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Learning Objectives

* Discuss how to integrate Social Media and
Emergency Management

 Establish an operating framework for
SM/EM integration and adapt it over time



American Association of Airport
Executives (AAAE)

1.0 Continuing Education Units (CEUs) are available to
Accredited Airport Executives (A.A.E.)

Report your CEUs: www.aaae.org/ceu



http://www.aaae.org/ceu
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Kim Kenville

University of North Dakota

- Professor, Department of Aviation
= ACRP Oversight Committee Member

= North Dakota Aeronautics Commission
Member

=~ Completed over 11 ACRP
Guidebooks/Synthesis

= Mainly EM topics
Teach Airport 101 and CM for AAAE
Own DBE consulting business
Private Pilot
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Married to Airport Engineer
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Five Ways to Get Involved!

1. Join the ACRP
IdeaHub
community

2. Volunteer for
a project panel

A RP ARPORT 3. Prepare a Visit us online:
C e research
Srocr oroposal www.trb.org/ACRP

4. Answer an
ACRP survey

5. Apply the
research
results
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http://www.trb.org/ACRP

Today’s Speakers

David DiMaria, Barich Inc.
and
David Evans, Khoros

Presenting

ACRP WebResource 8: Integrating Social Media with
Emergency Management at Airports
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https://crp.trb.org/acrpwebresource8/

ACRP WebResource 8

Integrating Social Media with Emergency

Management at Airports
David DiMaria CM, PEM Dave Evans
Senior Consultant Product Manager

Barich Inc Khoros
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David DiMaria, CM
Lead Researcher

Dave Evans

=~ Senior Consultant, Barich Inc. = Product Manager, Khoros

=~ Former DTW Director of Airfield Operation = Author, "Social Media Marketing, An
and Emergency Management Hour a Day" (Wiley, 2010)

=~ Former Willow Run Airport Director = Author, "Social Customer Experience."

) Professional Emergency Manager (Wiley, 2014)
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ACRP WebResource 8 Oversight Panel

Augustus L. Hudson, ATL , Panel Chairman

Kurt Cabral, Eastern Research Group, Inc.

Sarah Ferrara, City of Scottsdale—Scottsdale Airport

David M. McCurdy, Tarrant County (TX) Administrator's Office

Elly Mixsell, Wired Communications

Crystal L. Nosal, The George Washington University

Chelsea A. Treboniak, Critical Ops, LLC

Greg A. Willis, Jr., Jacksonville Aviation Authority

Janel Showalter and Marc Tonnacliff, FAA Liaison

Steve Andreadis, U.S. Copyright Office

Scott Elmore, Airports Council International—North America Liaison
Christine Gerencher, TRB Liaison

Marci A. Greenberger, Manager, Airport Cooperative Research Program
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o= Research Overview SM - Social Media
@

EM - Emergency
+~~. _ Benefits and challenges of integrating Management

©) 5Y smwith EM

Assessing an airport’s level of maturity for
SM/EM integration

>=| How to develop a plan

/V
Q, How to establish an operating framework

B Questions and Answers
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Project Overview

Objective Develop a guidebook to help airports develop a
social media program for emergency
management and crisis communication

ABOUTACRP  ACRPEVENTS  ACRPWEBRESOURCES  CONTACT

TRB's COOPERATIVE RESEARCH PROGRAMS g] ACRP WehRé'mu% ctronic product line of TRB's
‘Research Programs

Integrating Social Media with Emergency Managerﬁent at Airpo...

HOME GUIDE . EXECUTIVESUMMARY SOCIALMEDIATOOLS RESOURCES HELP Searchthe Website N ©

WebResource
Home Page

Bl I.H
el L
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Project Overview - Approach

Literature and Social Media
Tools Research

Social Media Advisory
Sessions

& =

Jurisdictional Review Session Stakeholder Workshops
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Project Overview - WebResource Summary

Part 1 Part 2 Part 3 Part4 Part5
. Understand ~Assess Plan . ~Integrate Sustain .
3 ¥ ¥ ¥ ¥
Key Principles Readiness Collaborative Roles, Procedures,  Review &
approach Measures, Standards, Expansion
and Training
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Integrating SM with EM

This Relationship is Key!

g
Emergency Manager @_ a ‘ Social Media Manager

ORE)
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Integrating SM with EM

Basic Functions of Social Media Uses in
Social Media Emergency Management
Benefits Challenges
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Integrating SM with EM

