Anatomy of Early Stage Emergency Communications

September 8, 2011 Power Outage in California, Arizona and Mexico
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Background

A little before 4 p.m. on Thursday, September 8 a
massive power outage occurred
in Southern California.

This is a brief analysis of some of the early
communications about the event from social media,
the media, the utility

and government agencies.
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Los Angeles Times

At 4:16 the first potlce I rec.elved

was from a LA Times Breaking . -

News alert A massive blackout in
‘ Southern California

. . . Los Angeles Times | Sept. 8, 2011 | 4:22 p.m.
This is an update 6 minutes later.

Officials are investigating the cause of a
massive blackout that left a large swath of
San Diego, as well as parts of Orange and
Riverside counties without power this
afternoon.

More soon at htip://www.latimes.com/.
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| checked Google for Uihablé to coninect
stories on San Diego

power outage. Went to
th e S an Dl e g 0 G as & . ;h: ms;t:‘ztsc.ould be temporarily unavailable or too busy. Try again in a few

[...

Firefox can't establish a connection to the server at www.sdge.com.

M 1 = |f you are unable to load any pages, check your computer’'s network
Electric website. It was iz,
dOWﬂ I kept CheCki ng s If your computer or network is protected by a firewall or proxy, make sure
) that Firefox is permitted to access the Web.

for the next 45 minutes
or so. Remained down.

Try Again
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Google now had stories about the = San Diego News

outage at about 4:30. Links to O veton Pages

A-LUst Businesses

broadcast channel websites. ABC and seve e e e DPOWER P/
NBC affiliates had minimal news. Earn free rewards
Reported SDG&E had no idea of cause i AP sun B ovimion” Ty
and no idea when it would be restored. NewsAcie | ¢\N DIEGO - Utlly crews ro nvestigaiog i [!':,'n = o

T power outages reported throughout the San Diego area,

10News To Go

San Dicgo Gas & Electric crews are trying to determine the  gor preaking news and daily headlines.

L EmaiAens | cause of the outage, which has affected various cities
. around the county, from the South Bay to downtown, to Cnber C-ia8 Address s
cities in the North County and into areas as far east as El » Browse all o-mail newsietters
t'a PAT BROWN | Centro.
VEEKNIGHTS
é’. NEWS SDG&E representatives say they are looking into the issue Related To Sto

and currently do not know what caused the outages.

l\\,_,{/

Home

San Diego News

Weather HISCOX —

Traffic

Investigations Reinventing Small Business Insurance™
Entertainment

Staying Healthy
Sports

Politics

Site Contents

MARKETPLACE™

BUY ONLINE NOW

San Diego Fire-Rescue Department offici
are urging residents to stay indoors and to
limit phone use,

COVERAGE FOR PROFESSIONAL SERVCE MOVIDERS

Money

At The Movies 10News leamed flights scheduled to leave Lindbergh Ficld were being grounded due to the outage.
Contests However, planes on approach are being allowed to land.

House And Home

Food Several viewers from Los Angeles, Orange and Riverside counties have contacted 10News and said

San Diego Jobs

A l A-List ity Guide they have experienced outages as well.
I Dati
pune 10News and 10News.com will have more information as this story develops.

Real Estate
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Went to Twitter.

5 new result(s) since you started searching
Started to get some Tweet a link o this search
info. | cordovajessica : RT @benitobehar: Silver Lining: At least this massive #blackout
\ has brought out #SanDiego 's sense of humor via #Twitter.
u a minute ago via TweetDeck

Note: notice to not
use phones. Traffic
problems. CNN
Breaking News was
61 minutes late.

chrisdancy : So officially @cnnbrk took 61 minutes to report outage. Twitter 60
seconds. Connected people over mass media. #SanDiego

a minute ago via HootSuite

RobHopwood : RT @EnviroEd: “@RuxandraGuidi: #Tijuana also experiencing
massive blackout, as well as #SanDiego, says SD City Hall. #sandiegooutage

a minute ago via Twitter for iPhone

. inkfaery : Local peeps: check in! You alive? #sandiego #blackout2011
o a minute ago via HootSuite

PNrieslingfan : Now this is the kind of #traffic | am used to #sandiego #blackout
:, R
: a g4 a minute ago via UberSocial for BlackBerry

ndblumberg : RT @RuxandraGuidi: Office of Emergency Serv asks people in
#SanDiego to not use land lines or cell phones-just text, so that emergency calls
' can get in.

a minute ago via Twitter for iPhone
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San DiegoCounty Emergency

x W NRSRAoSE

& iy e —

With reference on Twitter
to San Diego Emergency

Management issuing
warnings, | went to their
website. No reference to
outage at 4:45 p.m.

