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[bookmark: _Toc153554285]This is a transdisciplinary project, working in partnership with South Yorkshire Fire and Rescue Service (SYFR), to examine how they can use social media to support communities with their resilience. This project used an institutional logics approach to investigate the role of the institution and its impact on their communication on social media. To examine SYFR’s use of social media, data were collected from Twitter and community focus groups, and interviews were conducted. The project conducted two focus groups and 26 interviews which were assessed using thematic analysis. The project made contributions to the literature. Firstly, the research established that SYFR has no definition of resilience, but instead focused on prevention through risk communication Public Information Campaigns (PICs). This suggested an outcome-based view of community resilience. The researcher identified two key societal logics of state and community, and field level logics focused on professional skills. The results indicated that the state logics influenced the content of SYFR’s communication, and the community and field logics influenced the tone and approach, although this was also subject to disaster specific context. The Twitter analysis indicated that SYFR have a global following, which suggested the use of social media metrics may be misleading, however, their interactions suggested an active engagement with local and UK based accounts. The community data highlighted the importance of community composition in building a sense of community and resilience through both physical and social assets. These findings demonstrated the importance of building and developing linking social capital between organisations and communities prior to events that tests local resilience. These findings suggested that organisations such as SYFR are facing several challenges to support the resilience of communities. SYFR do not have the support or resources, highlighting the need for a collaborative approach between all community stakeholders to assess and develop a community’s resilience.


[bookmark: _Toc193367165]Acknowledgements
I would firstly like to thank the White Rose Doctoral Training partnership for the opportunity and the funding to conduct this project.

I would like to thank South Yorkshire Fire and Rescue Service, and specifically the Communications team, for partnering on this project and for being so open, engaging, and supportive throughout the process. The team were so welcoming and always willing to share their experiences and knowledge with me, even while they were managing and experiencing a global pandemic as a front-line service.  

Thank you to the South Yorkshire community members who took part in the focus groups and interviews, sharing their knowledge and experiences.

A huge thanks goes to my supervisors, Dr Martina McGuinness, Dr Paul Reilly, and Professor Don Webber. Dr McGuinness and Dr Reilly helped guide me through the PhD process, through the initial scoping and project meetings with SYFR, to introducing me to new theories and avenues of research. Your advice and support over these 6 and a half years have helped me develop and grow as a researcher, thank you. Professor Webber joined the team in the last 6 months; his guidance, feedback, and support have been invaluable, helping to coach me over the finish line to hand-in, thank you.

Thank you to my friends and family for all their support and words of encouragement. A special thanks goes to my mum, who encouraged me to pursue my next adventure and apply for the PhD.

The biggest thank you goes to my partner, Paddy, who was there from day one of the PhD supporting me with every hand in, and the general ups and downs of the PhD. He was, and has always been, my rock, and without him I simply wouldn’t have got to this point.

This thesis is dedicated to Paddy and to our beautiful twin boys, Rowan and Oscar, who were born during this PhD. 

[bookmark: _Toc153554286][bookmark: _Toc193367166]Chapter 1: Introduction
[bookmark: _Toc153554287][bookmark: _Toc193367167]1.1: Introduction 
This thesis focused on the use of social media for developing community disaster resilience. While there have been numerous recent studies on the development of community disaster resilience (see for example: Sobhaninia et al., 2023; Wang et al., 2023; Carmen et al., 2022; Singh, Tabe, & Martin, 2022; Xie, Pinto, & Zhong, 2022), there is limited understanding on how organisations can support communities to develop resilience prior to disasters. This thesis added to this emergent literature by exploring how South Yorkshire Fire and Rescue Service (SYFR) utilises social media and how that has impacted the development of community disaster resilience.

This chapter provides context to the research project and the project partner, SYFR, and the wider Fire and Rescue sector. It provides an explanation and rationale for the research and the transdisciplinary partnership needed for finding a solution to a societal problem (Klag & Langley, 2023; Cunliffe & Pavlovich, 2022). It briefly explores the increased threat of disasters, and summarises the drive towards developing resilient communities. The chapter then moves on to explore the use of social media by organisations to communicate with their followers. This leads on to an explication of the theoretical underpinning of the research, the aims and research questions, and the methodology. The final section discusses the contributions to knowledge provided in this thesis and signposts the structure of the thesis.