Social Media Uses in

Emergency Management
Benefits
* Reputation e Communication

* Response Efficiency e  Whole Community
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Integrating SM with EM

Social Media Uses in

Emergency Management
Challenges
* Collaboration e Change
e Technology * Messaging
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Assessing an airport’s level of maturity for

SM/EM Integration

Assess the Following

-

EM Program SM Program
(Depth & Maturity) (Sophistication & Maturity)

4

Current SMEM Integration SM Tools
(Current & Future Use)
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How to develop a plan

® The Goal: Whole Community Collaboration

-,
iy,
]

The Airport Community

* Define your
stakeholders

e Establish a Vision and
Objectives

Federal County and State
Regional and National Level Agencies
Coordination and
Command Centers
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How to develop a plan

Define your SM Integration Level

Basic Intermediate Advanced
(Complete)
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How to establish an operating framework

1. Establish Integration Needs
2. Establish the SM Operating Framework
3. Develop/Update Plans

Part 1 Part 2 Part 3 Part 4 Part5
Understand Assess Plan Integrate Sustain
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How to establish an operating framework

Backdrop - Challenges presented by COVID-19

4
o >

Misinformation Competing Agendas

1. Airline Website (56.79%)

Government or Public Health Agency Website (49.02%)
Rirport Website (46.50%)
Travel Related Website (23.67%)

Travelers looked to the
following sources
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How to establish an operating framework

Build on the phased approach in the WebResource

Integrate plan across airports, _Build a sustainable effort: A
@ departments, and objectives R v little now is better than none
’ |later.
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How to establish an operating framework

Airports Reel as New Coronavirus
Screening Goes into Effect

SeDNEWS awo

corouArRUS
ONLY ON ABC7NEWS.COM: Corfusion over
coronavirus doctor's note ruins Bay Area couple's
vacation

G trvemeboton
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Delta @ v
@Delta
Caring for you s our top prioriy. Take a look at some of the steps we're
taking to protect you when you fly with us.

HOW WE'SE CARING
FOR YOU FROM
CHECK-IN TO ARRIVAL
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PROGRAM




How to establish an operating framework

In a time of uncertainty, provide
assurance, consistency, and
security. Add confidence (for
traveling).
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How to establish an operating framework

Adopt Proven Best-practices
Incident Command Structure
Participation of Public Affairs

EE Formal Listening
"lll"" Response Processes

Adjust and Repeat

7o\
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COVID-19: Information for Travelers and Flights

Travel

Aircraft, taxis, and ridest are d essential

businesses and are able to remain open during this time for people traveling to
conduct essential business or critical infrastructure, and caregivers who travel to
provide care. As of May 1, 2020, individuals may make trips to obtain or provide
the reopened services listed in Governor’s Order GA-18.

7

~ Permitted Travel

Only travel related to essential activities, essential governmental
functions, essential businesses, critical infrastructure, or minimum
basic operations is permitted. As of May 1, 2020, Governor’s Order GA-18
identifies additional businesses and services that people may leave their
homes to access (reopened businesses). In addition to making trips
related to essential businesses, activities and travel, individuals may also
make trips to obtain or provide the reopened services listed in Governor
Abbott’s order and to participate in permitted outdoor activity. Both the
Cirv's arder and tha Governor’s order GA-18 yanmive individnals ro stav ar
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How to establish an operating framework

Sounds Great. But how?
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How to establish an operating framework

How-To: Implement a Standard Response Practice

:: List authorized channels: make this list and capability obvious to travelers

¢ mmm
Use these channels for regular messaging

i Use these channels to respond to specific, in-the-moment issues detected via Listening
I - Share your channel list with your stakeholders

o_0
.&. Low-hanging Fruit: Don’t forget about checklists!
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How to establish an operating framework

How-To: Develop and Share Standardized Reporting

\/ Consistently implement the basics

_l Report quantitatively on both steady-state conversation and tone, and, on
BOM sudden spikes, isolated issues

B Share these reports
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How to establish an operating framework

How-To: Integrate Social Media with Public Safety Communications

¥ _ Move out of PR-mode and into customer care (reassurance) mode
@ Differentiate between true local crisis and national issues

}} Follow the ACRP WebResource Guide
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How to establish an operating framework

