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The Need for Local Information During a Pandemic

Unlike disasters that affect a particular region, such as hurricanes or earthquakes, an
influenza pandemic would cause people across the country and around the world to face
the same emergency situation at the same time. The widespread nature of this disaster
could mean little or no aid from outside organizations and governments, which may
already be stretched thin from supporting their local communities. Thus, it is critical that
people be empowered to care for themselves and their families, potentially for an
extended period of time. Empowered people create resilient communities, and resilient
communities can fight back during a pandemic. An essential component for empowering
people is providing them with the information they need to protect themselves and their
families from the virus, and to better cope with the changes in daily life.

When we sat in our office and began brainstorming the different types of information that
the public would need during a pandemic, we focused on general information, such as
how to prepare for a pandemic or care for someone who is sick at home. We envisioned
bringing all of the most pertinent information together and creating a centralized
information source that people would be able to turn to as their trusted guide during a
pandemic. However, once we stepped outside of our office, away from the pandemic
jargon and stack of information that we had started to compile, we were surprised to find
that our ideas about the informational needs of the public were different from those that
the public actually expressed. In fact, we were completely overlooking one of the
public's most crucial needs of all.

To gain a better understanding of what the public would want in a centralized information
source, we guided volunteers at a commuter train station and bus stop through pandemic
scenarios, describing aspects of the pandemic such as school closings, restrictions on
public gatherings, overwhelmed hospitals, tap water that is not potable, and a push for the
public to get prepared. In the process of describing these situations, we asked them at
several points what questions they would have. While many of the questions were
expected, such as those relating to preparation and home care, there was an entire range
of questions that a centralized source of general information would not be able to address.

As people began to visualize the scenarios we presented and the difficulties they would
be facing, their interest in obtaining local information quickly became apparent. More
specifically, they demonstrated a need for two different types of local information:
official local information, such as timely public health announcements and updates on
services such as electricity and water, and more grassroots information, such as who
would be interested in coordinating child care when schools closed. While these types of
information cannot be answered ahead of time, we can design systems that quickly
connect people with the answers to the people who need them.



Official Local Information

Imagine that the pandemic has already lasted nearly two months, and your focus has been
primarily on protecting your family. You have followed experts' urgent
recommendations for getting prepared, and you are practically an expert yourself on what
a pandemic is, how the flu is transmitted, and measures you can take to keep from
catching and spreading the virus. You have downloaded information about home care,
and you are ready to pull it off your shelf if you should need it at any point. Life has
changed considerably since the pandemic broke out, but it has not stopped. You are
running low on bottled water, and need to know what stores have it in stock. You have
heard a rumor from your neighbor that the tap water is not safe to drink, and you are
wondering if you should boil it. Although you know that this information is out there
somewhere, you do not have the time to constantly watch the news, waiting for the
announcer to cycle through the news for the numerous surrounding towns and cities.
Even if you turn to the Internet or the phone for this information, you may not have the
time to get the information from each company or organization individually. You could
spend all your free time in your day, which is already limited, getting information from
grocery stores, gas stations, hospitals, water companies, electricity companies, and so on.
And then you may wake up the next morning and all of the updates may have changed.
How do you keep yourself and your family safe but avoid this immensely frustrating and
time-consuming process?

Now imagine that you are a grocery store manager, and you are in charge of getting
timely local information out to the public. During a pandemic, you will want to make
announcements to the public, perhaps about what you currently have in stock, shipments
that are set to come in, or places where it may be safer to pick up food. However, your
announcements will compete for the public's attention with those from the local
government, health departments, and other local businesses. You may know that your
information is important to the public; people may be constantly checking your website
and calling your store for updated information, yet the information you release may get
buried among the constant stream of information going out to the public. In addition, the
process of disseminating information to the public may become increasingly lengthy and
chaotic, with the sudden need for local information in such high demand, and the media
trying their best to serve as an adequate bridge between local information providers and
the public, while dealing with a reduced workforce themselves. Will your information
get out fast enough? Will people even see it?