[bookmark: _Toc153554288][bookmark: _Toc193367168]1.2: Collaborative PhD
This thesis is a collaborative PhD , meaning that the project was initially scoped and designed by a supervisory team working in partnership with SYFR, and based on a societal challenge of supporting community disaster resilience. It was the partnership with SYFR that drew me to the project, and particularly the ability to work closely with SYFR to conduct research which had immediate impact and combined academic and practitioner knowledge. Throughout the course of the PhD, I designed and developed the project beyond the initial scoping and funding application, which was done in partnership with SYFR.
[bookmark: _Hlk183614633]Working in collaboration enabled the research to develop various kinds of knowledge, both academic and non-academic, as discussed in the transdisciplinary literatures (Kruijf et al., 2022; Lawrence et al., 2022; Plummer et al., 2022; Sellberg et al., 2021; Rigolot, 2020). Collaborating with a project partner saw a shift away from the traditional research ontology of self-other, to a greater sense of collaboration, embeddedness, and impact (Cunliffe & Pavlovich, 2022; Cunliffe & Scaratti, 2017). While the traditional ontology of research was adapted using a transdisciplinary approach, elements of traditional academic practice were still embedded within the research, such as research integrity (Pohl, 2008). There is no definitive clear guidance on what gives research integrity, it is down to the perception of the researcher (Shaw & Satalkar, 2018). I believe that working in collaboration with SYFR enabled a strong sense of research integrity, not only grounding the project in academic knowledge but also practitioner knowledge. Moving away from a traditional research ontology also enabled the research to work towards large societal issues or grand challenges (Klag & Langley, 2023; Cunliffe & Pavlovich, 2022) and, in the case of this research, the need for communities to develop resilience to disasters. Throughout the PhD, I worked closely with SYFR. This was initially through group meetings with SYFR and the supervisory team to scope and continue to develop the project. These meetings then turned into progress reports; however, they had to be stopped due to the onset of COVID-19. After March 2020, the progress reports turned into smaller scale telephone meetings on an ad-hoc basis between myself and SYFR to discuss the progress of the project, which enabled a close working relationship.  This collaboration resulted in a thesis being structured around a key challenge facing SYFR that they wanted to investigate, namely their use of social media and how it could be developed to support community resilience for the communities in South Yorkshire. 

As a Fire and Rescue Service (FRS), SYFR are statutorily obligated to perform certain duties and activities. This therefore places significance on understanding the wider context that SYFR are operating within as this will influence and affect how they can support community resilience.  

[bookmark: _Toc193367169]1.3: The study context: Fire and Rescue Service
The FRS are a public service and as such are managed by, and sit within, the remit of national government, specifically the Home Office. With all public services, the FRS is therefore subject to changing political structures and ideologies. The shifting politics and ideologies within central government has ramifications on the actions and roles within local agencies, such as SYFR. It is therefore important to discuss and understand the national policies and how they shape the work done at the local level. 

This shifting political ideology was seen with the New Labour Government in 1997. This saw an increased focus on public services providing best value, namely providing a good service while being economically efficient (Wankhade & Murphy, 2023; Glennon et al., 2018; Murphy & Greenhalgh, 2013, 2018; Glennon, 2017; Manzi, 2015; Fitzgerald, 2005). This was part of a wider political shift focusing on New Public Management (NPM) and an increasing geopolitical focus on neoliberal agendas. NPM is discussed in greater detail in section 2.6.2 but essentially describes the shift for public agencies, such as the FRS, to adopt management practices from the private sector, aiming for increased efficiency of process and resources (Wankhade & Murphy, 2023; Svärd, 2019; Bosomworth, 2018; Connell, Fawcett, & Meagher, 2009; Hood, 1995). These political shifts, namely neoliberalism and NPM, influenced how services, such as the FRS, are expected and obligated to operate. This was seen with the changing of statutory duties for the FRS under the Fire and Rescue Services Act (FRSA) (2004), and the Civil Contingencies Act (CCA) (2004). These political shifts and statutory duties are discussed further in the literature review in Chapter 2. 

While the FRS have their duties obligated by national government, their day-to-day actions and how they go about those duties are conducted at the local level. In the case of this research, SYFR.

