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Executive Summary

Study Overview

In January and February of 2007, the Bentley College Design and Usability Center (Bentley) conducted a series of focus groups on behalf of WGBH NCAM that asked persons with visual and auditory disabilities to evaluate a series of five different emergency alert messages. The purpose of their evaluation was to enhance the project team’s understanding of how emergency alerts are received, and to weigh the following aspects of the messages:

	· Length

· Content

· Use of language

· Inclusion of subscription information

· Clarity
	· Ability to inform and to inspire action

· Communication of event severity 

· Communication of authority

· Disability-specific accessibility


Bentley collaborated with the NCAM project team to develop the focus group scripts, the participant profiles, recruitment screener, and focus group activities. The focus groups were conducted in Bentley’s usability laboratory in Waltham, MA. Messages were presented in written and/or audio formats as appropriate. To create the audio versions of the messages, one of our staff members recorded each message as an MP3 file prior to the focus groups, and played them individually during the focus groups through a laptop and speaker arrangement, with appropriate assistance provided by sign language interpreters and CART reporters based on individual needs.

Study Summary

Overall the five messages were not received well by participants. 

Participants stated unequivocally that the messages lacked appropriate statements of authority, were overlong, and did not provide information in an easy to comprehend, step-by-step manner. While participants did state that the messages would inspire action, they objected strongly to the inclusion of Web addresses, service offerings (“sign up for this alert service”), and what they perceived as “overly helpful” information (“do not leave lit candles unattended”). This was especially true for audio messages, which participants stated should be succinct and action-oriented, whereas in their opinion, written messages could be longer and contain more “ancillary” information.

Across all four disability groups, blind, low vision, deaf, and hard of hearing, participants had relatively uniform views of what these messages lacked. Interestingly, when asked whether or not the messages were accessible, each audience envisioned an audience with a different or more severe disability than theirs. For example, deaf participants were concerned that messages might not be understandable to persons with Alzheimer’s while persons with visual disabilities were concerned that complex language (“mandatory evacuation”) would alienate English-as-second-language speakers and persons with cognitive disabilities, while suggesting that helpful advice (“unplug appliances”) would be essential for persons with low cognition. 

Much of participants’ assessments of the accessibility of the messages related to the delivery channel they ascribed to an individual message, which quickly became discussions of device-specific limitations, such as the aspects of television closed captioning or pager text message length that negatively affect information transfer. 

In regards to the messages themselves, participants were nearly uniform in their suggestions for improving the messages. Across all disability groups it became apparent that each aspect of a given emergency message contributes to one of two factors: Credibility or Utility. In other words, successful emergency alert messages will be both credible and helpful. 

Aspects of credibility include:

· Upon whose authority action is required

· The authority/reputation of the agency through which the message is being transmitted

· The message recipient’s prior knowledge of the originating agency and/or the transmitting agency

· Whether or not the individual signed up for the alert personally

· The content, presentation, and succinctness of the message 

Aspects of utility include:

· Concise statement of situation (who, what, where, when, why)

· Actionable step by step action instructions

· Suggested avenue for follow-on assistance if message was not enough

· The content, presentation, and succinctness of the message 

Successful messages will support as many of these aspects as possible. Therefore, in order to be both credible and helpful, successful messages must:

· Minimize narrative

· Maximize important data and action steps 

· Include titles (when applicable) that summarize the nature of the event and support the credibility of the message, e.g., “MBTA Travel Advisory: Redline T Crash at Davis Sq.”

· Begin with a concise statement identifying the governing authority, the problem, and expected actions

· Communicate all crucial information in the first sentence of the message

· Present a timeline of likely event onset and duration

· Identify when the message was sent, as appropriate, eg, written messages

· Keep language simple, e.g., say “must leave” instead of “mandatory evacuation”

· Present actions steps in a concise, “bullet-like” fashion

· Suggest specific avenues for acquiring additional information if the message can’t contain that info directly

· Use assertive language, e.g., “Anticipate delays,” or “expect delays,” rather than “may affect service”

· Avoid vague language such as “locate a designated center” in favor of specific information such as “call 911” or “the Sherriff’s office”

· Clearly state that authorities are seeking public input when messages request assistance, as recipients are highly likely to ignore requests based on geography and perceived relevance

· Avoid including http:// or “www” in audio messages, e.g., say “boston emergency management dot com” rather than “http://www.bostonemergencymanagement.com”

· Include content that helps recipients make actionable decisions

· Clearly delineate whether information is intended to be “calming” i.e., “helps me decide,” or “kick ass,” i.e., “there is no decision”

· Accompanying sounds or alarm sound effects

In order to be both credible and helpful, successful messages should:

· Assume recipients will judge the credibility of the message by the credibility of the message provider

· Provide a more robust statement of authority whether severity of the event and/or the importance of the action to be taken b y the recipient increases

· Includes information recipients are likely to expect, e.g., in Boston the MBTA usually provides buses when trains are out of service, so not hearing about bussing alternatives causes concern

· Avoid including language promoting the alert system or other information providers, as recipients are likely to consider it “advertising”

· Rarely provide helpful (“attend to candles”) rather than crucial information (“evacuate immediately”), as some recipients will consider such advice patronizing or a “public relations move”

· Facilitate easy comparison with other alert messages about the same event, as recipients will compare content language to support their own decision making

· May be longer when delivered via email than messages designed to be heard or received by pager

· State when the message will be repeated and for how long, if possible

· Provide contact information early in the message, state that the information will be repeated at the end of the message, and repeat the contact information a second time at the end of the message

· Outline consequences of inaction (arrest, danger)

· Take approximately 30 to 40 seconds to read aloud

· Support easy memorization after a single listen or read

· Use informative icons to indicate the nature of the event if possible

· Encourage “good neighbor” behavior when appropriate

Message-Specific Findings

Message 1: Sudden natural Disaster

A tornado warning has been issued for Worcester County. A mandatory order to seek shelter has been issued. If you are in your home, seek shelter in your basement. If you do not have access to a basement, seek shelter in an inside room or closet on the lowest floor possible. Stay away from windows. For additional protection, cover yourself with a blanket or sleeping bag. Be sure to stay away from heavy objects.

