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Building a Social 
Media Analysis & 
Response Team

Developing social media teams for crowd-sourced 
intelligence & situation monitoring in healthcare

#AHEPP17

Why am I here?

CHRISTOPHER TARANTINO, MEP CMCP CHEC-III

• CEO – EPICENTER MEDIA & TRAINING

• SUBJECT MATTER EXPERT – NATIONAL DISASTER PREP. TRAINING CTR.

• CONSULTANT – WESTERN REGION (NY) HEALTH EMERGENCY PREP. COALITION

• PAST CHAIR – IAEM EMERGING TECHNOLOGY CAUCUS

#AHEPP17

Why are you here?
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#AHEPP17

“By the time you hear 
the THUNDER, it’s too 
late to build THE ARK.”

-UNKNOWN

#AHEPP17What are we
preparing for?

#AHEPP17Reduce the “RED SLICE”

What we know we
know

What we don't know
we don't know
What we know we
don't know

MOST 
DANGEROUS

Strong decision-making 
is your biggest asset

in an incident.
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#AHEPP17
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#AHEPP17What data do we need?

 Geographic Information Systems (GIS) & location data

 Latitude/Longitude, National Grid, 
Geocode, social media

 Reports & multimedia

 Weather data, field observers, email, forms

 Queries

 Tweets, Posts, Periscopes, phone calls, etc.

 Databases & Integrations

 Brand Management Opportunities

 Others?
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#AHEPP17Know how information spreads

 Word-of-mouth

 Phone

 Radio & television

 Press releases

 Blogs/Websites

 Social media

 Text messages

 Mobile apps

 Sensors & Internet-of-Things

 “Citizen Journalists”

 Livestreaming

 No longer centralized

 No longer top-down 
information sharing

 Distributed networks of 
information

 Influence each other

 Correct each other

 Inform each other

 Varying levels of 
trust/credibility
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#AHEPP17What is #SMEM?

 #SMEM = Social Media in Emergency Management

 Based on crowdsourcing

crowd•source /’kroud,sÔrs/ verb. 1. obtain information (or 
input into a particular task or project) by enlisting the services 
of a number of people, either paid or unpaid, typically via 
the Internet [Example: Kickstarter, GoFundMe]

 Leverages information from general public

 Usually involves core team of trusted agents

 Most successful when formally organized (though sometimes spontaneous)

#AHEPP17How can we manage #SMEM?

Volunteer
Team

In-House
Team

#AHEPP17Anatomy of a hybrid team

 SMART = Social Media Analysis & Response Team

 Can operate in conjunction with a Joint Info 
Center (JIC) or separately as a “social media 
listening” resource

 Functions performed by trained personnel with 
intimate knowledge of agency/org.

 Potential for shared paid/shared personnel & 
volunteer opportunities

 Continuity of operations through depth & 
breadth of team personnel

 Works well with higher education institutions, 
hospital/healthcare systems, corporate 
campuses, etc.

Analytics & 
Archiving Monitoring

Amplification & 
Curation

Outreach & 
Coordination

Team 
Leader & 
Liaison
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#AHEPP17

Civil 
Unrest

Natural 
Hazards

Crisis 
Comms.

Terrorist
Incidents

Planned 
Events

Technological
Incidents

Other activations

#AHEPP17

Trusted Agents

Graphic: Modified from @sct_r & @caz_milligan
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Questions / Tasks

Answers / Results

SMART structure

Partners News Media

General Public 
& CustomersTeam Lead

#AHEPP17Setting up a SMART

 Leadership 

 Policies/Procedures

 Team structure & accountability

 Volunteer/Staff Handbook

 Application process & recruitment

 Suggested training/expertise requirements

 Activation plan/processes

 Incident reporting

 Internal communications
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#AHEPP17SMART member profile

 Expertise:

 Social media

 Community leadership

 Marketing

 Communications

 Public Relations

 General technology

 Requirements:

 Existing healthcare system relationship 
(don’t just think employees!) 