[bookmark: _Toc153554289][bookmark: _Toc193367170]1.4: The project partner: SYFR
SYFR is one of five metropolitan fire and rescue services in England and is funded by the South Yorkshire Fire and Rescue Authority (SYFRA). The authority is made up of 12 councillors from the four boroughs of South Yorkshire (Sheffield, Barnsley, Doncaster, and Rotherham) (see Figure 1). SYFRA ensure that SYFR adhere to their statutory responsibilities as set out in various government acts, such as the Fire and Rescue Act (2004) and the Civil Contingencies Act (2004) (discussed in chapter 2.6) (South Yorkshire Fire and Rescue, 2023a; South Yorkshire Fire and Rescue Authority, 2023). 
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[bookmark: _Toc193367279][bookmark: _Toc153554383]Figure 1: Map of South Yorkshire (1: Sheffield, 2: Rotherham, 3: Doncaster, 4: Barnsley); Source: Nilfanion (2014)

SYFR’s statutory responsibility covers the whole of South Yorkshire, with an estimated population of 1.4 million people (South Yorkshire Fire and Rescue, 2023b). They operate with the aim to make South Yorkshire safer and stronger (South Yorkshire Fire and Rescue Authority, 2023). 

I conducted research with individuals across the service, however, as the project is examining the use of social media, I worked primarily with the Communications team. From Figure 2 (South Yorkshire Fire and Rescue, 2022), one can see that the Communications team sit strategically within the organisation, with the Communications Manager reporting directly to the Assistant Chief Fire Officer. 
[bookmark: _Toc153554384][bookmark: _Toc193367280][image: ]Figure 2: SYFR organisational structure - focus on communications team; Source: SYFR (2022) Edited by Author
[bookmark: _Toc153554290]
[bookmark: _Toc193367171][bookmark: _Hlk182836147]1.5: Rationale for the research
The rationale for this project stems from the collaboration with SYFR and their drive to examine and work towards a solution for a societal challenge (Klag & Langley, 2023; Cunliffe & Pavlovich, 2022), namely, how they can use social media to support communities to develop their resilience. The rationale for the project was created through an iterative process with SYFR. The project had initially been scoped between my academic supervision team and SYFR to create the PhD studentship. This selected the area of work, namely social media and community disaster resilience. I then developed the project further, having a series of meetings with members of SYFR throughout 2017 and 2018 to discuss the work they were conducting and what they wanted to develop. Through these initial scoping meetings, I was also conducting the literature review, which enabled me to combine the academic and practitioner knowledges. This enabled me to gain a strong understanding of the challenges and ideals for the practitioners, as well as the knowledge gaps within academia.

This section will first introduce the need for developing community resilience, indicating why SYFR wanted to examine this topic. This will then be followed by a discussion on the use of social media and the challenges associated with this approach.

[bookmark: _Hlk134632563][bookmark: _Toc153554291][bookmark: _Toc193367172]1.5.1: The need for developing community resilience.
Research indicated that the future holds an increasing threat of disasters (Goidel et al., 2019; Cutter, 2016; Sanyal & Routray, 2016; Kuhlicke, 2013; Tobin, 1999). This is largely due to climate change and the resulting increased risk of droughts and flooding across Europe (IPCC, 2022). The environmental threat is also compounded by wider population increases, with the UK’s population predicted by the Office of National Statistics (ONS) to increase to 71 million by the middle of 2045 (Robards, 2022). This combination of increased threat and population rise poses an increased risk of disasters. This therefore creates challenges for organisations who work in disaster management, such as the SYFR. 

