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State Department  
SA-32 (VA)AMI Building (FL)

Brentwood            
Mail Facil ity (DC)

Truck to  Atlanta, GA

Hamilton Processing 
Facil ity (NJ)

Morgan Central               
Postal F acility (NY)

Carteret Hub & Spoke  
Facil ity (HSF) (NJ)

Boca Main Substation (FL)

Blue Lake PO (FL)

West Palm PO Main 
Branch (FL)

Lake Worth PO (FL)

Green Acres PO (FL)

Radio City PO (NY)

Rockefeller Ctr PO (NY)

Ansonia PO (NY)

56 USPS 
Facilities 
including:

Lenox Hill PO (NY)

Times Sq. 
PO (NY)

ENT Hospital (NY)

Pataki’s Office 
(NY)

NBC (NY)

ABC (NY)CBS (NY)

New York           
Post (NY)

Distribution plants including: 
(Bulk Mai l Ctr, Dominic V Danie ls, 

Hackensack, Centra l NJ, 
Performanc e, Monmouth, Newark 

Main, Patterson, West Jersey)

Dirksen Bldg

P-St. Mail Sorting (DC)

Hart Bldg

Ford Bldg

All DC City Mail for Zips           
20000-20099

W. Trenton PO (NJ)

Princeton PO (NJ)

?

177 Fed eral Ag encies  
including:

Bellmawr Distribution plant (NJ)

48 local Post 
Offices including: 

Boulevard PO (NY)

Other                       
Post Offices

State Department    
SA-3 (DC)Longworth Bldg

Landover (Justice) 

Pentagon PO Branch

Southwest PO Station

Friendship PO Station

Dulles PO Branch

Anacostia mail room

Walter Reed Complex

DC VAMC

BATF

Supreme Court

Local Businesses 
including: 

Kuser Road Business

US Embassy in 
Yekaterinburg, 

Russia

US Embassy            
in Lima, Peru

US Embassy in 
Vilnius, Lithuania

NYC001-47 Home

Stamp Fulfillment     
Kansas City, MO

Lantana PO (FL)

Lucern PO (FL)

= Environmental samples positive 

= Confirmed anthrax case associated with site

= Suspect anthrax case associated with site

November 7, 2001

Mail Flow in Florida, New Jersey, New York, and Washington,
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Chaos Theory as a FrameworkChaos Theory as a Framework

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

SelfSelf--organizationorganization——emergence of new emergence of new 
structures and relationshipsstructures and relationships
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Media Relations at CDC Prior to Media Relations at CDC Prior to 
Anthrax AttacksAnthrax Attacks

Media relations was one division in an Media relations was one division in an 
Office of CommunicationOffice of Communication——9 press officers9 press officers
Responded to media inquiries Responded to media inquiries 
(20,000/year)(20,000/year)
Promoted agencyPromoted agency’’s research in press s research in press 
releasesreleases
Few press eventsFew press events——always held in DC or always held in DC or 
NYCNYC
Decentralized webDecentralized web
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What Chaos Looked LikeWhat Chaos Looked Like
Communication Activity During Communication Activity During 

Anthrax AttacksAnthrax Attacks
23 phone press briefings (1,909 journalists)23 phone press briefings (1,909 journalists)
44 press releases44 press releases
7,737 press calls7,737 press calls
306 broadcast interviews306 broadcast interviews
18,000 public inquiries18,000 public inquiries
10 Satellite training programs reaching 10.3 10 Satellite training programs reaching 10.3 
millionmillion
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• Attacks unprecedented

• Little scientific evidence to work with

• Fear that acknowledging uncertainty leads to panic 

• Changing practices based on evolving knowledge treated as 
mistakes

• Reluctance of scientists to make recommendations with    
inadequate evidence

Challenge of Communicating 
Uncertainty
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Challenge of Collaboration Within 
and Across Organizations
• Who’s in charge

• Developing trust in highly 
stressful situations

•• Clashing organizational Clashing organizational 
cultures, e.g., CDC, FBI, USPScultures, e.g., CDC, FBI, USPS
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• Information rapidly changing

• Information new and highly 
technical

• Attacks on media created more 
outrage and anxiety

• Clash between scientific and 
criminal traditions

Challenge of Satisfying 24/7 
Competitive Media
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The Challenge of SpeedThe Challenge of Speed

TimeTime pressures prevents one from using pressures prevents one from using 
formative research techniquesformative research techniques——theory theory 
and research must be internalizedand research must be internalized
Spokespeople must internalize risk Spokespeople must internalize risk 
communication principlescommunication principles
Websites, hotlines must be updated Websites, hotlines must be updated 
rapidly and continuously.rapidly and continuously.
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Critical Phases of SelfCritical Phases of Self--OrganizationOrganization
During the CrisisDuring the Crisis

Tripled # of press officers to create two Tripled # of press officers to create two 
staffsstaffs
New work scheduleNew work schedule——4 days on 3 days off, 4 days on 3 days off, 
1414--16 hour days16 hour days
Nearly daily press conferencesNearly daily press conferences——first on first on 
phone only then both face and phonephone only then both face and phone
Centralized web infoCentralized web info
Hotline contract to manage public callsHotline contract to manage public calls
Expanded stakeholders channelsExpanded stakeholders channels

Copyright 2007, Vicki Freimuth, freimuth@uga.edu



Emergency Communication Emergency Communication 
System Emerged Out of CrisisSystem Emerged Out of Crisis

Each major stakeholder group needed Each major stakeholder group needed 
dedicated communication staffdedicated communication staff
Channels had to be reciprocal and Channels had to be reciprocal and 
established prior to crisisestablished prior to crisis
Speed was criticalSpeed was critical——web updates in hourweb updates in hour
Communication must be coordinated and Communication must be coordinated and 
consistent across levels of governmentconsistent across levels of government
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Communications 
Leadership Team

Web

Clinical

Information 
Management

Policy

Research

Public 
Health

Health Ed
Media

Hotline

CDCCDC’’s Emergency Communication s Emergency Communication 
SystemSystem

Responding with these communication efforts:
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Importance of CommunicationImportance of Communication

““During the anthrax crisis as in no other, it During the anthrax crisis as in no other, it 
became obvious that public became obvious that public 
communication had become in some communication had become in some 
sense fully as important assense fully as important as——if not even if not even 
more important thanmore important than——the line duties of the line duties of 
senior decision makers. senior decision makers. ““

•• Jeffrey Jeffrey KoplanKoplan, Director of CDC during anthrax, Director of CDC during anthrax
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