
 Virtual Operations Support Team 
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Introduction
VOSG is the global VOST team’s – collective term!
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What is a VOST? 
• Trusted agents organized and directed by Emergency 

Management agencies. 
• VOST will help expand the EM’s ability to engage with 

the public during emergencies, and as part of the 
recovery phase. 

Engaged 
Community 
Resources 
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What is a VOST?

Virtual Operations Support (VOS) as applied to emergency management and disaster recovery is an effort to make use of new communication technologies and social media tools so that a team of trusted agents can lend support via the internet to those on-site who may otherwise be overwhelmed by the volume of data generated during a disaster.
Source: ( @sct_r ) iDisaster http://idisaster.wordpress.com/2012/02/13/what-is-a-virtual-operations-support-team/




       
    

       

  
     

    

      
    

      

     
     

 

SMEM Landscape 
Social Media in Emergency Management 

• Emergency managers have started to realize the critical role 
social media can play in communicating with their community 
and the rest of the world in an emergency or disaster. 

• Communities have higher expectations around official 
emergency information being available, and this information 
provided to the public in a timely manner. 

• Public expect official use of social media streams, and they 
expect emergency managers to monitor and respond to 
requests for help over these streams as well. 

• However, few emergency management  organizations are 
equipped to do this kind of social media monitoring and 
communication at scale. 
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Expectations of the public.




 
   

         
 

Are Here: Home ~ Markets By Country ~ Long-Haul • New Zealand 

New Zealand 

usage Patterns 

Total Online Population (000's) in 2011: 3,626 

Percentage of Population Online in 201 : 84.5% 

Demographics 

Perce 1age of P,opulation Online 

84.5% 

There were 3,625,553 internet users in New Zealand (representing 64.5%, of the population) in December 2011, according to 

Internet i/orld Stats. (Internet ~arid Stats, December 2011) 

Statistics: Social Media Use in NZ 
• Social networking ranks as the leading online activity in New Zealand, accounting 

for 1 of every 5 minutes spent online in May 2011, according to comScore's study 
on internet usage in New Zealand. 

Presenter
Presentation Notes
Source: http://www.newmediatrendwatch.com/markets-by-country/11-long-haul/57-new-zealand

Downstream websites visited after Bebo by new visitors, March 2010:
1. Facebook (www.facebook.com): 4.98% (% new visitor clicks) / 30.68% (new visitor rate)
2. YouTube (www.youtube.com): 3.64% / 27.48%
3. Tagged (www.tagged.com): 0.44% / 37.28%
4. Twitter (www.twitter.com): 0.18% / 44.30%
5. MySpace (www.myspace.com): 0.10% / 24.08%
6. Windows Live Home (home.live.com): 0.07% / 27.39%
7. Zwinky (home.zwinky.com): 0.06% / 20.27%
8. eBuddy (www.e-messenger.net): 0.05% / 39.13%
9. Small Worlds (www.smallworlds.com): 0.04% / 24.07%
10. Meebo (www.meebo.com): 0.03% / 22.52%
(Hitwise New Zealand Newsletter - April 2010, May 2010)





      
 

     

  

   

Smartphone Use in NZ 

Are you listening? 

Of the over 4.5 m phones in market, it’s estimated: 
800,000 are smartphones. 

People will share photo’s, video, witness accounts, news, opinions and perceptions using social media about an emergency. 

Smartphone penetration UPDATE 27 January 2012 
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http://blog.jericho.co.nz/new-zealand-smartphone-penetration/






   

 

EM 
Decision 
Maker 

Questions/ 
Tasks VOSr 

How will NZ VOST assist EM Agencies? 
• Listen 
• Filter 
• Aggregate 

Tasked 
• Information finding 
• Spot Trends 
• Information dissemination 
Autonomous 
• Monitoring public voice 
• Amplifying official message 

Presenter
Presentation Notes
Communication between official response/VOST and VOST internal is two way and uses any real time collaborative format available
VOST value is a mix of
:
Directed Tasking – 
Find mission critical information 
Disseminate official messages when triggered


Autonomous Capabilities -
Amplify official message - Post and re-tweet messages
Communicate the publics issues and concerns
Follow social and traditional media trends and report back
Document the social media conversation – especially if event occurs
Push out key messages each day
Assist long term recovery
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An,er can 
Red Cross 

Using additional trained resources is 
NOT a new idea! 