If you are unable to move from where you are, and assistance is not available, cover yourself with blankets and pillows to protect yourself from flying objects.

If you are in a vehicle, get out of the vehicle immediately and find a low spot on the ground. Lie down and protect your head with an object or with your arms.

If you need assistance, contact your local authorities. 

Participants stated that this message was appropriate for a text message received via email or pager, and that it would inspire them to take action. However, they stated that it wasn’t credible without a timeframe and identified originating source.

Blind participants suggested that the message should provide a specific means of obtaining additional information, and that this information should be repeated twice during the message, first at the beginning, and again at the end, so that they could pull over if driving, focus on the message, or locate a pen and paper to write the number down.

Deaf participants suggested that language choices were vague, using “local authorities” instead of “call 911.” They also objected to language they stated was “too complex,” such as “mandatory order” instead of simpler language such as “you must.”

Both audiences praised the message for being “about right” and appreciated the inclusion of specific steps they could follow to safeguard their wellbeing.

Blind and low vision participants said:

· Say the number at the beginning, state that will repeat it again. Say the number twice, but needs to be separated. If end of message, say when message will be repeated. (I don’t want to be lying on a low spot on the ground for the next six hours.)

· Easy to understand, short snippets, short sentences, instructions clear. Effort made to soft-pedal it. A little soothing. Expecting more kick ass. Keeps people calm, no panic.

Deaf and Hard of Hearing participants said:

·  [It’s] a little long. If I got it on a pager, while driving, for me to read all this information at the same time is difficult.

· Long, but covers what you really need to know, particularly appropriate for text

· Add an executive summary of one sentence: “Worcester county tornado alert seek shelter leave cars”

· This is wordy. Say “Tornado warning issued for Worcester county: 5pm March 5.

· “Mandatory order” might be misinterpreted: say “you must” or “you will”

· Too long for pager message, but good for radio

·  Don’t be vague: “local authorities” is too unspecific

· “This should be modified to make the English more successful and accessible. . . If you read this and you read an article in the Boston Herald this is assuming a higher reading skill. 

· Doesn’t say who is putting out the warning. Anonymous statement of the problem is useless. 

· “Contact local authorities” that’s totally nebulous. It should say “Fire dept or police, or 911. “

· There’s no timeframe

· It gets people to panic because they don’t know enough. It needs something more credible and helpful

· Say “National Weather Service Alert” or “this is expected to move through the area in 15 minutes to an hour.”

· The ones I get say:”Office of the Sherriff: storm watch warning expected between x and x hours. Go to the high school immediately. If you need assistance, call this number.”

· This is good for telling you what to do immediately, but there should be some ‘who what where’ in the beginning.

Message 2: Police Event Message

Police are investigating a shooting in the Downtown Crossing area. Suspect at large. Hispanic male, black ball cap, white shirt, jeans. If you have any information, call 911 immediately.

Sent by the Boston Emergency Management Division. 

Visit http://www.bostonemergencymanagement.com to authenticate this message.

Tell a friend about the alert by forwarding this message to them. Registration for this free service is available at http://www.bostonemergencymanagement.com. 

Boston alerts are now available on XM Satellite Radio Channel 214.

Participants stated that the first paragraph of this message was an excellent example of a succinct, to the point message. However, they stated that the remainder of the message “wasn’t necessary.” 

They objected strongly to the inclusion of a Web address and especially strongly to the “tell a friend” statement. Such statements, they said, “felt like advertising” and that “someone was trying to sell [them] something.” They stated uniformly that alert messages should not contain information about signing up for services, however helpful, because alerting and promoting were two “very different things.”

Participants also struggled to contextualize the message, stating that they were used to receiving alerts from the police, but not requests for assistance. Some questioned whether this event constituted an emergency, and they were in agreement that they would likely not give the message much credence, depending on their geographic proximity to the event (or likelihood of showing up there later), and the relevance of the incident to their lives. They stated that this event seemed more like “news” than an “emergency” and that they would expect this kind of alert to be broadcast by local television stations, not the state or federal government.

Blind and low vision participants said:

· There’s a lot more advertising than substance.

· Emergency messages are not the right place to sign up for a service.

· This is not very useful. Confused by the nature of the other information- the meaning of the URL to authenticate. It implies there’s a process where people who hear can know that it’s legitimate. A lot of this is extraneous.

· The second half isn’t appropriate, undoes the effectiveness of the first part.

· Needs to start off with info about who it’s coming from.

· Don’t include the URL “http” and “forward slash,” say “boston emergency management dot com.

· This is fundamentally different. [The previous message] was an emergency about to happen. This wouldn’t be broadcast while chasing. Like ambulance chasers. By the time you hear the message. . . this should be “The police blew it, he got away, and if you can tell us anything. . . “

· This is a rarity. Focus on larger emergencies. Ongoing. I’m more concerned with other kinds of messages. Could hear this every day.

· Say “If you are in this area, be alerted that x is on the loose.” If you broadcast this [widely] it loses value overall. People are less inclined to listen [in the future].

· Authorities are anyone with a name. Governor, mayor, fire chief, head of FEMA, National Guard, City of Boston, Local police chief, Coast Guard, regional Association of police departments, WGBH, Perkins, Mutual Aid. Make up a name. How would we know?

· If a TV channel issued this, it would count, as long as the message identified it.

Deaf and hard of hearing participants said:

· Would you call that an emergency? 

· What is “Boston Emergency Management”?

· It looks like advertising when they add extra information

· Everything below the initial statement is interesting, but doesn’t need to be added to the message. This is a poster ad you stick on a bus from here down. 

· This is critical to the person who got shot. To me, it’s news. 

· This is too local, doesn’t deserve broadcast

· I like this advertisement. I need this. I think it’s to let us know where to get more information. I appreciate this, but coming through an emergency system? It is more educational.

· This should be part of an educational publication

· You can read it and make your own conclusions. If it’s a hoax, it’s up to me, I can individually assess it.