As a Fire and Rescue Service (FRS), SYFR have various statutory obligations linked to disaster management, which are discussed in detail in chapter 2.6. These obligations put a requirement on FRS to support their citizens throughout a disaster, not only to rescue and recover, but also to communicate the risk. This process of disaster management can be explained using the disaster management cycle (see chapter 2.3). The disaster management cycle shows the different temporal stages of a disaster, from pre-disaster (mitigation and adaptation) to post-disaster (response and recovery) (Coetzee & Van Niekerk, 2012; O’Brien et al., 2010), as shown in Figure 3 (Forino, 2012). Previous research predominantly focuses on organisations who work within the post-disaster phase, such as Hagen’s work focusing on the use of social media for crisis communication surrounding the Zika virus (Hagen et al., 2018). In contrast, less research has been conducted on how organisations can help to support communities in the earlier phases of the Disaster Management Cycle. It is in this phase in which this research sits.
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[bookmark: _Toc22627926][bookmark: _Toc90567299][bookmark: _Toc153554385][bookmark: _Toc193367281]Figure 3: Disaster management cycle; Source: Forino (2017)
In England, FRS’ are regional organisations, which have a statutory obligation to support the citizens within their locale. SYFR has a duty to support the citizens residing in South Yorkshire. Concentrating on the local enables FRS agencies to focus on issues which are pertinent to their area. Not every location within the UK will experience the same disasters, and if they do experience the same disasters then they may not be affected to the same way.. This leads to an increasing focus on building community resilience, placing a responsibility on the communities to become resilient to disasters. This mirrors the growing neoliberal agenda within the UK which aims to reduce central government’s influence and to instead focus on market economies, with citizens operating autonomously based on their own needs (Crosweller & Tschakert, 2021). In practice, this contributes to a shifting of risk responsibility from the central to the local and its concomitant agencies.

This neoliberal shift has reduced state funding through periods of government austerity. The reduction in budgets has created some operational challenges to organisations like SYFR, such as the need to continue providing their statutory obligations with a reducing budget. This places a greater emphasis on local responsibility to combat and diminish risks which is seen with the increasing focus on community resilience. 

There is not one agreed definition of community resilience, with both community and resilience being often used and rarely defined.  The challenge of defining these terms is explored in more detail in section 2.4.2. This project uses the UNHCR’s definition of community: “a group of people that recognizes itself or is recognized by outsiders as sharing common cultural, religious, or other social features, backgrounds and interests, and that forms a collective identity with shared goals. However, what is externally perceived as a community might in fact be an entity with many sub-groups or communities. It might be divided into clans or castes or by social class, language or religion. A community might be inclusive and protective of its members; but it might also be socially controlling, making it difficult for sub-groups, particularly minorities and marginalized groups, to express their opinions and claim their rights”. (UNHCR; p. 14 cited in Titz, Cannon, & Krüger, 2018). 

Using this definition of community, we can examine the range of definitions for community resilience. Some authors view community resilience as a set of adaptive capacities, including economic development, social capital, information and communication, and community competence (Berkes & Ross, 2013; Sherrieb, Norris, & Galea, 2010; Norris et al., 2008). Others view community resilience in terms of capitals: natural; cultural; financial: built: political; and social (Shi et al., 2022; Berkes & Ross, 2013; Magis, 2010). A systematic review examining community resilience literature noted 9 main and 19 sub elements which are linked to a community resilience definition (discussed in greater detail in chapter 2). The definitions of community resilience largely focus on what resources and support are available at the community level. It is therefore important to understand the institutional pressures and drivers influencing the availability of resources at the community level. This places a need to understand how organisations, such as SYFR, work within the communities. Examining what their strategies are, what influences and shapes them, and how they can use their allocated resources to support communities and meet their statutory obligations. These challenges and wider budgetary restrictions often led organisations to search for cheaper and quicker alternatives to community engagement, such as using social media.

[bookmark: _Toc153554292][bookmark: _Toc193367173]1.5.2: The use of social media and focus on metrics.
Social media use within the UK is increasing in popularity and appears to be ubiquitous in society. It was initially created for people to network, however, organisations (both public and private sector organisations) have started to become increasingly present and active on social media sites (Pöyry, Reinikainen, & Luoma-Aho, 2022; Hagen et al., 2018; Ellison, Steinfield, & Lampe, 2007).

There are many reasons why public sector organisations use social media, and one of them is the ability to access large numbers of people. With the increasing threats of disasters (Goidel et al., 2019; Cutter, 2016; Sanyal & Routray, 2016; Kuhlicke, 2013; Tobin, 1999), the ability to reach large numbers of people quickly via social media is therefore of interest to organisations such as SYFR. However, while social media can be used to communicate with large groups of people and communities, communities are not homogeneous, and not everyone is online; this is known as the digital divide. 