EvacuatlomlSheM
Road Closures

Health Alerts

Utility Outages/Air
Quality/San Onofre

Law Enforcement and
Fire

School Districts
Cities' Web Sites
Hospitals and Health
Organizations
Disaster Preparedness
Family Disaster Plans »
Disaster Relief
Organizations

Scientific Disaster
Resources

Local News Sites

County Employee
Work Status

»
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Storms

Cel Phone Registry for Emergency Alerts

Cal Fire on Twitter

Breaking News Briefs

8-30-11 10:00 a.m. Mandatory evacuations
have been changed to advisory. The Red
Cross shelter has been closed. Cal Fire
expects to contain the fire by Tuesday

evening.

8-29-11 6:00 p.m. The Pala Fire is now 350
acres burning in rugged terrain and heading
northeast toward Riverside County. The

Sheriff"s Department has Issued mandatory

evacuations to about 80 homes in the Rancho

Earthquakes

2-1-1 San Diego:
24-hour community, health and

Floods Bioterrorism

National Weather Service Forecast
Coast Valeys Mountains Desert

American Red Cross
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4:50 Checked news websites.

Communities across San Diego went dark on
Thursday afternoon as a power outage plagued

Reporting area of outage. Only SDGE parts of the county. Southern parts of Orange
customers.No idea of cause or when County, eastern San Diego and northern

Mexico are reportedly out as well.
restored.

Power went out throughout the county for all
SDG&E customers. All other service providers

Info now coming from non-SDGE
have power.

sources.
No cause has been determined and there is no

But the were reporting statements estimate as to when the problem will be fixed,
, y p 8 according to California Independent System

from SDGE. How was SDGE Operator.
communicating with media?

According to SDGA&E officials they are not sure how many homes are without power or how far the
reach extends.They later tweeted, "We continue to work on the current power outage and find the
cause and solution. We will update you as soon as we know."
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Ah yes, SDGE was tweeting. There first SpGr SDG&E

-E @SDGE san Diego and Orange counties

tweet wdas a 3 . 5 2 p .m. ——abo ut 1 4 m | ns San Diego Gas & Electric: Customer Contact Center
800-411-7343. Here for you, every day.
after outage occurred. ntp v sdge.com

o s

You might also want to follow:
? sdchamber San Diego Chamber - Follow
g The San Diego Regional

ego Regional Chamber of Commerce provides a voice for all San Diego b

| started to follow at about 5 pm.

SDGE reported on upcoming news ,
NEUtilities ortheast Utiites - Folow
Confe rence. Delivering electricity & natural gas to 2.1 million customers and improving our com

m « LIV | « 1 ] ] « I N

B sirhc : "@SDGE: We will be hosting a news conference shortly. No exact time yet.
el We will live tweet from the event." Good, as no one can watch. :-)

Favorites Following Followers Lists

[ 2 minutes ago via Twitter for Android

SDGE socas
This could go into tomorrow in some areas. Keep safety first.

eCcoNds a0

SDGE soGar

SDGE reportS //an event happened between S_Db'; Both major connections to our region have been lost.
AZ and CA” First indication of cause. May ST,
not restore power until tomorrow. QG Conference on now. An event happened between AZ and CA.

o SDGE spcae
SDG[ We will be hosting a news conference shortly. No exact time yet.
=" We will live tweet from the event.

taa AN
nNes ago

SDGE soGar
ﬂ’fi We continue to work on the current power outage and find the

AG I NCOU R I cause and solution. We will update you as soon as we know.
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Here for you, every day.™
™
d)ﬁru pra Energy wony Espafiol | More Languages

Home Customer Service Brochures & Forms Safety Outages Environment Contact Us

New State Law
in Effect July 1st

A new state law I Programs have been activated
requires Carbon

My Account & Demand Response

5:04 p.m.

Monoxide detectors for
single-family homes

SDGE site finally back up.
But, no reference to outage.

* / ° A5 FOWIERLIAK
pparently, 1t's business as usua voee
, [}
S ———— Y
I Want To... For Your Home » For Your Business »
b View/?P il » Financial istan P Rebates and Incentives
F R re Tim Pay M 1l r Rebates I Workshops and Training
F Check Accoynt Balance r Wavs to Save Energy F Baikler Services
N F Start, Stop, Move » Understanding my rates P Roing Business with SOGSE
I| 3
Learn More » b Sign for E-maill » Smart Meter j- Ren: lg RF
About Us Careers In the Community News & Info Rates & Regulation Accessibllity Sempra Energy
Our websne is Sesigned to comply with WIC acoessibiity quidelings Contact Us
and is best viewed with [nternet Expiorer 8, Mozila Firefox, or Safar Terms And Condiions | Rrivacy Policy
L SDGAL Twister
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LA Times continues to send breaking

. . : S ” :/‘ . | o ~s -
news email alerts. This one from Sos Allgt‘lk‘b cgime
5:25 p.m. BREAKING NEWS

, 1.4 million without power
Clearly using SDGE tweets as in San Diego
source. .
Los Angeles Times | Sept. 8, 2011 | 5:25 p.m.
) ) More than 1.4 million customers lost power
First reference | noted on CNN with dgingafglgsllscout_:lnthe San;;i}:ego arﬁa’f{afﬁd -
. uitiity officials said power might not be fully

“Breaking News” was about 6:30 restored until Friday.

p.m. Coverage focused on Obama San Diego Gas and Electric said the outage

speech and potential terrorist threat. T e e e

power officials to bring the power back.

