Tweed Emergency Dashboard

Reporting to your community - 2019 RH Dougherty Awards

OVERALL COMMUNICATION STRATEGY
The Tweed Emergency Dashboard was launched in December 2018 in response to the devastating floods that hit
the Northern Rivers NSW in March 2017. The purpose of the Dashboard is to provide a single source of emergency
information for Tweed residents, businesses and visitors that can be accessed on any computer or device with an
internet connection, at any time of day. It centralises information to connect, integrate and communicate from a
range of specialist sources in real-time.

Background

The Solution

On Thursday 30 March 2017, Tweed Shire Council’s workforce
was alert but not alarmed as we prepared for the Bureau of
Meteorology (BOM) predicted 350mm of rainfall. That night,
the aftermath of QLD’s ex Tropical Cyclone Debbie (Category 4)
delivered record levels of heavy rainfall for the Tweed resulting
in the worst recorded floods in our history.

As a result, the Tweed Emergency Dashboard was developed
to keep people informed by bringing together a range of
publicly available data and news sources in real-time, and
connecting the public to the relevant combat agencies
and emergency services. Presented in a clear and simple
dashboard design and available 24 hours a day, 7 days a week,
it features:
• ‘Listen live’ link to emergency broadcaster ABC North
Coast.
• Clear contact details for the main emergency authorities:
SES, NSW Fire and Rescue, NSW Rural Fire Service.
• Real-time updates of NSW weather warnings from the
Bureau of Meteorology, and other essential services
information including road closures, power outages and
water and sewer interruptions.
• The latest information and media updates through
Facebook feeds from various emergency agencies (even if
you are not on social media) and Council’s latest news.
• A helpful A-Z of Council’s service updates including facility
closures or changes to waste services.
• Find out more about recovery information, business
support, volunteering and donations.
• A public employee section where the communications
team can post a notice to inform our 700+ staff about
workplace emergency arrangements or instructions from
their employer.
• A secure administration interface for Council staff to
quickly and easily update relevant information. Staff
member does not need to be at a Council office.

The rapid escalation of warnings that afternoon left Council,
residents and business owners unprepared. Our community
suffered the ultimate loss through this event with six deaths
related to the flood and an estimated damage bill of $48.6
million.
In the week following the floods Council’s Customer Contact
Centre took a call per minute – more than 2400 calls in one
week!
Through feedback from our customer team, Business Liaison
Officer and other staff, we continuously heard about the
challenge residents faced in navigating the plethora of sources
and information.
We knew we needed to develop a better solution to prepare
and respond in an emergency and significantly improve
the way we could provide access to reliable and real-time
information for our community and our employees.
It is important to note that in NSW, councils are not the main authority
in emergencies; it is the relevant combat agency. This dashboard
in no way replaces or conflicts with the messaging from combat
agencies and it does not alter any messages issued by the relevant
agency or Council, it simply spreads the message.

VISUAL PRESENTATION
The Tweed Emergency Dashboard is a stand-alone mobilefriendly website that can be used on any device with an
internet connection.
It has been built with accessibility in mind and is compliant
with the Web Content Accessibility Guidelines (WCAG 2.0).
The site is available 24/7 and is linked from Council’s
website, as well as being promoted via our social media
channels.
We consulted with staff who had prior training and
understanding of the impact to cognitive abilities during
an emergency or stressful experience, in order to optimise
the presentation of the dashboard for anyone accessing
during an emergency event, with clear call to actions and
straightforward directions.
As a result, the design is very clean and visual, in a
dashboard tile format with simple language, minimal text
and direct contact links for the key combat agencies.
Careful use and consideration of colour choice and
selection has been imperative to ensure we maintain
all brand integrity and associated colours. For example,
red buttons to highlight the triple 0 call to action for
life-threatening emergencies, approved logos and brand
colours for the various combat agencies, safety orange for
our notification alerts.
We also developed a consistent icon so that when users
save it to their home screen or book mark it, the design is
easily identifiable next to Council’s main app and the suite
of emergency service apps that are available.
ABOVE: Desktop view
RIGHT: Mobile view
LEFT: Icon design
BOTTOM: Before

BEFORE: We had a nonresponsive and unaccessible
web page that was manually
updated. And very colourful!
This would take over the front
page of Council’s website as
required, now we have a 24/7
service.

BUDGET
There was no budget assigned for this project. All costs involved have been the staff time in development and testing, which is
estimated at 1 month of a full time position. The promotional expenses to date are approximately $3000, which has come from
the Communications general budget.
The project was delivered by the Communication and Customer Experience Team including:
• Tiffany Stodart – Manager Communication and Customer Experience
• Tanya Erezuma – Customer Experience and Business Improvement Officer
• Peter Mitchell – Program Leader Digital and Design
• Rhonda Marshall and Craig Heyen – Digital and Online Developers
Contributions and user testing were greatly received through our LEMO officer, community development team, customer contact
centre, Critical Incident Response Team (CIRT) and the final site was adopted by our Enterprise Risk Management Committee.
Tweed Shire Council would like to acknowledge Lismore Council who have also launched an emergency dashboard as a result of
the same event. They shared their knowledge and experience in setting up their solution. Tweed Shire Council has also supported
the Office of Emergency Management and offer any other NSW Council guidance (including access to code/source materials) to
develop a similar emergency dashboard at little to no cost.

