Envelope 1


Scenario

Some council staff are in council HQ, some are working from home and some are trapped at home, including contact centre staff. You don’t have a list of where all staff live.

The flooding has caused many road closures. About 10 percent of the town is under water, and 300 people have been evacuated to Riverford Leisure Centre. 

There are a limited number of sandbags available to help with the flooding in certain areas.

Info 1: Tweets

@corbett1989:

No way through now road has been closed!!! #riverdale #flooded http://t.co/3OcOGnpT

@lavendarblue: 

At leisure centre, people worried but upbeat, redcross doing sterling job - hot cup of tea & blanket :-). #flood #evacuation #riverdale

@lennyboo:

RT @jessicaestewart: Half Riverdale being evacuated and entire town underwater! National emergency here! Help!  #Riverdale

@wendy89:

@riverdalec @riverdalepolice Jus seen dead bodie flote past window of house in spring street!!!

Info 2: Visit from press officer

A senior press officer comes to see you. She tells you that the Riverford Gazette is going to run an online and offline story on how the council is running dangerously low on sandbags. 

The press officer tells you that the council is monitoring the situation carefully. It has contingency plans in place to get extra sandbags from a neighbouring council if necessary. 

The press officer asks you to get this message out digitally to counteract the news article. 

Twitter + Facebook

· Use one Twitter feed. Advise other councils to keep an eye on main feed

· Come up with hashtag quickly / get in early to promote proper hashtag – agree, establish, and identify other key ones:
· Let media etc know about hashtag 
· Find balance between verifying tweets and wasting resources on false information
· Point to council website for info

· Retweet tweets from other organisations

Specific tweets:
· Look at further information related to tweet and the tweeter (do you trust them?)

· Check number of followers of accounts (especially for Wendy89)

· A: Verify with emergency control centre / colleagues in bunkers. Find out what’s actually happening. 

· B: Retweet (good news story and will calm people down)

· C: Reply (link to news on website)

· D: This is a police issue

Messaging
· Set up media hub for all messages

· “Follow #Riverdaleflood for updates”

· Try to stop / counter negative narrative

· Provide voice of authority

· Send out messages of reassurance to stop panic – across all channels. 

· Sandbag messages = collection and handouts by officers, reassurance

· Signposting to place where people can find help
· Information about safe areas

Website

· Statement on website

· Flooding, so don’t travel

· Stay where you are

· Emergency services will attend if needed

· News story on website – link on social media

· Where to get help, etc

· Continually update

· Link from news story and statement to Facebook and Twitter

· Use website as central information point

Other

· Emergency response plan and alerting activation (agree and establish alert system)
· Set up emergency bunker / team (police, fire, road, resilience)

· Double-check radio is aware

· Establish key parties and resources
· Decide on roles and responsibilities – 

· Someone to decide key messages – requires liaison with different departments

· Someone responsible for making decision about emergency help

· Establish links with other key groups 

· Update staff intranet and text staff

· Pre-recorded messages on answerphones giving information
· Gain an overview of all roads

Media
· Radio – ask them to promote Twitter feeds

Envelope 2


Scenario

Riverdale has run out of sandbags, but an extra 2000 are being transported over from the neighbouring county. They will be available for collection from the car park of the local supermarket.

Rising waters have flooded Riverford Comprehensive School and an evacuation of the 600 pupils and 50 teachers is successfully underway by the emergency services. 

Info 1: BBC local news item

BBC local news is picking up tweets from inside the schools where some pupils seem frightened and unsure of what is going on as they await rescue. 

They publish the tweets, along with a story on the progress of the evacuation, implying it is happening too slowly.

A senior press officer comes to the digital team, in a slight panic. He asks you to publish the evacuation plan in the next 15 minutes, to counter the implication. He says that “if there’s time”, you should run it past the Head of Education Services at the council. 

Info 2: Out of office

In response to your email to the Head of Education Services, you receive this message:

“I am currently on annual leave and I will get back to you on my return. Please contact my deputy Jo Dawson if your message is urgent.”

One of your team saw Jo Dawson yesterday in the lift – he was on his way home because he was feeling ill, and looked so bad it’s unlikely he’ll be coming in today.

