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Outline
Municipalities and safety regions are increasingly aware of the opportunities and
strengths of social media. Recent examples and analyses after the events have made it
clear that they are of vital importance. Some examples are the chemical fire in Moerdijk,
the Facebook riots in Haren and the announcement of a school shoot-out in Leiden. At
the moment one in three persons in the Netherlands is active on Facebook and one in ten
shares opinions and experiences on Twitter, which make social media a major factor.
Municipalities and safety regions want to learn how to deal with this new phenomenon.
In the summer of 2013 three events, all with large audiences but with different scopes
took place in Central and West Brabant, a chance for municipalities and safety regions
there to gain experience in the monitoring of messages on online media. The authorities
involved were the municipalities of Oosterhout, Tilburg and Breda, the Taskforce Tilburg
Safe, under the umbrella of the Tilburg police and municipality and the safety region
Central and West Brabant. Oosterhout LIVE and Nederland Muziekland, the Tilburg
Funfair and Decibel were monitored with the following objective:
1. To get a picture of the nature and volume of the buzz: how many messages are
sent, what are they about? Can local authorities be responsible for ‘safety’ benefit
from them? Do the different events create a different buzz and if so, why is that?
2. To find out, if the monitoring of buzz during events is relevant or not.
3. To find out if the increase in safety justifies the efforts and expenses connected
with monitoring.
4. To find an appropriate procedure and determine whether it can be improved.
5. To get additional insights into what is relevant for approach and organisation.
Subsequently the Leidens Ontzet was monitored by the police of central Holland together
with the municipality of Leiden, the arrival of Sinterklaas by the police of Northern
Netherland together with the municipality of Groningen, carnival by the municipalities of
Den Bosch and Tilburg and a football match by the police of Zeeland and West Brabant.
Monitoring provides an additional and comprehensive picture of an event, real time! It
does not supply a 100% coverage, but it complements the pictures of the organisers and
safety officials and the camera videos. The mini reports, photos and videos provide a
unique supplement. If everything goes smoothly, they create opportunities for the
organisers of the event. In case of disruptions, monitoring makes it possible to get a grip
on the situation from the very beginning. For this reason we strongly advise to
structurally monitor social media for events. It has to be determined what party should
be responsible for the monitoring: The organisers of the event, the municipality, the
police or the safety region. They all have their own interests and priorities. For practical
reasons we advise to involve the organisers of the event in the monitoring and regulate
that via licensing.
Because no less than seven events were monitored, research questions could be
answered and an action plan is taking shape.
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1 Online media monitoring at events
1.1 An extra view on ‘Feest & Veilig’ (Party & Safety) at an event
Every year there are a great many events and festivals with a lot of visitors. An event is
judged on contents, organisation and safety. Beside contents and (visitors) logistics, riskreduction is an important factor, as well. What are the risks connected to a certain
event? Are pre-announced or even pre-organised disruptions likely to occur? Are there
incidents during the event and do they escalate? Does a serious incident have further
consequences?
These things have already been taken care of by the organisers, via the licensing of the
event and consequent control. Social media can create an extra dimension, however. If
one in ten persons in the Netherlands is active on Twitter and one in three on Facebook,
they will communicate about their experiences during an event. The fire at a chemical
plant in Oosterhout (spring 2013) has shown that Twitter and Facebook were the
platforms where people communicated about the fire and its effects. In the case of
accidents, these media are vital for getting the latest information. Besides, all statistical
data indicate that we are not dealing with a hype here, but with a trend.
The target group for events consists largely of young people. They often communicate
online via social media. Subjects are the fun before the event, the trip there, the artists
and the performances. During the event social media can help authorities to get a clear
picture of the developments around an incident and to decide on required measures.
Signals about the festivities, such as the programme, the visitors and the logistics are
important here, especially signals about safety, such as the disruption of public order,
public violence, drunkenness and health incidents.
Risk management should therefor monitor social media on risks and the event as such.
Signals are picked up sooner and this leads to quicker intervention. Monitoring social
media around the preparations and the event itself gives an extra view on what is
happening.
The commission Cohen1 recommended similar procedures after the riots in Haren.