· “Amber Alert. It seems like children are being found missing. . . our participation would help to find those children. . . but is that considered an emergency? There are hurricanes, and there are missing children, and there are dangers to those children’s lives. We as volunteers can voluntarily participate here, but in terms of police shootings, seems more like news.

· This isn’t something the government would be responsible for. This is something Channel 5 would share. 

· It’s fairly well stated. If you have information, call 911. If you were a witness, call. 

· I am from the dark ages. I think of calling 911 as a call for help, not to give information. People call a non-emergency number if they need directions, perhaps 911 has changed its philosophy and I’ve been left in the dark.

· “All you have to say is ‘Go to boston emergency management dot com” you don’t have to write the whole thing. Just “call 911 immediately.”

· Using the HTTP when you don’t need to, it makes you think they’re trying to sell you something.

· “If you want to register for this free service” sounds like a commercial.

· They should do that another time. What you’re doing is you’re responding to the emergency. Saying pass it along to friends is mixing apples and oranges.

· Might say “in the future, if you would like similar alerts, go to bostonem.com”

· Never mix emergency messages and promote a product. It disrupts intensity, severity.

· If this was a Wal-Mart ad at the bottom, that would be one thing. This says you live in a community. This might be of value to you. I don’t have so much of a problem. Because it’s a public service entity.

· Simplicity works best. 

· It does say who what where when. Keep just the first paragraph.

· It doesn’t say WHEN it happened. There should be a timeframe.

Message 3: Man-made Transit Disaster Message

T Crash Partially Shuts Down Red Line Between Alewife and Park Street.

A T crash this afternoon may make it very difficult for people to go directly home on the T using the Red Line. If you’re affected, consider asking a co-worker or friend for a ride home or to a connection point, or look at http://www.mbta.com to find a different way home. You might need to take buses, for example. 

Note: This breaking news was on Channel 25 (Fox). Are you signed up for the MBTA’s Emergency Email Alert about disruptions on T service? More details about the crash follow.

This message resonated with a majority of participants who were pleased at the thought that the MBTA might send out messages like this. The message struck them as both relevant to their lives and something they would sign up to receive. 

Participants’ own experiences with the MBTA factored into their interpretations of what the message did not include as well. They stated firmly that the MBTA “always” provides bus service in the event of train outages, and that this message’s lack of information about that topic was alarming. Messages, they suggested, should contain information recipients expect to receive.

All participants agreed that this message needed more specific language, a statement of provenance, and more specific information to support their decision-making.

Blind and low vision participants said:

· Leave out the “are you signed up” information

· As an experienced commuter, they need specifics. “May be difficult” – I will respond better to “is closed” or “is delayed by.” We gauge the severity of the emergency by that information. I have been in situations where with blind people in Central Square we all heard “something is going on” but I want to know: closed? Delay? Stay out of the way of emergency personnel?

· This is vague.

· “Shuttles will be running” would be more helpful

· The T always provides bus service, but if they’re not going to, they have to say “the T is not yet ready for shuttle service.”

· I have an adverse reaction to selling the website in conjunction with the emergency message.

· Seems like this information is to get my contact information. The emergency time is a poor choice for signup.

· This should say “This is from Dan Garavouskas of the MBTA.” There’s no specific issuance. I should know who this comes from.

· Start by saying “This is an emergency message from Channel 25.”

· Tell me when to listen for updates. Add “more details to follow,” or “stay tuned for updates.”

Deaf and hard of hearing participants said:

· This is more of an FYI than an emergency

· “MBTA live emergency email alert system”? If I knew they had one, I would subscribe. This would be GREAT! I’m a commuter. Suppose I am planning to take the train and I know it would be delayed, I would figure out how to get home, wouldn’t wait and stand around. 

· If it comes to our pager, and we’re notified, can make alternate plans.

· This would be excellent if there was a service, hopefully free, if there were transit announcements, could be text messaged to you. 

· The only thing missing is “we will be bussing people from X to X”

· Before, reading about the shooting, said it doesn’t affect people in their daily life. Subway does affect daily life. Because it impacts people in daily travels, it’s worthy of being sent.

· Doesn’t need additional information

· “Ask a friend for a ride” seems childish

· Language: I want to respond to the word: “It MAY make it difficult.” When there’s an emergency, there’s no “may.” It should say “will.” When “may” is used, it doesn’t seem like an emergency.

· When the person is writing it, they should be careful. If they want to convince people, the word choice will impact readers. “Be prepared” might be better. “Be attentive around your commute.”

· It could say “prepare for a looooong and difficult” commute.

· This is worded like a press-release/news type of thing. Header should be: “redline transit advisory” Short- concise: “an accident occurred between Harvard and Central Sq. Commuters are being bused between …” Short to the point. “Anticipate delays.”

· “Use your best judgment” could be used. 

· This is not direct. The word selections are not to the point.

· Again, the www cross that out

· This doesn’t say when the crash was

· They’re trying to sell or promote a service when they’re trying to get an emergency service out. They should never never try to sell you something. That is not an appropriate time or place to do that sort of thing when there’s an emergency. 

· Keep it simple stupid

· If you get it from two different sources and it matches up, it validates.

· “may make it difficult” sounds like you could make it through. Say “There has been a crash. Service is suspended. Give the time, place, alternative, don’t leave you with a maybe. 

· Take up less space than this. Leave out the bottom part.

· Leave out the Fox part.

· The thing I don’t like is the crass commercialism.

· Back to the prior one, that doesn’t feel like commercialism. Bringing in another agency makes it feel commercial. When there’s an emergency, shouldn’t be promoting another service.

Message 4: Predicted Natural Disaster Message

A mandatory evacuation order has been issued for the Cape Cod towns of Hyannis, Barnstable, Centerville, Osterville, and Dennis. Please evacuate as quickly as possible. If you need public transportation, please go to the designated pickup center location for your town. Transportation will be there to assist your evacuation. Traffic signs along the evacuation routes will assist you in seeking shelters in the northern portion of the state.

Participants stated that this message lacked specific information regarding how persons with disabilities would be supported during an evacuation. They suggested that it needed to include more specific information about who issued the order and whom to contact to request assistance. Participants with vision difficulties were particularly distressed by this message, stating that they could not see highway signs, and that there was no disability-specific assistance offered. 

