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Executive Summary

1. The CFA Effective Communication Pathways project aims to identify effective
strategies for raising awa reness of the Victorian Bushfire Information Line (VBIL) or
similar service.

2. This report details results from phase two of this research, which adopted a
focuson multiple -hazar ds, and r e-sserdd thdsessgérviees e nd

3. Localities were sel ected in consultation with the CFA | with a focus on peri -urban
growth corridors and regional centres . All localities were prone to multiple natural
hazards.

4. A series of scenario -driven focus groups were conducted with residents as end -
users in five loc alities: 1) Geelong, 2) Traralgon, 3) Wyndham Vale, 4) Point Cook,
and 5) Werribee.

5. The goal of the focus groups was to explore issues around . a) risk perception of
multiple hazards; b) the context in which a VEIL -type service would be accessed
by end -users, and ; c) how to make a VEIL -type service more visible and accessible
to residents when and where they need it.

6. Significant themes to emerge in this phase of the research included  risk
perception, how and when people would access the service, and g iven this
context, how to improve awareness and accessibility.

1 Generally speaking, residents of all localities felt they were susceptible to
bushfires, floods, storm damage , and road hazards. The probability of
experiencing an actual bushfire or flood was thought to be low, although
this perception varied in relation to geographical location. For residents in
peri-urban growth areas, there are more salient and frequent concerns such
as infrastructure and petty crime/anti -social behaviour.

1 With respect to accessing the VBIL/VEIL, most participants stated that they
would seek other primary sources of information and that using a telephone
line service would constitute a back  -up plan. This approach highlights the
importance of both knowledge of and ease of ac cess to the number when
other means of contact have failed. Notwithstanding, attitudes towards a
multi-hazar d -stbposnlkeop d type service were positi
stated they would be more likely to access such a service rather tha n a
dedicated bu shfire information line.



T Amongst r e s i d eurbansgiowtlo reasp & rhere was little sense of
being connected to or serviced by a local volunteer fire brigade. This
sentiment was in marked ¢ ontrast to earlier project reports , which found a
strong sense of connection between CFA and community members in rural
communities.

1 Communities , as localites, can vary greatly within peri -urban growth
corridors. Whereas Point Cook , for example, has established and engaged
community groups, residents of Wyndham Va le discussed a lack of
community connectedness and services (e.g. information networks). Th ese
differences have implications for dissemination approaches and activities.

1 Locality participants were receptive to the idea of critical services being
0 p u s htetdetn via technology.

7. A series of recommendations have been made. These focus on localities,
outlining in particular the challenges and opportunities afforded by a change in
service model. These include making the service (and number) easy to retain and
recall, as well as being relevant and accessible to all community members.



Chapter One: Background

This report has been produced as part of a one -year (2012 -2013) research initiative
led by the Centre for Sustainable Organisations and Work (CSOW ), RMIT University,
for the Country Fire Authority of Victoria (CFA). The project aims to identify,
develop and evaluate effective communication pathways, procedures and

products for increasing awareness of the Victorian Bushfire Information Line (VBIL).

The research is conducted in the context of a future shift to a multi -agency, multi -
hazard model , which will see the current VBIL service expand to become the
Victorian Emergency Information Line (VEIL).

This report builds on the first stage of this researc h program that investigated
effective communication pathways for raising awareness of the VBIL service at a
locality level. This first stage involved fieldwork examining the communication
networks of community members in three rural localities, and includ ed a study of
the way residents come to learn about new services, events, and products. The
report from this work contained recommendations for raising awareness of the VBIL
service and for dissemi nation of a VBIL DVD (Elliott et al. 2012). The report also
highlighted a number of issues relating to uptake and use of the service. As a result

of this report, the CFA VBIL management team has implemented a range of
targeted awareness activities.

The aims of this second phase of research were: 1) to further explo re issues around
community membersd preferences and reqandr emen
2) to identify effective natural hazard risk communication and promotion of

agency information sources. In order to fulfil these aims, a series of focus group S

were conducted. Th is approach was designed to develop greater understanding

of end -users, and therefore to aid in establishing maximally visible and accessible

pathways, procedures and products for a hazard information  service.

These focus groups were based on a scenario methodology. They were

conducted in five locations in the state of Victoria. These included three towns in

Mel bourneds Wyndham growth corridor (Werribe
Vale), as well as Traralgon (located in the Latrobe Valley), and the City of

Geelong. This report summarises these focus groups. The findings will have

important implications for the design of potential VEIL dissemination procedures

and products by exploring when and where people are most likely to use the VEIL,

an identification of the potential barriers to using the VEIL, and how awareness

materials can assist with service accessibility and uptake.



Chapter Two: Localities

The five localities are selected to cover a range of circumstances and
conditions relati ng to emergency information situations.

Geographic scope

Two criteria were used to select the localities . First, the selected locations satisf ied
the main criteria of being susceptible to multiple types of hazards. Second, the
selected locations each c¢ omprised some element of urban -rural interface ,
because these settings contain residents with a limited understanding of the risks
associated with emergency events, particularly bushfire. Results from Report 4
indicated that risk perception among such residents is likely to be lower than those
living in more isolated, rural settings.

Three main locations were chosen in consultation with the CFA VBIL management
team and CFA operational staff: Wyndham, Traralgon, and Geelong. Within the
Wyndham area three tow ns were selected : Werribee, Point Cook, and Wyndham
Vale.
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Figure 1: Map of localities

Brief locality profiles of each area are given below.



Geelong

Figure 3: Satellite image showing topography of City of Geelong area

Geel ong i s Vondlargesticity,avih a papualation of 173,452 (ABS 2011a).
Geelong is located 75 kilometres south  -west of Melbourne on the shores of Corio
Bay. The city initially came to prominence in the nineteenth century as a port for
Victoriads We st er men lkgas tta idevdlop asn d certre for
manufacturing, although the this sector has declined its scope and scale in recent
years. The median weekly personal income in Geelong, at $516, is less than the

state average of $561. Geelong is the centre of the G21 R egion (brief statement of
G21)identified by the  Victorian Department of Planning and Community
Devel opment. According to the G21 Regional Gr

will increase by more than 200,000 over the next 30  -40 years (Geelong Region
Allian ce 2013: 7).

The Barwon River runs through the city and flows into Bass Strait to the south.
According to the Geelong local flood guide published by the State Emergency
Service (SES) 6since 1852 there have been ap

regio n, with large flooding occurring on average every 10 -12 yearsbo. The
recent major flooding occurred in 1995, causi
commer ci al and recreational facilities® (FIlo

occurred in 2001 and 2011.



The Geelong region also has a history of bushfires (City of Greater Geelong 2012:
54-55). Although the municipality has little significant forestation, large tracts of
relatively flat farmland surround the urban areas and are susceptible to grassfir e.
The Geelong area has also experienced hazards related to its industrial base,
including toxic gas release and chemical explosion / hazmat (City of Greater
Geelong 2012: 54-55; Pearson 2013).

Wyndham area

des R

Figure 2: Satellite image showing topography of Wyndham area with the localities of Wyndham
Vale, Werribee, and Point Cook indicated

The city of Wyndham lies to the south -we st of Me |l énvalBusiress District

(CBD). The area for ms part of Mel bourneds west
theref ore zoned for extensive development. Due to the ongoing building of

housing estates, t he area is one of the fastest growing regions of Australia.

Wyndham had an estimated population of 178,687 at 30 June 2012, having more

than doubled from 84,861 in 2001 ( ABS 2013). The west growth corridor has a strong
manufacturing and logistics base. The rapidly expanding population is, however,

theavily reliant on the CBD and inner west for jobs and services, and this places

considerable pressure on the transport networ kd (Growth Areas Author



Topographically, the area consists of a suburban settlement encroaching on a
landscape characterised by flat to undulating grasslands, dissected by a series of
creeks and waterways  (Growth Areas Authority 2011: 42). T here are significant
floodplains along the Werribee River and Kororoit Creek (Growth Areas Authority
2011: 44).

The Wyndham Municipal Emergency Management Plan lists a range of hazards to
which the area is vulnerable. Significant risks include bushfires, which have
threatened urban areas in Wyndham, and flooding, which has resulted in stock

and property losses and disruption to transport, utilities and commerce (Wyn dham
City: 12-13). The most significant recent incidents of flooding in Wyndham occurred

in early 2011, causing widespread damage to businesses and services. This was the
third time the Werribee River had burst its banks in a three month period (Cameron
2011).

Grassfires are also common during the summer months. At the beginning of 2013 a
fire in Wyndham burned 1400 hectares of paddocks before being brought under
control by 40 CFA crews and four aircraft (Smerdon 2013). This was one of ten
grassfires in the area in a ten day period (Toscano 2013). Werribee CFA captain
Michael Wells noted that:

6the big thing to remind people is that W
Melbourne, there's still the urban -rural interface . . . most of Werribee is
surrounded by grassl and, and [grassfire]
2013).

Thisincident was fol lowed on January 24 by a 140 hectare grassfire in Wyndham
Vale which resulted in a Watch  -and -Act warning being issued to residents by the
CFA. The fire was brought under control by aircraft and 25 fire trucks (Wyndham
Leader 2013). Other notable hazards th at have occurred in the area include
industrial accidents (e.g. explosions and fires), and rail accidents.

Werribee

Werribee is a suburb approximately 32 km south -west of Mel bourneds C
administrative centre of the City of Wyndham and its mo st populous suburb, with

37,737 residents as of the 2011 census. The town is older than the others in th e
municipality . In 1857 a train station was built at Werribee, and in 1862 a local

council was established. Subdivision of farmland into housing increas ed in the

1960s and 1970s. In 1985 Mel| bour neds subur ban el ectrifi
extended to Werribee (the town having previously been serviced only by less

frequent V/Line trains).



