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PROVIDNG SERVICES TO TARGET USER GROUPS
(Submitted by Haleh Kootval, PWS Programme, WMO Secretariat)

Summary and purpose of document

This document presents the issues surrounding delivery of Public Weather Forecasts and Warning Services to the main target user groups of the SWFDP East Africa Project, namely, the general public, media, disaster management, farmers and fishers.
Action Proposed
The meeting is invited to note the content of the document and ensure the inclusion of the principles outlined in the implementation of the SWFDP and in future training sessions for the participating Members.
Annex:
User Assessment Questionnaire

5.
Providing Services to Target User Groups (Agenda item 5) 

5.1
Target user groups to be served or engaged in the SWFDP and the determination of their requirements

The term Target User Groups in the SWFDP East Africa refers to 5 groups who need the services of participating NMSs. These user groups may fall into a category with specific needs such as disaster managers, farmers and fishers, or be defined as the general public which forms a much broader group and whose information needs are broader and not so clearly defined. Media is a special user group since it functions both as a client and as a partner of NMSs and serves the role of intermediary in the provision of services and information to all other user groups. Figure 1 below shows these target user groups as well as some others not specifically engaged in the SWFDP process, and suggested approaches to their needs for service delivery. For the most part, national PWS programmes and activities provide public forecasts and warnings which meet most of the  needs of these user groups, although in some cases, special products and services may be required which fall outside of the NMSs’ PWS mandate.
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Fig.1: User  groups and suggested approaches to their service delivery needs

5.2
The general public

To receive the information the public must be aware of the services available, and the means by which they can be received.  Because of the breadth and diversity of this audience, the most effective means of reaching it are the mass media.  For the public to believe the information, the NMS must have a pubic image of credibility, reliability, accuracy and timeliness.
5.3
Public education and awareness raising programmes
As people are more apt to believe and act on warnings and forecasts when they are weather-literate and well informed, they should be provided with general background information on weather, climate and related issues. Education ensures that warnings and forecasts provided by the NMS are understood by its intended users. An NMS can develop educational materials such as pamphlets, posters, slides, videos, materials to be posted on its Website, which target a specific audience or topic. These materials may be developed in-house or with assistance from other agencies such as government information services, the media or commercial interests. Education materials typically include:

· Description of the topic;

· What products and services are available; 

· How to get the products and services;

· How to use the products and services, including terminology and special actions such as preparedness and safety measures; and,

· Description of appropriate safety rules.

5.4
Media

Most NMSs seem to have difficulties in dealing with media organisations.  Some of these difficulties stem from the fact that the culture of Meteorological Services and the culture of Media organisations are very different.  One is dominated by a need for precision, analysis and clear scientific thought, all in a public service environment; the other is driven by creativity, visual imagination and editorial responsibility in what is often a very commercial setting.  Another difficulty, however, stems from the fact that, for NMSs, the media function as both a “user” and a conduit to “users”.  A forecast or warning is simply irrelevant if it is not communicated to those who might act on the information contained therein, so NMSs need the media in order to provide a service to the ultimate end-users of public weather services.  In their relationships with NMSs the media can often impose conditions and restrictions which have more to do with their own institutional needs rather than any shared concern for the ultimate end-user.  However, there is usually a substantial common interest between NMSs and public service broadcasters in providing a quality weather service to the public.

