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PLEASE CHARACTERIZE YOUR PROPOSAL:
Workshop



Hands-on session, posters, and presentations with attendees
Co-design and validation session.



Organization of activities for leveraging social media as a source of
information in crisis management.

INTRODUCTION TO THE WORKSHOP
This workshop seeks to showcase results from a series of interviews about the current use of
social media as a source of information in organizations offering public services. Different
processes with their characteristics will be exposed, and a potential maturity model will be
validated by participants. The aim of the workshop is to ensure that social media use is more
aligned to current processes present in organizations. We focus on the crisis management
cycles experienced by these public service organizations (PSO). To do so, the ISCRAM
community of practitioners, researchers and social software designers will be exposed to
different examples of placement of social media activities and subsequent challenges or
practitioners “Wishlist” items that could improve current activities.
While social media use is a highly contextual activity leveraged by PSOs, the social media
analytics tools used to aid the extraction, classification, analysis and reporting of insights from
publicly available sources (such as social media) are general and rarely customized. This,
combined with environmental, organizational, and technical configurations create different
ecosystems of practice which we will be exploring during the workshop.
Learning outcomes
 Understand current examples of social media listening configurations.
 Understand current challenges and opportunities of improvement of social media use
in crisis management.
 Ideation of possible solutions to current social media use problems in public service
organizations.
TOPICS
 Introduction to current PSOs’ use of social media
 Different kinds of social media listening (two-way conversation, situational awareness,
early warning)
 Segmentation challenges in obtaining insights from social media from a diverse
audience.
 Transition challenges from non-crisis to crisis management.
 Human intervention in social media listening processes.
PRESENTERS’ RECRUITMENT
The tutorial will be organized and presented by the tutorial chairs, supported by the Centre
for Integrated Emergency Management, University of Agder.
STRUCTURE
The planned duration of the workshop is a half-day, with an introduction followed by hands-on
sessions based on different scenario descriptions, and a summary discussion.
The workshop will be physical. Here is a preliminary program for the day (subject to
modifications).
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Introduction - presentations of concepts and methods
Basic concepts and hands-on activities
o Social media use in PSOs.
o 3-5 examples of configurations.
Analysis of scenarios that could illustrate current challenges and opportunities
o Breaks will be administered in between scenario activities (approximately every
2 sessions).
Summary and discussion of experience (interactive - 15 min)
o Questionnaire for feedback about the workshop and evaluation of learning
outcomes.

Note: The workshop is designed for collective participation, however, depending on the
number of participants, workgroups will be assigned to cover all the scenarios.

Digital option
Should the workshop be held digitally, the workshop will be adapted for a 2-hour digital format
using ZOOM and Slido as the platforms for the workshop. The following will be the line-up for
the workshop.






Introduction presentations of concepts and methods (30 mins)
o Basic concepts and hands-on activities
 Social media use in PSOs.
 3 examples of configurations.
Break (10 mins)
Analysis of scenarios that could illustrate current challenges and opportunities
o Breaks will be administered in between sessions.
Summary, questionnaire, and discussion of experience (interactive – 10 min)

Note: The workshop is designed for collective participation, in a digital setting and depending
on the number of participants, breakout rooms with specific scenarios will be assigned to cover
all the scenarios.
CHAIR / CO-CHAIRS
Lucia is a PhD candidate in Information Systems affiliated to the Centre for Integrated
Emergency Management CIEM at the University of Agder in Norway. Apart from academia,
Lucia counts with professional experience in digital communications, crisis management, and
process improvement in international, private, and public organizations such as the
International Monetary Fund (IMF) and the US. Federal Emergency Management Agency
(FEMA). She holds an MSc. In Engineering Management with a concentration in crisis,
emergency and risk management from The George Washington University, and a BA in
Government and International Relations from Universidad Externado de Colombia. Her
research interests include crisis, disaster and risk management, support technologies for agile
crisis management, logistics, and process improvement. Her dissertation is exploring
organizational practices in using social media as a source of information to support crisis
management strategies. She has been an active member of the ISCRAM community as an
author and assistant to the election chair for the ISCRAM board member election in 2021.
Currently she serves in the advisory group for the ROADMAP project.
Dr. Terje Gjøsæter is an Associate Professor at the Department of Information Systems at
University of Agder, and an active member of the Centre for Integrated Emergency
Management (CIEM) at UiA. He holds a secondary position as Associate Professor at Oslo
Metropolitan University and belong to the research group for Universal Design of ICT. He has
chaired tracks on Universal Design of ICT for Emergency Management at ISCRAM 2018,
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2019, 2020 and 2021, and has also organized and chaired a track on Universal Design of ICT
for Emergency Management at HCII2019 and co-chaired a track on Technologies for Universal
Access at HCII2020 and HCII2021. He will also serve as Demo and Poster Co-Chair for
ISCRAM2022 and Programme Chair for ITDRR2022. He has previous experience from coorganizing and co-chairing a workshop on “User Diversity -- A Virtual Hands-on Guide to
Universal Design of ICT for Emergency Management” at ISCRAM2021. He has also served
as Session Chair at several conferences including MODELSWARD 2016, AHFE2019 and
ISCRAM 2019; and was a member of the program committees of NISK2017 and NIK2020.
Together with Weiqin Chen and Jaziar Radianti, he has published several papers on various
aspects of Universal Design of ICT for Emergency Management and Disaster Resilience.
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