Wyndham Vale

Wyndham Vale is a suburb immediately to the west of W erribee. At the 2011
census the town had a population of 17,304, although this figure is increasing
rapidly. Within Wyndham Vale the Manor Lakes housing estate alone will
eventually accommodate more than 25,000 residents. Wyndham Vale consists
almost excl usively of detached housing (97.5 per cent of dwellings), including a

large proportion of mortgaged homes (57.8 per cent compared with a state
average of 35.9 per cent) (ABS 2011 b). The area appeals to young families, with
residents having a median age of 30 compared with 37 for Victoria as a whole. A
train station is to be built at Wyndham Vale as part of the Regional Rail Link project,

and will be serviced by V/Line trains.

Point Cook
Point Cook is a suburb to the east of Werribee and approximately 2 5 km south -west
of Mel bourneds CBD. The devel opment of Poi nt

before whi ch t he areads p 0 p wehtieely | a rpersanmehn s i st e
stationed at Royal Australia Air Force Base Williams (552 of 580 Point Cook residents

in199 6 ) . By the 2011 census Point Cookds popul
is expected to reach 50,000 by 2020. As with Wyndham Vale, Point Cook has

attracted a young demographic 0 including many young families @ with residents

having a median age of 31. A large portion of homes in Point Cook are

mortgaged (61.6 per cent). Median weekly personal incomes in Point Cook ($849)

are higher than in either Werribee or Wyndham Vale ($520 and $659 respectively),

and much higher than the state average ($561).



Taralgon

cags

Figure 4: Satellite image showing topography of Traralgon and surrounds (Latrobe Valley)

Traralgon, located approximately 150km east -south-east of Melbourne, is the

largest city in the Latrobe Valley region of Gippsland, with a population of 23 , 834

(ABS 2011c). The local economy comprises extensive primary industry (including

agriculture, forestry, and mining), and secondary industry (including a large paper

mill). The region is known for its role in power generation, supplying 85% of the

State6s el ectricity through the mining and burni
is also important in Traralgon due to the tow
government administrative and health services. The median personal weekly

income inthe to wn is $555; only slightly less than the state average of  $561.

Traralgon is surrounded by farmland, as well as plantation forest to the west and

large open -cut mines to the south -east and north -west. Morwell lies 13 km to the
south-west of Traralgon. The Latrobe Valley itself is situated between the Great
Dividing Range to the north and the Strzelecki Ranges to the south, with both
being heavily forested and prone to bushfire. Fires to the south of Traralgon on
Black Saturday (2009) killed 11 people, destr oyed 158 houses, 425 farm buildings
and significant community infrastructure, and also claimed 1,441 head of livestock
(Traralgon South and District Association 2011 ).

The Traralgon Creek, which runs through the town, presents a flooding hazard.

Most rece ntly, the Creek broke its banks in mid -June 2013. As a result, the SES
advised up to 100 properties to be evacuated, although few did so (Thompson &

Marie 2013). Other hazards that the area has experienced typically relate to



resource industries (e.g. mini ng incidents), the Princes highway (e.g. road
accidents), and sometimes both (Latrobe City 2011: 12). Following heavy rain in
February 2011, for example, subsidence at the northern end of the Hazelwood
mine at Morwell caused cracks in the adjoining Princes Highway. The road was
closed for several months as a result.



Chapter Three: Scenario -based Focus Group
Methods

The development and introduction of new systems , such as a VElIL-type
service, can often result in unexpected end -user behaviours and
consequences. One way to explore potential outcomes of such a new

system is to engage end -users in the design process.

Context

A series of structured focus-groups were carried out in order to enhance
understanding of residentsao per cept irnaios of
provision across multiple hazard types. The se focus groups also made use of
scenario -driven enquiry as one tool for eliciting information from community

members. This provides a means for imagining potential user situations and
interactions with th e new system. Emergency agencies aim to provide the public

with information that is as accurate, timely and tailored as possible . We argue that

a deeper understanding of end  -user attitudes, behaviours and requirements can

help to shape associated education al messages and awareness delivery
pathways.

A key feature of the approach presented here is to use scenario methods to

structure the focus group discussion. Scenario methods are ideally suited for

exploration of issues that, as here, are of central inte rest to the participants but are

subject to considerable uncertainty as to how they might unfold. An expanded

service model incorporates hazards which may occur more frequently and are
potentially more salient for ¢ ommun formgtionme mb e 1
seeking behaviours may therefore be different for the VEIL than for the existing

VBIL. In using this methodology, we are able to determine plausible responses to

perceived hazards and threats. A group discussion allows for reflection and critical

comment that is unavailable by other research methodologies.

Methodology

The research was conducted using standard methodological approaches and
criteria, and i n accordance with RMIT Human Research Ethics requirements . All
workshops were taped using a sound recorder with the written consent of
participants . These recordings were later transcribed. Participants were
anonym ised in the se transcriptions, and are not identified in this report . It should be
noted that, in this report, partic  ipants are assigned a number for their responses to
the scenario activity, during which individual narratives were presented in turn.  This

9



is not, however, possible from more general discussion, as individuals are not
distinguished in transcriptions. In these cases, quotes are attributed to the focus
group sessions from which they came, rather than from specific participants.

The content of the  focus group activities isdivided into three separate  sets of data :
1) discussion of risk perception, 2) a group consideration o f a multi -hazard
emergency service, and 3) in-depth reflection on the service

1) Riskperception

The first exercise conducted in the focus groups was an exploration of how local
residents perceived their exposure and risk to multiple hazard types. Further , we
sought to establish what kinds of hazards residents think: 1) pose the greatest risks
to their safety, and 2) have the potential to disrupt their day -to-day activities. A
deliberate decision was made not to constrain answers to emergency situations or

types of hazard that may be covered by a VEIL service. The rationale for this is that
people may have limited capacity to attend to threats in their environment. If
people are, for example, particularly concerned about local crime, they may be

less attent ive to other potential hazards.

2) A multi -hazard information service

The second exercise was developed in order to determine how people can best
be supported in terms of a multi -hazard telephone information service. This was
facilitated through the use of  a scenario -driven activity .

The scenario exercises were conducted as follows: Hazard scenarios were
introduced to the focus groups, and participants were asked to reflect on them
Information provided by the facilitators included the time, day, and month , the
type of hazard, its location, and some contextual weather and environmental
information. These scenarios were developed to be both possible and plausible,

with the addition of some 6éspannersd (that
by the facilitators dur i ng a par t i c iPpriécipants Wereaaskedwe tall .
about how and when they were likely to learn about the hazard, what kind of
information they would require, and how they would seek to access that
information.

A series of written pr ompts were distributed to participants for reference while they

responded to scenario exercises. This approach help ed draw out key informa tion
as wel |l as dr i v namraive. inrdoing sa , pha procédsres enabled an

10



understanding of information requirements as they emerge in discussion, while
capturing different Thestpmomptd inguderdspecti ves.

Where are you most likely to be?

What are you most likely doing?

How are you most likely to find out about the developing hazard situation?
How is this likely to affect your next activities (what will you do)?

Would you be likely to look for more information? How/where?

What are your greatest concerns?

= =4 =4 4 4 -4

The scenarios concentrated on crisis situations as opposed to requests for general

informat ion (e.g. how to prepare for hazard event). As the service model is yet to

be developed, the exercises were exploratory in their focus . The hazards presented

are often unexpected, with little to no lead -up time. Participants were provided

with minimal deta ils, and therefore not constrained in their answers. The rationale

for providing mini mal cont ext to participant
their day -to-day activities as presented in their own narratives. An understanding

of where people are and w  hat they are doing, as well as how they might access

technology or communication pathways were central to the research.

Participants were required to adhere to so0me
applied within all scenario workshops. These are:

1 All part icipants are allowed time to speak and to present their infor mation,
views and opinions;

1 No contribution can be challenged by simple dismissive state ments 06 Youdr e
wongd, O6Thatds nonsensed, etc.,
1 Questions of exploration and clarification can be asked ( e. g. 6 Wh o

woul dé 2?8, ©0Hodhnyi gahotud d266 ,? 6 )

The research procedure caused reflection about the content of scenarios. At the
first focus group, held in Geelong , a flood scenario was presented, based on an
understandin g of likely hazards in the are a. Although participants were able to
provide detailed scenario descriptions, in feed -back after the session it became
clear that a bushfire scenario would have been more concerning and frightening

and thus more likely to prompt them to use a VEIL -type ser vice. For these reasons,
bushfire scenarios were chosen as the scenario hazard for the subsequent sessions.

11



3) Follow-up

The third exercise involved semi -structured follow -up questions. The purpose of the
guestions was to build on the information provided b y participan ts during the
scenario exercise while bringing more focus to the potential VEIL information line.
The focus group facilitators used their discretion to ask questions that were most
appropriate based on the emerging themes from the scenario narr atives. The
guestions were framed so that the information obtained could be equally relevant

to the current VBIL, or any future service model. The questions addressed the
following issues:

Visibility

Accessibility

Acceptance and uptake

Critical feature sto encourage use
Feature sthat would discourage use

= =4 4 4 A

Overall, this approach generated a rich and complex database, which provided
the basis for an analysis of hazard information systems.

The focus groups sessions comprised participants from a range of circu mstances
and lifestyles. This included f ull-time, part-time and casual workers, unemployed
people, commuters, parents, retirees, y oung couples, and people from culturally
and linguistically diverse ( CALD) backgrounds. Further, we sought to include
resident s with responsibilities for others, such as teachers and care workers. We
used a snowballing approach to identify these participants, as well as seeking
advice from the local councils in each area. In addition to different socio -
demographic backgrounds, pa rticipants brought with them differe  nt experiences
on which to draw; f or example, some had encountered bushfires or floods, while
others had not. Thus, the interrogation of scenarios in the focus groups was
grounded in both personal as well as locality his tories. This approach presents a

richness and detail in the data that, whil e
members, allows us to conclude that, in all likelihood, the data provides an insight
into the understandings, needs, and expectations of pote ntial end -users.