1.2 The region of Central and West Brabant wants to gain
experience
After the riots in Haren, the fire in Moerdijk and the ensuing reports of the commissions
of inquiry, administrative bodies in the Netherlands have become fully aware of the
power of online media. Actions are magnified, large groups of people can be mobilised
and online media can be the ultimate tool when it comes to crisis situations. All kinds of
organisations (municipalities, police, safety regions, businesses) are trying to understand
the mechanisms behind the functioning of social media and how to deal with this new
phenomenon. It could also prove a useful tool.
In the region Central and West Brabant authorities are aware of the necessity to get a
firmer grip on the deployment of social media. In the case of risk scenarios crisis
communication will have to be introduced as a factor next to police, fire brigade, health
1

The Cohen report was commissioned by the dutch national government after the
project X riots at Haren and contains a thorough analysis of these events.
http://www.rijksoverheid.nl/documenten-en-publicaties/rapporten/2013/03/08/tweewerelden-hoofdrapport-commissie-project-x-haren.html
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care and municipality. It is important to gain experience in online media monitoring and
crisis communication and a large-scale event is an example of such a scenario.
The municipalities of Oosterhout, Tilburg and Breda, the Taskforce ‘Tilburg Safe’, an
initiative of police and municipality and the safety region Central and West Brabant
joined forces to gain experience with online media monitoring of events in the summer of
2013. HowAboutYou was also interested and joined them for the events Oosterhout LIVE
and Nederland Muziekland, the Tilburg Fun Fair and Decibel.
The objective in the online monitoring of Oosterhout LIVE and Nederland Muziekland:
1. to get a picture of the kind and volume of the buzz:
a. number of messages;
b. contents of messages;
c. is it useful for us as government organisations responsible for safety?
d. is there a difference between the buzzes for the different events and if so,
why is that?;
2. to find out if monitoring during events is relevant or not;
3. to determine if increased safety justifies the efforts and investment connected
with monitoring;
4. to try and find a suitable procedure and how it can be improved;
5. to gain additional insights that prove relevant for approach and organisation.

1.3 Monitoring at events is mainly about combining interests
To proceed with this report we need to have a clear picture of who the actors and their
different interests are. We have made a distinction between the party aspect, the
organisation of the event and the safety around it. We will also show that in the case of
events online media monitoring and webcare are connected and might be organised
jointly by the interested parties.
The organisers of the event are interested in a clear picture of the situation inside and
just outside the gates. Municipality and police want to have control over the risks,
incidents, traffic and public order. Visitors are there for a cool, well-organised event with
interesting programming and ample facilities. They also want to share their experiences
with their friends via social media.
Monitoring messages on online media is in an initial stage. It is mainly done to promote
the event. What happens during the event – in order to control risks for example – is
hardly monitored. If a crisis situation arises, social media are monitored as part of the
existing crisis protocols in analyses of the site and its surroundings. This is done by crisis
management partners, not by the event-organisation.
It goes one step further for the organisation to answer questions asked by visitors, their
relatives or other interested parties. This is webcare, which may go as far as crowd
control and direct people to less crowded area, the right stage, empty spaces on the
parking lot, facilities and exit routes.
This is not (yet) the case. The table below shows the potential of online media
monitoring. The question remains whether these interests should be combined, as the
authorities are mainly interested in the safety issue, not in the party aspect and its
organisation.

Interested
party

interest

Interest with regard to the social media
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Interested
party
visitors/
participants

Stay-at-homes/
friends/
followers, those
who originally
intended to
attend as well
artists/
contentmakers
sponsors
organisers of
the event
(sometimes the
municipality
itself)

sub-contractors
for safety,
transportation,
traffic, catering
municipality,
police, other
emergency
services

interest
• pleasant, smoothly run
and safe event
• good price/quality ratio

• (live) report from
visitors and participants
• (live) report from the
organisers of the event
• information in case of
incidents
• good performance
• visible
• size of target audience
• visibility
• size of target audience
• pleasant, smoothly run
and safe event
• satisfied visitors
• satisfied sponsors
• satisfied partners and
contractors
• good reputation for his
kind of event
• good reputation as
organisation
• online presence during
the event
• for visitors the online
presence of the
organisers of the event
is a matter of course

• pleasant, smoothly run
and safe event
• satisfied visitors
• satisfied eventorganisation
• safe event
• controlled risks
• smooth action in the
case of incidents:
o good informationprovision
o control over
visitors/participants

Interest with regard to the social media
•
•
•
•
•
•
•
•

internetconnection
show friends what you are currently experiencing
communication with artists
ability to put questions to the organisers
transparency in case of incidents
show friends what you are currently experiencing
communication with artists
transparency in case of incidents