Response

School

· Find out what’s happening at school and message out on all social media channels

· Inform parents they shouldn’t go to the school. Children will be evacuated safely by emergency services

· Reassurance message / direct tweets for parents to say all students are safe and being evacuated – back up with photographs or footage

· Get some photos of kids safe and sound 

· Retweet kids’ tweets / photos?

· Issues around PFI / academies?
Media

· Press release to all local media with all the social media and sandbag info

· Contact BBC to offer named spokesperson to be interviewed to update and reassure

· Comment to BBC – 
· evacuation is successful
· let them know they aren’t being helpful (?)
· Ask BBC to embed our tweets on their page

Website and Twitter

· Statement to media and on website to feed Twitter / Facebook

· Extra sandbags on their way

· Available to collect from local supermarket
· Where to collect them
· Only collect if you can travel safely – tweet map
· Successful evacuation underway
· Tweet – follow @riverdalepolice for info – council would retweet

· Update news story – more sandbags / evacuation:

· Send out / retweet public health messages – care needed around sewage, etc.

· Regular website updates

Sandbags

· Once delivered, send out message on sandbag collection

· Advise there will be extra sandbags – keep updating. Add this to website statement.

Evacuation plan

· Some groups decided to publish evacuation plan:

· Time is too precious – just run the story / info / plan about evacuation without passing it by anyone

· Send plan out

· Others decided not to publish

· Don’t publish specifics of emergency evacuation plan

· Chain of command stops publication of evacuation plan

Other

· Send internal comms to staff with key messages

· Organise staff coverage of social media

· Use all channels – ensure consistency

· Continue to monitor and put contingency plans in place, communicate safe areas and provide advice on emergency preparation / plans

· Use a map to demonstrate problem areas.

· Door knocking by available council officers

· Advice emails to businesses, etc

· Yammer = set up emergency hotline for worried parents

· Tap into ‘community resilience’ using school students as audience – capturing info for analysis later.

· Bronze officers to feed info to silver

Messages

· Stay home – don’t travel 

· You will be evacuated by emergency services if necessary

· Things are under control – reassurance – post photos of situation going well, sandbags being delivered, etc

· Mutual aid positive messages – ask people to check on neighbours

Envelope 3

Scenario

The flood waters are starting to recede slightly. 

As far as the council knows, there have been 10 injuries, none serious, and no deaths. The evacuation of the school is complete.  

Riverford Leisure Centre is almost at capacity. 

Your website has crashed, due to the sheer numbers of people accessing it.

Info 1: Phone call from Riverdale Council Customer Care Unit

You receive a phone call from the council’s contact centre. It’s receiving hundreds of calls and emails from residents, worried friends and relatives. 

It is understaffed, because many staff are trapped at home by road closures caused by the floods. It is struggling to cope and asks you to help stop so many people contacting them, by getting information out to them. 

Info 2: Facebook posts

The Riverdale Council Facebook page has received more than 100 comments in the last hour, since the website crashed. Here is a selection:

When is yr website going to be back up? Can’t believe its gone down – typical!

Hi Riv Council, pls can you let me no whats happening with Care home on Swan st – my grans there, dont no whats happening. Thx

Hi, I live in London. I’ve been trying to get hold of my mother in 36 Devon Road but no response on the phone. Please tell me what I should do? Can you send someone round? Should I call the police?

Water is nearly up to my door and I have 3 children under the age of 5, who are terrified. What should I do? Who do I call about evacuation?

Info 3: Tweet

Stephen Fry, whose mother lives in Riverdale, tweets: “@riverdalec So sorry to hear of terrible flooding. Can I help?”

Response
Website crash

· Tweet that the website is down and we’re working to get it back up

· Direct general public to Facebook and Twitter and apologise for website crash

· Tweet updates

· Use radio to put out information
· Attempt to re-establish / repair website

Messaging
· Good news messages – school has been safely evacuated

· Get info update out – flood waters are receding

· If it’s urgent / life and limb matter, call 999

· Leisure centre full – don’t travel there

· Coordinated messages approved by silver CDR

Call centre

· Set up answer machine messages – signpost to other sources of information
· Ask people not to contact us for queries if they can wait / non-emergencies
· Divert to emergency services and info

· Set up specific lines for different needs, with standard responses

· Ask contact centre to promote other channels – IVR system

· Get call centre to log call / questions

Facebook and Twitter
· Advise people to tweet, post etc to let relatives know they are ok

· Have a thread on Facebook where you can ‘sign in’ to say that you are okay

· Give reassurance and facts, signpost to information
· Ask people to retweet / share our content – including elected members. Attempt to get Twitter users with huge followings (eg Stephen Fry) to retweet positive messages / advice

· Tweet helpline number issued by police
· Staff trapped at home can use social media sites

· Answer key Facebook questions – set up FAQs thread

· Facebook posts asking people to check on elderly residents (involve people who own 4x4 vehicles) and saying that if you think it’s an emergency, phone 999.