12



Summary details for the focus groups can be found in the following table.

Table 1: Details of Focus Groups

Focus Group 1
Participants: 5
6 June 2013
Geelong

Focus Group 4
Participants: 3
12 August 2013
Point Cook

Focus Group 2
Participants: 5
20 June 2013
Traralgon

Focus Group 5
Participants: 4
13 August 2013
Werribee

Focus Group 3
Participants: 6
5 August 2013
Wyndham Vale

13



Chapter Four: Focus Group Results

The localit ies were varied in their assessments. For each locality th e subjective risk
analysis of participants is discussed first, followed by individual respondent
narratives for the scenario activities. The general themes that emerge from this
analysis are addressed separately in Chapter Five, in which recommendations ar e
also made with reference to these themes.

4.1 Geelong

The first activity developed an appreciation for the perceived risks involved in living
in Geelong. Participants were asked about both risks to safety as well as incidents
that would lead to  inconvenience in their daily activities.

Risk Perception
Several incidents were identified by more than one participant as presenting a

potential threat to personal safety. These include bushfire, flood, storm, and
hazmat incidents. The most commonly me  ntioned types of incident that could

di srupt residentsd daily activities are those
accidents, road works, or flooding of roads. It should be noted that flood was
identified by some participants in this exercise and discussed in the scenario that

followed as a disruptive hazard, rather than as a risk to personal safety.
Scenario Activities

The scenario activity conducted in Geelong was a flood scenario. This was as
follows:

It is 1pm on a Monday afternoon. There h  as been heavy rain overnight. You
are aware that the Barwon River has been rising, and that there is the
potential for flooding during the day. Further, there is continued heavy rain.

The discussion was as follows.

Participant Narratives

Participant GE_01l1is a 55-65 year old female employed full -time as a teacher at a
local school. She was born in Australia and has lived in the community for more
than 20 years. GE_O0l s single and has no dependents living with her.

14



At 1pm on a Monday GE_01 would be at work as a school teacher. As such, she is
responsible for a number of students. It would be lunchtime, with students in the

yard. Most likely she would find out about a developing flood situation by word -of -
mouth from other staff members at the school. CI asses would continue for the day
because, she states, the school is safe from flood threats because of its location,
apart from possible minor water leaks . The type of information she would find
important in these circumstances would be geographical inform ation regarding
road closures; she would want to know whether her travel home could be
affected by flooded roads. In addition, she would consider whether any students

will have difficulties getting home, as some might live in areas near the Barwon

River.

Participant GE 02 is a 35-45 year old male who is employed full -time as a local
public servant. He was born in Australia and has lived in the locality more than 20
years. He is married and has two dependent children under the age of 12 living at
home.

At 1pm on a Monday GE_02 is likely to be at work. In such an event, initially he
would not be concerned about a potential flood event, because his work is

located in an area of Geelong that is not prone to flooding. Due to his work as a

local public servant, GE_02 would be in a privileged position with regard to
incident notification. He would likely receive information from council, which, he

states, would be a different experience to most other s in the locality . GE_02 would
not have any great concerns in suc  h a scenario. His house is not located near the
Barwon River.

Participant GE_ 03 is a 25-34 year old male who is a business owner with no
employees. GE_03 was born in Australia and has lived in the locality for over 20
years. His work involves being on the road at various times during the day. He is
single and lives alone.

GE_030 svork as a tradesman requires him to travel during the day between sites.

As such, he could potentially be anywhere in the region during an emergency at

1pm on a Monday. His bigge st concern is traffic issues that could compromise his

work day.

o1 could be anywhere. The biggest concern
issues and being able to get around and being stranded somewhere when |

~

needed to be som@Bod8re el se. o
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GE_03 would be most likely to access information through listening to a local radio
station in his car or at a site. Other sources of information for GE_ 03 would include
the internet or a phone call from somebody he knows.

OMost | ikely to f i nndosteither thraughothetplace wherwo ul d

| 6m doi ng t he jnrbeta on nty phore thgoigh a phone call

from somebody, or most | ikely on the radi
road the contact | have with news related stuff is through listening to th e

radi oé | ocaGEO®3 ati on. O

Participant GE_04 is a 25-34 year old male who is currently unemployed on work
cover benefits. He was born in Australia and has lived in the community between
11-20 years. GE_04 supplements this income by working as a perso nal trainer. He is
single and lives alone

At 1pm on a Monday GE_04 would likely be at the gym doing some rehabilitation

for a sore shoulder. As with other participants, his main concern with flooding in
Geelong would be the possibility that it affects hi s ability to carry out daily
activities, such as getting home:

601 6d just be | istening | ocal radi o. Wor d
real |l vy, youdd | isten just to get home real
about, to gGE0O Ohome. d

GE_04 is happy with the current state of emergency information provision in
Victoria, regardless of peoplebds tendency to

6Everythingds pretty much wunderstood thes
natural disaster like an earthqua ke or somet hing thatds | us
think Australia has got it pretty much under control for anything big,

because they have always got traffic reports, weather reports, bushfire

seasond6s coming, ads on television,Thegven
are pretty on the bal/l l atel y. I dondt r e
about stuff thatds, 6why didndt we get thi
i f anything thereds probably so much goin
good at it, the government, so got to give them a tick

~

actually doing aGEOIOfHHht, not bad. d

GE_(b is a 45-54 year old female with a post -graduate degree and is employed
full-time in a senior position at a loc al school. She was born in Australia and has
lived in the community for more than 20 years. GE_05 is single and has no
dependents living with her.
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GE_05 would be responsible for a large number of students should an event occur

during school hours. At 1pm on a Monday it would be lunchtime for students. She
states that there would be issues with sending students out into a large volume of

rain, and, if it is stormy, potential lightening. Students might therefore be kept
indoors. Furthermore, she would have concerns about students getting home,
including tho se who are picked up by parents, those older students who drive
home themselves, and those who catch busses that might not run as normal (she

would phone bus companies).

She notes that if the Barwon River is flooding then it is likely that some other cre eks

and rivers are also flooding. Further, after a long period of drought, residents may

lack awareness of what areas are prone to flooding. The flooding would also be a

concern for GE_05 because her house is on the Barwon River. It is, however, on

high gr ound so she would not be worried about the house itself, but rather access

to the house being affected when driving home from work.

0l 6d be at wor k., but | 6d be worried about
Bar won, but it 1is high upfeced butgettingbbackb ab | y v
to it probably would be. 0

GEO_05 stated that, despite her position of authority at the school, she would not
know who to call for emergency information:

6For me the key thing with flood is €& have
cont actGEM®Y . 0

As a result of past experience , GE_O05 has concerns about both the accuracy and
capacity of information sources:

6l tds not very effective. I me an, we wer €
phone earlier i n the yearOne inMerticalay mdvet n 0 t g
actually even showed up on the CFA website as being an issue and yet
buses had to be delayed for kids safety for quite some time, and yet it never
actually appeared on the website or in any of the media. But, phone lines
worry me because they ar e | abour intensi ve a
capacity, and if i1itds trul yGROdi saster, it

Another method that GE_05 would likely use to source information would be
internet search engines:

0 Oyou Google it. When the, what, was it earlier this year or late last year,
the earthquake that we all felt from here to the other side of Melbourne,
and you all just got on Google to see if a
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word on any of the media agencies that something had hap pened. So
youdd Google floods in Geelong and the dat
up Gk 05

4.2 Traralgon
Risk Perception

Discussion of risk in Traralgon identified a number of events for which community

members are likely to seek information. These include bushfire, flood, hazmat,

earthquake, and incidents that trigger road closure (including as a result of these

hazards).

01 guess only a couple of years ago we had
came through fairly fast and people will know abo ut that. The other thing is

we have the floods in Traralgon, which the Traralgon Creek level comes up

fairly fast and residents can be affected. Not so much of a hazard as
bushfires. But it's still thereé those an
HAZMAT type incidents, where they might have fires with toxic smoke and

that sort of thing. | guess people would want to know about that if they're

downwi nd. 8

The area thus has experience of a range of hazards.
Scenario Activity

Following a discussion of hazards, a bushfire s cenario was introduced and
participants were invited to take turns in responding to it while guided by a series
of prompts .

It is 3pm on a Friday afternoon in late January. It is forecast to reach 37
degrees following a week of te  mperatures in the mid to high thirties. A strong
north -westerly wind is blowing, gusting up to 80 kilometres an hour. There is

an accumulation of dry fuels in the area, which has led to ex treme
conditions. Y ou are not aware of this, but at 1:.30pm there w as a smoke
haze and a fire breaking out somewhere in the Baw Baw National Park,
roughly 50 kilometres to the north -west of Traralgon.

Participants presented a number of accounts in relation to the hazard scenario .
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Participant Narratives

TR_@ is a male aged 25 -34 with secondary education. He is in a permanent
relationship with no dependent children, and is employed full time in a local small
business. He has lived in the community for more than 20 years.

At3pm on a Friday TR_O1would most likely be in the office at his work, although it is
possible he could be out working on another site . He would likely hear about a
bushfire on the radio, which is always on in the office. This would be a local radio
station (Gippsland FM). Following receipt of such information on the radio, he
would likely seek further information on the internet, using the CFA website. His
greatest concern would be famil ies living in farming areas that could be in danger.