internet connection
sharing the performance
conversations between visitors/participants/fans
sharing in attendance and contribution (happy with
even more messages on media)
• share second screen experience/content:
o share performances, atmosphere at the event,
conversations in the margin
o share online conversations (retweet, project)
• send:
o be traceable online
o information about policy and topical
developments (trash, drugs, pickpockets,
programme)
o publicity about future events
o appoint sponsors
• dialogue:
o in conversation with participants about
questions, views, fun on content, logistics,
facilities, arrangements (transportation) etc.
o solving problems and less urgent matters,
such as fun-actions, trying to exceed the
visitors’ expectations.
o ticket sales on the day of the event
o win-actions to create visibility, for example by
becoming a trending topic
• communication in case of incidents:
o transparency in case of a minor incident
o transparency in case of a crowd-controlincident
• in conversation with participants about questions,
views, fun on content, logistics, facilities etc.
• solving problems and less urgent matters, such as
fun-actions, trying to exceed the visitors’
expectations
• be invisible as long as there are no problems
• give advice to the organisers of the event when to
intervene via social media
• visibility only in as far as it contributes to the
participants’ sense of security
• inform and adjust when necessary
•
•
•
•

It is important to realise that when we talk about ‘organisation’ and ‘safety’, we are
referring to listening to online media, interpretation of what is being said and consequent
action and intervention. It is important that the event-organisation uses social media to
communicate as far as the party-aspect is concerned. For the safety-aspect this is less
important.
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2 Insights gained from recent experiences
In this chapter we analyse the monitoring via social media of seven events: Oosterhout
LIVE/Nederland Muziekland, the Tilburg Funfair and Decibel, Leidens Ontzet, the arrival
of Sinterklaas, Carnival and a football match. What lessons can be learned from the
messages on the social media and how can that lead to a better approach next time.

2.1 Oosterhout LIVE/Nederland Muziekland (21 and 22 June 2013,
6,000 visitors)
In this section we summarize new insights, list what lessons we have learned from our
approach and interpret the messages on social media.
2.1.1 A first approach to a small-scale event.
Oosterhout LIVE:
• 21 June 2013, Oosterhout, 4,000 visitors;
• 360 messages on the night itself:
o 15 messages about ‘organisation’: tickets asked or offered, questions on
where to park, comments on the music and the event being held in the
open air;
o 3 messages about ‘safety’: traffic congestion because of an overturned
lorry; the crowd in a particular street and that things had gone smoothly;
o 5 messages about the noise of the fireworks;
o personal messages of visitors and artists
• online conversation is mainly local;
• no incidents, just a few traffic and taxi problems;
• peaks before the event, on arrival, on departure (thanks, what it had been like)
and during the fireworks (views and comments).
Nederland Muziekland:
• 22 June 2013, Oosterhout, 6,000 visitors;
• 450 messages on the night itself:
o about 20 messages on ‘organisation’ (prices, sound-quality, the lack of 3G
and the weather);
o mainly personal messages of visitors and artists;
• online conversations in and outside the region ;
• no incidents.

In comparison (same type of weather,wet!):
On 22 June 2013 Bruce Springsteen played in the Goffertpark in Nijmegen:
• 60,000 visitors;
• 4.269 messages on the night itself;
• 176 messages on ‘safety’.
2.1.2
There
•
•
•

Mainly messages on ‘party’ and its organisation
appears to be a pattern in the messages:
in the course of the night the messages contain more sentiment;
mainly messages on ‘party’: views on and from artists etc
messages expressing views, advice and experiences related to the organisation:
o prices, weather, tickets, traffic problems, parking etc;
o fireworks were followed and commented on online in the wide
surroundings;
• there appear not to be many messages on ‘safety’:
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o
o

messages on the atmosphere are visible, as are those of the local police on
specific traffic or parking problems;
it is difficult to trace general traffic/pedestrian problems online. Searching
via keywords does not generate many hits.

2.1.3 The first few lessons
A plan of action is taking shape (see 3) based on the following insights:
Municipality and police should have been more visible in their efforts to take care of the
safety of the event. This would have added to the visitors’ sense of security and would
have encouraged visitors and stay-at-home relations to seek contact in case of incidents.
The organisation of Oosterhout LIVE was visible on Twitter until 5.36 p.m. Had they been
accessible longer, they could have acted as a point of call, solved problems, linked artists
and visitors etc.

