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Main Points of Presentation

> The Anthrax Attacks

»> Chaos Theory as a framework

> Communication challenges

> Selfi organization
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Mail Flow in Florida, New Jersey, New York, and Washington,
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Chaos Theory as a Framework

> Anthrax attacks led to a cosmology.
episode (collapse of sensemaking)

> Self-organization—emergence of new
structures and relationships




Media Relations at CDC Prior to
Anthrax Attacks

> Media relations was one division in an
Office of Communication—9 press officers

> Responded to media inguiries
(20,000/year)

> Promoted agency’s research in press
releases

> Few press events—always held in DC or
NYC

> Decentralized web
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What Chaos Looked Like

Communication Activity During
Anthrax Attacks

> 23 phone press briefings (1,909 journalists)
> 44 press releases

> (,(37 press calls
> 306 broadcast interviews
> 18,000 public inquiries

> 10 Satellite training programs reaching 10.3
million
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Challenge of Communicating
Uncertainty

Attacks unprecedented
Little scientific evidence to wor k with

Fear that acknowledging uncertainty leadsto panic

Changing practices based on evolving knowledge treated as
mistakes

Reluctance of scientiststo make recommendations with
Inadequate evidence
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Challenge of Collaboration Within
and Acr oss Or ganizations

Who'sin charge
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Challenge of Satisfying 24/7
Competitive Media

Infor mation rapidly changing

Infor mation new and highly MSRET
technical

i
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Attacks on media created more

Clash between scientific and

criminal traditions ﬁBC'\IEWS

Copyright 2007, Vicki Freimuth, freimuth@uga.edu



The Challenge of Speed

> TIme pressures prevents one from using
formative research technigues—theory
and research must be internalized

> Spokespeople must internalize risk
communication principles

> Websites, hotlines must be updated
rapidly and continuously.
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Critical Phases of Self-Organization
During the Crisis

> Tripled # of press officers to create two
staffs

> New work schedule—4 days on 3 days off,
14-16 hour days

> Nearly daily press conferences—first on
phone only then both face and phone

> Centralized web Iinfo
> Hotline contract to manage public calls
> Expanded stakeholders channels
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Emergency Communication
System Emerged Out of Crisis

> Each major stakeholder group needed
dedicated communication staff

> Channels had to be reciprocal and

established prior to crisis
> Speed was critical—web updates in hour

»> Communication must be coordinated and
consistent across levels of government
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CDC’s Emergency Communication
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Importance of Communication

> “During the anthrax crisis as in no other, It
became obvious that public
communication had become in some
sense fully as important as—If not even
more important than—the line duties of

senior decision makers. “
» Jeffrey Koplan, Director of CDC during anthrax
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