TR_02is a male aged 55 -64, with a post -graduate education and employed full -
time as a school teacher . He is single and has no dependent children living with
him. He has lived in the locality for more than 20 years.

In late January TR_02is likely to be on annual leave from  his employment , and likely
to be at home do ing some work in the garden prior to the beginning of the school
year. TR_0Z2lives several kilometres to the north -west of Traralgon, in close proximity
to extensive state forest. If he became aware of a bushfire then he would
immediately switch on  ABC rad io and leave it on. He would then switch on the
television and look at the CFAw  ebsite.

He states that he and his neighbours form a close community, and during a time of
bushfire would get together to  discuss the situation. These sources of information in
combination would dictate whether TR_02implement s his fire plan, which is to
leave the area .

OLooking at i nformation on the CFA, etcet
were a situation where it looked like getting out of hand, I'd be basically

checking with neighbours and then I'd be basically going, because my plan

would be to go. There is nothing there to really save. That's taking a
scenario to TRO® extreme. 0

Participant TR_03is a male aged 55 -64. He has a secondary education and is
retired from the workforce. He is married, with no dependent children living with
him. He has lived in the locality for more than 20 years.

TR_03 liveson a large (six acre) block of land in town with grassland heading to the

north. At the time of the scenario  he islikely to be outside, tending to his property
As a result, he would find out about the situation from visual cues, such as seeing
smoke, rather than from radio or telephone. Such a sighting would cause him to
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seek more information, so he would return to the house to listen to the radio and
look on the internet in order to find out how the fire might affect him. He would , for
example, check the weather patterns and wind directions to see | f the fire might
head in the direction of his property . His next activities might, therefore, involve risk
mitigation by spraying water around the house , or clearing fuels away from the
house. His primary concern would be burning embers falling on his property.

Participant TR_04is a female aged 25 -34. She is in a perm anent relationship with no
dependent children. She has a secondary education and is employed full -time
with the local council . She has lived in the locality for more than 10 years.

At 3pm on a Friday in January TR_0d4islikely to be in the office at work.  Her access
to information would not be typical of other locality members due to her job
position; it is likely that she would receive an email or fax alert from the emergency
management section of council. If out of the office in her car, she would either

learn about the fire by seeing the smoke or hear about it on the radio. If in the

office she would seek more information from the CFA website. If out of the office

she would check the CFA Facebook for updates on her phone.

As she lives in town, TR_04can not foresee her house being affected by a bushfire.
However, depending on the severity of the event she may be required as part of
her job to assist in a Municipal Emergency or Relief Centre.

Participant TR_05is a female aged 25 -34 with a tertiary educat ion. She is employed
full time as a school teacher . She is in a permanent relationship with no dependent
children, and has lived in the community for 1 -2 years.

TR_05 began her account by noting that January would be an easier situation for
her than Febru ary, when the school year has begun. The facilitators therefore
changed the scenario to February for this participant.

TR_05: Myfirst thought was thank goodness you said January, because if it
was later, I'd be at school and school finished and | wouldn’ t know what to
do. [Laughs]

Facilitator: Alright é let's change it to February.

As TR_05will have been teaching up to 3pm on a weekday in February, she would
not have heard about a developing situation , unless staff had been notified  during
classes. At the designated time, s chool would be finishing for the day , and TR_05 is
unsure how the situation would be handled.

ONe would have - it would be chaos, because there would be parents
everywhere and kids leaving and to be honest, I've got no idea. 0TR_05
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TR_(B, a fellow teacher, reassured TR_05 that there are p rotocols in place in the
education system and that communication is quite good in such circumstances.

Following the first scenario, participants were asked if their responses would differ
significant ly for a flood event. It should be noted that roughly a week prior to the
Traralgon focus group the town had e  xperienced flood ing, with the Traralgon
Creek breaking its banks. Around 100 properties were advised by the SES to
evacuate, although few did so. The flood did not reach the levels predicted, and

no major damage occurred.

Discussion of a flood event revealed that floods are considered more predictable

than bushfire, with longer lea d-up times, specific methods of measuring their
severity, and predic table and defined trajectories. This is coupled with local
knowledge , where, f or example, one participant discussed how several local
landmarks are used as flood gauges , such as particular roads, bridges, and car
parks:

Female: | guess the other thing wit h floods around here, you've kind of got
- if you've been here a while, you've kind of got a couple of
measures. The first thing you look at is Whitakers Road cut off?
Okay, the next thing i sé

Male: Local knowledge.

Female: éthe Frankl i n $Sthat euedff? Basithd gae park at
Stockland gone under? That's kind of your markers on how bad it
is and where you can and can't get round.

Floods are seen as something with both a longer lead up time than other notable
hazard events, and also as some thing with a predictable path.

Male: I dondt know whether the purpose
whether you'd treat a flood as seriously as a fire.

Female: ltsortof -i t ' s the panic. I think fir

Female: Well, it depends as well. Like y ou look at the Lockyer Valley in

Queensland and that was serious, because you had walls of

water coming down and it wasn't something that existed. Let's

say around here, if you were out towards Glenmaggie, if the dam

wall suddenly went, well that's going to increase the speed in

which it comes up, as well. But given where Traralgon is, there is

no large water storages that are really going to have that

immediate impact. So you do have a bit more time to prepare.
Facilitator: Okay. Soitsmorethecreek or the fl ood pl ain
Male: Floods have a set path, whereas fire doesn't.
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Participants discussed how the more vulnerable residents during a flood are those
who are new to the area and may lack this local knowledge:

Male: Probably the biggest vulnera ble group, the renters that aren't
aware of it and have just moved in. Because they don't have
any - there was a renter down there in George Street, | think it
was. The house is above flood level, but they didn't get any
warning last year and of course i t went halfway through their
cars. It destroyed their car. That then produces things like fuels
and oils and those sorts of things coming out of garages. There is
all those sort of hazards that start flooding down the rivers as well.

Female: Anyone new to the area wouldn't really know those places.

These perceptions of these two types of hazard are grounded on past experience
in the area.

4.3 Wyndham Vale

As noted in the locality profile above, Wyndham Vale largely consists of new
housing estates.

Risk Perception

Substantial ongoing development in Wyndham Vale means that more residents
will continue to move into the immediate area . As with the majority of residents in
the area, participants in the focus group were relatively new to the location. Th ese
participants spoke of floods, bushfires, and traffic as the main hazards in the
locality. These hazards were primarily discussed with reference to past
occurrences; that is, risk perception was informed by recent hazard events in the

area.

Participan t WV_03 discussed majo r flooding that occurred in Wyndham Vale
several years ago, in which many roads and houses were inundated, including her
brother's house (also a resident ). In that incident, WV_03 states that her brother did
not have time to seek info rmation, because the deluge was quick and without
notice.

d dondot think he did seek any information
night and that point they are like oholy crap the house is flooding, what do

we do? 6 It wasnot aoh detssjest stop and let's just check
something. 6 If it was during the day it would have been different. Because

it was at night and the kids were quite young, they were about two and
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three at the time it wasndt a highk FHomi orit
how remember it, it was unexpected. It was like a torrential rain came
through. 6WV_03

WV_04 also recall ed this previous flood event. He found out that one of the main
roads in the area, used to access his property, was cut off only because another
member of the household was trying to  reach the house and called to let him
know .

d was the same. Manor Lakes Boulevard was flooded and | only knew

because someone in the household was trying to get home and he rang up

and said they coul dndt floamedn Thetevasathesoely i t wa
way | found out. 6WV_04

Several participants also mentioned bushfire as a potential hazard . For example,
WV _04 recalled a bushfire inci dent during the previous summer, in which he was
notified of the event by another shopper:

QAlso the bushfire up the Ballan Road last year over summer, | was at the

Werribee Plaza and someone said there's a bushfire up at Manor Lakes and |

could see the smoke but | didndt know what
owell hang on a sec, | get alert s from the CFA 6 so they told me what was

goingon. 6 WV _04

WV _06 also reflected on this recent grassfire

0 [ ®gould seewhathappe ned | ast year f r andyowdowdd e | I
see a lot of a smoke and it was a bit of a panic situation for some people. 0
WV_06

Participant WV_ 05, however, admitted that she did not view grassfires as a
significant threat:

6fo be perfectly honest, grassfires donodt
Maybe I '"m misinformed but they donot real
seen big fires in the bush and | was involved in the Coode Island fire that
happened. So gr as s fthink &éah yedhoweld it will rowraitsdlf y
beforeitgetstohere. 6 So that's the way B WNi 0k, I dc

In addition, traffic was noted as a major problem. This compounds people's
concerns of other hazards, as mobility is compromised by the congestion on the
roads. WV_02 expressed concern that people could panic in such a situation :
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0 Weactually had this discussion a little while ag o [at his workplace] in the
case of grassfires at the back of houses near the wetlands over here what
would the scenario be? One of the things that came forward during that
discussion was also panic. Worst case scenario, imagine if the cars started to
bank up al ong Manor LWWK@s Boul evard. o

These accounts were all based on experience, a feature of the ways that these
residents have settled into the area.

Scenario Activity

The scenario presented to participants of the Wyndham Vale focus group was as
follows:

It is 2pm on a Monday in late February. The top temperature is forecast to
be 37 degrees, following a week of temperatures in the high 30s. There isa
strong north westerly wind blowing, gusting up to 80 kilometres per hour. An
accumulatio n of dry fuels and grassland has led to extreme fire hazard
conditions. At 1:30pm the sky has begun to darken and there is smoke haze
from a large travelling grass fire that's broken out about 20km to the north
west of town.

Participant Narratives

These participants drew on their varied experience swhen considering the scenario
event.

Participant WV_01 is a 45-54 year old female, employed full -time in a local
childcare centre. She is married, with one teenager living at home. She has lived in
the area for less than a year.