— AC360°

\
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Los Anaeles Times

BREAKING NEWS

Power restored to San
Diego customers

24 hour news cycle.

Report of power restored at 4:36
a.m. on September 9.

Los Angeles Times | Sept. 9, 2011 | 4:36 a.m.

San Diego Gas & Electric Co. says power has
been restored to 100% of the 1.4 million
customers who lost power Thursday.

More soon at htip://www.latimes.com/.
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APS Message
announcing cause

‘ MY ACCOUNT APS SERVICES MY COMMUNITY

Cause of Widespread Outage Under Investigation
APS Works to Restore Service to Customers in Yuma Area

No sign of apology
or empathy for the

September 8, 2011
PHOENIX — At approximately 3:30 pm today, the North Gila — Hassayampa 500 kV

: sl transmission line near Yuma, Ariz., tripped off line resulting in a major power outage across
very sign ificant L L southwest Arizona and into Southern California. Among APS customers, approximately 56,000
WEB SURVEY lost service throughout Yuma, Somerton, San Luis and Gadsden. APS is in the process of
p I‘Ob l ems Cau Sed by restoring service to customers in these communities.

an Operator error. MAKE ONLINE PAYMENT The outage appears to be related to a procedure an APS employee was carrying out in the
North Gila substation, which is located northeast of Yuma. Operating and protection protocols
typically would have isolated the resulting outage to the Yuma area. The reason that did not
occur in this case will be the focal point of the investigation into the event, which already is

Seeking to minimize under way.

impact by talking
only of the 56,000
Arizona customers.

*We are working hard to restore our customers as quickly and safely as possible,” said APS
President and Chief Operating Officer Don Robinson. "We take great pride in our hard-earned
reputation for safe and reliable service, and we will work hard to identify the cause.”

APS is Arizona's largest and longest serving electric utility and serves more than 1.1 million
customers in 11 of the state's 15 counties. With headquarters in Phoenix, APS is the principal

pTHES WER OF, subsidiary of Pinnacle West Capital Corp. (NYSE: PNW)
X ]}mence
Contact:
SEARCH Damon Gross

| il co S (602) 250-2269
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Both SDGE and San
Diego Emergency
Management now have
info updates on their
website.

Too little, too late?
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DG A
LE Here for you, every day.™
A g)\rmpn Energy weey®
Home Customer Service Brochures & Forms Safety Outages Environment C
E C ts
My Account @ Outage Update nergy Curren

View/Pay Bills & More

+ Log in Powered restored to the majority of customers.

Preparing For Fire
» Emergency preparatid

Smart Grid Deploym

* Register More Information + Learn More
Learn more Residential Custo

» Kids' Energy Room

* Tell us about our w

SUNKESE POWERRLINK

I Want To...

lew/Pay B8i

San Diego:Coun
’ W %) 'ﬁHi

e

uest Morf Tt P \ \ t‘.-t‘ﬂl ‘ﬁ!
heck AccoullLr T+l
Evacuations/Shelters/
Road Closures ’
Health Alerts

Utility Outages/Air
Quality/San Onofre

Law Enforcement and X

Fire Breaking News Briefs

School Districts »
Cities’ Web Sites N 9-9-11 4:45 a.m. Power was reported restored

Hospitals and Health
Organizations
Disaster Preparedness
Family Disaster Plans »

Disaster Relief
Organizations

Storms Earthq‘uaiies

Foliow the County on Twitter

Power Outage Food Safety
Boil Water Order Information
» Emergency Procedures for Food Fadilities

to all of the county as of approximately 3:30
a.m. County of San Diego services are
expected to return to normal on Friday. The
availability of various other regional services

will depend on the agency providing them.

Scientific Disaster

At the pointy end of communication strategy and technology Gerald Baron gerald.baron@agincourt.us

Monday, September 19, 11


mailto:gerald.baron@agincourt.us
mailto:gerald.baron@agincourt.us

Lessons?

Twitter was most valuable and fastest source of information.

Twitter was the primary means SDGE communicated with the media and customers.
Retweeting is the new broadcasting.

LA Times email alerts are an outstanding source of fast info

Websites from company and agencies far too slow in providing needed info.

SDGE website clearly not built to withstand crises.

SDGE effectively used Twitter with apparently a late start--but what if Twitter went
down

Live video broadcasting through web critical for information continuity

The Internet, news websites and social media are primary means of communicating
in large power outages--access via smartphones recharged by car chargers

We are in the era of “you are the broadcaster”. To be ready, organizations must:
- make sure websites can handle traffic, geo-redundant &
- post information on site fast and continuously
- use live video feeds
- use Twitter and other social media continuously

For goodness sake, if you are going to mess up the lives of 1.4 million folks, tell them
you are sorry!
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