There is a clear need for a system of communication between information providers and
the public that is simple and consistent during a pandemic or other emergency situation.
Technological developments are constantly making the lives of people simpler and
more flexible; people can have all their most important news from a variety of sources
automatically compiled, they can do their banking online, they can even order movies
without leaving their home. Yet, if a pandemic broke out tomorrow, there would be no
simple way for people to access the information that may greatly improve their ability to
cope, or even save their lives.



Information Providers

To begin developing a system that would make it simple for local officials and businesses
to disseminate critical local information to the public, we first needed to gain a better
understanding of the types of information that they would anticipate needing to get out
during a pandemic, and their current methods for doing this. Thus, we talked with two
Public Information Officers (PIOs), representing Santa Clara County and the Santa Clara
County Public Health Department, as well as representatives from San Jose Water
Company, to discuss this process. From these conversations, we gained several insights
that have driven our design process for a centralized information system.

We cannot be sure how often official information will need to be updated, and thus
there must be inherent flexibility in the system that allows officials and businesses to
update information swiftly and easily. According to the PIO for the Santa Clara
County Public Health Department, it is hard to predict exactly how often information will
need to be updated during a pandemic. First, it may depend on the type of information.
For example, some of the information that the public health department will disseminate
to the public may stay fairly consistent, such as information on home care. For other
types of information, it may remain critical to keep the public updated on a more frequent
basis. These include the latest health officer orders, such as the closing of schools or
public events, and the current medical care information, such as the triage criteria to be
admitted to a hospital or alternative care site. It is especially important for this
information to be disseminated rapidly, so that the public is aware of the most current
steps that they can be taking to keep themselves and their families healthy. The stage of
the pandemic may also influence the frequency with which information needs to be
disseminated. A community may face multiple waves of the pandemic, with the
informational needs of the public evolving over time. From the perspective of San Jose
Water Company, which may be dealing with a reduced workforce and interrupted supply
chains during a pandemic, issues may arise such as small water leaks or problems with
water treatment, which will be critical to get out to the public quickly. A delay could
lead to people turning on their tap and drinking unclean water. There also may be a need
to tell people where they can go to pick up bags of clean water. People will need a
reliable source of information that they can turn to for all these crucial updates.

The geographic area that official local information impacts may be highly specific,
and vary greatly. The system that we develop for the dissemination of local information
must be flexible enough so that it can reach out to the specific region that the information
affects. For example, while the PIO of the Santa Clara County Public Health Department
anticipates that much of the information will go out to people on a regional level, she has
also started thinking ahead to the process of guiding people on where to go for vaccines,
once one is developed. This information may need to go out to the public city by city,
directing each population to individual places. San Jose Water Company will also need a
flexible system, as the problems that it will potentially face may impact the public on a
regional or highly local level. Water shortages, for instance, may necessitate

widespread restrictions on certain uses of water, such as for landscaping. Other
information regarding updates about power outages, which could affect water treatment,



and small leaks, may affect more specific areas of variable sizes. The public will need to
know exactly what problems they are facing so that they can take the necessary measures,
such as boiling their water. Thus, it is important for this information system to include a
feature that allows people to enter information such as their zip code, so that they can
receive the updates that are most pertinent to them. They may even need to enter their
address, as there may a problem affecting an area that does not neatly match up with
boundaries that divide zip codes. For example, one of the main determinants of San Jose
Water Company's zones is elevation, not zip code.

A centralized source of local information may be a more convenient method for
information providers to access the latest updates from local officials and other
businesses. From just the conversations we had with local PIOs and San Jose Water
Company, we began to see how interconnected the different segments of a community
are, and how they must be able to communicate with each other as well as with the
public. For example, if the local power company is experiencing problems, this may lead
to problems for the water company, since many of the processes at the water company are
dependent upon electricity. The power and water companies must therefore
communicate so that they disseminate a consistent message to the public. The water
company and the public health department may also have to coordinate their messages to
the public. For instance, there may be problems with the supply chains that deliver the
chemicals that make water safe for drinking. It would be critical for both sources of
information to provide a consistent message to the public, so that people can take the
right steps to stay healthy, such as boiling their water. A centralized source of local
information may make it more convenient for information providers to access each
other's latest updates and coordinate their information. Instead of having to communicate
with other officials and businesses individually, this one source for information may give
them the information they need more rapidly.

