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The Digital Life Preserver: Using
Social Media During a Crisis

Mary Grady
Managing Director Media and Public Relations
Los Angeles World Airports

#PRNews @mgradyPIO



Los Angeles International Airport (LAX)




LAX Terminal 3 Active Shooter November 1, 2013




LAX Terminal 3 Active Shooter

LAX Police Chief:
moved past

» N »

News Media as First Responders .
#PRNews @mgradyPIO



KEY I Terminals . Parking structures Departure upper level Arrival lower level

Tom Bradley . a
International Gunfire reported at Terminal 3

Terminal

Terminal 2
has been
evacuated.

Upper World Way
Lower World Way

—Tom Bradley
International
Terminal

Future expansion Terminal 4 Terminal 5 Terminal 6 §

#PRNews @mgradyPIO



LAX Terminal 3 Active Shooter November 1, 2013

Los Angeles |

N 11:26 AMPT

KCAL/KCBS

‘ | BREAKING NEWS _ | -
vopents| SOURCE: GUNMAN SHOT TSA AGENT AT CHECKPOINT ¥

DURCE SAYS » THE SUSPECT IS IN POLICE CUSTODY, A LAW ENFO [ 2:26 PM EX













EVACUATION & SHELTER
23,000 Passengers

Tom Bradley
International
Terminal

Los Angeles

Z
; 2 World Airports

o
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Six Media PR Staff

* Assignments: Incident Command System

* 1 Airport PD PIO/Managing Director to
Incident Command

* 1 LAX Public Information Director/Department
Operation Center

* 1 LAX PR Rep - Social Media
* 1 LAX PR Rep - media calls
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#PRNews @mgradyPIO




LAX T3 Active Shooter Communication Response:
Initial Actions

* Initiate Crisis Communication Plans-
NOTIFICATIONS

* Assign staff responsibilities

* Tweet Pre-Scripted message:
“Incident at LAX requiring Police response”

* Establish LAX_Official Twitter Account as the
official source of information

* Identify time of first news conference
* Establish virtual JIC

#PRNews @mgradyPIO



X
LAX Airport © % Folgen
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There 1s an incident underway at LAX. Law
enforcement is on scene. More information
to follow.

& sntworten TV Retweeten W Favorisieren %@ pehy
1.098 88 =P oo

@LAX Official
1st Tweetat 9:37 AM
#PRNews 1300 RETWEETS @mgradyPIO




LAX T3 Active Shooter Communication Response
@LAX_Official Nov 1-2
* Over 500 Tweets via LAX_Official

* Generated nearly 262 million
potential impressions

* Direct conversations with 388 twitter
followers impacted by incident

i,

Y m 5 4 T ok O T ol i " .’
‘ 3 7 o — @LKX:Omu.;EI g
1 O

; Ofﬁual Twitter for the

#PRNews @mgradyPIO




LAX T3 Active Shooter: Celebrity Twitter Effect

Nick Jonas “nickjona
‘ Currently wamng on the plane in area. |

Praylng for the victims of this shq

.........

7,826,333
FOLLOWERS

Nick Jonas
ﬂ Landed at LAX at to the news tha\ |
terminal my plane was supposed to{ ..

Nick Jonas " nickjonas
2 5 Bear with us.
: Expand
l‘) James Franco @ W Follow

1,441,396 | it

Franco i
At #lax

FO LLOWE RS Some s** tbag shot up the place.

instagram.com/p/gLkuAkygWC/

& Reply £ Retweet W Favorite #9@ [ore

T .. WYBREBZEN
#PRNews @mgradyPIO




LAX Official November 8 -9
Context

* One week later, Friday and
Saturday, 20 Tweets

* 1.9 Million Potential
Impressions | €]

»

» ”
Los Angeles - lawa.orgiwedomeLAX aspx

5567 216 58.4K
“ i R Followed by Pat Gannon, LADWP, Andrew Blankstein and 12
» @ \* others

ey LAX Airport LA cial - 52m
g8 Good news travelers! @EtihadAirways to start codeshare with @JetBlue from
‘LosAngeles @LAX_Official on 1JUN #avgeek