" Sustaining your program

.............................................................................................. >
Improving Adding On Going Further Learning More
v v v v
Strengthen Next level of Tapping into The art of
collaboration integration innovation staying current

— P00 — 00— OO

Part 1 Part 2 Part 3 Part 4 Part5
Understand Assess Plan Integrate Sustain
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Relationship between

Om
_/ A published plan - with training & rehearsals

3 N Il trorms | Tools
Relationships | Current Events
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FOR ADDITIONAL INFORMATION

bl

\
ACRP ‘g
WebResource 8

Integrating Social Media with |
Emergency Management |
at Airports

i

https://crp.trb.org/acrp
webresource8/
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David DiMaria

Senior Consultant, Barich Inc.

+1-734-576-9533
david.dimaria@barich.net

Dave Evans

Product Manager, Khoros
+1-512-413-5735
dave.evans@khoros.com
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https://crp.trb.org/acrpwebresource8/

Today’s Panelists

Moderated by: David DiMaria, Dave Evans,
Ken Kenville, Barich Inc. Khoros
University of North

Dakota

#TRBwebinar



ACRP is an Industry-Driven Program

=~ Managed by TRB and sponsored by the moor
Federal Aviation Administration (FAA). ACRP] =

- Seeks out the latest issues facing the airport 2020
industry. ANNUAL REPORT

OF PROGRESS

= Conducts research to find solutions.

= Publishes and disseminates research results
through free publications and webinars. i
(A
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Other Ways to Participate

|
ACRP

AMBASSADOR

o

ACRP

CHAMPION

Q

ACR

IMPACTS ON PRACTICE

The National Academies of
SCIENCES + ENGINEERING + MEDICINE

Become an Ambassador. Ambassadors represent ACRP at
events and conferences across the country!

Sponsor or become an ACRP Champion. The champion
program is designed to help early- to mid-career, young
professionals grow and excel within the airport industry.

Visit ACRP’s Impacts on Practice webpage to submit leads
on how ACRP’s research is being applied at any airport.

Visit us online:
www.irb.org/ACRP

Ti ISPORTATION RESEARCH BOARD
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Other ACRP Research on Today’s Topic

Report 88: Guidebook on Integrating GIS in Emergency Management at Airports

Report 94: Integrating Web-based Emergency Management Collaboration Software
into Airport Operations—A Primer

Synthesis 50: Effective Cooperation Among Airports and Local and Regional Emergency
Management Agencies for Disaster Preparedness and Response

Synthesis 82: Uses of Social Media to Inform Operational Response and Recovery
During an Airport Emergency

Visit us online:
www.irb.orqg/ACRP
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https://www.nap.edu/catalog/22525/guidebook-on-integrating-gis-in-emergency-management-at-airports
https://www.nap.edu/catalog/22455/integrating-web-based-emergency-management-collaboration-software-into-airport-operations-a-primer
https://www.nap.edu/catalog/22425/effective-cooperation-among-airports-and-local-and-regional-emergency-management-agencies-for-disaster-preparedness-and-response
https://www.nap.edu/catalog/24871/uses-of-social-media-to-inform-operational-response-and-recovery-during-an-airport-emergency
http://www.trb.org/ACRP/ACRP.aspx
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Coming soon:
A new look for a classic newsletter!

* Subscribe to the newsletter for the most
recent TRB news & research!

* Even previous subscribers must
resubscribe!

https://www.mytrb.org/Profile/MyAccount

/ TRBWeekly
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https://www.mytrb.org/Profile/MyAccount/TRBWeekly

TRB’s New Podcast!

 Have you heard that we have a new
podcast, TRB’s Transportation Explorers?

 Listen on our website or subscribe
wherever you listen to podcasts!

sz
Transpor tatlon
#TRBExplorers Explorers
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https://www.nap.edu/trb/podcasts/

Get Involved with TRB

W @NASEMTRB #TRBwebinar
€) @NASEMTRB

Transportation Getting involved is free!

- Research Board

Be a Friend of a Committee bit.ly/TRBcommittees
— Networking opportunities
— May provide a path to Standing Committee membership

Join a Standing Committee bit.ly/TRBstandingcommittee

Work with CRP https://bit.ly/TRB-crp

Update your information www.mytrb.org
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http://bit.ly/TRBcommittees
http://bit.ly/TRBstandingcommittee
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http://www.mytrb.org/
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