The media currently serves as the main source of dissemination of much of official
local information, and could benefit from a centralized source of information.
Among the officials and business representatives that we talked with, it is clear that the
media serves as their major outlet to the public. From our conversations, we

were introduced to the many different forms of media that are currently used to
disseminate local information to the public: news releases, media advisories, press
conferences, television reporters, radio reporters, and newspaper and posters for more
static information. In addition, the PIOs that we spoke with directed us to their websites,
and San Jose Water Company talked about using their website and phone line to
communicate with their customers, and even delivering door hangers or talking to them
directly for small problems. Thus, channels exist for information to be delivered to the
public, but during a pandemic many of these channels may experience serious problems.
How can we expect employees of San Jose Water Company to talk with people directly
when this may put them at risk of catching or spreading the virus? Will the media be able
to keep up with all the information that local officials and businesses will want to
disseminate to the public, given the staffing shortages that they will be facing? There
would be several benefits to having a centralized information source, where information
providers could remotely input information, the media could access all the timeliest



information at once, and the public could receive in one place the local information
relevant to them.

The great amount of official local information going out to the public may be of
varying importance, and will need to be sorted and prioritized for the public to
understand. In a separate project where we talked with people to gain a better
understanding of why the public does not get prepared for emergency situations, one of
our key insights was that people want critical information pre-digested for them. When
there is a great amount of information, they quickly feel overwhelmed if everything is
given to them at once, with no sense of organization or priority. During a pandemic, it
may be hard for the public to sort out all the local information that they are bombarded
with, and it may be hard to determine if there is a priority among all the different types of
information. A centralized source for local information would be able to help organize
the flood of information for the public, and could allow them to sort through it by
priority, how recent it is, or other categories they find helpful.

Local information needs to not just inform people but empower them. People will
need local information during a pandemic for practical purposes, such as knowing where
it is safe to go, where they can get groceries, and whether their tap water is safe to drink.
However, this information serves the much larger purpose of helping people to concretely
understand what they can do to stay healthy, and cope with the changes they may
experience in their daily lives. It is essential that individuals, families, and communities
feel empowered throughout a pandemic, so that they stay connected and resilient. A
centralized source of local information may be one of the best resources we can create
ahead of time to make this happen.

Thus, with these insights in mind, we have designed a prototype for an Internet-based,
centralized source of local information that would be simple for information providers
to use and for the public to access. Someone without Internet access could call the
pandemic hotline, where a volunteer would be able to access this website, enter the
caller's zip code or address, and use the local information to assist the caller. It is
clear that a centralized information system would need to be very flexible, in order to
accommodate the different needs of all the information providers. There is great
variability in the geographic scope that local information pertains to and how often
information will need to be updated, and thus information providers must be able to
update information rapidly and easily. The Internet would allow for rapid dissemination
of information by directly connecting the information providers with the public. People
may also be able to choose to receive email alerts, bringing the information that applies to
them straight to their inbox.



Prototypes
The following two prototypes are for what the public would see:

Your Local _Pandemlc Alerts

5915 PM, September 27, 2009

WMost Crftical Fandemic Announcements
Government Health Local Services See all

All CA public schools closed as of September 23,

Im velsstrud doleniscil ing essi tat.

To commy nis dolorem delizit ex e, sum in veliz nim dip ex ea at prat, sumsandigna
conzequat utpat. Orem guat. REead more

Posted 4 hours ago by CAGovernor

27 confirmed cases of bird flu in SCC.

Im velsstrud doleniscil ing essi tat.