Make preparations before the event starts, so that during the event itself you have time
to act on the spot.
Start monitoring on traffic flows well ahead of the start of the event. Tickets are being
sold until the very last moment! Monitor traffic flow and clearing of the site until one hour
after the event has finished.
Make sure internet is functioning properly and do not rely on 3G-connections.
Study communication plan, organisation, safety plan and physically explore the festival
site before you start monitoring. Try and catch images of the event by staying in touch
with the camera-communication van.
Try and coordinate monitoring and webcare on ‘party’, ‘organisation’ and ‘safety’. Police,
municipality and organisation need short lines of communication. At the same time it has
to be clear what every party is allowed to say and do and what measures they may take.
Searching by name (synonyms), facebookpage and hashtag of the event are expected to
give a complete overview of the relevant online conversations. An online monitor
processes the data and makes analyses. Interpreting the messages requires a subtle
understanding of the different interests of the parties involved.
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2.2 Pink Monday on the Tilburg Funfair (Tilburg, 22 July 2013,
300,000 visitors)
In this section we summarize new insights, list what lessons we have learned from our
approach and interpret the messages on social media.
2.2.1 A crowded city centre on a scorching day
• Tilburg, 22 July 2013, 300,000 visitors
• 6.656 messages:
o 11 messages on ‘organisation’;
o 527 messages on ‘safety’: 11 ‘tagged’ and five sender profiles created. No
serious incidents: small fights, small scale drugs dealing, a few online
threats, complaints about the heat, the trains etc.
o mainly messages from visitors about going or not going because of the
heat; informative messages from @KermisinTilburg and tweets from
Taskforce Tilburg warning for pickpockets etc;
• many local online conversations;
• no major incidents. Some problems with delayed trains and a retweeted (false)
message that there was a visitors’ stop because of overcrowding, which led to
misunderstandings;
• Taskforce Tilburg Safe was visibly present online from 9 -1.48 a.m. 22 July. The
municipality from 10 a.m. – midnight. Short communication lines between
municipality (‘party’) and Taskforce (‘safety’).

2.2.2 Interpretation
The messages show a pattern:
• sentiment is evenly spread in the messages during the day: more positive than
negative; positive sentiment has its peak at 4 pm;
• few questions for the organisation: (one question about opening hours)
• few messages about the organisation. Some info on bottlenecks.
• @KermisinTilburg is visibly present online: their tweets are pro-active, they
answer questions of visitors and act on information such as a wrongly placed
billboard.
• with regard to ‘safety’ there were no serious problems:
o messages on atmosphere at the event express overall satisfaction;
o eleven tagged messages concerning safety were about minor incidents
only. They were acted upon by the Taskforce and solved on the spot. A
profile was made of 2 boys starting to beat each other up at the station
and there was one message of someone announcing his intention to go
homo-bashing;
o there were many messages on train delays and the announcement of
balloonists to fly over the funfair. They were requested to take a different
route;
o there were a few offline reports: children gone missing and a conflict
between taxi-drivers. The police received these reports, but did not put
them online.
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2.2.3 Lessons for a better approach
The advice on how to organise the monitoring of Oosterhout LIVE and Nederland
Muziekland (section 2.1.4) has been put into practice for the monitoring of Pink Monday
of the Tilburg Funfair.

Make preparations before the event starts, so that you have time to act in the heat of the
moment, during the event itself.
Preparations for monitoring the Tilburg funfair began two weeks before the event.
Together with the Taskforce searches were prepared, preceded by intensive
brainstorming about potential risks and incidents, argot and synonyms. The monitor was
set up two weeks before the start of the funfair. Message flows (risks, incidents, alerts
etc.) were programmed in such a way, that they could be monitored simultaneously by
one person.
Start monitoring on traffic flows well ahead of the start of the event.
The first train with visitors arrived at 12.00. From 11.00 a.m. onwards mobility flows
were monitored and life camera footage of the station could be followed in the incidence
room.
Make sure internet is functioning properly and do not rely on 3G-connections.
There were no complaints about internet connection.
Being familiar with communication plan, organisation of the event, safety plan and taking
a walk over the festival site help to formulate searches.
In the months before the funfair, meetings held by municipality (party), Taskforce
(safety) and HowAboutYou (monitoring and analysis), as well as brainstorming and
studying project designs led to the formulation of search terms.
Try and coordinate monitoring and webcare on ‘party’, ‘organisation’ and ‘safety’. There
should be short lines of communication between police, municipality and organisation. At
the same time every party should have a clear mandate.
There was a direct line between Taskforce and online analysts, as they were sharing the
same room and there was also a short line between Taskforce and municipality. When an
incident was reported, the Taskforce could search and interact online for more
information. Signals and incidents were registered immediately, making quick
intervention possible.
Interpreting the messages requires a subtle understanding of the different interests of
the parties involved: relevant and irrelevant issues, reputation, solving problems, the
right priorities, well-chosen address, tailored info
The different parties involved in the online monitoring of the Tilburg funfair were
municipality, Taskforce and online analysts, each with their own special competencies.
Short communication lines between them resulted in a well-oiled monitoring of Pink
Monday of the Tilburg Funfair.
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2.3 Decibel (Hilvarenbeek, 16, 17 and 18 August 2013, 50,000
visitors)
2.3.1 A ‘house party’ on a very sunny day with 50,000 visitors
There is a hardcore group within the ‘house’ scene in the Netherlands. They regularly
meet during special dance festival. Decibel is such a festival, organised annually on a
special location in Arnhem. (Beekse Bergen) The festival attracts some 50,000 visitors
and using drugs is part of the scene. Groups of supporters of rival football clubs
constitute a considerable part of the audience. It is a commercial event and the
organisation also takes care of safety. Police is available on site for additional check-ups
and in case of serious incidents. Online monitoring by HowAboutYou assists Taskforce
Tilburg Safe:
• monitoring takes place from Saturday 17 August 10:00 a.m
until Sunday 18 August 02:00 p.m;
• two persons read 9,300 messages;
• online media monitoring is simultaneous with information
flows from first aid, security and facility management;
• the communication-department of Decibel itself operates
separately;
• a very hot day.

