he park... but they were water
bottles. So we played hoops with them instead

¥ 270




UPDATE— Subject located and identified. Thank you for all your help.

Looking to identify this subject. Any help would be appreciated. Any
information please call Sgt Don Kolilis at the GHCSO

e 14 P4 4 89



Remember
who could
be reading.

=% Washington Emergency Management Division

g ¥

Meet Pickles the dog & owner Raguel Lackey. After the 530 Landslide at Oso,
the shootings at Marysville Pilchuck High School & even the recent wildfires,
Pickles was there to give comfort. They took a few minutes during Partners in
Emergency Preparedness Conference in Tacoma today to talk about why.
Learn more about HOPE Animal Aszistance Crisis Response at

"". Get More Likes, Comments and Shares
This post is performing better than 85% of other posts on your Page. Boost it

to get more great results.
Boost Post

il Like Comment Share e v
Qp e Tep Comments =

EZ shares

as | waited for my family to be recovered from the Cso slide. |
appreciated them coming bedk for the road cpening and the first
anniversary event as well.

m Nichole Wilde The HGPE dogs were the single most wonderful service

Unlike - Heply « Message K 9 - Yesterday at 5:44am

& Washingten Emergency Management Division & Thank you
for sharing your story.
Like - Replv: £33 - Commented on bv Stvn Friederich-wvs
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Timeline Abot Photos Rewmas

Get verified.

Twitter: http://bit.ly/GovElectionsVerify  Facebook: http://bit.ly/VerifiedonFacebook



http://bit.ly/GovElectionsVerify
http://bit.ly/VerifiedonFacebook

Mount St. Helens: Earthquake Swarm Detected Below
Washington Volcano, Report Says
The swarm is occurring several kilometers below the currently dormant

volcano, Erik Klemetti of Wired reported. They are occurring as Mount St.
Helens s “recharging” its magma stores

Involved in This Story

Fiery USGS Volcanoes added 3 new photos

VRLCANS L

Mount St. Helens is one of the most well montered volcanoes on the planet.
Since the catastrophic eruption of May 18, 1980, scientists have conducted
research and collected data on the volcano, learning more about its typical
behavior. There is absolutely no sign that it will erupt anytime soon, but the
data we collect tells us that the volcano is still very much alive.

Beginning March 14, 2016, a number of small magnitude earthquakes have
occurred beneath the volcano, at a... See WMore

WASHINGTON MILITARY DEPARTMENT

A Mount 5t Helensﬁ Es 1ak
J _Sulnmo-?lslands Ses Level Rise
Top Latest Photos Videos Pz

Agency monitors tectonic activity

Involved in This Stor
¥ Pacific Northwest Seismic Network

shared IRIS Education and Public
Outreach's post.
Friday at 1:27 PM - @

Agency monitors volcanic activity

ey USGS Volcanoes added 3 new ol
VOLCANOES photos.
Friday at 7:00 AM - @ RS IRIS Education and Public i
“ Qutreach

Friday at 6:46 AM - @

Mount St. Helens is one of the most well
monitored volcanoes on the planet. Since the
catastrophic eruption of May 18, 1980, "At many volcanoes, there is a constant
scientists have conducted research and background din of small earthquakes

caused by magma, ho... Continue Reading

collected data on the volcano, learning more
about its typical behavior. There is absolutely
no sign that it will erupt anytime s... See More
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CHEER AND DANCE

TRYOUT LOOK

MAKEUPDO'S ——

BRONZE, BEAGHY GLOW
FALSE LASHES

GIRL ABOUT TOWN LIPSTICK
FLATTERING EYE SHADOW

MAKEUP DON'TS

DARK, SMOKEY EYES

NUDE LIPS

100 MUCH MAKEUP

HARSH LINES/CONTOURS/COLORS

BoDyY 00§ - —
PHYSIGALLY FIT, ATWLETIC PHYSIQUE

NUDEOR NO FINGERNAIL POLISH
NATURAL TAN/SPRAY TAN

BODY DONT’S

JEWELRY OF ANY 1D

VISIBLE TATTO0S

DISTRACTING FINGERNAIL POLISH

HAIR DO'S

HAIR DOWN

GURLED OR STRAIGHT
VOLUME

PARTIALLY OFF FACE

HAIR DONT'S
PONYTAILS
SLICKED BACK
TRENDY COLORS

S ATTIREDO’§

SOLID BLACK SPORTS BRA

MID-RISE BLACK SHORTS

GHEER'SHOES (COED FULL TRYOUT/DANGE FRIDAY)
JAZZ SHOES (DANCE FRIDAY NIGHT/SATURDAY)