To commy nis dolorem delisit ex et, sum in veliz nim dip ex ea at prat, sumsandigna
consequat utpat. Orem guat. Read more

Posted 9/24 by SCCPHD

Government Announcements
Usa, California Santa Clara County Palo Alto See all

s closed as of September 28. -CAGovemor, 4 hours ago
declared. -CAFirefightersUnion, 11 hours ago
fo take early recess. -CACongress, W26

=

A public schox
“I‘t r shor a::

re across O

Health Announcemenis

Hospitals Red Cross

See all

Public Health

-SCCPHD cancels 5J Octoberfest. -SCCPHD, 12 minutes ago
-Eim -'-‘\.r-\.-\.-'l p IL'I|IC he*ﬂ h n:IE|:|ﬂ|r*n-=-*| LI ch I otline. -an—l_“ T howurs ago
C [ I nter -SCCPHD, 9727

-E.f confirmed cases of pandemic flu in SCC. -5CC F'H_ , 925

Local Services Announcements

w Power Transport Police See all

-Water main cut on El Caming and University. -PaWaterCo, 2 hours ago
-5 police ask for pandemic volunteers. -SJPD. 9 hours ago

-Ralling blackouts fo start in SCC. -SCCP! dE, W26

-CA Safewavs offer online crdering system, -CASafewavine,, W26
-SFO, SJC guarantine infernational passengers. -FALA, G125

Can't find what you're looking for? Check out vour community updates!




Your Local F’andemm Alerts

915 PM, September 27, 2009

Most Critical Pandemic Announcements
Government Health Local Services See all

All CA public schools closed as of September 28,

Im velestrud doleniscil ing essi tat.

To commy nis dolorem delizit ex et, 2um in valiz nim dip ex ea at prat, sumsandigna
congequat utpat. Orem guat. Resd more

Posted 4 hours ago by CAGovernor

27 confirmed cases of bird flu in SCC.

Im velsstrud doleniscil ing essi tat.

To commy nis dolorem delizit ex et, 2um in vweliz nim dip ex ea at prat, sumsandigna
conzequat utpat. Orem quat. Read more

Posted 824 by SCCPHD

Government Announcements

R Sceoms X

-4l CA public schools dosed as of September 25. -CAGovemor, 4 hours ago
-Firefighter shortage declared. -CAFrefighitersiinion, 11 hours ago
-Ch ifonia d:nl:lr-'-ss io take early recess - —-.C::-r ress, 926

Santa Clara County

CAl egalissn, 9/24

Health Announcements
Hospitalz Red Cross Public Health See all

-SCCPHD cancels SJ Octoberfest. -SCCPHD, 12 minutes ago
-Eh.- Arsa .,.|L:|I|n:: |'|E."1|| h demr*nm aunch hotline. -BAPHDs, 7 hours ago
{els into In a i -SCCPHD, 927

in SCC. -SCCPHD, 9125

Santa Clara Counly converls 6 holels into
Influenza Care Centlers

Im velestrud doleniscil ing essi tat.

To commy niz dolorem delisit ex et, sum in velis
nim dip ex ea at prat, sumsandigna conseguat ul-

pat. Orem qual. Exeros auguer am quiscing te dolore mincips
-".«"v'a'.er main cut on EIf uscipisi. To commy nis dolorem delisit ex a.

2 police ask for pan Posted 927 by SCCPHD
-H“I ing l:ula“hn:u,t“ i

-‘-'“FC E_C uaranting international passengers. -FAL 925

Can't find what you're looking for? Check out your community updates




The following prototypes are for what the local information providers would use:

Hello CAGovemnar
Settings:
Jurisdiction: Califomia
Importance; Medium to
High

Title

Jurisdiction

See My Postings | o . Importance

Full Article

Edit Automatic
Summary

pload photo

Online Announcement Form

2:02 PM, September 27, 2009

This i5 howe your announcement will be lised.

| C& public schools closed as of Septemiber 25,

What regen does this announcerment apply o7 [Defaut is your max junsdction)

California

The mare important announcements will be displayed mone prommently.