Specific tweets:

· Reply to messages to best of knowledge

· A: Redirect to info on partner website. Apologise. Working on this back and hope to have it back up asap (within timeframe)

· B +C: Direct contact on this question. Have passed query to emergency team

· D: Advise to contact emergency services

Stephen Fry

All groups were agreed to respond to Stephen Fry:

· Stephen Fry – retweet

· Stephen to highlight hashtags and retweet (to reach more followers)

Media
· Statement to media: 

· Situation has improved

· School was evacuated successfully

· Council website is currently down – we’re working to get it back up

· Please see emergency services websites

· Follow Twitter / Facebook

· Ask local radio to ask people to use social media / phone in an emergency

Other

· Work closely with emergency services etc

· Use Storify, Tumblr

· Ready-to-use info packs – distribute including info about how to prepare for events in future

Envelope 4


Scenario

The weather is improving and the flood waters are receding very swiftly. The Met Office website reports that the rain will stop in the next few hours.

The website is now back up and running.

So far, there have been no deaths but 14 people are in hospital with non-life-threatening injuries – including 2 school pupils with hypothermia.

Info 1: Blog

One of the opposition councillors publishes a blog piece. 

It criticises the council for being so disorganised in its handling of the flooding crisis, singling out the “shambolic handling of the sandbags situation”. 

Info 2: Video

A video is posted on YouTube by someone who says they are a resident of Riverford. The video shows the devastation caused to homes by the flood. 

A comment underneath the video reads: 

“If the council had done their jobs properly and given us enough sandbags, maybe things wouldn’t be looking this bad. I rang them up to get some. Tried for 2 hours and couldn’t get through, so gave up in the end!” 

Info 3: Tweets

@lockheedr:

@riverdalec When is it safe to go home? 

@ravenblue: 

A lot of ppl affected by #riverdale #flood. Let’s chip in and help our community! Who’s in?! #Rivcleanup @riverdalec

Response to Info 1: Blog
Some groups thought it better not to respond directly to the blog:

· No response to negative narrative

· Ignore

Some groups would respond, but not directly: 

· Link to local bloggers with good things to say

· Rebut councillor story but not directly – use council leader to respond

Response to Info 2: Video

Groups had differing responses to the video:

· Ignore in the short-term, respond in the long-term

· No response to negative narrative

· Check that the report is accurate. Our response depends on how many people have seen it.

· Official response – we’ve all had a hard time, community has been excellent working together. If you want to make a complaint, here’s where to go. 

Response to Info 3: Tweets

· Tweet B: 

· Retweet
· Retweet B repeatedly. Ask @stephenfry to retweet. Build on the goodwill already established

· Retweet and widely publicise

· Gather some positive / factual feedback. Use a friendly tone (take care out there)

Messages

· Use all channels and traditional media

· Advise all actions taken by council – 

· extra sandbags were brought in
· key partnership between council and emergency services

· council helped avert disaster
· Re-emphasise the good work
· There were no deaths

· Ignore the negative and highlight good community spirit / communities pulling together

· Send out thanks to local people, partners, organisations, emergency services, schools, neighbouring councils and sandbag distributors

· Post about improving situation and reassurance

· Redirect people to community action groups / fund

· The council was under stress because of this unprecedented event.

· Clean up starts when all flood waters have receded

· Emergency services will advise when safe to go home

Other
· Constant updates on the situation

· Have list on website of clear areas. Update about areas as they become clear

· Update information and get message out – images, footage

· Pinterest of the community’s positive stories and of the incident.

· Couple of human interest stories

· Involve Stephen Fry in spreading good news / Respond to Stephen Fry – use him to widen the message

· Include new #Rivcleanup hashtag – retweet
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