Blind and low vision participants said:

· They don’t tell you why, or how long you will be away. I’m not sure why I’m evacuating. Additionally, I’m not sure what the designated point is, and can’t read the signs. I’m reluctant to follow instructions when I don’t know why or where I am going.

· No information about who to call. Where to go. No contact information. Not “call 911” or “call fire department.” Only listed four towns, four designated points. What if I live nearby?

· The nature of traveling when blind and having a specific destination- I had trouble getting here from Alewife, dropped off in the wrong location. The nature of emergency situations when you’re blind, unless you specifically know the route and have people looking out for you, you wander in the rain. 

· This is worse than the Downtown Crossing message.

· The fact that you can go to shelters doesn’t make sense. How will you get there?

· Needs to be enough information to persuade you to leave your house.

· Being blind, it just needs more detail. Some way to get more detail. If you are handicapped, or a person with a disability, you need help. Special unit set up to handle evacuating people with wheelchairs. There needs to be a specific phone line you can call. 

· If people have enhanced 911, (everyone disabled should be on it). Message like this should say “if you cannot get to the public transport, call 91 and have someone pick you up. This gives you nothing.” 

Deaf and hard of hearing participants said:

· The message leaves out a critical element. You need to include: “disabled and/or frail elders should contact 911 for evacuation assistance.” 

· It should be more like an outline: 

· Mandatory evacuation

· Must evacuate and follow signs

· If no signs/transportation, take bus/drive self

· If can’t evacuate on own, call 911

· Keep it short and sweet

· Don’t say “mandatory” say “This is required”

· “Go to your designated center” I may not know where that is

· I want to see more facts given in this message, and the address of exactly where the pickup is given. 

· Repeat the message every 10-15 minutes, or continually scroll, until the threat has dissipated.

· Should identify who is mandating it. 

· This is verbose

· It’s just one big clump. It doesn’t say anything. I want to see when this is happening.

· Again, no source. Who is putting this out?

· I wouldn’t act on this on a bet.

· Where do you look for further information?

· Disasters should not be on the computer. Radio is one thing. It’s like sending someone a letter overnight saying there will be a disaster Wed, and you get it Thurs.

· I’m a believer in as many mediums as possible. Radio and TV first. I’m OK with computer. I’m on every minute at my desk, don’t have a TV at the office, and don’t always have the [radio] on. Information comes through the computer. For me, I’m constantly on the Net.

Message 5: Man-made infrastructure Disaster Message

This message is to inform you that several towns in the Boston area are experiencing a widespread power failure. Somerville, Medford, Everett, and parts of Cambridge are currently without electricity. 

If you live or work in this area, please switch to back-up power sources such as batteries. Remember to turn off and unplug all appliances, electronic equipment and tools to prevent injury, damage to equipment, and fire. 

Due to the cool evening temperatures, please dress warmly and use alternative heat sources. When using fire-based heat sources, do not leave the lit candles or the fireplace unattended. In addition, be mindful of your perishable food items in case the problem persists. 

If you need assistance, please call your local authorities. NStar is working on the situation and hopes to have the power restored as soon as possible. 

Participants took umbrage at the “patronizing” tone of this message, but debated whether the inclusion of what they deemed “common sense” and “mothering” information was appropriate for audiences with low cognition. This was an interesting contrast to the initial message, where they stated that they appreciated additional specifics. Contributing factors to the discrepancy of opinion seemed to relate to how common the scenario was. To participants in New England, common sense precautions in response to a tornado warning were relatively novel, while safeguarding yourself in a cold season during a power outage struck them as a more or less common happenstance. The more “obvious” the information, the less they wanted to see it reflected in the message.

Participants again expected the message’s first paragraph to be a concise statement of the emergency, the authority issuing the alert, and what actions were expected. This message was deemed verbose and full of extraneous information.

Blind and low vision participants said:

· That message is almost demeaning. “Switch to backup power, be mindful of perishable food”

· There are a lot people who need that information. Working in the field of rehab. People in that situation need to know those details. Or people with learning disabilities.

· Some people need to know that information but might panic. It’s calming.

· Some of this is extraneous. Preserve your food, guard your lit candles. No warning about carbon monoxide.

· In general it’s a good message for anybody.

· Doesn’t say “call dept if you need a generator for medical purposes”

· You need a phone number or something for people with disabilities to go to. Give a number for Fire, Police, NStar…

Deaf and hard of hearing participants said:

· This is probably a TV message

· Language is ok, could be shorter

· I would accompany this with bullets of the salient points. More bullets than narrative

· This should add how long the power outage is predicted to be

· The tone of the message is calming. I appreciate that.

· “non-fire-based heating source” is unclear. 

· I feel this is like a mother speaking. It’s parental. Disciplinary: “And dress warmly too!” 

· If it’s cold, people put on a sweater. “Don’t leave fires unattended.” I have mixed feelings. I like the tone, but it’s a bit of something we know. 

· Sentence 1, second PP, I would eliminate. If your lights aren’t on and you don’t know enough to use battery radio. The rest of the message is lost on you. 

· I think “stay home” would be important to say. Unless there was an emergency reason not to.

· Wordy. Way too long.

· Visually the length is ok, verbally you only need the first paragraph plus contact information. “For further information call” I like a lot of information so I can pick and choose.

· It reads like something NSTAR would put out if they caused it. They want to take these steps as a PR move. The stuff beyond the first paragraph is going one step beyond to help people with anything that might come up. Contact name and number, how long they expect this to happen. 

· Especially for deaf, this language is very unattainable. Deaf folks are very intelligent, but sign is their first language.

· “Evacuation route” is hard

· Mandatory, evacuation, disruption hard. Say “need to leave, problem, break”

· To me they are missing the basic “who what where when” framework. That always has those things in the first paragraph with everything you need to have up top. They’re missing basic phone numbers and so forth. 

· In putting messages out, what where when why how, as well as the philosophy of KISS, that may be helpful. . . when you’re trying to develop materials to be universally acceptable. Source, timeframe, contact information and reduce any or all commercialism. 

