
Public communication

Bruce Ward
Orange



Public Communications during EI operation – Bruce Ward

Call Centre

60,000 telephone calls
Peaked at 1500 per day 
Many calls also went to: 
– LDCC (particularly movements)
– Industry Liaison
– SDCHQ
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Website

680,000 page views
Peaked at 28,000 per day on 21 September
Single point of authority
Interactive maps
Text, audio and video
Online forms – Horse rego, THS, Events
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Publications

Over 50 separate products
– Factsheets
– Flyers
– Signs
– Advertisements
– Posters
– Displays
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Daily update

Prepared every week day
Short and to the point
Focused on information needs
Provided facts and addressed rumours
Emailed through AHIC lists
Encouraged people to print and hand on
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Social media

Email lists, blogs, chats
‘Unofficially’ monitored by industry staff
Forum for extreme views
Identified issues worrying people
Identified rumours 
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Social media

Who wrote it?
By what authority?
Is it correct?
Is it complete?
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Lessons
Make sure we all sing the same tune.
‘Information’ coordinator.
Website crashes impact whole operation.
Move website onto its own server – maybe outside.
Some people difficult to reach.
Regional Directors to coordinate ‘community engagement’.
Online forms worked, but usability is critical.
Maintain capability to develop applications quickly – start small, 
start quickly, improve.
Social media becoming more important.
Dedicate resources to social media.
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The end
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