2.3.2 Absence of internet restricts view
There is a restricted view of the inner workings of the festival, because there is no
internet connection and personal belongings have been stored in lockers. The enormous
crowds make it difficult to keep an overview. A report is made up after the festival, when
details on incidents are no longer visible. At the beginning of the festival there are quite
a number of messages about the organisation (obviously people still had their
smartphones and there was internet connection). In the course of the evening there are
a lot of messages about noise nuisance from outside the festival site, visible per artist,
stage and wind direction.
There were a number of incidents having to do with public order or of a medical nature. A
test tweet of a professionally attending mayor was picked up, proving that messages
were indeed visible. More than 350 people were present online. It was impossible to
distinguish the supporters of different football clubs.
2.3.3 Online media can be used for more than just marketing purposes!
In this case the organisation only used social media for commercial reasons, not to
connect with visitors or offer services. They probably did not make lists of visitors and
stay-at-homes either. A missed chance, as it would have greatly increased the number of
people accessible via social media in case of an incident. All the more reason to provide
internet and webcare.
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2.4 Leidens Ontzet (Leiden, 2/3 October 2013, 100,000 visitors)
2.4.1 An enormous crowd in a cramped city centre all night long
The Occupation and Liberation of Leiden during the 80-years’ war is commemorated
annually in the centre of the city. All kinds of cultural, historical and musical activities are
being organised and the event attracts some 100,000 visitors, also during the night.
HowAboutYou supported municipality and police with monitoring on safety. There were
the following monitoring activities:
• an inventory of the risks and special features of the event was made;
• there was monitoring from 8.00 p.m. on Oct. 2 to 3.00 a.m. on Oct. 3;
• about 6,000 messages were read;
• there were searches on other incidents, risks, traffic, football supporters,
locations;
• messages were read, dated and reported;
• webcare was provided by municipal and police accounts;
• there was fact-checking.
2.4.2 Quiet night with few major incidents
Monitoring the Leidens Ontzet led to the following results:
• there were a few streetfights with 2 persons reporting them;
• reactions on the app especially launched for 3 October were mainly positive.
2.4.3 Interactive video and online images are a strong combination
Monitoring images on the same location where other security systems do their
monitoring can enhance the effect:
• fact-checking after police reports on knife- and hooligan-related incidents did not
produce any messages
• images via video-screens and online images complement each other and form a
strong combination.
2.4.4 Cooperation between police and municipality leads to greater efficiency
Monitoring itself led to additional insights, but organisation-wise there are lessons to be
learned as well:
• cooperation between municipality and police on the same location makes
communication lines short and is efficient, as both parties share the monitoring;
• an even shorter line via portophones and video exchange combines information
flows, thus making it possible to check more widely. Besides social media provide
images that illustrate the reports;
• adding the possibility of dialogue to the existing webcare provided by municipality
and police can contribute to its value;
• the availability of good internet connection is essential for the monitoring done by
the organisation and mobile internet in the city centre enables the reception of
more real time reactions from the public
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2.5 Arrival of Sinterklaas (Groningen, 16 november 2013, 45,000
visitors)
2.5.1 Local event with nationwide coverage
On 16 November the municipality of Groningen organised the arrival of Sinterklaas in the
Netherlands. There were 45,000 people to watch his route through the city and national
television covered the event live. Just then public sentiments were running high on the
subject of Sinterklaas’ assistants being traditionally black. (racism?) Both municipality
and police were monitoring online media at the local police station. HowAboutYou
assisted the municipality. A short overview of monitoring activities:
• monitoring (3 persons) and webcare (3 persons) from 9:00 a.m. to 3:15 p.m;
• 6.500 messages on online media about the arrival of Sinterklaas in Groningen;
• 600 mentions (including retweets) from the municipal account @sintgroningen;
• three disruptive tweets, transferred to the police, who undertook immediate