In conjunction with the Digital 
Amateur Radio volunteers continue Operations Center, the Red Cross 
to support communication for the also announced the creation of a 
emergency operations center (EOC) Digital Volunteer Program. 
in the US. 

Presenter
Presentation Notes
Amateur Radio volunteers continue to support communication for the emergency operations center (EOC) in the US.

In conjunction with the Digital Operations Center, the Red Cross also announced the creation of a Digital Volunteer Program. 

The digital volunteers will play a critical role in working to verify and curate an incredible volume of data during disasters, notifying Digital Operations Center staff of online trends and situational information that can inform disaster-response efforts Equally important, they will engage with people affected by disasters, providing them with critical safety information, resources and comforting messages.



 
 

  

  
 
   

 
 

 
 

 
 

 
 

 
 

  

VOST Instance Cycle 
Disaster 

occurs/event 
selected 

Decision to activate 
team 

Activated by EOC or 
self activated to 

ensure data is collated 
asap 

Set tasks, priorities, 
schedule, 

tools/platforms 

VOST 
expands/contracts 

according to 
Incident command 

principles 

Deactivation, 
discussion, 

documentation, AAR 

Exercises between 
activations to stay 

current on 
tools/platforms 

Inspired by think disaster 
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VOST expands/contracts according to IC principles:
- Be prepared to call for assistance from more #SMEM volunteers or other VOSTs as needed. This highlights the importance of establishing trusted relationships with #SMEM community early.

Deactivation, discussion, documentation, AAR
After instance is completed, continue backchannel discussion, discuss what worked & what didn’t, document and report, share with the #SMEM and #VOST involved in incident. (collaborative text)

VOST exercises between activations to stay current on tools and social media platforms.

#SMEMWater
#SMEMchat
#VOSTchat
#30Days30Ways
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How do we make it work? 

Presenter
Presentation Notes
Obtain Mandate/ endorcement from EM Practitioners – Exec. Dependant on objectives, seek funding to project manage, train, raise awareness, purchase infrastructure, travel to regional EM orgs.

Guidelines, process, best practice, policy, protocol. Align with strategic goals.

Trust is vital to successful use of VOST. 

Project management of trial, exercise, awareness campaign. Short, Medium, long term objectives for VOST. Align with key milestones in NZ EM. 

Develop regional internal EM VOST. Team, Tools and Training, impact factors. Engagement with PIO (PIM) comms staff public sector. 




    
 

   
        

       
  

VOST and the recovery phase of an 
emergency or natural disaster 

VOST will become a critical additional resource for EM organisations in 
working to verify and curate BIG data during disasters. The concept bridges 

notions of professional, volunteer and community to support the emergency 
management effort in times of need. 

Presenter
Presentation Notes
Listening, monitoring, directing Humanitarian assistance where it is needed. 
What does the community HAVE, what does the community NEED? Connect people, direct. 

Create a record (log) from the very beginning of the emergency/ disaster. Traceable record for AAR. Collaborative (permission based – to assist handoffs, shift changes).





   

   
   

   
  

 

Sources / Reference Material 
• John Owen Butler - VOST at the National Severe Weather Workshop 
• iDisaster via Kim Stephens (Trial by Fire) 
• Gerald Baron: Crisis and emergency communication strategies 
• New Media Trend Watch (Social media in NZ analysis) 
• Get Smart  - (Marketing Association event sponsored by Jericho). 
• Scott Reuter (VOST) think disaster 
• Jeff Phillips (VOST) 
• Vosg.us 
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Referencing sources. 



End of Presentation 

@NZVOST 
@mm4marketing 
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Key Messages 
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Example of Twitter Reach #EQNZ 
Magnitude 5.6, Tuesday, March 20 2012 at 8:25 pm (NZDT), 50 km north-west of Te 

Anau. (No damage, or injuries reported). 
Magnitude 3.5, Wednesday, March 21 2012 at 9:31 am (NZDT), 20 km south of 

Seddon. (No damage, or injuries reported). 
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Evidence gathering.

Screen shot taken on 21st March 2012
Example of social media reach for a NON emergency. No damage or injury involved. 
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Enter Twitter Search Terms, and visualize tweet by a user location on a map 
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#NZVOST on a World Map 
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Presentation Notes
#NZVOST discussion and collaboration. 
Civil Defence warning RT’s in the US, without activation. Imagine the possibilities…. 
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