· If you put it in print, use icons. One picture is worth a thousand words.

· I like the lights for pedestrians that say you have 60 seconds to cross the street

· Try to emphasize in developing emergency notifications for TV, try to have the TV engineers very aware of the sprawl on the screen to make sure that the captioning and the messages and the text don’t overlap and obscure each other. That’s totally useless and extremely frustrating. If I see snow coming down and look to see if Worcester schools are closed, and can’t see something because of the sports scores, I need to know if the schools are open again. The engineers play a significant role in how the messages get out to the public. 

Appendix A: Recruitment Screener

Draft WGBH Recruiting Screener

Name: _____________________________________________

Date Scheduled: __________________

Phone: _______________________
Email: __________________________

Recruiting Summary for Recruiter:

Focus Group 1: Blind (3-4) and Low vision (3-4)

Focus Group 2: Deaf (3-4) and Hard of hearing (3-4)

Focus Group 3: Blind and Deaf (6-8)

Cut-offs:

Blindness: at least legally blind (no usable vision)

Deafness: at least legally deaf (no usable hearing)

Introduction

Hello, my name is _______________. I work for …. We are conducting a focus group to discuss emergency alerts, such as you might receive during a local or national crisis.  We are seeking individuals who are:

· blind, or

· who have low vision, or

· who are deaf, or

· who are hard of hearing, or

· who are blind and deaf

to participate in the focus group. Do you fit one of these categories?
I am a researcher, not a sales person.  I am calling to invite you to participate in a focus group that we are conducting to improve the ways emergency information is delivered to the public. 

May I take a few minutes of your time to explain the study? Great!

How you can help
The topic we’ll be covering in the group discussion will be the accessibility of broadcast emergency alerts that you might encounter. We’ll be using the discussion to make recommendations for improving the accessibility of messages. In exchange for your participation, we are offering $100 honorarium.
All of our research findings will be confidential. We will not disclose your identify to anyone outside of our research team.

Interview questions

Are you still interested? Great, I have a few questions I have to ask you. 

1. Can you please tell me which of the following age ranges you fall into?

· Under 18 
(Terminate)

· 18-24
(Recruit a mix)

· 25-34
(Recruit a mix)

· 35-44
(Recruit a mix)

· 45-54
(Recruit a mix)

· 55-77
(Recruit a mix)

2. What is your gender?

· Female 
(Recruit a mix)

· Male
(Recruit a mix)

3. Are you currently employed?

· Yes 
(Recruit a mix)
· No 
(Recruit a mix, skip to 6)
4. If employed: What is your company name?

________________________________________

5. If employed: What is your title? (role within company)

________________________________________

6. How often do you use the Web?

· Daily

· Couple times/wk

· Couple times/month

· Couple times/year

· Never

7. Do you have a disability that affects your vision or hearing?

· Yes 


(Skip to 12)
· No 


(Terminate)
8. If yes, what kind of disability?

· Blind

(Recruit 3-4, Skip to 9)

· Low vision
(Recruit 3-4, Skip to 9)
· Deaf

(Recruit 3-4, Skip to 15)
· Hard of Hearing
(Recruit 3-4, Skip to 15)

· Blind AND Deaf
(Recruit 6-8,Skip to 9, do both sets of questions)

Visual and Auditory Disabilities

BLIND/LOW VISION (Recruit 6-8 fully blind, 3-4 low vision) 

9. How would you describe your visual disability? 

· Fully blind



· Legally blind. How do you describe your level of vision? ____________________

· Have low vision. How do you describe your level of vision? __________________

10.  Does your disability require you to use special accommodations or assistive technologies to use a computer and/or navigate websites?

· Yes 
(Continue)
· No 
(Skip to 11)
11. If yes, which ones?

· Text to speech

· Braille display

· Screen magnifier (Type: _________)

· Other__________________

12. If you were to attend the study, would you be bringing a service dog?

· Yes 

· No 

13. What is your preferred reading format for materials we might hand out during the session?

· Braille 

· Large print (how large?) ____________________

· Read to you during the session

· Floppy disk (if they bring a laptop)

· Compact Disc (CD) (if they bring a laptop)

14. What is your preferred reading format for materials we might send you in advance of the session?

· Braille 





· Large print (how large?) ____________________

· Read to you

· Emailed text

· Floppy disk

· Compact Disc (CD)

DEAF/HARD OF HEARING (Recruit 6-8 fully deaf, 3-4 hard of hearing)
15. How would you describe your auditory disability?

· Fully deaf / Legally deaf 
How do you describe your level of hearing? ____________________
· Hard of hearing 
How do you describe your level of hearing? ____________________
16. We would like to provide appropriate communication or assistive listening support to ensure your comfort during the study. Would your participation in the study require a loop system, a CART system, or a sign language interpreter? (ok if no assistance required)

· Assistive listening/Loop System (skip to 18)

· CART (Skip to 18)

· Sign language interpreter (Skip to 17)

· Other: ___________ (Check with project team)

17.  Which type of interpreter would you prefer to help facilitate your participation in the study: an ASL (American Sign Language) Interpreter, a tactile sign language interpreter, or a SEE (Signing Exact English) interpreter? (Recruiter: try to recruit similar interpretation needs for Deaf/HoH group)

· ASL interpreter

· Signing Exact English (SEE) interpreter

· I’m an Oral Interpreter (lip reader)

· Tactile sign language interpreter (May be required for Deaf/Blind groups)

FOR ALL AUDIENCES

18. Do you have any other disabilities?

· Yes, please specify: ___________________________________________________ 

· No

19. Which of the following assistive technologies help you get information? 

· Television

· Radio (digital) (satellite) or analog (traditional)

· Cell phone

· Personal Digital Assistant (PDA)

· Global Positioning System (GPS)

· Digital compass

· Voice recognition

· Talking maps

· Refreshable Braille display

· Braille translation software

· Screen reader

· Reading Machines

· Vision enhancing devices (monocular)

· Other____________________

20. During this research activity there will likely have been some service dogs in the study room. Are you allergic to dogs, or would you find it problematic to be in a room where a guide dog has been?

