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Summary and purpose of document

This document is a paper that discusses the importance of an NMHS to focus on improving relations between itself, the media and disaster managers. It also discusses the subject of User Satisfaction Assessment and explains what it consists of, its purpose, the goals and how it benefits an NMHS.

Action Proposed  

The meeting is invited to note the importance of the subject matter and to support its development in countries participating in Regional Subproject Implementation Plan for SWFDP as part of the development of the SWFDP -Southern Africa.  
Improving relations between NMHSs, the Media, and Disaster Managers; and User Satisfaction Assessment
Introduction

This paper brings out the importance of an NMHS to focus on improving relations between itself and the media, as well as between itself and the national disaster management system, and the larger disaster community. It explains the role that an NMHS plays in a disaster management system and gives examples of the benefits that the NMHSs may gain from improving relationships with the disaster community and the media. It brings to light practical steps that an NMHS can take to develop its relationships with two groups of users.
The paper also discusses the subject of User Satisfaction Assessment and explains what it consists of, its purpose, the goals and how it benefits an NMHS. 
1. Improved relations with the media 

Improving relations between an NMHS and the media is important in ensuring effective dissemination of weather forecasts, warnings and other information to the public. Sufficiently improved relations enable both the NMHS and the media to work towards a common goal of disseminating products to the public effectively in order for each party to meet its desired objectives. This state of common purpose results in increased and constructive interaction between an NMHS and the media, and brings about the development of skills that allow them to work more effectively with each other, in a friendlier atmosphere. The final outcome is improved service to the public. 

1.1 How an NMHS can improve its relations with the media

In order to improve media relations, an NMHS will need to develop an effective partnership with the cross section of media such as television, radio and newspaper companies or national broadcasting service. The initial step is for the NMHS to examine itself and identify what actions it may need to take in order to prepare to effectively work with the media. This may include developing basic skills among the staff on handling the media and identifying a team to guide the process of improving relations with the media. 
In some cases the NMHS may require to make a formal agreement with media companies and organizations. In developing the agreement, it is necessary to discuss and mutually agree on the roles and responsibilities of both the NMHS and the media. 

For example, on the subject of how products are to be treated, it should be specified: 
· What products will be supplied and at what times,

· how they will be supplied, 
· the format and presentation of the products,
· who may alter them and to what extent,
· the length of notification  time to the media by the NMHS for changes in any aspect of product content or format,
· usage of logos and text where needed for attribution to the NMHS,
· identification by the media of non-NMHS information if used.
Joint workshops with participants from the media and the NMHS could be organized to provide a forum for mutual understanding and appreciation of each other’s goals, limitations and constraints. Such workshops also provide ground for closer interaction between individuals and for development of working models. They also provide a forum for NMHSs to learn how best to develop materials for consumption by the media including writing media-friendly releases, how to hold effective press conferences, media briefs etc. The media, on other hand gets to appreciate the challenges inherent in the weather and climate science, such as the level of forecast accuracy and confidence, as well as how to communicate forecast uncertainties to the public. 
Another important activity is engaging in joint participation in public awareness activities. Examples of such activities include developing promotional material for use on the media, testing of new products, conducting ‘awareness weeks’ (e.g. prior to each severe weather season) and other public events, perhaps targeting particular community groups such as schools. 
It is a good idea to conduct actual surveys or questionnaires of media staff and the public to identify their needs. 

A programme should be established for routine liaison such as quarterly meetings or annual reviews, or where there is a definitive severe weather season, pre- and post-season meetings. 

Mechanisms should be agreed for ensuring that NMHS-related feedback received by the media from their audience is passed on to the NMHS, and vice versa.
It needs to be clearly set out and agreed that the NMHS will treat each media agency in a fair and unbiased manner, and that the media agencies understand that the NMHS will not enter into exclusive arrangements with individual outlets. Where there are issues relating to copyright and disclaimers, they need to be worked through and a mutual understanding reached. 

1.2  Benefits of improved relations with the media

Benefits that an NMHS may gain as a result of improving its relations with the media include the following:

· Staff of an NMHS learn to package products in a media-friendly format;

· The products presented in a media-friendly format are more likely to be broadcast in the form in which they were originally prepared. This ensures that the NMHS’s message is communicated to the end user in a way that matches the NMHS’s original meaning; 

· The public, and particularly those affected by a weather situation, receive correct and useful information;

· Users receive consistent information and are not confused by mixed messages from different sources;

· Users receive information at adequate frequency and in a timely manner;

· The products become easier for the public to understand and therefore to use for the intended purpose of saving life and property;

· The NMHS finds it easier to work with the media in the area of public education and outreach;

· Users are able to have trust in the information by being able to identify its source as being credible and having authority in meteorological matters;

· The NMHS is seen to be serving the public interest and providing good value for the investment of public resources;

2. Improved Relations with Disaster Managers 

Solid working relationships with public safety, emergency and civil defense agencies are vital to an NMHS. The design and operation of a disaster management system must be based on a commitment to cooperation and information exchange and the concept of partnership in public interest.  An NMHS cannot afford to play a passive role in disaster reduction and mitigation effort. It is critical for NMHSs to be actively involved in their national disaster management programmes in order to ensure that the users get the full benefit of reliable forecasts and warnings. An NMHS should work closely with the government appointed authority for disaster risk management and extend its services to other disaster response organizations as necessary. 

