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ABSTRACT

Crisis communicators and journalists need stable structures to handle social media content in
emergencies,butstrugglewith informationoverload.Theusabilityofa tool intended tosupport
informationgatheringwas investigatedby conducting twousability tests (low- andhigh-fidelity
prototypes)withjournalists.Theaimsweretoinvestigatehowwellthedesignreflectedusers’general
mentalmodelsofemergencywork,andhowitrespondedtothespecificrequirementssetbywork
inhigh-stresssurroundings.Testswereconductedinalaboratory.Participantsunderstoodthemain
prototypeconcepts,butstruggledwithtime-consumingtasks,forinstance,thoserelatedtosaving
contentorevaluatinginformationquality.Toprovidegoodsituationawareness-andtofitinwith
userexpectations-asystemshouldgatherinformationfromseveralsocialmediaoutletsandallowfor
varyingpossibleusermodes.However,systemdesignersneedtocarefullybalancebetweenincluding
necessaryfeaturesandavoidingtasksthatrequirecomplexmanualactions.
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INTRodUCTIoN

Arampagetruckattack,adevastatingearthquake,orasuddenflooding-duringanemergency1,
informationabout theongoingevent is spread rapidly throughacomplexnetworkof interacting
communication channels (Latonero & Shklovski, 2011; Simon, Goldberg, & Adini, 2015). Via
socialmediasuchasFacebook,TwitterorInstagram,contentispostedandmaybemergedwith
newfactsorrumors.Partsofthisinformationareintegratedintotraditionalmassmediaproductsor
forwardedbydirectinterpersonalcommunicationorrepostedinsocialmediainnewforms.Soon,
itbecomesdifficultforcrisiscommunicatorstohandlethevastamountofcontentandestimatethe
trustworthinessofseeminglycentralinformation(Eriksson,2012).Thismayhaveseriouseffectson
theperceptionofasituationandundermineadeeperunderstandingoftheproblem;orevencause
additionalemergencydamage(Coombs,2015).

Technical systems can provide support for crisis communicators who need to handle vast
informationflowsinemergencies(Ruggiero&Vos,2014).However,gatheringsocialmediawithsuch
systemsisacomplexprocess,requiringanunderstandingofdatadiscovery,collection,preparation
andanalysis(Imran,Castillo,Diaz,&Vieweg,2015;Stieglitz,Mirbabaie,Ross,&Neuberger,2018).
In this study, theworkbehinddeveloping theprototypesof anew tool to support thegathering
ofsocialmediainformationispresented(Sections4-7).Thetoolisintendedforuserswhowork
professionallywithgatheringcrisis-relatedinformation,suchasauthorities,firstresponserescuers,
NGOs,andnewsorganizations.

Thetoolitselfwasdesignedwithauser-centeredapproach,theaimbeingtooptimizeitaccording
tohowuserscan,want,orneedtouseit(ISO9241,2010;Wallach&Scholz,2012).Themainfocusof
thisarticleistoinvestigatetheusabilityoftwoprototypesofthistool(Sections5-6).Theresultsfrom
theusabilitytestsconductedinalaboratorysettingwithoneintendedusergroup,newsjournalists,
arepresented.Thesamplewaslimitedtojournalistsastheprototypedeveloperwishedtoworkwith
oneclearlydefinedgroupduringthefirstpartsofthedevelopmentprocess.

Thisstudyinvestigateshowwelltheprototypetoolsfitinwithjournalists’existingmentalmodels,
andhowthedesignshouldbeimprovedtobothsupportworktasksandanoverallawarenessofan
unfoldingemergency(Sections2-3,7).ThisstudycontributestothefieldofITsupportforemergency
managementbyprovidingknowledgeonhowtodesignsocialmediainformationgatheringsystemsthat
reflectthespecificrequirementssetbyemergenciesandemergency-relatedcommunicationpractices.