At 2pm on a Monday WV_01 is likely to be at work at a child care centre , which

has around 100 children. Due to the high fences at the child care centre, they

would not see any phy sical cues whether they were indoors or outdoors . WV_01 is
unsure how they would find out about the developing situation. She thought w ord -
of-mouth ismost likely.

Her preference is that a text message issent to all in the area notifying them of the
situation. In order to find out more information, WV_01 would use the internet. She
would want to find out details about the fire, whether or not they need to
evacuate, and if so when and to where. She is not aware of any other so urces of
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additional information, stating that 0Technol ogy is | ifebo.

Participant WV_02 is a 35-44 year old male with a post -graduate education,
employed full -time as a school teacher. He is married, with two dependent
children living at home. He does not live in Wyndham Vale, but commutes to the
area for work.

Participant WV _02 is a school teacher. Under the scenario conditions he would be
at work where, in accordance with policy regarding extreme temperatures ,
students would be indoors. He states that they would become aware of the fire by

smelling the smoke and/or  from information from the fire department. Participant
WV_02 discussed a grassfire incident in the previous bushfire season in which they
could not see the fire but could smell it. In that instance , the school kept in contact
with the local fire department for information. As stated:

dn the case of emergency type situations [the school would most likely find
out about it] through the fire department. So in that particular situation, but
once again, obviously through smell, | think it was earlier this year it was
whereby we had those grassfires over here. We could smell it but we

coul dndt see it. We were just consci
making sure that whatever the scenario was. We were well aware so we just
kept in contact with the local fire departmen td WV _02

Participant WV_03 is a 25-34 year old female with a post -graduate degree. She
was born overseas but has lived in Australia since an early age. She is employed
full-time in administration f or a m ajor newspaper and commutes to the CBD for
work. She is married, with no children, and has lived in the area for around two
years.

Participant WV_03 is likely to be at work in the city at 2pm on a Monday. Due to

her employment, WV _03 is in a privileged position with regard to hazard
information ; receiv ing media alerts from agencies including the CFA . In order to
find out more information she would check online for breaking news while for more

substantial information she would access the CFA website.

d actually, because of where | work | have the lux ury of getting media alerts
from CFA. So I'm quite lucky in that case where there's a good chance it will
come to me rather than | having to go and find it é and also the second
one is | check the news every hour just for breaking news, things that are
happening. So I'm fortunate that in where | work that news is always going

to come to me. I d é nlbltwanhraoveeanfotmationstrer Ik
would get it from the CFA website directly . &WvVv_03
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WV_03 would then contact family members to share this information:

d would make sure | would call my brother and my husband works from
home to say, do you know this is going on? You need to get yourself out of
there. One of my biggest concerns is just getting my loved ones out, getting
the information. If it's dangerous just getting them out of there. 0 WIB_

She was in the fortunate position of having privileged access to information and
thus in a position to inform others.

Participant WV_04 isa 55-64 year old male retiree with secondary level educa tion.
He is married and has lived in the area for 8 years

WV_04 is likely be at home during this type of scenario event . During a previous
grassfire he could smell the smoke and consequently sought further information

from the CFA website. Further, if hi s wife is also home then she is likely to receive an
alert on her mobile phone:

df I'm indoors, like when it happened last time | could actually smell the

smoke. So | went out to check it and then
smell it and if my wi fe was home she would tell me. She gets every alert

known to man on her phone. If | was home by myself | wouldn't know
anything because | dondt check the phone n
would findout. 8 WV _ 04

In either case he would access the CF A website to get further information on the
fire, including:

dHow big the fire is and how close it is because last year you could see the

smoke. You can'ttell how - when | drove down there a couple of days later

it was a fair way away but it looked clos eré It did seem much closer than

what it was. When | drove down and saw where it was | thought we are

going to be okay. There's a great big di
think it would have got over, but | would definitely check the CFA website to

see how closeitis. 6 WM _

His sources of information are rather limited, apart from that from his wife.

Participant WV _05 is a 65+ year old female who is employed part -time. She is
married with no dependents, and has lived in the area for 1 year
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WV_05 is likely to be at home during a  scenario event . She is unsure that she would
find out about the fire. A s with several other participan ts, the response of WV_05 to
the scenario was informed by a grassfire that had occurred in the area earlier in

the year . She did not find out about this incident until after it was over.

d would be at home and just thinking about that fire that happened last

year , I dindbwabout iteuntiel saw kaircraft | fl 'y over. So |
a sense of smelinme.l | It heeo wrsintbrkéet and | coul dni
evenknow unt i | it was all over .0 WV_O05

She expects that the most likely way in which she could find out about such an
event is through a phone call from her husband

&How | would find out € If the phon e was working my husband would ring
andtellme. He has access to OFA reports. o WV_
For this participant, however, grassfires are not perceived to be a major risk; they

do not frighten her and she believes they will burn out without threatening houses.

Participant WV_06 is a 65+ year male retiree with a primary level education . He is
married , has no dependents living with him, and has lived in the area for 3 years.

WV_06 is likely to be at home during the scenario  event

d would have been at home a  nd my wife would have smelt it before it even

started because having been through it, she's right on to that. | would

probably be messing around on the computer. | have bought a digital

battery operated radio which you ¢ an wal k around anywhere v
WV_06

WV_06 recalled how social media had been used during the previous major
grassfire incident. Photos were uploaded to Facebook by residents in different
places, giving a number of visual perspectives of the fire:

d_ast year when the fire [ was] just outside of the house and [I] took a photo
of it and put it on Facebook and it was surprising how many people in that
half hour afterwards took photos from different angles and put it on
Facebook for the Manor Lakes Residents' Association. That was one g ood
thing and then | could ring them in [unclear] and Little River and say, look
how far is the fire from you? So I've got access to the journalist over there
she can relay back to me what she can see, but in fact we could see it. It
looked a lot closer than whatitwas. 0

WV_06
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This participant opens up themes regarding social media; the question is how can
this be focused in relation to reliable information for others.

4.4 \Werribee

The Werribee locality comprises relatively old areas and rapidly expa nding housing
estates.

Risk Perception

Participants in the Werribee focus group identified flood and bushfire as potential

natural hazards in the area for which people would seek information. Further, as

with other localities in the Wyndham growth cor ridor, traffic was discussed as both

a hazard in itself and as something that could worsen other hazard situations. In
addition, anti -social behaviour emerged as a strong concern for residents.
Although this concern is not within the remit of a multi -hazar ds information line, it
does indicate the types of concerns that are most  salient for community members

Several participants recalled significant flooding that occurred in Werribee several
years ago. This resulted in isolation of some residents.

Orhe only other thing, a few years ago there was flood. There was a bit of a

flood and we couldn't get out, yeah... You're stuck. We couldn't get out any

way. We couldn't because we're sort of sitting up here € and everything is it's

a bit of a dip. You couldn't  get down that way and you couldn't get out the

otherway becausea | | the roads were flooded thered

Participants were divided over the threat posed by bushfires. Several identified
areas of fuel:

Interviewee 2: Oh well there's plenty of grass [are a out here].

Interviewee 3: Yeah, on the outer bounds, yeah.

Interviewee 2: Even down near the hospital there's heaps of grass and stuff
there.

Meanwhile, another did not think that they were at risk in their location. This
perception appears to be based on the absence of threatening fires in the past:

Interviewee 2: Fires, | haven't had where we are. We've had, like you could see
fires over like Truganina or way over but haven't had anything like
close to us in that respect.

Facilitator: Yeah, do you see yourself at risk of bush fires...

Interviewee 2: Notreally.
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Facilitator: ...generally speaking here?
Interviewee 2: No, not where we are, no, | don't think so.

In addition, a s with other localities in Wyndham, traffic was a significant concern
for parti cipants in the Werribee focus group.

d would say main factor | think would be traffic. We've had a few - as | say
on Morris Road there's always accidents, always. [ € Jrhen you can't get out
or this or that or the other, that sort of thing, emergency vehic les. If it's in

peak time it's really, really difficult. 8WE_02
Likewise, another stated:

0 [ T fareqd is growing really fast and | don't think the roads have all the
facility, has the capacity to accommodate a lot of people's needs. The road
always jam s in the peak hours and particularly like Truganina, Tarneit,
Williams Landing, all those new areas, people settling and there's just not
enoughroads 6 WH _

Another aspect of risk perception in Werribee is anti -social behaviour. Several
participants expres sed concern about personal safety; they feel threatened in
some public places and on public transport. One participant stated that she
avoids certain public spaces and has stopped using public transport because of

the amount of loud and aggressive behaviou r from other passengers.

Scenario Activity
The scenario presented to participants in the Werribee focus group was as follows:

It is 2pm on a Monday in late February. The top temperature has been
forecast for 37 degrees following a week of temperatures in the 30s. There is
a strong north -westerly wind blowing and gusting up to 80 kilometres per
hour. Accumulation of dry grass has led to extreme fire conditions. You may

not necessarily know this but at 1.30pm the sky has begun to darken slightly

and there 's a smoke haze. There's a large travelling grass fire that has broken

out 20 kilometres to the south of Bacchus Marsh.

Given the absence of fires in the immediate locality, this scenario calls for
imaginative reflection by the participants.
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Participan t Narratives

Participant WE_O01is a 25-34 year old single female with no de pendents . She works
full-time as a student councillor for a service provider for recently arrived migrants.
She arrived in Australia as a migrant herself six years ago and moved to Werribee
one year ago. She drives to work within Werribee.