A typical partnership for disaster management would involve an NMHS and the national disaster management system, which itself may already be in a working partnership with risk management experts, business, academia and non-government organizations such as the Red Cross and Red Crescent Society. 
Under the partnership, warning standards, procedures, and systems are agreed upon and the role of each stakeholder including the NMHS is defined. 
2.1 The Role of an NMHS in Disaster Management 

Disaster risk management consists of three broad activities: mitigation, preparation, and early warning. Mitigation includes risk reduction; preparation includes risk assessment, risk analysis, hazard identification, research and development, public education and outreach; whereas early warning consists of hazard forecasts, communication and dissemination. For meteorological hazards, the NMHS is the sole warning authority for its citizens. They are the experts on the meteorological aspects of severe weather hazards, and are therefore a critical player in the development of the country’s risk management plans. NMHSs contribute to disaster risk management in three ways: 

· Through provision of early warning of weather, water and climate hazards for operational decisions; 
· Through participation in risk and impact assessments to determine who and what is at risk and why; 
· Through improvement of forecasts and analyses to help reduce or remove risks.

In support of an effective severe weather warning system, it is vital that an NMHS prepares it self to do the following:
·  To establish a Disaster or Emergency Response Plan which: 

· clearly spells out individual and collective responsibilities in the face of catastrophic events;

· identifies responsible managers, focal points and spokespersons;

· clarifies the backup responsibilities and describes the procedures for emergency communications; 

· identifies key contacts in other agencies.
· Carry out capacity building to develop a team of severe weather warning specialists among its staff;
· Play an active role in the development of a risk management plan for their country for regional and local applications;
· To carry out research – both meteorological and in other disciplines associated with risk management (most likely through partnerships and collaboration);
· To develop a knowledge base for the effective provision of severe weather warnings. For example, an NMHS could maintain a historical database of past severe weather events;
· To engage in training including partner agencies as well as communities at risk. 
2.2 Benefits of Improved Relations with Disaster Managers
The benefits to NMHSs from developing effective relationships with the national disaster management system include:

· drawing expertise from a wide range of disciplines, such as social science, community planning, engineering, etc.;

· Accomplishing tasks that cannot be managed by a single agency or organization;

· Sharing costs, knowledge, and lessons learned; 

· Achieving a wider distribution of the message through multiple outlets and receiving feedbacks from a whole range of users; 

· Leveraging resources for research, awareness, preparedness, etc.;

· Demonstrating to government budget planners a commitment to work together towards a common goal and making better use of scarce financial resources;

3. User Satisfaction Assessment
There are three key purposes for carrying out an assessment for public weather services. They are:
(1) Ensuring that public weather services are responding to user requirements,
(2) Ensuring the effectiveness and efficiency of the overall public weather services system,
(3) Ensuring the overall credibility and proven value of public weather services.
There are two major methods available for gathering information in an assessment programme. These are Verification, and User-Based Assessment. It is important to do both, in a balanced fashion. The overall purpose of Verification of forecasts is to ensure that products such as warnings and forecasts are accurate, skilful and reliable from a technical point of view. As far as possible, forecast verifications are produced in an objective fashion, free of human interpretation. The results tend to be numbers and statistics, which can be manipulated and interpreted using statistical theory. There is no guarantee that verification results will match people’s perceptions of how good the forecasts are. Nonetheless, information gathered through verification can be very useful for improving the accuracy of forecasts. On the other hand, User-Based Assessment gives a reflection of the user perception of products and services provided by the NMS, as well as qualitative information on desired products and services. It is almost completely subjective information, subject to human perception and interpretation.
The main goal of verification
The main goal of a verification process is to constantly improve the quality (skill and accuracy) of the services. This includes: 

· Establishment of a skill and accuracy reference against which subsequent changes in forecast procedures or the introduction of new technology can be measured; 
· Identification of the specific strengths and weaknesses in a forecaster's skills and the need for forecaster training and similar identification of a model's particular skills and the need for model improvement;
· Information to the NMHS management about a forecast programme past and current level of skill to plan future improvements; 
· information can be used in making decisions concerning the organisational structure, modernisation and restructuring of the national Meteorological Service (NMHS ) 
User-based assessment can be carried out using the following techniques:
· Surveys, questionnaires, interviews and in-depth case studies to identify in a broad overview the users' needs and expectations (Examples of simple but effective questionnaires by Kong Hong Observatory and Malaysia is given in Appendices A and B respectively);
· Fora and workshops with users' participation in order to learn their requirements and to explain to them of the capabilities of the NMHS; 

· Pilot projects in concert with users to develop products and services on a longer term to meet the stated requirements; 

· Monitoring feedback of user response through press clippings, letters, phone-calls, fax, suggestion boxes or the Internet; 

· Interaction with users during Open Days, World Meteorological Day and activities of the NMHS outreach programme; 

· Regular meetings with government agencies and emergency managers to ascertain their information needs. 