· Yes 
(Terminate only if someone IS bringing a dog) 
· No 
(Continue)
Great! It looks like you would be perfect for the study.  Do you have a moment to work out a convenient time for you to participate? Because we are scheduling interpreters to join the sessions, we may need to adjust the schedule to accommodate their availability, but we will do our best to keep the dates firm. 

We want to ensure that you are comfortable during the study. It will last no longer than two hours and breaks, as needed, will be provided during the session.

21. Are there any accommodations you will require to participate in a group discussion that we should be aware of? (fatigue, equipment, etc.)
22. Do you have transportation available to you?

· Yes 

· No 

23. Do you have access to the T?

· Yes 

· No 

24. What accessibility concerns, if any, might you have in getting to the study?

Lastly, would you be willing to put us in touch with or help us arrange meetings with other individuals with visual or auditory disabilities who might also be interested in participating?

Thank you.

Appendix B: Moderator’s Guide

Access Alerts Draft Focus Group Moderator’s Script

Contains Discussion Scenarios for:

· 1 Blind and Low Vision Group

· 1 Deaf and Hard of Hearing Group

· 1 Blind and Deaf Group

December 13, 2006

Prepared for:

Marcia Brooks and Mary Watkins

WGBH National Center for Accessible Media

125 Western Avenue

Boston, MA 02134

Introduction 

Hi everyone. Welcome to the focus group session. Thank you for coming today. My name is ____________________ and I will be leading the discussion. This is my colleague _______________, who will be taking notes for us. (For the deaf participants) Also, this is _____________, who will be interpreting for us today. 

We are conducting today’s group discussion to learn more about your needs for making emergency alerts informative and accessible to persons with various disabilities. This group is an important step in a research initiative aimed at creating guidelines for emergency alerts. We have scheduled this group to last 2 hours in order to explore five different emergency scenarios and make sure you all have an opportunity to provide feedback. 

Outside, you read and signed a consent form. It mentioned that we will be videotaping this group for members of the study team who could not be here. Does anyone have any questions about the form before we get started? 

For the purposes of our discussion today, we have developed some situations that might arise, either locally or nationally that would result in emergency preparation, management, or recovery groups sending out emergency alerts. I am going to propose specific scenarios and emergency messages for discussion that may be disturbing. Our discussion is not intended to be in any way stressful. Should you feel at all uncomfortable let me know and we’ll stop the discussion. 

I encourage you to express your opinions as honestly as possible. Please respect each other’s opinions and remain quiet while others are speaking. However, due to the nature of the topic we are discussing, we also encourage constructive debates of the messages that we will evaluate. We do not expect everyone to hold the same opinion. 

I will do my best to engage everyone in conversation. However, due to the time limits, I may have to move on to another scenario or discussion question in the interest of time. 

Before we begin, let’s go around the room and introduce ourselves. Please tell me your first name and a fun fact about yourself. 

(Go around the room and let everyone introduce themselves)

Great thanks. Welcome everyone. Any questions before we begin?

I’m going to ask some questions about your experiences with emergency broadcast alerts.

1. I’m going to list some devices that one might use to receive a broadcast alert. For each one, I’m curious how many of you own or regularly use it.

	A. Television
	
	I. Satellite phone
	

	B. Conventional radio
	
	J. Pager/beeper
	

	C. Weather radio
	
	K. Conventional phone
	

	D. Satellite radio
	
	L. Other? _____________
	

	E. Computer
	
	For Deaf and HH:
	

	F. Fax machine
	
	M. Amplified telephone
	

	G. PDA
	
	N. TTY
	

	H. Cell phone
	
	O. CapTel phone
	


2. Any others? Others you would want to use?

3. Have you ever received an alert message on any of these devices?

4. Are there certain types of alerts that are better suited to some devices? 

5. Are there certain types of devices that are better suited to some locations?

a. Ex: whether you were at home, work, or in transit? Which?

6. Does any device work best in all places?

7. Which devices, if any, do you think should work in all situations (e.g., home, work, in transit)?

8. Is there a way a current device could be improved in order to more easily and effectively deliver alert messages to you?

9. What device features would you want to accompany an alert, for example, vibrations or flashing lights?

10. If you knew that alert messages were available on a specific device, for instance, a weather radio, would it motivate you to purchase such a device?

Message questions:

11. Would you expect to receive messages on different devices depending on the phase of a disaster, for example, a warning that a hurricane was coming versus one that it was over? 

12. Does the type of device dictate how brief or detailed a message can be? 

Do you prefer a short message with a way to get more information or a long, detailed message? 

13. Are there certain organizations that you consider to be reliable sources of emergency alert information? In the Boston area?

14. Do you prefer one message from a reliable source (e.g., govt.) or multiple messages from multiple sources (e.g., media)?

15. How important is it that you know who the message was from?

16. What makes a message believable enough for you to take action?

17. Would you take any steps to verify the truth of a message? If so, what steps?

Sudden Natural Disaster Message

The last scenario is another natural disaster message; however, the next disaster tends to happen much more suddenly than a hurricane. I am going to read you an alert message, and then ask you some questions about the message. I will read the message as many times as needed, so feel free to ask me to repeat it. 

You are aware of the heavy rain and strong winds outside, and you receive the following message WHILE YOU ARE IN TRANSIT:

A tornado warning has been issued for Worcester County. A mandatory order to seek shelter has been issued. If you are in your home, seek shelter in your basement. If you do not have access to a basement, seek shelter in an inside room or closet on the lowest floor possible. Stay away from windows. For additional protection, cover yourself with a blanket or sleeping bag. Be sure to stay away from heavy objects.

If you are unable to move from where you are, and assistance is not available, cover yourself with blankets and pillows to protect yourself from flying objects.

If you are in a vehicle, get out of the vehicle immediately and find a low spot on the ground. Lie down and protect your head with an object or with your arms.

If you need assistance, contact your local authorities. 

Before we begin discussion, I want to remind you that all of this information was developed for the purposes of our discussion. 