DISTRIBUTION METHODS
The Tweed Emergency Dashboard is delivered exclusively online and is available on
any device with an internet connection.
Launched in December 2018 and available 24/7, Tweed Shire Council has an ongoing
commitment to promote the Emergency Dashboard.
While it is a new tool for our community to use, we have various ongoing campaigns
to promote its use, as well as significant boosting leading into storm season (Oct/Nov)
and any other increased weather event activity.
To further publicise the online dashboard, we have developed a suite of promotional
materials including:
•

Tweed Emergency Dashboard and Contacts - fridge magnet and pull-out pen.

•

Tweed Emergency Dashboard - 60 second explainer video.

•

Digital advertising including Facebook and Instagram.

•

Promotional notice included with the Annual Rates mail out (planned).

•

Editorial and advertising in the Tweed Link (Council’s weekly newspaper).

•

Attendance at community events such as the recent Emergency Volunteers Expo
and events like regional shows.

•

On Hold Message in our customer queue and digital marketings screens in our
two customer contact centres.

THEMATIC UNITY

EVALUATION

Unity is a great word to describe the Tweed Emergency
Dashboard.

Tweed Shire Council launched the Tweed Emergency Dashboard
in December 2018, just as we were bracing for heavy rain and
the impact of Cyclone Oma. Since then, we have been tweaking
small functions and adding some minor improvements to the
site based on resident and employee feedback. The truest test
will come with our next natural disaster and the lead up to our
storm season in Oct/Nov this year.

Here are a few reasons why the Tweed Emergency Dashboard
conveys a clear sense of character and community concerns:
•

Its sole purpose is to unite and bring together critical
emergency information from a range of sources in a time of
need.

•

It unites combat agencies and Council by respecting
the roles of combat agencies (lead information and role
in emergencies) and understanding Council’s and local
residents’ needs for key information and details about other
essential Council services.

•

It was developed in direct response to address community
and Council concerns.

•

It was born out of a natural disaster event that tested our
resilience while uniting our 94,000+ community.

•

It has been a collaboration with several other councils
to unite, share knowledge and technical skills to build a
solution for our network of councils.

•

It has the potential to offer a united solution across Northern
Rivers, dare we say it, all NSW councils if there was the
desire to do so, at very little cost.

•

It strengthened our internal communication and responses
as an organisation. A committed project team united to
deliver the solution to make sure our community has access
to clearer and more accurate information next time.

INNOVATION
For us as an organisation, the Tweed Emergency Dashboard
solution shows excellence and innovation by being one of
Council’s first fully responsive websites (plans are underway
to move all our others to this standard) and our ability to
collaborate across the Northern Rivers, across our organisation
and with emergency agencies.
The main reason we feel the Tweed Emergency Dashboard
demonstrates excellence and innovation is that we listened, we
learnt and we responded with a tool that our community can
rely on when it is most vulnerable.
It’s simple, functional and cost nothing but our time to build ongoing maintenance is also minimal. The simple and intuitive
admin interface provides the ability for appointed staff, in any
location and without needing technical skills, to update the
public about Council services and facilities.
The dashboard also acts as a backup communication tool to
keep employees informed of any important updates such as
when it is safe to return to the workplace.
Our community is very much still in recovery, two years on.
We continue to recover and plan for another flood event, as
we know it is a matter of when, not if. Thanks to the Tweed
Emergency Dashboard we can rest a little bit easier knowing
we can keep our community safer and more informed.

We track and regularly report on the dashboard usage via
Google Analytics, which provides valuable insights into how the
public interact with the website at different times, as well as
others statistics such as where the traffic is coming from, e.g.
Facebook vs Council’s website.
We know that:
•

The dashboard has had 3800 hits since its launch with only
two storm events in this period. Our peak period is ahead of
us this Oct/Nov.

•

Social was the number one source of traffic to the
Emergency Dashboard in first 24 hours. Our boosted
Facebook post reached close to 12,000 Tweed residents
and returned more than 450 traffic conversions to the site.

•

The dashboard was shared on social by a number of
organisations – including NSW SES Richmond Tweed, Fire
Service (Murwillumbah and Banora Point), Tweed Byron
Police, Red Cross and across community Facebook groups
with combines audiences of more than 70k followers.

Tweed Shire Council was a speaker at the NSW Council’s
Disaster Ready Conference in Newcastle held by the Office of
Emergency Management (OEM). We presented our lessons
learnt in communicating in a disaster. As a result of that we
have been able to assist the OEM in delivering their toolkit of
communication templates for councils and support them to
implement the dashboard with interested Hunter region councils.
At a recent Coronial Inquest into the tragic deaths of Stephanie
King and two of her children who drowned when the van
they were driving entered the Tweed River at Dulguigan
Road in Tumbulgum, the Tweed Emergency Dashboard was
acknowledged as one of the ways Council had responded to the
community by improving communication.