L
Highest

ﬂgium |

& your full announzement hers

This summary will app=ar when people mouse over the headline. Enter a new
summary, or let one be generaied from the first twe sentences of your anicle.

Oipgional: upload a photo to accompany your announcement.

Browse

( Preview ) ( Submit! )

10




Hello CAGovemor Online Announcement Form

Setlings: -
Jurisdiction: Califomia 5:02 PM, September 27, 20049
Importancs: Medium to
High This is how your announcerment wil be lisied

Title [, I C& public schoolz closed az of September 28.

‘What region does ths anmouncement aoply 1o (Default = your max jurisdiction)

Junsdietion
Soe M!I’ PDStiI’IgE The rreore imnporiant anncunzements will be displayed more prominsnty.
Select Importance

Wrile in or pasta your full announcemearl hare

Full Article pel| Chac ndent nsert Bullets nser Lin
As of tomarmow, all public schools across California, including

k=12, community collegas, SCS5U's, and UC's, will be closed 1o
premvant further spread of the pandemic flu. It *

%

e ——
This summary will appear when people mouse aver he headline. Entar a new
SLMATEAry, of el one be genaraled from (he lirst b seniancas of your arlicle.
Edit Automatic  Jas of tomomrow, all public schools across California, including
SLJrTlmar‘_q' K-12, community colleges, SC5U's, and UC's, will be closed o

pravent further spread of the pandemic flu. It

Opdional: upload & pholo o accompany your announcarmsant

( Preview ) ( Submit! )

11




Prototypes with Design Features
Here, we point out some of the features of the prototypes.

zet Updates by
Email

Typing in a Zip
Code
automatically
filters news 1o
make it relevant
o the user.

Mews items could
be undled and
emailed once
daily far users,

a8 af Sepambar 28
Lt

nvu Ll 1 _,
o commey mE colorenn dalt
onsaquad utpat. Orem quat. Haa

Fastad 4 hours Ago by DA i

IT canfirmed cases of bird A in SCC
n valaaingd doleresc
lo comn

[onsaquat s

g sl Bl

Lireim quean. bgd

Fostad 24 by i |

Governmenl Announcemeanis

California Sants Clarn C oty Palo & ho Snp all

S &, SUM IN Wals NiM oIf K @3 31 pral, SUmss 'n.'!lzll'ﬂ

- . R I I I I I O O I A I

i doloremn dalisit e &1, SUm In YIS nim CIf & @& a1 prat, SUmsa 'n.'!l:'|I'|1

LRI I K

Heallh Annauncemeanis

Haspinals Fod Cross Puahilic H=alth R all

LGRS ) e IOdR RG] LI 12 mmuiles agd

publ alin deparime ch b e -HaEHUS, £ howrs ago

.I. 'h': .-II.-.'::.:.I ! 'II'.J::"-

Santa Clara County comverts & hotels info
Influgnza Cara Cantars

I vdestrud dosniscil ng essi fat

Ia commy ns dalaren coelisk

1K al, Suem in waks

Wiate Foad nim dpoex ea & orEl, sumsandigns cofEagual Ul Gk
part. Ohren oual.  Exene JUET J@m cuiscing § gyl g ]
Sl alsr o 1 I LECITE o COHTITY 1S o dalst ax e
=yl POSS G5K Fostiad B by S0 L]
Buoiling b 1
ar
Lan ind what youre lookemg Sor'y Check Qul your o Tinik il

Maost Critical
Pandemic
Announcements
This gection
presents only the
most imoortant
messages, and it
ke=ps these here
with brief
summaries as
lzng as
Necsssany.

Profile Hames
are used by
announcemesnt
posters to guickly
identify the official
behind the post.

Ability to Toggle
betwean Sub-
Topics allow the
uzsr to ses all
announcemesnts
related to health,
ar just
announcements
from the Red
Cross or the local
health
depariment.