Discussion Questions

This message concerned a specific event. However, if during the course of discussion you have feedback on sudden natural disaster messages in general, please feel free to let me know. Sudden natural disasters can include, but are not limited to tornados, landslides and earthquakes. 

Message Content: 

1. Have you ever received a message similar to this one?

a. What was it about? 

b. How did you receive it?

c. How did it compare to the message you just heard?

2. Was this message . . . ?

a. Easy to understand?

b. The right length? 

c. Contain the right information?

d. Appropriate for disabled audiences? Your disability? (Why/why not?)
e. Give you a sense of urgency

f. Require additional information?

g. Inspire you to take action? What kind?

h. What makes this message good? Bad?

3. If you encountered this message, what would you do first? 

4. Would you turn to a friend or relative, emergency responders, or other government resources for assistance? Why/why not?

5. What is the most important information to include in a natural disaster message such as this one?

6. Would you expect to receive follow-up information, (what kinds, and how often?) 

7. Would you expect this message to contain directions to find more information?

8. What type of device would you expect to receive a message like this on?

9. What would be an easy way for you to receive additional information? 

Police Event Message 

The second scenario is a police event. I would like you to imagine that a crime has just occurred. I am going to read you an alert message, and then ask you some questions about the message. I will read the message as many times as needed, so feel free to ask me to repeat it. 
YOU ARE AT HOME:

Police are investigating a shooting in the Downtown Crossing area. Suspect at large. Hispanic male, black ball cap, white shirt, jeans. If you have any information, call 911 immediately.

Sent by the Boston Emergency Management Division. 

Visit http://www.bostonemergencymanagement.com to authenticate this message.

Tell a friend about the alert by forwarding this message to them. Registration for this free service is available at http://www.bostonemergencymanagement.com. 

Boston alerts are now available on XM Satellite Radio Channel 214.

Before we begin discussion, I want to let you know that all of this information was developed for the purposes of our discussion. The radio channel and websites are not real resources. 

Discussion Questions

This message concerned a specific event. However, if during the course of discussion you have feedback on police event messages in general, please feel free to let me know. Police events can include, but are not limited to robberies, assaults, kidnappings, or high speed chases. 

Message Content: 

1. Have you ever received a message similar to this one?

a. What was it about? 

b. How did you receive it?

c. How did it compare to the message you just heard?

2. Was this message . . . ?

a. Easy to understand?

b. The right length? 

c. Contain the right information?

d. Appropriate for disabled audiences? Your disability? (Why/why not?)
e. Give you a sense of urgency

f. Require additional information?

g. Inspire you to take action? What kind?

h. What makes this message good? Bad?

3. If you encountered this message, what would you do first? 

4. Would you turn to a friend or relative, emergency responders, or other government resources for assistance? Why/why not?

5. What is the most important information to include in a natural disaster message such as this one?

6. Would you expect to receive follow-up information, (what kinds, and how often?) 

7. Would you expect this message to contain directions to find more information?

8. What type of device would you expect to receive a message like this on?

9. What would be an easy way for you to receive additional information? 

Man-made Transit Disaster Message 

The third scenario is another disaster situation, this time man-made and affecting transportation. I would like you to imagine that you take the Red Line to and from the store on a regular basis. I am going to read you an alert message, and then ask you some questions about the message. I will read the message as many times as needed, so feel free to ask me to repeat it. 

YOU ARE AT IN A PROFESSIONAL SETTING (work, school):

 T Crash Partially Shuts Down Red Line Between Alewife and Park Street.

A T crash this afternoon may make it very difficult for people to go directly home on the T using the Red Line. If you’re affected, consider asking a co-worker or friend for a ride home or to a connection point, or look at http://www.mbta.com to find a different way home. You might need to take buses, for example. 

Note: This breaking news was on Channel 25 (Fox). Are you signed up for the MBTA’s Emergency Email Alert about disruptions on T service? More details about the crash follow.

Accident Partially Closes T's Red Line: 4 Injured After Empty Train Hits Another Idling at Davis Square

By Susie Q and John Doe

Boston Globe Staff Writers

An empty T train plowed backwards into another train idling in the Davis Square station this afternoon, sending panicked passengers screaming through the billowing smoke for fear they were under terrorist attack, witnesses said. Four people sustained minor injuries in the accident that closed down the Red Line between Alewife and Park Street, authorities said. It was not immediately known how many people were aboard when the accident occurred at 12:49 p.m. There was also no indication why the one train was backing into the station, although it was on its way to be serviced. The incident was expected to create serious commuting problems for the evening rush hour. Not only was the Metro line closed between the Alewife and Park Street stations, but many local streets were also closed to vehicular traffic. The area was a sea of fire trucks and police cars. The T was providing shuttle bus service to customers between the Alewife and Park Street stations. 

Witnesses said they had a warning just moments before the collision. Jane Smith, 25, of Medford, was on the first car of the train with her boyfriend when the conductor came out of his compartment and told the passengers to get off the train while he held the door open for them. "He just said. 'Everybody off,' " she recalled. "We didn't know why. He looked scared." Smith said she dodged behind a bench. Other passengers ran away from the train, and within five seconds of the conductor's sudden announcement the crash took place, she said. "We were stopped. All of a sudden, we heard a loud crash. It pushed me out of my seat," said Patty Duke, 42, of Somerville. Duke said passengers on the sparsely occupied train panicked, "because they thought it was a terror attack." 

Boston Globe staff photographer Steve Johnson, who was in the train station at the time, reported seeing a conductor on the platform. "Oh man, I'm going to be blamed for this," the conductor said. "I couldn't stop it. I just couldn't stop it. It just kept coming." No flames were seen, but a huge plume of black smoke billowed from the station. The twisted wreckage of one train car was sandwiched atop the other. "The train cars are like sardine cans, essentially," said Michael Matthews, spokesman for the Boston Fire and Emergency Medical Services. "One car accordioned into the other. "Luckily no one was seriously injured." Chuck Whoolrey, 18, a student at Tufts University, was asleep in one of the passenger cars when the impact jolted him awake and he heard people screaming and crying. Some two dozen high school students were in the same car, Whoolrey said, but were quickly herded out by chaperones. "I saw people running out of the cars," said Whoolrey. "People were very panicky, to the point where I thought it was a terrorist attack."