action;
• five complaints about noise nuisance, ten comments on the mayor’s presentation.
2.5.2 Webcare combined with monitoring
During the event the municipality not only monitored, but also took part in online
conversations:
• few messages about crowdedness; two complaints about the mobile network;
• disruptive messages on account of the ‘Black Peter’ discussions were not sent
during the event itself;
• there were a few indignant messages on Twitter about distributed bracelets.
Response by the municipality pacified the senders.
2.5.3 Webcare and online media monitoring turn out to be useful tools to feed other
media
Monitoring and partaking in online conversations had positive effects:
• national media used the messages sent by the account @sintgroningen for their
articles, thus enabling the municipality to steer external communication;
• on Twitter visitors and TV viewers were very positive about the atmosphere and
the fact that police were invisible during the event.
2.5.4 Short lines of communication and participating in online conversations have a
positive effect
Evaluation shows the importance of monitoring and webcare during the arrival of
Sinterklaas and events in general:
• risks are visible on Twitter before the event takes place;
• coverage by national media gives an extra dimension to the online conversations:
in this case there were comments on the attitude of the mayor, who did not want
to ‘sing along’;
• active participation in online conversations greatly increases the accessibility of
the account;
• monitoring together was felt as an advantage by both municipality and police;
short lines of communication make quick action possible.
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2.6 Carnival (Den Bosch, 2/3 March 2014, 100,000 visitors)
2.6.1 Usual crowd at the station and in the city centre during carnival
On March 2 and 3 Den Bosch and many other locations in the south celebrated Carnival,
with the traditional Big Parade through the city centre on March 3. This event attracts a
great many visitors, including many children. The municipality was determined to control
things on location as well as on line:
• a safety board was set up consisting of all parties involved: the organisers of the
parades, the departments for public space, the police, municipal healthcare and
fire brigade, with HowAboutYou being responsible for monitoring online media;
• the safety board combined all channels of information for online monitoring;
• dashboards and reports used search terms drawn up on the basis of previously
listed risks;
• 2.500 messages were read, 80 of which tagged;
• beautiful weather led to more visitors than usual;
• monitoring was done by the safety board, webcare by the spokespersons of the
municipality.
2.6.2 Monitoring on public order and organisation
Dashboards and reports for monitoring focused on public order
and organisation of the carnival with special attention for
crowding, safety and complaints. This led to a few tangible
insights:
• reports on pickpockets with detection cues;
• images of a lost girl and online reactions;
• compliments and complaints about cleaning up;
• train delays and crowded station;
• signals about organisation and behaviour of visitors.
2.6.3 Online media confirm familiar signals and sometimes
report them sooner
Online media monitoring can also provide additional information. In the case of the
carnival in Den Bosch:
• Signals about crowding or crime are received sooner than via traditional
communication channels;
• social media provide images and confirm incoming signals;
• some relevant signals come from outside the designated location;
• observations of journalists are particularly useful, as they look at things from a
different perspective.
2.6.4 Setting up a dashboard helps, but not all opportunities are taken up
Social media are extra eyes for safety officials. The safety board concluded in its
evaluation that dashboard and related reports had contributed to a firmer grip on the
events. Future opportunities were formulated as well:
• links in messages should always be followed up for a correct interpretation;
• restricted internet access in the city centre leads to fewer messages of eyewitnesses;
• webcare was not used yet; in future an interactive approach may give an extra
impulse to link the organisation with the partying public;
• communication between safetyboard and spokespersons has to be improved, for
example by involving the department for communication.
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3 An action plan is taking shape
3.1 Online media monitoring as a process
The aim of online media monitoring at events changes depending on the scope. Previous
experiences with monitoring on public order and ‘safety’ have led to the following process
scheme: (for ‘organisation’ and ‘party’ the same basic principles apply)