Media organisations recognise excellence in areas covered by their own domain.  Therefore, good communication skills will be recognised and valued by media organisations.  
It would also be of assistance if NMSs acquired some technical knowledge of broadcast technologies, so that they could recognise the appropriate formats in which information should be supplied – the easier it is for a media organisation to assimilate and broadcast (or print) this information, the more likely it is to be used.  Therefore, a dialogue, or two-way communication, needs to be established with media representatives through which NMS personnel can gain a full understanding of the media concerns while the media representatives can gain an appreciation of the information which can flow from the meteorological side.  This is best achieved by a combination of formal (seminars, training courses) and informal (social events, familiarisation visits, etc.) contacts.  It is all the better if key personnel on both sides develop personal friendships as these can be powerful tools to enhance contact between institutions.  In order to kick off such a series of contacts in an environment where they have not existed before, training by 
internationally-respected experts, organised through WMO, can play a crucial role.
5.5
Disaster Management
The development of solid working relationships with public safety and emergency management agencies, is vital to the success of the delivery of weather and warning services to this user group.  NMSs should have a Disaster or Emergency Response Plan which clearly spells out individual and collective responsibilities in the face of catastrophic events.  The Plan should identify responsible managers, focal points and spokespersons.  It should clarify the backup responsibilities of individual offices and describe the procedures for emergency communication.  It should also identify key contacts in the disaster management agencies and include relevant details.  Overall, it should describe in considerable detail how the Service will meet its mandated responsibilities in the face of a catastrophe.  A NMSs emergency plan should be carefully coordinated with corresponding plans of agencies with emergency responsibilities.  It should be exercised on a regular basis to ensure that all staff are familiar with their responsibilities under the plan and that it meshes smoothly with the overall emergency response effort.  Experience in many countries has shown that time and effort invested in the development, maintenance and exercise of a good Emergency Plan will invariably yield substantial dividends when a real emergency occurs.


The maintenance of a regular flow of authoritative and factual information can pose a particular challenge during catastrophic events even when a functioning communications system exists. This is generally due to difficulties in obtaining and confirming information or in coordinating the many players involved in emergency response. These constraints can delay the release of official statements and may sometimes create an information vacuum. This vacuum may be filled by media personalities or outside experts who are less constrained in their statements and who may, inadvertently, contribute to the public confusion. It is, therefore, vitally important that NMSs are actively involved with civil defence and emergency agencies in planning responses to catastrophic events to ensure that adequate provisions are made for the maintenance of essential public weather services.
5.6
Farmers and Fishers


Public forecasts can provide much useful guidance to agriculture and fishing communities by information  them of expected weather conditions in time to schedule farming operations such as ploughing, irrigation, spraying and harvesting or take actions to reduce losses in the face of, for example, drought or flood conditions or severe weather phenomena. Similarly, upon receiving public forecasts or warnings, fishers can make decisions whether or not to put to sea  (or the lake). Such forecasts can also assist in scheduling the transport to market of vulnerable produce so that potentially damaging weather conditions are avoided en route. Agriculture is a dominant activity in many developing countries and in some developed ones. Consequently, the provision of services to agriculture is a very high priority for many NMSs. Though much of the information of value to the agricultural community is somewhat specialized, NMSs in highly agriculture-dependant countries commonly treat applications of meteorology to this sector as part of their public weather services prorammes and often supply very detailed and specialized products freely to the agricultural or rural community. In countries which are prone to recurring, often disastrous, drought conditions, drought monitoring programmes are usually considered to be a vital part of the national public weather services programme. In the cases of these user groups as in the case of others, it is essential to establish a two-way communication and dialogue mechanism whereby the exact needs of these users for products and services (in addition of those provided to the general public) can be determined and responded to.
5.7
Service Delivery to Target User Groups
Delivering PWS and other services to all user sectors mentioned above, need to follow a number of stages which are similar in principle and which need to be applied to ensure the maximum benefit derived from those services by the intended users. These stages are outlined below.
· Stage 1: User Engagement - identifying users and understanding their needs, as well as understanding the role of weather, climate, and water-related information in different sectors;

· Stage 2: Service Design and Development - process between users, providers, suppliers, and partners of creating, designing, and developing services, ensuring user needs are met;

· Stage 3: Delivery - producing, disseminating, and communicating data, products and information (i.e., services) that are fit for purpose and relevant to user needs; and,
· Stage 4: Evaluation and Improvement - process to collect user feedback and performance metrics to continuously evaluate and improve upon products and services.
5.8
Delivery of Public Warning Services to Target User Groups
The public and other target user sectors expect to be warned of any natural phenomena, which endangers life and property. Below is a brief description of the principles and examples of the warning preparation process. 
5.9
The principles of a successful warning programme

To be successful, a warning programme strives to ensure that everyone at risk must:

· Receive the warning;

· Understand the information presented;

· Believe the information;

· Personalize the information;

· Make correct decisions; and,

· Respond in a timely manner.