Announcement
Summaries
appear when
LISErS MOUse over

an
announcement,
ag they can see
the migin points at
a glancs.
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Jurisdiction
atates who your
announcements
can affect, and

FProfile Name
“Your profile name

keeps your

Importance

|5 pre-assigned,
all CAGovemors
announcements
are probably more
important than a

satlings savad
under it.

thug who will ses
your
announcerneant.

grocer's, and so
he only can

Jurisdiction

: _ Entry iz ussd
: ' choose Medium your
Drerrsressasianad to Highest announcement
:::1-1--1--1-1--1--1-1--1--1--!-1-ll|--|ll+ll|--|ll+ll|- ||'”'|I:||:|n_a|'||:5_ :"-I}'ﬂl:'l:'liﬁst':lﬂ
: * . sulbset of your
=l ) total jursdiction
cosens ol Online Announcement Form
-:_:. cal I...:LE ! P, Sepinmi E
aqn 1 Il FOLE ICETENE W = 4 - *
: Ll Ty yrr—rp—pp— ] E Select
« § Importance—
T -} H ] AFMED i i g | - - .
eton B proee higher imporance
announcements
See My Pastings T rorm impoeant snnounosmasis will be dinsisyed m o e .l||.|i| I'E'.'E.' grea-ler

s ErT I wighigl==] ik LB R L B B IR O B ORI IR SR B A BN O BB I IR IR R IO
poran Prominsnce on
the local page.

AS O Moy, &l puddc SChocks elidab Lalloms, incudrg
E-1d, SO ¥ [ ol el UL S ¥
piressr Tuiher spnesd of dve pandamic Tu. | ‘..
Auto-Summary
iz generated from
the first ines of
WCHLIT
announcement.
s ) . . You can edit after
ey L il writing your
Eelit Autamaic - JAs of lomormaw, Hl publc soheals aoross Calfoma, incliding announcement to
Limmanry K-13, cnsnn ol ' l il LGS o L FEEEEEE -
o wad of the pandamic fu. i better summarizs
YL

announcement.

Uaload photo § l frowse ||

[ Preview ] ( Subamit] J

Preview [ets you

-

. see how your

rssssssasararasssnssesnssssassf BNy woud ook
on the loca
infarmation page.
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Moving Forward

In order to build a centralized source for the most timely and accurate local information,
we will need the support of information providers from many different sectors of the
community, such as government, law enforcement, public health, and essential services,
such as food, water, power, and transportation. From our conversations so far, we see
great potential benefits in designing a centralized system, and feel that it may be one of
the best tools for keeping the public empowered and self-sufficient throughout a
pandemic. We also think that this type of system may be useful for community
organizations, such as employers, schools, and faith-based organizations, to reach out
to their communities and disseminate the timeliest information.

The technology that underlies this system that we envision is not very complicated. It
would be important, however, for a major Internet company to host it, to reliably
accommodate the number of people that would use it as a primary guide to their local
information. The general public and the information providers alike have convinced us
of the importance of the public having the most timely and accurate local information
during a pandemic, and thus we are inspired to develop a resource that will be able to
reach as many people and be as dependable as possible.

Grassroots Information

It is critical for local officials and businesses to disseminate information to the public
during a pandemic, but even this resource leaves some local questions unanswered. What
local official can tell you which one of your friends is free to care for your children when
schools are closed and you still need to go to work? Who will you coordinate with to
help the elderly woman living alone down the street get prepared or learn how to properly

wear a mask? How will you do this safely, without putting yourself or your family at
risk?

Communities will need a way to stay connected during a pandemic, and we would like to
begin looking at different technologies that may be able to best support this very local
communication. However, before we can design a system that would allow communities
to stay connected, we first need to better understand what the word "community" means
to people. We wondered if it meant different things to different people, and wanted to get
a better sense of its meaning. Is it determined geographically, such as your town or
neighborhood? Is it your work, your school, or your house of worship? Is it your group
of friends? Is it all of the above? Does it depend on where you live?