Detailed information about the event is essential. (programme, number of visitors, type
of location etc.) Potential risks should be analysed. What went wrong last year, are there
indications of additional risks now etc. After extensive research, words are selected which
people will use online when discussing incidents, such as fight, knife, beat up, dealers
etc. There also has to be a list of locations, which may be mentioned online.
Combinations are made to create search terms and filters to monitor the online media.
This is a dynamic process in that there will be new developments during the event itself.
Signal words are linked to an alert and dashboards are being streamlined according to a
logical order of risks, producing a comprehensive view of the event. Messages are being
read and interpreted and conspicuous messages are analysed on sender, type of
conversation and behaviour of sender. These analyses can then be sent to the
appropriate actor either without further comment or with additional information to give a
clear picture of the situation and its possible consequences.
Via short communication lines signals can be directly communicated among the various
parties responsible for safety (organisers of the event, municipality, police). A
combination of online and physical observation increases speed and effectivity.
Depending on the situation the organisation of the event can intervene online via
webcare, event communication or crisis communication. There may also be physical
interventions on crowd control or interventions carried out by the safety chain.
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3.2 A plan of action in five steps
A plan of action for the monitoring of an event consists of five steps. How they will be
implemented depends on the type, size and risks of a particular event.

3.2.1 Step 1. How to organise monitoring
Monitoring is a new phenomenon and the various parties involved have different
interests. In step 1 we try to set up a framework for a specific event. The following
activities are the basis for this framework:
1. determine who is to be the chief commissioner;
2. involve the different actors such as organisers, municipality, police and technical
support;
3. determine the primary objective of online monitoring: ‘safety’ only or also
‘organisation’ and even ’party’;
4. draw up a plan of action, protocol and cost estimate;
5. appoint contact persons from police, Public Prosecution, municipality and
organisation for crowd control and operational steering (create direct lines, also in
the higher regions);
6. set up a project team;
7. organise budgets and contracts;
8. organise logistics such as location, internet and access routes.
3.2.2 Step 2. Risk assessment
Many risks will be similar for the various events, but a tailored risk-assessment and
network analysis remain necessary. It will also create a close information and influencers’
network. This step consists of the following activities:
9. interviews with people who know all about the event, the programme and
the risks;
10. practical fieldwork;
11. organise a network of influencers around event, visitors and risk-groups;
12. organise a network of experts and people present;
13. build up risk libraries (persons, type of incident, specific issues and risks)
and supply geo-maps of locations;
Step 2 is important in case of large-scale events with a strong risk profile. ‘Friendly’
events can be monitored in the usual way (traffic, transport, health, atmosphere, minor
disruptions).
3.2.3 Step 3. Introduction of team and online media monitor
Team and online media monitor are prepared and fine-tuned for the efficient analysis of
big message flows. This step consists of the following activities:
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14.
15.
16.
17.

formulate search terms and filters;
set up alerts and dashboards;
train newcomers (representatives of police, event organisation etc);
make arrangements about the use of communication lines: who gives
signals to whom;
18. fine-tune webcare: what can be said online and what cannot; whose view
is represented; how do we coordinate that and can we reward complaints
and questions?
3.2.4 Step 4. Real time analyses and interventions
In the case of large-scale, high-risk events, monitoring on potential risks should start
weeks before the event. During the event itself the team monitors all the developments
around the event on online media, with special focus on risks. For this step there are the
following activities:
19. real time monitoring of dashboards;
20. read messages;
21. trace sender and context in case of interesting messages;
22. fine-tune signals (messages) with the ‘control-room’ and parties concerned;
23. adjust search instructions;
24. carry out analyses and draw up reports;
25. inform those concerned with tailored reports;
26. respond to messages: webcare.
3.2.5 Step 5. Lessons to be learned from this approach
Online monitoring of risks at events is relatively new, so it is important to learn lessons
from every case. An important question here is: “Does this kind of monitoring have
added value for other information sources and processes?”
For this step there are the following activities:
27. evaluate approach and results;
28. make decisions for potential follow-up;
29. share approach, experiences and lessons learned.
This approach can also be adopted for crowd control and crisis communication, but these
are usually dealt with differently.

3.3 Organisation
A new approach requires embedding in the organisation.
Webcare and publicity are the responsibility of the organisers of the event. They are
organised well in advance and commercial interests usually make them run smoothly.
Online monitoring on ‘organisation’ and ‘safety’ has not been officially laid down yet. At
the events ‘Oosterhout Live and Nederland Muziekland’ for instance the incident room of
the police monitored the event online, but this is done mainly on incidents that require
intervention. A better option is for all interested parties with the same mandate to
monitor together from one location or have one or two persons with full authorization
monitor on all three aspects: ‘party’, ‘organisation’ and ‘safety’.
Good preparation is essential, but the webcare-team also has to be informed of the
signals coming directly from the event. It is desirable for the webcare-team to be located
close to the event, so they can follow developments. A good location would be the
camera-van, with portable two-way radios of the organisation and police within reach.
The person in charge of communication should also be near, as he/she is in continuous
contact with the target group and is aware of the interests of the parties involved in the
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event, such as sponsors and subcontractors. In this way questions, signals and incidents
can be dealt with immediately.

In the case of incidents and logistical problems it is a good idea to have made
arrangements with neighbouring authorities to forward messages that might be
important for them. This would also give an official touch to these messages.
Internet connection is vital. 3G is not an option, since it does not cover large crowds.

