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RESEARCH QUESTIONS 

• What is the role of public access to ICT through 
libraries and telecenters in emergency situation 

• What additional non-ICT related roles do public 
access venues play? 

• How do citizens use ICT in an emergency context?  

 
 

Libraries, Telecenters & Citizens = non-official first-responders 



WHAT IS CRISIS INFORMATICS? 

• Reframes emergency response as a “socially-distributed 
information system.” (Palen et al. 2010)  

• Emphasizes the role of citizen generated information and 
how it aligns/interacts with official entities 

• Analyzes citizen-to-citizen communication in the context 
of a broader socio-technical system 

• Considers the temporal, spatial, and changes in social 
arrangements in crisis 

http://www.cs.colorado.edu/~palen/Home/Crisis_Informatics.html
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WHAT IS CRISIS INFORMATICS? 
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INFORMATION WORLDS THEORY 
Burnett & Jaeger 2010 

• Based on Chatman (Small Worlds and Normative Behavior) & 
Habermas (Lifeworlds)  

• Explores information behavior in terms of all the intertwined 
levels of society: 
1) Small worlds of everyday life; 2) Mediating institutions (libraries, 
news agencies, etc); 3) Social and political forces that shape society 

• Analytical levels: 
1. Social norms: shared sense of appropriate behavior 
2. Social types: roles that define actors and how they are perceived 
3. Information value: shared sense of importance of information 
4. Information behavior: full range of activities related to information 
5. Boundaries: points where information worlds interact 

 



ROLES OF PUBLIC ACCESS TO ICT IN  
LIBRARIES & TELECENTERS 

The technology component 

• Locating & interacting with 
family and friends 

• Downloading/Filling 
government forms 

• Checking updates about 
conditions of the affected 
region. 

• Locating information on the 
status of their homes and 
work places  
 

The social component 
• Creating & distributing 

preparedness information 
• Establishing emergency 

operations centers 
• Providing physical aid (food, 

water, tarps, shelter) 
• Assisting with completion of 

government forms 
• Cleaning up the damage 

after the disaster.  



CITIZEN GENERATED INFORMATION IN EMERGENCY CONTEXT  

Information behavior and types of ICT use 
1. Safety & Welfare (I’m okay, Are you okay) 
 

 
 
 

Citizens in Chile locating family members | Mobile Telecenter 
Source: CDI Europe 



CITIZEN GENERATED INFORMATION IN EMERGENCY CONTEXT  

Information behavior and types of ICT use 
2. Filling out government forms and insurance claims 

 
 
 

Astrodome Library after Hurricane Katrina  
Source: Beth Patin  



CITIZEN GENERATED INFORMATION IN EMERGENCY CONTEXT  
Information behavior and types of ICT use 
3. Memorializing  

 
 
 



SOCIAL MEDIA: OFFICIAL RESPONSE TO CRISIS  



IMPLICATIONS FOR RESEARCH & PRACTICE  

• Public access venues improvise in emergency 
situations  

• Citizen-generated information is temporal and not 
always traceable (Tweets, Facebook posts) 

• Massive amounts of data creates an obstacle for 
government agencies to understand implications of 
citizen-generated information 

• Affects ability of government agencies to align their 
information sources with the citizens’ 



More info on the Chile Project 
 
 

Thank you  

http://tascha.uw.edu/research/crisis-informatics/
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