B LAXAirport al f
el LAXEats In the mood for seafood? Explore @Gladstonesbysbe in T3 for some
crispy 4 Fish calamari goo.gl/dQuUPF

#PRNews @mgradyPIO




LAX T3 Active Shooter Communication Response

Media PR Call Volume November 1-2

DAY ONE: 631
DAY TWO: 175
TOTAL BOTH DAYS: 806

Context:
August =416
September totals =513

October totals = 567




LAX T3 Active Shooter Communication Response

* 550,000 views of LAX website in first 3 hours

* Website slowed down
* Difficult for Media and Public to access info

Search:

LAX
Los Angeles World Airports w Wi
Y o
Airport Condition AiRadio 530 Lost & Founc

>
z

Airlines & Flights Parking

What's New

AIRPORT POLICE PLACES
IN BAKER-TO-VEGAS
CHALLENGE CUP RELAY
- 05/04/2012

more...

Current Weather

TEMPERATURE: 620 F {167 C) Ground
WEATHER: Fog/Mist Transportation Airport Maps

L35t Upaated on May § 2012, 553 am POT

Quick Search

A s i~ e
# News & Facts Choose Airline B s
- ud o £ Be>” 211

¥ Maps

& FlyAway
& FAQs

#PRNews @mgradyPIO




LAX T3 Active Shooter Communication Response

* 16 “LAX Condition” News Updates sent during
DOC activation (total of 70 action item updates)

.S T e S AR g

#PRNews @mgradyPIO




Customer Communication and Support

25 Everbridge messages (Internal)

* 6 Stakeholders’ Conference calls (Internal)
* 3 News Conferences

* @FLYLAXAIirport

* 506 Tweets = 261,805,059 Potential
Impressions

» 388 direct conversations with Twitter followers
* 16 “LAX Condition”
* LAX Website updates

#PRNews @mgradyPIO



@ 89,3 KPCC Voices you know, .
Southern California Public Radlo voices you trust ﬁ llo n F rl d ay’ t h e re

HEWS L ARIBEUEE L TROGRANS VRIS SWPRORTES A ywere many

:I:;Hsh:ot:ng evaTtl\::'ati;n::;h; \v;é:a;;ssengers left so long p?ssenge rs whe
without information? didn’t know what to
do," said Bonin.
"They were outside
with their luggage or
wandering. There
were very few folks
outside the
command post who
knew what
information to share
with them or what
direction to give

Full coverage | Timeline Bl Comments them.”

Los Angeles city Councilman Mike Bonin, whose district includes Los Angeles

International Airport, wants to know why passengers evacuated during the shooting

incident on Nov. 1 were left in the dark for so long after being asked to evacuate

Terminal 3. ﬂ Lizten Now

-LA City Councilman
#PRNews @mgradyPIO Mike Bonin




LAX T3 Active Shooter Communication Response

. . * “Unless you were following

b OmMetries | the Twitter @LAX official
account before the crisis,
you probably got the first
alert via your car radio —
not Twitter.”

Prof. Dr. Urs E. Gattiker

#PRNews @mgradyPIO




LAX T3 Active Shooter Communication Response

» Crisis Communication/Media Plan
» Develop objectives and key messages

»Develop “place holder” type messages or
statements that can be put out initially

»Have a primary point person in place for
crisis communications. 5=

#PRNews @mgradyPIO |



LAX T3 Active Shooter Communication Response

Paul Lopez-Wood
\ n il | wanted 1o thank you all again for all your help during
the last 48 hours Great job!
¢ tweets more
(XX}

3 :ﬁx ‘.“‘:o,n,‘, geantiygtinaaleb d i o bante gty o o o
- informative, direct and
s e EEA AR o
prompt than tuning
into radio or tv news.”
e ol A

* @LAX_Official you did
= a a kickass job during a

@ pyaarpraveen 31 minsago |3 .

i% No need of sticking to the CNN's regarding T3 < tough day-

issue @LAX Official twitter A/C worked more
than a satellite channel does.. Appreciating

work * @LAX_Official thank
PR n A you for your follow-up
and communication

#PRNews @mgradyPIO during this crazy time!