3.4 Standard dashboard ‘party’ and ‘safety’
Experience has taught us that online media monitoring requires a standard dashboard as
a basis. This should have:
1. searches on:
a. the event itself (name, hashtag, location, programme, artists);
b. risks such as fights, crowd-problems, pickpockets etc;
c. alerts such as missing or fainting persons or accidents;
d. the organisation (maps/directions, facilities);
e. access and exit routes and possible traffic problems (which might last until
long after the event)
f. visual media such as photos and videos for a real time view of a situation;
g. specific risks such as groups of football supporters or motor clubs
(optional);
h. communication with other organisations (optional).
2. workflows:
a. similar to the searches;
b. the same message can pop up twice in a workflow;
c. the messages in all separate workflows have to be read and dealt with
immediately, as they are the central element in this structure.
3. social media accounts to be connected;
a. those of the organisation itself;
b. specific accounts such as @sintgroningen or citymarketing-accounts;
c. the accounts of cooperating organisations.
4. workflows for listing and approving messages (optional);
5. workflows for dealing with peripheral matters.
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The use of the online media monitor before and during the event is similar to ‘normal
webcare’: read the messages on the various workflows – beginning with the alerts- ;
keep up with the messages and deal with them in such a way that a colleague can easily
take over. Tag messages on relevance, such as question, signal, incident X, complaints
etc.
It is sometimes relevant to respond to and send messages via the accounts of
municipality, police or organisation, for example to give advice, for crowd control or to
regulate traffic.
There should be frequent reporting on development and images:
• real time reporting on number of visitors, conversations, questions, signals and
incidents, especially via tagged messages;
• regular communication about safety, based on images, signals and incidents.
In some cases we have drawn up lists of visitors and their friends/relatives at home.
In this way we were able to monitor conversations on the event without specific
search words and it greatly increased our effectiveness.

3.5 Investment
Expenses for online media monitoring of an event are:
• the online monitor itself (though one of the parties involved may have one!);
• internet connection;
• working hours for setting up this plan of action;
• logistics
It depends on the type and scale of the event how many working hours will be required.
Nederland Muziekland required 4 days: half a day for organising, half a day for setting up
the monitor, two days for monitoring (= one day for 2 persons) and one day for
evaluation and demonstrating results. In the case of a higher-risk event more time will
be needed to draw up a risk analysis. This may take hundreds of hours for important
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events such as a succession to the throne. A large-scale event calls for more manpower
and requires more coordination.
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4 Conclusions
4.1 Monitoring provides an additional and comprehensive picture of
the event, real time.
Messages on online media show visitors’ flow and the activities of the various actors real
time. This means receiving extra information, as reports and opinions are not only in
words, but are illustrated with images and videos, which is quicker than info via
portophone or consultation and complementary to the info from organisers, security and
emergency services, all monitoring from their own perspective.

4.2 Monitoring creates opportunities for the organisers of the event
After two smooth events opportunities for the organisers are clear: Monitoring can
considerably contribute to marketing, ticketing, customer service etc. Artists, sponsors
and subcontractors benefit as well and in the case of incidents visitors and participants
can be contacted faster.

4.3 In case of disruptions monitoring enables the necessary control
from the very beginning.
When everything runs smoothly, the additional value of monitoring is limited, but if there
are incidents or some kind of crisis, online monitoring and communication is vital. We
have to be prepared to implement it now.
Preperation entails the following aspects:
• be familiar with the hashtags and key words to interpret the event;
• be able to search intelligently;
• interactive connection with participants;
• be in constant contact with the organisers and emergency services to receive and
share signals and images;
It is obvious that this requires Twitter- and Facebook accounts, a mandate, monitor,
capacity and internet connection.

4.4 Organise monitoring together with the organisers of the event
and ensure implementation via licensing.
There are four potential parties to organise monitoring: the organisers of the event, the
municipality, the police and the safety region. They each have their own interests and
perspectives. Of these four the organisers have primary responsibility; they have the
biggest interests, they are familiar with key words in online messages, the type of
audience and they have access to information flows and intervention potential.
Consequently they are the party that should take the lead.
In case of incidents or a crisis there is a change in interests. Infra-structure remains
important, but accents shift. Police and municipality have to take their responsibilities
and participate in the monitoring to be able to step in at any moment.
If online media monitoring turns out to be the solution, it is a logical step to ensure its
implementation via licensing.
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4.5 Approach, organisation and dashboard appear to be standard
and reusable.
After 7 events we may conclude that there is a common standard for the approach,
organisation and dashboard (see 3). This helps an organisation to set things up.
Experience is important as well. The second and third time will the easier than the first.
Dashboards and searches can be deployed again and again, both for annually recurring
events and different events in various municipalities.
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