WE_01 does not know how she would find out about the developing scenario
situation. She would be in an office all day, and would therefore not have any
environmental cues (such as air temperatur e, wind strength, or the smell of smoke).

d don't really know how | find out about the developing situation. The only
thing | know probably because I'm in the office all day, don't really know
what's going on outside and don't really know the air temper ature because
it's got air con in the office | assume é Well you can't really feel the wind so |
really don't know, unless there's some like emergency and then we'll find out.

Assuming she has received notification of the fire, WE_01 would, as the first a id
officer in the office, first tell her colleagues. She would seek more information from

the CFA website, and, depending on the situation, perhaps dismiss all classes. She
would follow whatever instructions were given on the CFA website, and also print

these out and distribute them to others at the school.

Okay, so because I'm the first aid officer in our office so | think | would warn
the others that there's a fire not far from us and | also need to inform the
class teachers so that they'll know about w  hat's happening. | think the next
step may be just if the condition developing we might just dismiss the whole
class, the whole school. Where would you likely to look for more information?
The websites, CFA website? 6 WE 01

Furthermore, WE_O1is concerned that if there is a need for people to leave the
area then traffic jams could result.

&My great concern about this is about the traffic because we get out, a lot

of people get out the same time as well. We don't know where specific spot
and there might be a traffic jam, you might stuck on the road so that's a
great concern, yeah. OWE_01

As often noted one set of hazards can lead to other consequential hazards.

Participant WE_02is a 55-64 year old female with a secondary level education . She
is married , with no dependents.  She is not employed; her husband works as a
tradesman. She has lived in the area for 16 years.
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During the scenario WE_02 is likely to be inside her home. Since h er house does not
have air conditioning, it would be blacked out (blinds drawn etc.). She would most

likely find out about the developing situation from TV or radio. She is likely to phone

her neighbours or her family [ doesndt state why; m? Toeget t
information? ] Although WE_02 has a computer, she does not have th e internet.
She is unsure who she would ring for more information; she would consider calling

triple zero. However, if the television reports gave a phone number to call for
information then she would use that number.

Interviewee 2: So how would | most | ikely find out about the developing situation
would be | would go to the TV or the radio.

Facilitator: Okay, so there'd be an alerton TV...

Interviewee 2: Yeah.

Facilitator: ...would have to grab your attention.

Interviewee 2: I've got a computer but | ha ve not got internet or anything like

that, so that's out. If it was a bush fire, well I would sense the
smell... don't know who you would ring apart from I'd probably
contact my neighbours or my family, something like that. | don't

know whether | would - would you ring 000 or would you - I'm not
sure what | would do there é | mean | wouldn't know who to -
other than 000 | wouldn't know who to ring, unless it was
advertised on TV. Like sometimes theyll ad - sometimes
something comes up on the TV and it says ring this number, that's
fine, I'd do that. But apart from that | wouldn't know what.

For some there is a profound uncertainty about sources of information and what to
do.

Participant WE_03is a 55-64 year old female with secondary level education. She is
single, has lived in Werribee for 11 years and is currently unemployed and looking
for work.

WE_03is likely be at home during the scenario event , and, like WE_02, would have
the house blacked out to try to keep it cool. She would have the radio on, and
would receive natification of the fire through this.

dkay, so I'd be at home more than likely, trying to stay cool. What are you
doing? Trying to stay cool and I'd have the house blacked out also e Id
have the radio on because there's a lot of infor mation viatheradio. 6 WE 0 3

She would use the internet (Google searches) to seek more information on the
bushfire, and would also visit her neighbours in order to alert them to the incident
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and see if she could help them in some way.

dHow would this af fect me? | think | would definitely go to my neighbours
and make sure if there's anything | can do for them because they're great
neighbours to me and I've got one, two, three. Alert the people, the African

persons on the other side because | don't know if they'd know what to do
and then look for more information, Google - no. There's a lot of aged
persons in the area and they don't have ...Google and | would actually go

and if | saw some - because that's my thing, I'd go and help them if it was
safe for me to do so. I'd get out of there, sorry, just boom, that's it, house
burns down it doesn't matter. Or I'd go next door and if they've got a n idea
|l *d go with themd WE_ 03

This account draws attention to the importance of sharing information, either by
word o f mouth or in some other way.

Participant WE_04is a 35-44 year old male with a tertiary education. He is married,
employed full -time and one dependent living with him.

WE_04 is likely to be at work at 2pm on a Monday and would have just returned
from lunch. If he had noticed any environmental cues while at lunch (assumedly
smoke) he would notify others in the workplace such as a fire warden or first aid
officer. If he noticed nothing, he would rely on somebody within the workplace
who is responsible fo r safety to notify him. Once he became aware of the situation
he would use the internet to find out more about the situation. He would use
Google to search for weather information.

&Monday, 2pm, just come back from lunch and maybe | had a feeling of

what & sappening outside there so | might ask someone, the fire warden or

first aid person in the workplace. Or maybe if they don't know yet | would just

let them know and they might find out more because like | was still working

on what | ' m goi ng wduldjud mly onywkoadshré&sponsible for -
like in the workplace we have someone responsible for so | would be jus t
relying, heavily relying on ... but if I'm warned then | will be just looking up on

the website or whatever | am given to go for resourc es or something like

that. 8 WE _ 04

For many it is important to learn about hazards in a range of ways, almost a
process of confirming information.
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45 Point Cook

Participants in the Point Cook focus group identified flooding and grassfire as
potential h azards for the town. These concerns were heightened by the level of
traffic in the area.

Risk Perception

Perceptions of t he degree to which the town is at risk of bush fire varied between

respondents. One participant stated that she believes the area to be at low risk,
while another reflected  that here views of hazards had chang ed after receiving a
leaflet identifying the area as being at high risk of bushfire:

Female 1 : I mean definitely getting in and out's a problem but | would like to
think in a bush fire we're not as at risk as some of the other areas
where there is more grassland?

Female 3: | thought so too and | was here for the bushfires in 2009 and we
could see the plume of smoke from where we were and | thought
to myself, Point Cook's low risk. It's only houses but then the
Council actually sent something out and actually classified the
area as high risk.

Female 1: There you go.

Female 3: It did surprise me and | went okay, if they think it's high risk then |
need to think its high risk aswell [ € ]

Facilitator: Did you do anything differently after you got the leaflet?

Female 3: Well | started to think about how the hell do | get out of Point
Cook? That's where the scooter idea came from because | just
don't think you're going to get out in the car.

Female 2: No, it would be just impossible.

Flooding was cited as another hazard in the area, while one participant
mentioned the potential for industrial hazards, such as at the oil refinery in Altona
(around 10km to the east of the town).

Risk perception in Point Cook was compounded by significant concerns about

transport capacity. The town is growing rapidly and there are few access roads.

During peak periods traffic is substantial. Participants were therefore troubled by

the possibility of conge stion during a hazard event. This includes evacuating the

town, or needing to return to the town from work in order to collect children, pets

or possessions before | eaving. Thus, getting
a hazard (POn02)j.t sel f 0

d always feel that because the infrastructure's very - it's not sort of on par
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The increas ing awareness of bushfire as a hazard in the area,
participants are forced to reflect on possibility and not build on experience in that
particular locality.

PC_01is likely to be at home during the scenario
son probably still sleeping. She is often on the computer at this time, and in contact

with the growing population. | just feel if there was a fire or something like
that or a tornado - they always seem to be very prominent in the other parts

of the world. | me an just to get out of the area would - | mean to me it
seems to be a hazard in itself € So | just feel if there is a - any kind of hazard

then how would people get out of the area? Unless we are flown out by a
helicopter or something. 6 PC_02

Likewise, ano ther participant stated:

d&Point Cook has not got very good infrastructure. Really, they just shoved a
| ot of houses here and they're just
take the public transport option - cars are not easy, public transport's n
easy.0 PC_03

In order to find out about the daily traffic situation respondents use radio and
television traffic reports.
Scenario Activity

The scenario presented to participants in the Point Cook focus group was as
follows:

It is 2pm on a Monday in late February. The top temperature is forecast to

bui
ot

be 37 degrees following a week of temperature s in the 30s. There's a strong

north -westerly wind blowing, gusting up to about 80 kilometres per hour. An

accumulation of dry grass has led to quite an ext reme fire hazard. At 1:30pm

and you haven't necessarily seen this but the sky outside has begun to
darken slightly and there's a smoke haze on the horizon. A fast travelling
grass fire has broken out 20 kilometres to the west of Point Cook.

Participant Narratives

event , with her fifteen month old

means that the

Participant PC_01is a 25-34 year old female with tertia  ry education. She is married,
and has a 15 month old child. She is employed part time
has lived in the community for  around 5 years.

as a social worker , and
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with other mothers in the Point Cook area through several parent groups. She
believes that word of a local event will travel quickly through these local networks.

d'd probably be at home and my son would probably be still napping. So
yeah, I'm often on the computer during that time. So and often in contact

with the other mums from around the Point Cook area. So even if | hadn't

been outside, mostly likely word tends to travel pr etty fast on these groups.
I'm a member of a couple of parents' groups on there. So yeah | would like

to think that that would probably be - | would get - yeah, a heads up. ©
PC 01

In order to learn more , PC_01 would go to the Department of Sustainabilit y and
Environment (DSE) website 8 something she has used in the past & to view a map of
active hazards.

Oreah I'd probably - which | have done in the past - go to the DSE website
and it has the map where it shows you the risk areas and what's hay
PC 01

PC_01 noted the use of Facebook among Point Cook residents, with a number of
popular Facebook groups for the area.

d think definitely Facebook for the younger generation. | know there are a

lot of Point Cook groups online that a lot of people o f different
demographics use. [ é Jrhat's right and you can subscribe and people get
updates on their mobile phone or notifications. So if people were to
subscribe to a particular group that would get - people would get the
updates. 8 PC_01

These forms of network building are in an early stage with reference to hazard
awareness.