Customer Care

23,000 PAX

12 Shelter/evacuation sites

16,000 bottles of water handed out

36 airfield bus trips to transport PAX from T1,2,3
Reliant Medical Center - 400 PAX

**Medical care and ADA needs

**Water and snacks

LA Co Mental Health /Dept. of Disabilities/ Red Cross
“**Provided water and snacks

“*Supported 33 PAX in shelters with cots and
blankets

**Counseling 9 days Post event

#PRNews @mgradyPIO .
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Recovery in Two Parts

Nov 2"9 Challenges:

* Schedule Resources at midnight

* Repair variety of items and
specialized cleanup

* Assemble personnel to collect
personal effects

* Match PAX with belongings and
baggage




Incident Timeline

Shooting at 9:20am
Roads and access closed at 9:24am
Shooter down at 9:25am

Shuttle buses allowed into lower level of
the CTA at 2:17pm

_lower roadway (open) at 6:38pm
Upper roadway (open) at 6:52pm

Terminal 3 released by FBI 10 am Now. 2
Reopened 1:00pm

#PRNews @mgradyPIO .




Immediate Actions

* Wireless Emergency Alerts (WEA)

* WEA send free informational text messages to WEA - enabled cell

phones within range of an imminent and dangerous local
situation

* LAWA will create own account with Federal Emergency
Management Agency

* No need to register, customers automatically receive alerts if they
have WEA-capable phone and wireless carrier participates in the

program.
Wireless
Emergency
Alerts
#PRNews @mgradyPIO




Immediate Actions

* Airport Response Team:

* Use Airport employees to help during high-level
incidents and emergencies.

* Emphasis on face-to-face passenger care and
comfort.

* 145 employees: 11 teams of 12 people

* Training:
-Recurring classroom training
-FEMA online training
-Drills/exercises

o SR AIRPORT
-Familiarization tours RESPONSE TEAM
#PRNews @mgradyPIO




LAWA Emergency Management

* PODS Development

* PEAT Development

* AAT Development

* Whole Community Training UNDERWAY
* Evacuation Plans UPDATING

* Family Assistance Centers UPDATING

* ADA Plans UPDATING

#PRNews @mgradyPIO




LAWA Emergency Management

* Terminal Public Address System — UPDATING
* Mass Care — Sheltering — UPDATING

* Improve Coordination with external partners,
City Agencies, American Red Cross

* Airline Briefing LINE — Ring Down real time

* The list continues...what would you add???
#PRNews @mgradyPIO




Lessons Learned Media PR Staff

* |D additional LAX STAFF for emergencies, Crisis
Communication Training — DONE

* Change Twitter Username @FLYLAXAirport — DONE

* Workplace Active Shooter training: DONE
-FEMA Active Shooter Training

http://www.dhs.gov/xlibrary/assets/active_shooter_booklet.pdf ACTIVE SHOOTER

-Run, Hide, Fight PSA

HOW TO RESPOND

#PRNews @mgradyPIO




Lessons Learned

* Meeting/Teleconference with ALL Airline PR Reps to discuss a Joint
Information System (JIS) in the event of an emergency - DONE

IT optimize the LAWA internet infrastructure and software to process
the LAX web pages/interactions faster - DONE

Add Twitter and Facebook account info to all In-Terminal
Communication - DOING

LAX “Dark Site” for EMERGENCY USE ONLY!

On Camera/Radio UPDATES! #PRNews @mgradyPIO



BREAKING NEWS

SHOOTING AT LAX




Mary Grady
Los Angeles World Airports
mgrady@lawa.org

@mgrady PI1O

LM 1 . #PRNews
b=y @FLYLAXAIrport

‘._'| @Los Angeles International Airport