The digital divide is discussed in greater detail in chapter 2.5; however, it reflects that not everyone within the UK can access or use social media, or the internet at all. Ofcom data suggests that in 2021, 94% of adults in the UK used the internet (Ofcom, 2022). This shows the potential benefit of using online methods, such as social media, to quickly reach larger numbers of the South Yorkshire community. However, not everyone who is online will be using social media, and if they are, they may not be following SYFR or exposed to their content, as social media requires users to opt-in (Cabinet Office, 2012). While there is a high percentage of the population using the internet, there is still 6% of the UK population who are not online and are potentially being excluded from information, services, networks and more (Ofcom, 2022). The research conducted on the digital divide suggests that it mirrors existing socio-economic divides within society. The increasing focus on organisations using online resources, such as social media, therefore risks further marginalising these groups within society (Choudrie, Ghinea, & Songonuga, 2013; Helbig, Gil-Garica, & Ferro, 2009; Dawes, 2008). Within the context of disaster and risk communication, this is increasingly concerning as socio-economically marginalised people are often those most vulnerable to the effects of disasters (Goidel et al., 2019; Fineman, 2008; Adger, 2006). 
The digital divide highlights that people living close to each other can have differing experiences. This emphasises a challenge when using the term community, namely that there needs to be an understanding that there is not one homogeneous lived experience (Titz, Cannon, & Krüger, 2018). Communities are made up of individuals with a variety of social intersections, such as race, gender, disability, sexuality, and so on (Mason-Bish, 2014; Warner, 2008; Valentine, 2007; Yuval‐Davis, 2007). For this reason, I chose an interpretivist approach for the project (Saunders, Lewis, & Thornhill, 2019; Bryman, 2016; Bechara & Van De Ven, 2007; Creswell, 2003).

This philosophical approach is important to highlight as often, when discussing the use of social media,  a positivist approach is used, specifically focusing on the metrics. The metrics refer to the social media’s algorithms which count the number of accounts which have viewed or engaged with the content. These figures place a quantitative measurement on engagement, which is discussed in greater detail in chapter 6. While these numbers can show the different accounts interacting with SYFR’s social media content, it does not provide the full picture. This thesis is using an interpretivist approach, which focuses on the variation in perception and experiences of people (Saunders, Lewis, & Thornhill, 2019; Moon & Blackman, 2014). Focusing on metrics does not provide the full picture surrounding community engagement, and therefore these terms and algorithms can be misleading (Shi, Poorisat, & Salmon, 2018; Kite et al., 2016). This is discussed in greater detail in chapter 6 (section 6.2). 
While the metrics can be misleading, there are benefits to social media, such as the access to their audience. With legacy media groups (TV, radio, and newspaper), organisations such as SYFR need to create content that will be cleared and published by these media’s internal gatekeepers (editors); this requires the material to fit with the aims, narrative, and institutional logics of the legacy media channel. Social media differs from this, with the account holder being able to communicate with their followers in a largely unfiltered and direct manner. This increased control over their content means their messages are designed and created based not only on an organisation’s aims and objectives but are also imbued with wider institutional drivers (discussed in chapter 2.1). For this reason, I chose to use institutional theory as one of the main theories to examine SYFR’s use of social media. 

[bookmark: _Hlk1346325631][bookmark: _Toc153554293][bookmark: _Toc193367174]1.6: Theoretical framing
This thesis focuses on the societal challenge of building resilience, which highlights the need for an interpretivist approach. This approach was chosen as people and communities are not homogeneous but contain a variety of lived experiences. This means that when examining a phenomenon such as community resilience, there needs to be a theoretical framing which adequately recognises the nuances of different lived experiences. For this reason, I chose to draw upon two theoretical perspectives: institutional; and communication. As this project is examining an organisation (SYFR) and their communication strategy, it is pertinent to examine what leads to that strategy, how it is framed, and why they communicate in that manner; this draws on the institutional logics literature. The institutional logics literature examines how institutions influence an organisation’s practices, assumptions, values, and beliefs (Glaser et al., 2016; Ocasio & Radoynovska, 2016; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997); this is discussed in greater detail in chapter 2.1. 