Once user requirements are known, the technical department of the NMHS will deal with what is required to produce the new products and services, within the limits of the NMHS resources and capabilities, taking into the 6 main areas in which action may be required. These are to: 
· Improve the products to be provided,
· Improve how the products are delivered,
· Improve the production system,
· Carry out needed research and development,
· Train and develop staff, and
· Communicate information.

The staff responsible for public weather services activities will decide on the type, timing, frequency, means of dissemination and presentation format of the services to be offered, and coordinate with the technical departments concerned, to ensure that the proposed services can be realistically delivered with the available resources.



Appendix A
HONG KONG OBSERVATORY SURVEY

MAIN QUESTIONNAIRE

Q1 
Do you usually read, watch or listen to weather reports? 

1. Yes Go to Q2 

2. No End of questionnaire 

Q2 
From where do you usually obtain weather information of Hong Kong? Do you obtain from radio, television, newspaper, weather hotline, internet, pagers / mobile phones, or other sources? Any other? (up to 3 sources) 

(For “weather hotline”, probe : Is it Hong Kong Observatory’s Dial-a-Weather hotlines 1878-200,1878-202 and 1878-066, or Hong Kong Observatory’s Information Enquiry System 2926-1133 or Hong Kong Telecom’s 18-501 and 18-503, 18-508?) 

(For “internet”, probe: Is it Hong Kong Observatory’s Homepage or other homepages?) 

1. Radio

2. 2. Television

3. Newspapers

4. Hong Kong Observatory’s Dial-a-Weather hotlines (1878-200 / 202/ 066)

5. Information Enquiry system (2926-1133)
6. Hong Kong Telecom’s 18 501 / 3 / 8 
7. Observatory’s Home Page
8. Other homepages 
9. Pagers / Mobile Phones
10. Other sources (Please specify)
Q3a Do you consider the weather forecasts of the Hong Kong Observatory over the past several months accurate or inaccu​rate? (Probe the degree) 

1. Very accurate

2. Somewhat accurate

3. Average

4. Somewhat inaccurate

5. Very inaccurate

6. Don’t know / no comment

Q3b What percentage of weather forecasts of the Hong Kong Observatory over the past several months do you consider accu​rate? 

1. _________________ per cent

2. Don’t know / No comment

Q4 Do you consider the following aspects of weather forecasts of the Hong Kong Observatory over the past several months accurate or inaccurate? 


Q5 
How do you compare weather forecasts nowadays with those from the past 3 to 4 years ago? Is it more accurate, less accu​rate or about the same? 

1 More accurate 

2 About the same 

3 Less accurate 

4 Don’t know / no comment 

Q6 
How satisfied are you with the services provided by the Hong Kong Observatory? Ifyou rate on a scale of0 to 10, with “5” being the passing mark and “10” being “excellent service”, how many marks will you give? 


APPENDIX A

WEATHER FORECAST AND YOU — MALAYSIA SURVEY

GENERAL PARTICULARS OF RESPONDENT

AGE:

   20 years & below  21 – 35 years  36 – 55 years  Above 56 years

OCCUPATION: . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . RESIDENTIAL AREA: . . . . . . . . . . . . . . . . . . . . . . . . . 

NEWSPAPER READ:

 New Straits Times 
 The Star 

 Nanyang Siang Pau 
 Berita Harian

 Utusan Malaysia 
 Sin Chew Jit Poh 
 Others (Please Specify) . . . . . . . . . . . . . . . 

LISTEN/READ/WATCH DAILY WEATHER FORECAST:

 Yes 


 No

If YES, from which source:

 TV  Radio 

 Newspaper

 Others (Please Specify): . . . . . . . . . . . . . . . . . . . . . . . . . . .

A. Please use the following scale to answer the following questions.

	1

Very unsatisfactory


	2

Not Satisfactory


	3

Average


	4

Good


	5

Very good




1. What is your opinion on the accuracy of the forecast? 


2. What do you think of the presentation format? 



3. Timeliness of the forecast? 





B. Please answer the following questions:

4. Is the weather forecast useful for the planning of your activities?

 Yes 


 No

5.How much do you think the weather forecast is worth?

 0 cents 
 < RM1/= 

 RM 1/= - RM3/= 

 RM3/= - RM5/= 
 > RM5/=

6.Have you ever called the number 1052 or any of the Forecast Offices to enquire about the weather forecast?

 Yes 


 No

If Yes, how many times?

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

If No,why?

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

7. Comments:

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .
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�
Inaccurate �
Accurate �
Don’t know/ No comment �
�
Temperature �
�
�
�
�
Fine / Cloudy �
�
�
�
�
Rain storm forecasts / warning �
�
�
�
�
Typhoon prediction / warning �
�
�
�
�
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