Participant PC_02 is a 45-54 year old female with tertiary education . She migrated
to Australia six years ago and has lived in Point Cook for five years. She is employed

as a soc ial worker, mostly in the disability field, and commutes from Point Cook to

Me | b o ur n e-vastsabarbstdiring the week

At 2pm on a Monday PC_02 s likely to be at work. Her job requires her to travel into
the community. If in her car then she may h ear about a developing event on the
radio. It is also possible that she would receive a text message, call, or email from a
colleague, friend, or neighbour if there was a hazard event unfolding near Point
Cook.
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OYeah, possibility the radio and within our ~ work - my work environment - it's a

very caring environment - | may get an email from my colleagues or
something. Or from someone living in Point Cook. Or the friends or
neighbours or someone advising me th a't there's something
PC 01

PC_02 dates that, because the conditions of the scenario are extreme (a day of
high fire danger following a week of high temperatures), she is likely to make an
effort to be aware of things happening around Point Cook. She would do this by

distening to radio, w atching the news, keeping myself updated € Or just
dGoogling 6up and utilising those cu rrent technologies . Maybe that's a time | might
go on Facebook as well d (PC_02)

Participant PC_03 is a 35-44 year old female with a tertiary education. She is single,
with two dependent children living with her. She is employed part time as a

project officer in the health/welfare field, and commutes by car to the inner
western suburbs. She has lived in Point Cook for five years.

At 2pm on a Monday PC_03 s likely to be at work. Already, s he checks the internet
news throughout the day on her computer at work, and would therefore most

likely find out about the bushfire when doing so. Having previously lived in a
cyclone prone area, PC_03 is familiar with using the Burea u of Meteorology (BOM)
website, and would use this along with CFA in order to find more information on

the hazard.

Oreah, I'd be at work. I'd most likely be in a meeting or at my desk doing

something. I'd probably find out about it on the internet news . | read the

internet news throughout the day off and on constantly. Coming from

cyclone country I'm a fan of BoM Bureau of Meteorology website. So having

those conditions and being through similar conditions down here already

what | found myselfd oing was going to BoMOand CFA.06 PC

She has used the CFA website previously and found it to be a good source of
information:

O6rhe CFA's really good - it will give you spot fires where things are breaking
picture out and it will give you - | found the most u p to date information -
even before it's breaking on the internet sometimes. We had a grassfire in
Derrimut where | was working. It was in between Point Cook and home and

some of these things sort of came into play. Yes, I'd definitely be on the CFA

web site looking at that and maybe BoM [Bureau of Meteorology] a little bit
earlierifImontheinternett. 6 PC _03
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Her main concern is that while she would be at work around 20km from home, her
children would be at school in Point Cook. If there was a fire in the Point Cook area
she would contact the school to see if they are worried, and would want to return
to the area to collect her children, her pets, and some belongings. The time taken

to achieve this agenda is of concern because of possible traffic pro  blems.

d'd be so concerned that I'd be [in the inner Western suburbs] and my kids
are at Point Cook. That would be my concern. I'd want to get with my kids
regardless. So as soon as | heard there was something like that I'd probably
contact the scho ol and see what sort of action they're taking. Are they
worried? If they're worried I'd just say to my employer, I'm out of here, see

you later. | don't care what you've got to say about that, I'm out of here.

PC_03

(@]

PC_03 also discussed the benefits o f speaking with neighbours in a hazard situation
in order to share information.

d reckon talking to your neighbours is handy. I'd step outside and have a
look at what | can see. I'd certainly be asking hey, do you know what is

going on? At least you could have some sort of relationship with your
neighbours as well. Ithelps. 8 PC_03

Sharing information with neighbours is on on  -going theme in these accounts.
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Chapter Five: Themes & Recommendations

A range of themes emerge d from the focus groups acr oss the localities . In this
section recommendations for a VEIL -type service are made with reference to
these themes. These recommendations cover the topics of acceptance and

uptake, awareness and visibility, and accessibility. Thissection draws on data fr om
both participant scenario narratives as well as responses to the structured portion

of the focus groups, during which more targeted questions addressed a potential

multi -hazards information service.

The aim here is to help develop maximally effective VEIL dissemination procedures
and products, informed by an understanding of the circumstances in which the
service is likely to be used, potential barriers to using the service, and how
awareness materials can assist with accessibility and uptake of such a service.
Some of the findings strengthen the recommendations made in the first phase of
research.

Current service perception : In discussion of the VBIL it emerged that the service
was not well known among participants. Once the service had been descri bed by
the facilitators, most participants considered it as a secondary source of
information should preferred information sources fail. Further, and more
specifically , the VBIL telephone number is not known. This presents issues around
accessibility to th e service .

d don't know. I'd probably only turn to it if I didn't have access to the

internet, whether it be lack of a device or power, if the radio wasn't working.

Mainly because | wouldn't know the number off the top of my head, so I'd

either have tolookituponthein t ernet or hear (Traralgppm) t he

Moreover, the number may not be easy to access if other technology or mains
power has failed.

Recommendation 1: The VBIL telephone number must be publicised for it to be
used. For those that view the VBIL as a back -up source of information, access to
the number will be required when they do not have access to other technology.
Memory aids and artefacts need to be developed accordingly. People should be
encouraged to retain the VBIL fri  dge magnet and to store the VBIL number on their
mobile phone, should it be an appropriate option under future (unforeseen)
circumstances.
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Attitudes towards multi -hazard model: The concept of a VEIL -type (that is, multi -
hazards emergency information phon e line) service was enthusiastically received
by participants. Some patrticipants could see themselves using a VEIL  -type service:

Oreah definitely. I've called Nurse on Call and the Maternal Health Line a
number of times and - after being made aware of t  hat service. Yeah, |l
could] definitely [see myself usingit] .6 PG _01)

Effective design and dissemination strategies (addressed in the recommendations

that follow) will likely improve uptake of a VEIL -type service. Branding and
emphasising the importanc e/salience of a range of hazards is critical (especially

for peri -urban communities). The shift from bushfires (VBIL) to multi  -hazards (VEIL)
provides emergency services with an opportunity to enhance awareness and

uptake of such a service. The data suppor ts the likely success of a VEIL -type
service, relative to the current VBIL service. The VEIL is more likely to be
personalised and seen as relevant to a greater number of locality types and
particularly peri -urban communities.

Recommendation 2: It is recommended that a business case be built to support
an appropriate level of  government funding for the service.

Retention and Recall: Even for those that have a vague awareness of the VBIL

service, there are challenges around retention and recall. For ex ample, people
tend to recall services (and numbers) that are salient to their current
circumstances. One participant in Point Cook could easily recall Nurse -On-Call

and Maternal and Child Health Line services as she had a 15month old child.
Bushfires and n atural hazards are generally low frequency, high impact events and
as such only become salient shortly after an event.

A respondent from Werribee stated that she had seen the VBIL advertised and that
it is a service she would consider using. She could no t, however, recall details such
as the name of the service or the phone number:

6l f there was a fire [the VBIL woul d] be
use] probably - because as | said | wouldn't know what, whether do | ring 000
ordol -butifit was on TV, the number A&t ORher e,

This participant does not have the internet on her computer or mobile phone. She

would therefore only use the  service if, during an event, the television or radio
gave itout .
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Participants stated t hat i1t i1 s I mportant that the
being appropriate  for its purpose and easy to recall (the example of triple zero was
given as being @& good number §. Meanwhile, participants stressed that an
emergency information line wo uld need to be disseminated using a distinct
language in order not to confuse members of the public regarding its purpose and
scope.

Steps must be taken to make the VBIL /VEIL number readily available and
memorable. Issues around retention and recall high light the importance of: 1)
Memorable branding, and; 2) Easy to recall phone numbers. Consideration should

be made to brand a service so it is seen as salient for all communities, as well as
providing details that are easy to recall and retain.

VEI

Recommen dation 3.1: Establish the VEIL with a suitably short, easy to remember
phone number . For example, the number 555 could fulfil these requirements while
engendering trust by association with triple zero (a service that is associated with
professionalism and community wellbeing).

Recommendation 3.2: The Victorian Bushfire Information Line (VBIL) name is not
easy to recall. The Victorian Emergency Information Line (VEIL) will likely face this
same difficulty. It is recommended that the service name be careful ly considered |,
preferably involving further end  -user testing. It is crucial that the name distinguish
the service from triple zero; a service that is strongly associated with the word
0emer gehisrpacdmmended thata wor d s uc h sGemadehcenz taal ta
the branding of a multi -hazards service (for example, the Vic Hazard s Line) (see
also recommendation 4.2)

Information quality: There is a general lack of appreciation of the consistency of
emergency information across sources (i.e. agency web -sites, ABC radio and
VBIL) Participants either believ e that some sources of information are more
current, or that some sources will  provide more detail. This may not be helped by
the current diversity of information source names (for example, the CFA websit e,
the FireReady phone app, ABC radio updates, and the Victorian Bushfire
Information Line) Thisaspect of information sources  may need to be addressed in
simple, plain language terms.

Recommendation 4.1: It is important that locality populations develo p an
appreciation of the consistency of information across different sources.  Awarene ss
messages should emphasise this  consistency .
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Recommendation 4.2: In order to: a) enhance recall , and b) reinforce the
consistency of information sources, it is recommended that a potential suite of
information services adopt  a standard name. As noted in recommendation 3.2,i tis
suggested that the language of 0 h azshr db emploged to avoid potential
confusion with the emergency 000 service . For example, the Vic Ha zards
Webpage, the Vic Hazard s App, the Vic Hazard s Line, and Vic Hazard s Radio
updates .