This thesis presents an analysis of SYFR and why they communicate, but also how they communicate. This required the analytical framing of communication theory, focusing on risk communication. This approach enabled; the exploration of how SYFR communicate with their followers and surrounding population, the role that social media plays in this process, and how the social media platforms structure the communication. 
Using these two theories enabled me to break down this large topic and explore the different elements of SYFR’s communication process, from their communication aims, to their actions, and the resulting impact on the community. This is developed in greater detail in the research aim and questions of the thesis. 

[bookmark: _Toc153554294][bookmark: _Toc193367175]1.7: Research aim and questions 
This research is abductive in its approach, combining elements of both inductive and deductive research. Due to the dynamic nature of the collaboration between myself and SYFR, I was able to explore the topic moving between the literature and the empirical data.

[bookmark: _Hlk182236922][bookmark: _Hlk190621052]Due to the collaborative nature of this PhD project, the aims and research questions were developed and discussed with SYFR throughout the project. It was the collaborative aim to critically evaluate the use of social media and its ability to develop community disaster resilience (CDR). This was divided into three research questions:

1 What is SYFR’s communication strategy for building community disaster resilience?
2 What influences and shapes SYFR’s communication strategy?
3 Who is engaging with SYFR’s content on social media and what implications are there for community resilience?

These questions aim to examine the use of social media by SYFR, to examine what their strategy is, what influences their strategy, how they communicate with their surrounding communities, and whether their communication strategy was appropriate for the development of resilience. To answer these questions, I chose a methodology that was aligned to the theories and philosophical standpoint of the project. 

[bookmark: _Toc153554295][bookmark: _Toc193367176]1.8: Thesis methodology
Working closely with SYFR as a partner enabled me to develop a methodology which embraced engaged scholarship, which describes research that includes a combination of practitioner and academic knowledge (Barge & Shockley-Zalabak, 2008; Van De Ven, 2007a). The research focused on SYFR and initially used institutional ethnography to explore how they develop and design their communication messaging on social media, however, this had to be adapted due to the impact of COVID-19. Institutional ethnography was chosen as it enabled an analysis of whether SYFR are shaped by institutions. If so, it would reveal how these institutions influenced the lived experiences of those working in SYFR, and the resulting impact on how they communicate with the citizens of South Yorkshire. (Doll & Walby, 2019; Kearney et al., 2018; Nichols & Braimoh, 2018; Rankin, 2017; Caspar et al., 2016; Rudrum, 2016; Teghtsoonian, 2016; Lund & Tienari, 2015; Prodinger, Rudman, & Shaw, 2015; Lund, 2012; Campbell L, 1998). The institutional ethnography included conducting 25 interviews with people working for SYFR, observations (using a researcher diary), and the analysis of texts, such as their external communications strategy and the plan and evaluation for their Public Information Campaigns (PIC).

Following on from the institutional ethnography, I wanted to examine SYFR’s media channels. This was predominantly achieved by using RStudio to examine SYFR’s Twitter account. I assessed the accounts that were following SYFR and the characteristics of the account, focusing on their location. To examine the community perspective, I conducted one interview and two community focus groups. These community locations were chosen based on their risk level, as calculated by SYFR’s risk index. 

As with many research projects conducted during the COVID-19 pandemic, the methods of the project and the scope had to be adjusted (discussed in section 3.5.3), however, the core aims of the project remained the same and led to clear contributions to knowledge, as summarised in the next section. 

[bookmark: _Toc153554296][bookmark: _Toc193367177]1.9: Research contributions
This thesis is transdisciplinary, as it bridges both the academic and practitioner discourses, working within and outside of academia in order to co-produce knowledge (Kruijf et al., 2022; Lawrence et al., 2022; Plummer et al., 2022). Academically, it draws on Organisational Studies, Sociology, Media and Communication disciplines. In the practitioner environment, it sits within communication specialists inside a disaster management discourse. This has enabled the thesis to incorporate different cultures of knowledge, which has been argued is required to manage an increasingly complex society (Barry & Born, 2013; Bridle et al., 2013; Broto, Gislason, & Ehlers, 2009). Using a transdisciplinary approach enables impact to be embedded within the design and process of the project, and therefore can make active and practical contributions to policy during and after the project has concluded. 

Within the academic discourse, this thesis made contributions to the theoretical, methodological, and empirical literatures and practice. This research contributed to the theoretical literature through exploring the role of societal and field level institutional logics within SYFR’s communication. It contributed to the developing strand of institutional literature on institutional messaging, pluralism, and complexity. This thesis also built on the communication theory literature, exploring the use of social media in disaster management, specifically whether social media can be a conduit for organisations to support communities with disaster resilience.