The ideal warning process has to take into account each of the above components to be successful.  

5.10
Definition of a warning system

The goal of any warning system is to maximize the number of people who take appropriate and timely actions for the safety of life and protection of property.  Basically, 
all warning systems start with detection of the event and end with people getting out of harm’s way.
Social scientists, after studying warning systems and response action for hazards, have defined a paradigm for successful warnings systems.  Such warning systems encompass three equally important elements, namely: detection and warnings; communication; and response.  If any of these fail, the entire warning system fails.  Even excellent warnings that are not received and acted upon in a predetermined manner become useless. 

Detection and warning

This element includes the traditional scientific role of the meteorologists and hydrologists of examining data and prediction, or warning of, a natural hazard.


Communication

An effective communications system is a critical component of any effective warning system.  Relevant authorities and the public must be made award of the approaching hazard by receiving the warning information in time to respond. This implies more than simply dissemination of a warning. Communication is complete only after the information is fully received and understood.


Response

Through extensive studies of human response to disasters, it has been shown that warnings by themselves are not a stimulus to response action.  Normally, people in a threatened area will first assess their personal risk.  Action in response depends on: 

· The content and clarity of the initial message;

· The credibility of the issuing organization; and,
· The state of preparedness of receiving authorise or agencies.

The potential for individuals to act will be markedly increased if they are provided with information to: 

1. define their risk; and,

2. highlight what life-or property-saving action to take.

Response also depends on:

1. the length of time since the last serious event; and,
2. whether there have been recent false alarms. 

5.11
Recommended action

An effective warning message should recommend ways that the public and other users can achieve protection, including safety rules or guidelines for appropriate action.  These recommended actions should be worked out in agreement with disaster managers, following established regulations. A message that effectively describes a danger, but offers no suggestions for protection, simply tends to be denied or reinterpreted by recipients.  At worst, individuals could generate protective action for themselves based on misinterpreted folk wisdom or an incorrect understanding of the threat that would increase their level of likely injury.  For example, if the protection is to evacuate the area, the message should indicate recommended routes and destination, e.g., “for residents in area X, road Y is the only open road”.  Or, in case of immediate danger from a flood, “move immediately to ground higher than the top of the city hall”.

5.12
Language

Language and vocabulary used should be appropriate for the region and should easily be understood by the intended recipients.  Warnings should not only be issued in the official language, but also in the most common ones.  The use of metrological jargon, abbreviation and codes should be avoided for the general public.  Clear, concise, simple words are usually most effective in minimizing potential confusion.
5.13
Content of an effective warning message
NMS staff should be trained to craft effective warning messages.  This is an internal training matter for an NMS.  When composing a warning, it is important that:

· the heading stand alone and stand out;

· the components of the message are clearly defined;

· the message is simple;

· it personalise the event, the consequences and the actions requires;

· the most important message be placed first;

· allowance be made for shortening of the message by broadcasters;

· location be made relative to well-known places;
· “call to action ”statements.

5.14  
Dissemination and Communication

5.14.1
Importance of effective dissemination
There is no point in producing warnings, forecasts and information unless they can be disseminated rapidly to the public and other users.  With modern technologies developing rapidly, the issue is no longer how to simply spread information, but how to disseminate it in the most efficient way to the intended audience.  The information available to the public from all sources through the media and other means is large and becoming ever larger.  It is essential that weather information be presented in a way that will attract the intended audience.  An effective dissemination system must provide appropriate informion to a variety of users, which may include: 
· the media;

· the hazards community;

· Special target users such as farmers and fishers;

· other government organizations;

· Non-Government Organizations (NGOs), such as fishermen’s or farmer’s cooperatives; tourist organizations; and,
· private companies in weather-sensitive industries.