Before we begin discussion, I want to let you know that all of this information was developed for the purposes of our discussion. The names and situation used in the message are not real. 

Discussion Questions

Please note: These questions are a guide for the moderator. Some are very similar, and will be used at the moderator’s discretion. Many answers may arise during the discussion; therefore, some questions will be skipped or modified to allow the participants to discuss their needs. 

This message concerned a specific event. However, if during the course of discussion you have feedback on transit disaster messages in general, please feel free to let me know. Transit disaster messages can include, but are not limited to fires, major accidents, chemical spills, or emergencies associated with sudden road/subway station closings.  

Message Content: 

1. Have you ever received a message similar to this one?

A. What was it about? 

B. How did you receive it?

C. How did it compare to the message you just heard?

2. Was this message …..?

A. Easy to understand?

B. The right length? 

C. Contain the right information?

D. Appropriate for disabled audiences? Your disability? (Why/why not?)
E. Give you a sense of urgency

F. Require additional information?

G. Inspire you to take action? What kind?

H. What makes this message good? Bad?

3. If you encountered this message, what would you do first? 

4. Would you turn to a friend or relative, emergency responders, or other government resources for assistance? Why/why not?

5. What is the most important information to include in a natural disaster message such as this one?

6. Would you expect to receive follow-up information, (what kinds, and how often?) 

7. Would you expect this message to contain directions to find more information?

8. What type of device would you expect to receive a message like this on?

9. What would be an easy way for you to receive additional information? 

Predicted Natural Disaster Message 

The first scenario is a natural disaster. I am going to ask you to imagine that the meteorologists have been predicting heavy rains, possibly of hurricane proportions, for days now. It is currently pouring rain outside, and the city or town that you live in is experiencing the predicted hurricane. I am going to read you an alert message, and then ask you some questions about the message. I will read the message as many times as needed, so feel free to ask me to repeat it.

You are aware of the heavy rain and strong winds outside, when you receive the following message on your radio:

A mandatory evacuation order has been issued for the Cape Cod towns of Hyannis, Barnstable, Centerville, Osterville, and Dennis. Please evacuate as quickly as possible. If you need public transportation, please go to the designated pickup center location for your town. Transportation will be there to assist your evacuation. Traffic signs along the evacuation routes will assist you in seeking shelters in the northern portion of the state.

Discussion Questions

This message concerned a specific event. However, if during the course of discussion you have feedback on predicted natural disaster messages in general, please feel free to let me know. Predicted natural disasters include, but are not limited to hurricanes, spreading brush fires, and floods. 

Message Content: 

1. Have you ever received a message similar to this one?

a. What was it about? 

b. How did you receive it?

c. How did it compare to the message you just heard?

2. Was this message …..?

A. Easy to understand?

B. The right length? 

C. Contain the right information?

D. Appropriate for disabled audiences? Your disability? (Why/why not?)
E. Give you a sense of urgency

F. Require additional information?

G. Inspire you to take action? What kind?

H. What makes this message good? Bad?

3. If you encountered this message, what would you do first?

4. Would you turn to a friend or relative, emergency responders, or other government resources for assistance? Why/why not?

5. What is the most important information to include in a natural disaster message such as this one?

6. Would you expect to receive follow-up information, (what kinds, and how often?) 

7. Would you expect this message to contain directions to find more information?

8. What type of device would you expect to receive a message like this on?

9. What would be an easy way for you to receive additional information? 

Man-made Infrastructure Disaster Message

The fourth scenario is another man-made infrastructure disaster message. I am going to read you an alert message, and then ask you some questions about the message. I will read the message as many times as needed, so feel free to ask me to repeat it. 

This message is to inform you that several towns in the Boston area are experiencing a widespread power failure. Somerville, Medford, Everett, and parts of Cambridge are currently without electricity. 

If you live or work in this area, please switch to back-up power sources such as batteries. Remember to turn off and unplug all appliances, electronic equipment and tools to prevent injury, damage to equipment, and fire. 

Due to the cool evening temperatures, please dress warmly and use alternative heat sources. When using fire-based heat sources, do not leave the lit candles or the fireplace unattended. In addition, be mindful of your perishable food items in case the problem persists. 

If you need assistance, please call your local authorities. NStar is working on the situation and hopes to have the power restored as soon as possible. 

Before we begin discussion, I want to remind you that all of this information was developed for the purposes of our discussion. 

Discussion Questions

This message concerned a specific event. However, if during the course of discussion you have feedback on man-made infrastructure disaster messages in general, please feel free to let me know. Infrastructure disasters include, but are not limited to problems with electricity, gas, steam, telecommunications, and the water/wastewater system.

Message Content: 

1. Have you ever received a message similar to this one?

A. What was it about? 

B. How did you receive it?

C. How did it compare to the message you just heard?

2. Was this message …..?

D. Easy to understand?

E. The right length? 

F. Contain the right information?

G. Appropriate for disabled audiences? Your disability? (Why/why not?)
H. Give you a sense of urgency

I. Require additional information?

J. Inspire you to take action? What kind?

K. What makes this message good? Bad?

If you encountered this message, what would you do first? 

3. Would you turn to a friend or relative, emergency responders, or other government resources for assistance? Why/why not?

4. What is the most important information to include in a natural disaster message such as this one?

5. Would you expect to receive follow-up information, (what kinds, and how often?) 

6. Would you expect this message to contain directions to find more information?

7. What type of device would you expect to receive a message like this on?

8. What would be an easy way for you to receive additional information? 

Conclusion

That’s all of the scenarios we have for you today. Thank you very much for your participation. I think we had a very productive discussion. I know that we will be able to draw important information from your comments and therefore work to improve the emergency alert messages that people with disabilities receive. 

Does anyone have any final comments?

We may want to contact you for further information, or possibly another discussion session. Would you be interested in a future discussion on this topic or a similar discussion regarding specific devices? 

(Take names of interested participants for Round 2)

Thanks again for your input. Your honorarium is available outside of this room. Have a great day/evening!
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