Recommendations 4.3: Dissemination should be accompanied by short
educational messages. These should promote: What information the service
provides and when to use i t, versus when it is appropriate to use triple zero or
another service. It is recommended that the service present careful and frequent
accounts of the remit, purpose, and value of the service, including that it does not

take away from personal responsibil ity.

Dissemination via community engagement: For peri-urban growth areas a
combination of urban sprawl, diverse populations and perceived lack of
community/connectedness will make the process of two -way community

engagement challenging. Two -way community engagement can be resource
intensive, therefore these activities need to be clearly focused on those most at risk
and complemented by broader mass media awareness campaigns

Recommendation 5: Two-way community engagement activities should be
focused on t hose most at risk. Thisfocus may be determined by geography (those
living on the fringe of grassland/bush) or by cultural and linguistic background. The
introduction of a multi -hazard s model complicates such initiatives as people living

by rivers or on fl ood plains may also need to be targeted due to flood risk as well
as bushfire risk and in relation to movement of populations in the context of hazard
events.

Dissemination via media: With respect to mass media approaches, a broad range
of communication avenues were suggested by participants. Even within the same
growth corridor, communities differ greatly in terms of community and
connectedness.

d think if you are going to do it - so you are talking about like in the lead -up.
| think you need to loo k at all different measures, because different age
demographic, genders, interest of people are going to - so you'd be looking
at print media, whether it be newspaper ads or flyers, your TV, your radio,
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social media, even the message board ads as you come into town s, the grid
things, b i But bvera likel snére obscure things like the school
newsletters, sporting club newsletters, just where you are going to get a
lar)ge congregation ofTRW&opl e goingdd

Localised initiatives (newsletters, community Facebook pages), for example, are
likely to be more effective in Point Cook than in Wyndham Vale, which lacks a
sense of community connectedness.

Recommendation 6: A series of pilot projects should be initiated in selected peri -
urban areas, focused on sp ecific processes to develop media based networks and
information services, as a means of developing a comprehensive approach to
dissemination. A broad range of media should be considered for dissemination
activities. Consultation with local government will assist with identification of
appropriate local pathways , as a base for developing media processes . Similarly,
other locality based approaches should be identified, such as educational and

health dissemination procedures.

Memory Aids - Fridge magnets : Memory aids such as f ridge magnets are
considered an effective means of dissemination / awareness. Again, this is
consistent with findings from the first phase of research. A single focus group
participant had a VBIL fridge magnet.

d06d go to tlgeetritttey ment me, thatodd I
Victorian Emergency Line, which is what | do when the power goes out, | go
to the fridge magnet from Powercor, look up the number and call it . BE_05

Thispositive attitude towards such artefacts was also expressed in other localities:

Facilitator: So a fridge magnet?

Interviewee 2: Yeah.

Interviewee 3: Yeah.

Interviewee 1: Yeah.

Interviewee 3: I've always got that on the side of the fridge e

Interviewee 2: | have mine near the phone, smack in front of it (Werribee )

Recommendation 7: Fridge magnets should continue to be distributed as an
awareness product. Current d istribution methods may need to be revised, and
such artefacts may need to be distributed in greater numbers. If resources are
limited then distribution should target people most at risk. T hese artefacts should be
accompanied by a brief list of instructions addressing when and how to use the
information line.
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O0Pushingd s er viParteipaatswaere geceptt/esto the concept of being

made aware of a VEIL -t ype service via O6pushd delivery
were suggested by focus group participants. First, text messages being sent to
mobile phones by telephone service providers supplying the VEILtype service

number and an option for s aving the number to contacts should the recipient
choose to. This was not considered intrusive, as the service is considered sufficiently
important to warrant this kind of dissemination. This might be more effective if
carried out at a time when people are conscious of hazards (e.g. during the
bushfire season).

Facilitator: Okay, a participant in another focus group mentioned receiving
the emergency number on the mobile phone as a sort of as an

automatic SMS from a service provider ... Is that something yo u
think people in Point Cook would be open to?

Female 1. I think so.

Female 2: |think so, yesé

Female 3: Oh yeah.

Female 2: | think that would be very positive.

Female:  Yes. (Point Cook )

Second, it was suggested that mobile phone SIM cards could be pre -loaded with
key emergency contact phone numbers (including the VEIL) by
telecommunication providers.

Interviewee 3: 1 like the sim card idea.

Interviewee 2: Yeah, that's a good idea.

Interviewee 3: | think it's a great idea.

Interviewee 4: Yeah, | think th at.

Interviewee 1: Cool.

Interviewee 2: Especially if you're not at home, like with me if I'm at home it'd
be radio or TV or what not. But if I'm not | think that'd be a good
idea. ( Werribee )

A set of recommendations should be considered:

Recommendatio n 8.1: The possibility of sending bulk messages to mobile phones

via service providers should be explored . Thisapproach may prove more effective
if performed during the bushfire season. Bushfires often duptniet hav
(planned burns an exception ), however other hazards such as floods and storms
can be predicted. It may b e pboasssei dbdl eb utlok ¢gmxepsls
to promote the service during lead  -up times to potential hazards.
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Recommendation 8.2: The possibility of pre-programming newly purchased SIM
cards with a hazard information number should be explored.

Recommendation 8.3: The CFA should consider other 6 p u snhtlfods for p romoting
the service to community members. This could include (but is not limited to) social

media, and exploring the possibility of thecall -centr e model i nvol |
activities, compared to providing a purely inbound call function.

Diverse populations: One theme that emerged in each of the focus groups in the
three Wyndham localities was the cha llenges presented by diverse populations.

Or'here's no dominant group in this area and | think from my work experience

and my personal experience as migrant, | think the two way interactions with

service provider will be more effective rather than just gi ving out the
information even though it's in their language. People don't read it 6 WE_O01

Recommendation 9 : Dissemination and uptake strategies should take into account
diverse populations and information provision tailored accordingly . This may be
done b y allowing for language difficulties, and by exploring avenues likely to
reach diverse groups, including in two  -way communication (e.g. migrant service
providers).

Social connectedness:  Social connectedness varies among peri  -urban localities,
including those in growing regions. In a newly established and growing urban area
such as Wyndham Vale residents note that there are insuf ficient communication
pathways and limited informal networks. Many  residents commute in heavy traffic
to other areas for work and are time poor. Participants spoke of not having local
newspapers delivered, and of difficulties in encouraging residents to become
involved (for example, in residents associations). There was a reported sense of
disconnectedness.

Female: [W]e can't ge t people to come to meetings. We can't get
people involved in what was the old neighbourhood watch. We
just can't get people to attend.

Female:  They are all too busy. The lifestyle is so busy now, everyone works.

Male: | think one of the biggest pro blems with this community, or any
community in regard to what's going on, they are too busy.
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In contrast, communication networks and collective resident action appear to

have become established more quickly and successfully in Point Cook; an area
with a h igher socio -economic profile. Although similarly new and growing,
respondents in Point Cook spoke of a more connected and socially engaged
6cul tured i n t he Pobird cCadkihisy a ceiftralr shdpgng , and
entertainment hub that provides an appropri ate geographical location for CFA
community activities.

Recommendation  10: Consider the need for different forms of engagement
depending on locality populations and experiences. Although the research (in
general) points towards two -way community engageme  nt being a more effective
means of message dissemination, this is likely to be more difficult and resource
intensive in Wyndham Vale. Two -way community engagement is more likely to be
effective in Point Cook , which appears to have a greater sense of connec ted ness
and a popular central shopping and entertainment hub.

Barriers to uptake: Participants raised concerns about telephone information

services call -taking capacity. They felt that this issue could be exacerbated by a

multi -hazard service model. Thi s may result in reduced uptake for two reasons. First,

people think they may be put on hold or not get through. Second, people think

they may be 6clogging upd a service with | in
callers might be trying the access the service

d wouldn't [use a telephone information service] because in that scenario
everybody - you must be aware that if - we're not the only one. Everybody
would be ringing that number and it'd be clogging up. ( Werribee )

Recommendation 1 1. The development o f the service requires adequate
resourcing and educational support, otherwise it is likely to fail or become a
second rate and inadequate provision. Public confidence in a VEILtype service
being well -resourced and responsive is critical to acceptance and uptake. This
includes confidence concerning the capacity of the service to handle a large
number of simultaneous calls. Consider educational messages that encourage
personalisation of the service, and understanding that all calls are equally
importantto answer and respond to.

Hazard notification : Participants were asked for their preferences regarding

notification of a hazard event, including maximally effective alerts that might best

prompt them to seek safety -r el at ed i nf or mat i atifitat iondis nt r u
appreciated for significant hazards, where it is considered relevant and important.
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The National Relay Service SMS bushfire warnings are viewed positively.

Or'he one thing that was useful during the bushfires was the texting. With the -
after Satu rday - the Black Saturday there was another round of texts and |

was working at Maribyrnong at the time and | remember getting a text and

letting me know that there was still bushfires around me. This was afterwards

but it was effective at the time that m asstexting.d ( PC_03)

When asked to enwiasa&gescaenabeos®d for emergency
idea of public sirens was raised in several of the focus groups. There was consensus

among these participants that, for a significant emergency , a very lou d public

warning system i s required to alert people to the hazard and cause them to seek

more information. Reference was made to similar warning systems for tsunamis,

cyclones, air raids, or to clear golf courses when there is lightening . (Itis noted here

that community alerting sirens are being rolled out in Victorian communities, as

outlined by the Fire Services Commissioner in May 2012 and other subsequent

documents, including a pilot program evaluation (Fire Services Commissioner

Victoria 2012; McArdle 2013)).

Recommendation 12: Consideration should be given to the provision of push -type
alarms in selected locations with details of reliable information sources. This needs
to be tightly coupled with the provision of where to access more detailed

emerg ency -related information.
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