Especially in the case of warnings, in order to avoid confusion and elicit proper response, the NMS, public safety officials and the media must work co-operatively to ensure that a clear and consistent message is provided to the public and other users. This requires not only effective communications and dissemination systems but also an extensive and ongoing public education programme.

5.14.2
Improvement of communication skills for staff
Communication is one of the most necessary skills for the forecaster, but it is a skill rarely taught during academic training in meteorology.  Communication, at its most fundamental, involves the transmission of thoughts, emotions and meaning from one person to another.  
While words (written or spoken) are usually thought of as the primary medium of communication, studies have shown that many other factors (tone of voice, inflection and body language) play a significant role in aiding (or impeding) communication.  Effective two-way communication implies listening skills as well as speaking skills.  Confidence is an important element in communication, and this cannot be taught directly, but must be developed within each person.  Formal communication training courses for forecasters (in whatever media they are required to operate) are crucial in developing communication skills, but they should be augmented with mentoring and feedback schemes and with regular refresher training.

5.15 
Service evaluation

Verification
This involves ensuring that the warnings and forecasts are accurate and skilful from a technical point of view.  Determination of forecast skill, timeliness and product accuracy, while an essential step, is not in itself sufficient for a meaningful programme evaluation of public weather services.  This step may also be built within the forecasting process and may therefore be fulfilled outside the PWS component of the SWFDP.

Assessing user satisfaction and perception
The assessment of the utility or value of the services to users must be built within the forecast and warning system.  Service evaluation determines whether PWS and other services are meeting user requirements and ascertains whether users understand the products and services provided and are making optimum use of them.  To be effective, the service has to contribute significant social or economic benefits to its users.  Consequently, evaluation must include an assessment of the value added to users by the products and services.  Surveys are the common  means of obtaining user feedback. The evaluation process should be kept simple with the aim of producing results which can be used when talking to decision-makers and in response to media enquiries. A summary guide on preparation of surveys and examples of surveys from a number of NMSs are given on the PWS Programme  Website: http://www.wmo.int/pages/prog/amp/pwsp/surveys.htm
Example of a simple service delivery evaluation surveys
(See attached Annex: A Simple User Assessment Questionnaire)
__________

ANNEX
USER ASSESSMENT QUESTIONNAIRE
NMS ------- (Country)

Q1. From where do you obtain weather information of your country?

1. Radio

2. Television
3. Newspaper

4. Directly from the Meteorological Service

5. Meteorological service Website

6. Other Websites

7. Mobile phones

8. Other sources (please specify)

Q2. Do you consider the warnings of severe weather of your country over the past several months accurate or inaccurate?

1. Very accurate 

2. Somewhat accurate

3. Average

4. Somewhat inaccurate

5. Very inaccurate

6. Don’t know / no comment(s)
Q3. How easy is it for you to understand the format and the language used in the severe weather warnings?

1. Very easy

2. Easy

3. Neutral

4. Difficult

5. Very difficult

6. Don’t know / no comment(s)
Q4. How do compare the current severe weather warnings with those from the first two (2)  years?

1. More accurate

2. About the same

3. Less accurate

4. Don’t know / no comment(s)
Q5. Are the severe weather warnings useful in helping you decide on appropriate response action (e.g., stay at home, do not take the car out of the house, keep children indoors, etc.)?

1. yes

2. No

Q6. On the whole, how satisfied are you with the severe weather warnings provided by your country?

1. Very satisfied

2. Satisfied

3. Neutral

_____________
4. Dissatisfied

5. Very dissatisfied

6. Don’t know / no comment(s)
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