ATTIREDON'TS

GOLORS OTHER THAN SOLID BLAGK
TOPS THAT-COVER THE MIDRIFE
HIGH-WAISTED SHORTS

RUNNING SHOES

L0

THE MAKEUP —>
“Game Day” ready

Natural eye shadow

Natural blush

Crimson Lipstick

Extreme highlighting/shadowing
Glitter

THE BODY —_—
Athletic Physique

No visible tattoos

No jewelry or piercings

French tip or Clear fingernails

Visible tattoos

Visible body piercings
Finger nail colors

THE SOCKS

White crew socks \
Nike logo ok

Other logos/colors

Up

Curled

Out of face
Small ribbon ok

Crazy Colors
Extreme Styling
Unkept

THE OUTFIT

Black sports bra
Black spandex/shorts
Cheer shoes

Nike logos ok

Other logos/colors

The DO'S

& DONTS

I Washington State University Cheer
Like This Page arch 28

IT'S TRYOUT WEEK! Make sure you arrive in-style.
Tryouts begin this Friday! #GoCougs

Share a-
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Free training!

https://ndptc.hawaii.edu
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CRISIS
COMMUNICATIONS

A CASEBOOK APPROACH

4TH EDITION

R

KATHLEEN FEARN-BANKS

Fearn-Banks

Dr. Vincent Covello

Example Message Map: “Veni, vidi, vici”

Message Map
Circa47 BC

Key Message 1

I came

SF1 »We traveled many days

The journey #Mountains were high

waslong #Valleys were deep
and hard

SF2 #Many troops fell ill
We suffered #Many were injured
heavy loses #Food and water grew

along the scarce
way

SF3 #We had the necessary
legions
Despite the #We had the necessary

difficulties [ Weapons
s #Morale was high

inforce

Area of Concern

How goes the war?

Key Message 2

| saw

»There were more troops
than reported
The > Theirnumbers
enemy’s stretched to the horizon
armies were
large

#More were arriving
every day

F2 > They had the newest
weapons

They were >Every man was fully
wellarmed armed

and _
z #They were re-supplied
equipped dawey PP

SF3 »They occupied the high
ground
They were > They were fully fortified
well

; >
positioned They deployed advance

observers

Contact: CenterforRiskCommunication.org

WASHINGTON MILITARY DEPARTMENT

engaged
the enemy
forthwith

F2

Ourlegions
fought
bravely

SF3

The enemy
is
destroyed

Key Message 3

| conquered

>We attacked at dawn

»We had the element of
surprise

»We found them in
disarray

#Qur troops advanced
steadily

#They were fearless in
battle

»They were undaunted
by greater numbers

#Theirtroops have
deserted

#They have abandoned
their weapons

#The victory is ours

http://centerforriskcommunication.org



VOST%)

VIRTUAL OPERATIONS SUPPORT TEAMS :
THE BASICS

ERIC FRANK
PUBLIC INFORMATION, EDUCATION, & OUTREACH
CRESA (CLARK REGIONAL EMERGENCY SERVICES AGENCY

@CRESATalk @CRESA @Fyrechief




COURSE OBJECTIVES

=
MY EXPERIENCE VOST
WHY VIRTUAL TEAM?
TYPES OF VIRTUAL TEAMS?

HOW TO CREATE VIRTUAL TEAMS?




VIRTUAL EMA

EMERGENCY MANAGEMENT ASSOCIATION

My Experience

18 Years Vol FF/EMT

5 Years as Fire Chief

8 Emergency Manager
Field Innovation Team
Virtual EMA
#SMEM
#VOST



Social Media Changes
Emergency Response

Overwhelming Response on
Social Media During
Disasters

Communities have Higher
Expectations

* Speed

* Accurate

* Media Officials Expect
Information to come out
via Social Media




SOCIAL MEDIA IS MORE THAN
FACEBOOK AND TWITTER

Most Common Platforms:

* Facebook
* Twitter
* I[nstagram
All Supported by #Hashtags

Social Media is Constantly
Changing and Growing

It’s Important to Know the
Common Platforms for Your Area




WHAT IS VOST?

Trusted Agents

* Monitoring Social Media

e Off-site Volunteers

* Increase Capacity Without Requiring Space
VOST’s are Comprised of:

* Both National and International
* Allowing 24/7 monitoring

* Team are organized & directed by trained agents

* VOST’s are activated to perform specific functions of
affected organizations

* Incident Managemen

* Incident PIO’s
Emergency -VOST * Emergency Operatior &

Management _I_. w | Engaged

Agency

Resources




What Does a VOST Do?

Monitor
Curate

Amplify

Questions/
Tasks

et
EM

Decisipn
Maker

VOST

| Trusted
- (( .}

Tasked

* Information finding
* Spot Trends

* Information dissemination
Autonomous

* Monitoring public voice

* Amplifying official message




2011 Shadow Lake Fire

“They found a blog by a guy who was unhappy that
some fire vehicles were misrouted and accidently
ended up on the wrong back roads of the community,
using small bridges that even school buses didn't drive
over because they were historic and/or unsafe. And he
didn't have much confidence in our ability to fight a

| fire when our trucks got lost in the woods. And he
posted pictures. But because [the VOST] brought the
blog to my attention, | was able to grab the Liaison
Officer, show him, talk about it and we sent him out to
meet with the man, walk over the bridges, check for
damage and basically deal with and defuse a situation
that could have caused us community conflict.”