This thesis adds to the methodological literature, using institutional ethnography and the analysis of a FRS social media account, which has not been conducted with an FRS before. This thesis further builds on the FRS literature through the examination of social media, with a focus on Public Information Campaigns (PIC). These contributions not only support the development of academic knowledge, but also actively supports SYFR and more wider practitioner knowledge. 

This thesis also contributed to the community resilience literature. Working with two community groups enabled analysis of the differences in community composition, community assets and the role of social capital and their relationships to organisations such as SYFR. This community work also saw contributions to the digital divide literature, examining the different experiences within each community, and the resulting challenge for organisations such as SYFR to engage and support the full community. Collectively, these build on previous work and provide a contribution to the literature and policy, enabling SYFR to further examine their relationships with their communities and how people engage with their content on social media. 

[bookmark: _Toc153554297][bookmark: _Toc193367178]1.10: Thesis structure
The thesis is structured into seven chapters: this initial introduction to the project; a contextual background for the project via a literature review; a discussion of the methods used to collect and analyse the data; three empirical chapters; and a conclusion. 
Chapter 2 starts by examining the theoretical lens for this research, institutional theory. It delves into institutional logics, plurality, and the role of agency within the institution. This provides a grounding to this research, as institutional logics are not only used as a lens but also as a phenomenon. This is followed by a discussion of the second theory used within this research, communication theory. In this section, I provide an overview to communication theory, with a specific focus on exploring risk communication models and public information campaigns. Once the theoretical framework has been explored, the chapter moves into the conceptual elements of this project, disasters, community resilience, social media, and the FRS. In each of these sections, I provide a scaffolding approach to knowledge, exploring the main elements of each of these areas of literature and signposting gaps in the literature. Throughout this chapter, I draw out the key themes which are present across the different academic disciplines, such as: temporality; responsibility; and the growing presence of neoliberalism within different sectors. With this contextualising of the project within the wider bodies of literature completed, I then move onto to discuss how the data were collected.

Chapter 3 provides an explanation and examination of the different research approaches taken in this project. The chapter opens with a discussion of the philosophical grounding of the project, examining the interpretivist approach and the ontological and epistemological assumptions used in this research. This section then explores the research strategy used by the project, with a focus on engaged scholarship and the transdisciplinary approach of the project. Chapter 3 then delves into the data collection process, exploring institutional ethnography, the analysis of SYFR’s social media, and the focus groups and interviews conducted with members of the South Yorkshire community. This chapter then concludes with a discussion of the thematic analysis conducted, as well as the ethical considerations of the project and my reflections and positionality.  This chapter explains how the data were collected and assessed, and the following three chapters focus on the empirical findings, structured around each research question. 

Chapter 4 focuses on research question one: what is SYFR’s communication strategy for building community disaster resilience? Within this chapter, I explore whether SYFR have a working definition of resilience. I also analyse how, as an organisation, they work with communities in South Yorkshire, examining the high-level resilience plans by the Emergency Planning team to the home visits conducted by the Community Safety team. The chapter then moves to focus on the Communications team, exploring their communication strategy and use of PICs focusing on risk communication, with a focus on their use of social media. This chapter provides an explanation of how SYFR communicates risk with the citizens of South Yorkshire and highlights several institutional drivers which impact and affect how they communicate. 

Chapter 5 focuses on research question 2: What influences and shapes SYFR’s communication strategy? This chapter examines the different institutional logics and drivers which I interpreted from the data collected using the institutional ethnography. Chapter 5 is divided into three sections: the first examining the macro societal logics of state and the community; the second examines the field level logics with a focus on the professional logics of the communications profession and journalism; and the final section examines the role of context within these different societal and field logics, using COVID-19 as an example for the changing institutional drivers and their impact on SYFR’s communication. Chapter 4 and 5 focused on SYFR’s communication strategy and why the strategy had been created in this manner. Chapter 6 examines whether the communication was reaching the intended audience and explores some of the South Yorkshire communities’ experiences surrounding resilience, disasters, and the use of social media.