To gain a better sense of the meaning behind the word community, we sent out a short

email survey, asking people to briefly describe their communities and to consider the
following scenarios and related questions:
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SCENARIO 1

A very deadly new flu virus broke out in Indonesia three weeks ago, and is now
spreading rapidly throughout the United States after an airplane passenger carried it into
the country. It is easily passed from person to person, and is causing many people to
become critically ill and even die. A member of your household has caught it, and is in
bed with a high fever, intense muscle aches and a severe cough. Because hospitals are so
overwhelmed, you must care for her at home. No one is allowed to go outside your house
until everyone in the household is well again, since you all have been exposed to the
virus and could spread it to others without knowing it. However, you are beginning to
run low on food.

¢ Who would you ask for help?
*  How would you get in touch with them?

SCENARIO 2

Local officials are keeping you updated about events or public gatherings that have been
closed, grocery stores are letting you know when shipments of food are coming in, and
electricity and water companies are keeping you updated on problems you might be
experiencing and what they are doing to fix them. However, you have no way of getting
very local information, for example who could watch your kids if schools are closed and
you still need to go to work, or information on people that are sick and supplies they
need. You can't come together to meet with people to talk about these issues because
people could easily spread the virus to each other.

*  Who would you want to solve these problems with?
*  How would you want to communicate with them, given that you can't meet in
person?

Our goal was to put people in realistic scenarios that elicited the need for very local
communication, so that we could gain a better understanding of who people would want
to discuss very local issues with, and how they would want to communicate, in a time
when it may not be safe for people to physically gather together. Although we now just
have a very preliminary understanding of the idea of a community, it is clear that it
means very different things to different people. Thus, any technology that we develop to
meet the communication needs of a community must be flexible enough to incorporate
the many meanings of the word.

Concept of a Community

From this simple survey, we have gained several insights that will be valuable for future
projects focused more closely on keeping communities connected and resilient.

While many people do tend to think of their community as being within their town
or city, only some would turn to their immediate neighbors for help. Although some

15



experts may envision neighborhood or city blocks needing to band together during a
pandemic, many people's responses to our survey indicated that they would seek help and
want to solve very local issues with people outside of this immediate vicinity. Some
respondents did indeed want to communicate with their neighbors, such as one who
replied that she lives in a neighborhood where people are used to coming to each others
aid. However, another respondent from the same region explained that although she
knew her neighbors across the busy street she lives on, she does not know the ones on
either side of her. Many people were more inclined to turn to their family or close friends
in the area.

People want to feel supported by their official, local organizations such as the Red
Cross or local police department, and may turn to them directly for assistance and
guidance. Some of the responses that we received indicated that it will be very important
for people to feel supported by local organizations during a pandemic. They have come
to trust these organizations that represent safety and integrity, and will look to them for
help in getting involved in their communities. This raises the idea of gaining a better
sense of the local organizations that different communities trust and want to work with,
and more generally the need to emphasize the importance of self-reliance during a time
when these organizations will be dealing with their own shortages of resources and
people.

Younger people are connected to their school network. A trend that emerged from
the responses of college-age respondents reflects the diversity of the meaning behind the
word community. Several of these respondents mentioned communicating with people
that they are connected to through school in some way, such as the local high school
principal or families in town that they know from school. This idea helps us to
understand more concretely why community resiliency plans that solely view
communities as geographic divisions may fail to reach out to many people and empower
communities that could be powerful in fighting back. For example, when colleges and
local schools are closed during a pandemic, many students will be at home with more free
time than normal. Creating a way for these students to communicate with each other may
result in an empowered community of pandemic hotline volunteers or people who
coordinate resources for their town.

Most people would use the Internet and phone to remotely communicate with their
communities. Between email, instant messaging, telephones, and cell phones, it is not
very difficult to stay remotely connected to others. However, it is important for us to be
sure that we know the most widely-used technologies for remote communication, so that
the technology we go forward with best supports the needs of the public.
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