 Background check

 Basic FEMA & SMART-specific training 

 Credentialing

 Regular meetings & activities
Identify these people FIRST

THEN worry about these

#AHEPP17SMART recruitment

 Get creative!

 Create a champion(s)

 Find leadership & core team first, then 
recruit others

 Start with sustainability in mind

 Look for shared resources & opportunities 
to partner (within reason)

 Write your operations manual early to 
identify how/why team will be used 

Media 
Relations 

Staff
Faculty

Students
Non-

essential 
personnel

Marketing 
Dept.Admin. Staff

#AHEPP17

How do you 
build & maintain
SMART proficiency?
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#AHEPP17SMART communications

Message board  team 
members, EOC personnel, 
liaisons (Skype, Slack, other 
instant msg. chat-room)

Group text/chat  team 
activation (GroupMe)

Collaboration  team info 
sharing, document sharing
(Dropbox, Google Drive)

Activity Log & Workbook

Twitter (news/questions) 
general public, responders, 
community leadership, news 
media

Facebook (questions)  general 
public, interest groups

Snapchat, Instagram, Periscope, 
Reddit, Google+, Nextdoor, 
Tumblr, Pinterest, other channels 
as necessary or appropriate 
(match with goals)
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#AHEPP17

Basic SM & 
EM Training

• PER-304
• IS-100, 200, 

700, 800
• Hazard-specific
• Others

Planning 
Workshops

• Include all 
potential team 
members, 
leaders, 
liaisons, etc.

• Develop policy

Small 
Activations

• National Prep.
• Weather
• Planned events 

& VIP visits
• Opportunity for 

mentoring

Advanced 
Training

• NDPTC PER-344
• NDPTC SM 

Engagement
• Private or 

custom training

Tabletop 
Exercises

• Evaluate 
decision-
making 
frameworks

• Include 
partner orgs.

Functional & 
Full-scale

• Scale over time
• Exercise in 

isolation AND 
with other EM 
resources

Increased capacity building over time

Team development

#AHEPP17

Image: clipartpanda.com

Establish priorities
& build a TEP

 Training & Exercise Plan

 Competency-based

 Collaborative

 Should cover multiple years

 Progressive

 Supports operations

 Includes systems testing

 NOT just hazard/scenario-focused

 NOT just platform-focused

CALENDAR

SCHEDULE

GANTT CHART

TT&E LIST
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#AHEPP17Be an agent of change

Discussion-based Operations-based

Seminars

Workshops

Tabletops

Games

Drills

Functional 
Exercises

Full-scale 
Exercises

Planning / Training
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• TRAIN
people

• TEST
systems

• EXERCISE
capabilities

#AHEPP17What plan?

#AHEPP17Significant challenges

 Continuity & sustainability

 Budget

 Recruitment/retention

 Leadership

 Technological proficiency (“perishable” skills)

 Integrated training/exercises

 Defining expectations & outcomes

 Misconceptions & potential misuse
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#AHEPP17Keys to success

 Transparent management (clear goals/objectives)

 Official affiliation w/ sponsoring agency 
(“no freelancing!”)

 Scalable / Flexible

 Effective span of control

 Both on-site and virtual contributors

 Avoid tunnel-vision (goal = holistic media monitoring)

 Clear understanding of tools/technique

 Constant intra- and inter-team communication
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#AHEPP17

“Like all technology, 
SOCIAL MEDIA is neutral but is 
best put to work in the service 
of building a better world.”

-SIMON MAINWARING

#AHEPP17

Q&A Session
ASK ANYTHING YOU’D LIKE!
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#AHEPP17

Christopher Tarantino, MEP CMCP CHEC-III 

about.me/chris_tarantino

CEO – Epicenter Media & Training
ctarantino@epimetra.com
@epimetra  |  (585) 210-3011
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