Understanding Social Media Information Gathering in emergencies
Socialmediaecosystemsarebasedonfourelements,oneofthembeingthepossibilityforcontent
datafication(VanDijk&Poell,2013).Thismeansthatsocialmediaplatformsproducedatathatmay
becollectedandusedbydifferentactorsforvariouspurposes.Inacrisiscommunicationcontext,
dataficationenablesexternalactorstousetechnologyinordertogatheruser-generatedcontentabout
anunfoldingemergency,andtodistillitintomoreusefulformsthatmaysupportefficientactions
or responses (Pirolli&Russell,2011).While thespecificpurposeofgathering informationwill
varybetweenorganizations,thepracticalprocessesrelatedtotheinformationgatheringaresimilar
(Coombs,2015;Ruggiero&Vos,2014).

Scholarshavedocumentedseveralexamplesoftheusefulnessofsuchdatagatheringforemergency
communicators.DuringHurricaneSandy,rescuersusedFacebooktocontinuouslymonitor,listenin,
andrespondtothepublic’sconcernsabouthowdamagedspecifically-affectedareaswere,andwhen
evacuatedresidentswereallowedtoreturnhome(Hughesetal.,2014).Ludwigetal.(2015)showed
severalexamplesofhowemergencymanagersshouldmonitorsocialmediatoidentifyandpossibly
benefitfromemergingself-organizinggroups,digitalvolunteers,whoinanimprovisedmannerstart
coordinatingsupporteffortsvia socialmediaplatforms.Brandtzæg,Luders,Spangenberg,Rath-
Wiggins, andFolstad (2016)highlightedhownewsorganizationscanbenefit fromsocialmedia
informationintheirproductionofemergencynewscontent.



 

 

17 more pages are available in the full version of this

document, which may be purchased using the "Add to Cart"

button on the publisher's webpage: www.igi-

global.com/article/promoting-situation-awareness/212703

Related Content

Using Simulation to Understand and Respond to Real World and Cyber

Crises
Jeremy Straub (2021). Information Technology Applications for Crisis Response and

Management (pp. 111-127).

www.irma-international.org/chapter/using-simulation-to-understand-and-respond-to-real-world-

and-cyber-crises/278603

Operative vs. Technical Role Management in Emergency Organizations
Taina Kurkiand Hanna-Miina Sihvonen (2012). International Journal of Information

Systems for Crisis Response and Management (pp. 22-34).

www.irma-international.org/article/operative-technical-role-management-emergency/72125

Resilience Strategies for Higher Education Institutions
Christopher Nyakotyoand Pedzisai Goronga (2024). Rebuilding Higher Education

Systems Impacted by Crises: Navigating Traumatic Events, Disasters, and More  (pp.

1-18).

www.irma-international.org/chapter/resilience-strategies-for-higher-education-institutions/343824

A Normative Enterprise Architecture for Guiding End-to-End Emergency

Response Decision Support
Michael J. Marich, Benjamin L. Schooleyand Thomas A. Horan (2010). International

Journal of Information Systems for Crisis Response and Management (pp. 1-18).

www.irma-international.org/article/normative-enterprise-architecture-guiding-end/44915

Incident Command Situation Assessment Utilizing Video Feeds from UAVs:

New Risks for Decision Making Breakdowns
John McGuirl, Nadine Sarterand David Woods (2014). Crisis Management: Concepts,

Methodologies, Tools, and Applications  (pp. 858-874).

www.irma-international.org/chapter/incident-command-situation-assessment-utilizing-video-

feeds-from-uavs/90753

http://www.igi-global.com/article/promoting-situation-awareness/212703
http://www.igi-global.com/article/promoting-situation-awareness/212703
http://www.irma-international.org/chapter/using-simulation-to-understand-and-respond-to-real-world-and-cyber-crises/278603
http://www.irma-international.org/chapter/using-simulation-to-understand-and-respond-to-real-world-and-cyber-crises/278603
http://www.irma-international.org/article/operative-technical-role-management-emergency/72125
http://www.irma-international.org/chapter/resilience-strategies-for-higher-education-institutions/343824
http://www.irma-international.org/article/normative-enterprise-architecture-guiding-end/44915
http://www.irma-international.org/chapter/incident-command-situation-assessment-utilizing-video-feeds-from-uavs/90753
http://www.irma-international.org/chapter/incident-command-situation-assessment-utilizing-video-feeds-from-uavs/90753