-Kris Eriksen, Public Information Officer for the
National Incident Management Organization (NIMO)




VOST History

Using Additional Trained Resources is NOT a New ldea

« Amateur Radio Supports Communications
« American Red Cross use of Digital Volunteer Programs
VOST’s Have Been Operating for Over 4 Years

Utilized during Wildfires, Floods, Tornadoes, Law Enforcement
Missions

Global VOST Community That’s Always Researching and
Testing Solutions

Types

 Platform Development

« Comprehensive Message Creation and Archiving
* Trend Analysis

» Social Media Monitoring and Reporting

* Prevention/Monitoring for Emerging Issues




Google Workbook

Use Modified ICS Forms to Track
Information/Missions Working in Two Categories
* Back Channel -
e Search Locations :Aw, ekmth;lw :;O(\;?oogieim:l e S A el B T ——— e Ta—

Oregon VOST Umpqua Shooting oreg

% | [E] Oregon VOST Umpaua &' x I Oregon Office of Emerge: X

regomost® X | &y Shared with me -

x { P Pandora Internet Radi 41 X AanaiT=

. . .
[ C t S t File Edit View Inset Fomat Data Tools Addons Help  Lasteditwas m
uration site =
e AT s %0 0@ A 10 008 Qs E -1 -7 ccBMY-Z
.
* Analytics S s e e B B B I —
1
. 2 Oregon VOST Workbook Template - based on PNW VOST Workbook Template v4.0
b C O I I a b O ra t I Ve D O C u I I I e n t S : described below - modified to make it ready for rapid Oregon VOST activation as
5 needed
. . é
[ ] F I _S h 7 for more info, or questions:
I e a rI n N email for
N contact: phoneltext email twitter Skype googledocs
° h . . 8 OR-OEM PIO Cory Grogan (503) 3836608 cory.grogan@state.or.us
Alternate OR-OEM
Archiving e
- OR VOST Team
Lead Scott Reuter 503-791-0802  scottreuter@mac.com @sct_r reuter.scott reuter scott@gmail
[ ] G T t " Alternate Team
ro u X " Lead Cheryl Bledsoe  503-250-4882  cherylble@gmail.com @cherylble  cherylble cherylble@gmail co
n Alternate Team  Marlita
" . i Lead Reddy-Helmfelt ~ 505-603-3370  mar@theredelm.com @TheRedEIm  marlitar marlita.reddy. hjelmf
* Public Facing R r . s o
u I C a C I g e S O u C e S Lead Jeff Phillips phillips.jeffrey.s@gmail.com @_jsphillips losranchosem phillips. jeffrey. s@ar
15 Alternate Team
. : Lead Pascal Schuback com
G Alternate Team
L4 We b S I te 1 Lead Caz Milligan carolinemilligan1141@gmail.com @caz_milligan  carrieandyork carolinemilligan114’
i formore info contact Scott Reuter =+ phitext: 503-791-0802 == twitter: @sct_r
- - 18 email: scottreuter@mac.com = Skype: reuter scott
* Social Media Platform
O C I a e I a a O r S 1 PNW VOST Workbook Template v4.0
S R S ——
* Curation Sit
u ra I O n I e S Ed This work is licensed under the Creative Commons

Attributien-NonCommercial-ShareAlike 3.0 Unported License. To view a copy of
this license. visit hitp://creativecommons org/licenses/by-nc-sa/3 0/

* Docs o
* Maps Glc
Video Sites

Cover ~ | INTRO (start here) ~ | ICS 204 Modified General Availability Table = | Check IVOut = | VOST Activity Log Key Websites & Resources MISSION 1: Tracking Ti ¢ )

] € | 7 e — Foco



https://docs.google.com/spreadsheets/d/1UbN57fqHZB25DHbwr7Nzr_E-YrhAkbkOMb-pknjrS8I/edit#gid=9

So How Does That Work In Real
Life?




VOST in the News




VOST Activation

Step 1: EM Organization

activates VOST team leader,
(or VOST decides to self- l Qv
deploy if pre-arranged with \

criteria)

Step 2: VOST Team
Lead
activates local and
nonlocal team members




Contact Information

Contact Information:

Eric Frank (@fyrechief)
Emall: eric.frank@Clark.wa.qov

Website: wvw.CRESA911.0org
Phone: 360-601-8962 (cell/text)



mailto:eric.frank@Clark.wa.gov
http://www.cresa911.org/
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