Chapter 6 focuses on research question 3: Who is engaging with SYFR’s content on social media and what implications are there for community resilience?  This chapter is divided into two sections: an examination of SYFR’s online community; and an examination of two community groups in South Yorkshire. The first section examines SYFR’s Twitter account, focusing on their followers and mentions, exploring their active and passive network on Twitter. The second section examines the two community groups, one of which is classed as a high-risk location and the other is classed as a low-risk location. This chapter highlights the challenges that SYFR faces when communicating with groups surrounding risk and building resilience, including the role of social media and the digital divide. 
Finally, Chapter 7 concludes the thesis, providing an overview of the key findings and contributions made throughout. This chapter highlights the challenges faced by SYFR with a growing pressure and institutional logics to develop community resilience, but without the support or resources with which to conduct this work. This chapter suggests implications for policy and potential avenues for policy and future research to further examine and explore this topic.

[bookmark: _Toc153554298][bookmark: _Toc193367179]1.11: Chapter summary
This chapter has introduced the collaborative nature of the project and contains a brief introduction to the context of the research, the Fire and Rescue Service. This then led to an introduction of the project partner, SYFR. This chapter then provided a research rationale, exploring the increased need for community disaster resilience, and the increasing use of social media by organisations. This was followed by a brief theoretical background to the project, introducing the two theories that informed the work: institutional and communication. After this wider context, this chapter introduced the research aim and research questions, followed by the methodology. The final section discussed the contributions that I hope to have made and the structure of the thesis.


[bookmark: _Hlk97715685][bookmark: _Hlk148168031][bookmark: _Toc158823540][bookmark: _Toc153554299][bookmark: _Toc193367180]Chapter 2: Literature Review
This thesis focused on how SYFR used social media for community disaster resilience. The active partnership with SYFR made this a transdisciplinary project, which is a project that incorporates and utilises both academic and practitioner knowledge (Kruijf et al., 2022; Lawrence et al., 2022; Plummer et al., 2022; Sellberg et al., 2021; Rigolot, 2020). A transdisciplinary approach was chosen due to the collaborative nature of the project, as SYFR were a project partner and were therefore actively involved in the design phase. Due to the transdisciplinary nature of the project, I used two different theories, institutional and communication. Combining these two theories enabled me to examine how and why SYFR were communicating with the public. 

To examine an organisation’s use of social media, there needs to be a clear understanding of the external and internal influences on an organisation. This understanding can provide meaningful insights into why organisations act in certain ways. This can therefore help people within those organisations to utilise these influences or drivers to meet their goals, such as supporting community resilience. To enhance understanding of this area this research uses an institutional theory lens.

Secondly, this project focused on whether social media can be an effective tool to create and foster community disaster resilience. For this reason, this project used a second theory: communication theory. This theory was chosen to better understand the communication process between SYFR and its communities, and the role of risk communication and public information campaigns. 

After presenting the theoretical grounding to the project, this chapter examines the contextual framing for the project: disasters. This section provides a definition of disasters and examines the temporality of disasters, focusing on the disaster management cycle. This leads into the conceptual context for this project: community resilience. The community resilience section provides definitions and explores how organisations can be involved in creating and developing resilience, as well as examining the neoliberal agenda’s relationship to community resilience. The next section explores social media, again providing definitions of the key terms, but also examining how social media can be used by individuals and organisations, and some of the challenges of social media, such as the digital divide. This chapter concludes with the empirical focus of this thesis, the FRS, and examines the political context and some of pertinent white papers and parliamentary acts which influence how the FRS operates. 

There are numerous ways to conduct literature reviews, such as systematic, semi-systematic, integrative, and narrative (Snyder, 2019; Tranfield, Denyer, & Smart, 2003; Baumeister & Leary, 1997). For this research, I chose to conduct a traditional narrative literature review. The narrative approach enabled an overview of the main concepts and definitions in each of the topics (Baumeister & Leary, 1997). Due to the interdisciplinary and transdisciplinary nature of this PhD, there are numerous topics to focus on. Therefore, this thesis has adopted a scaffolding approach, providing an overview of each of the disciplines within the research, namely: disasters; community resilience; social media; and the Fire and Rescue Service. As the reader progresses through the literature review the themes from each of the previous sections is continued enabling the research context to be built iteratively. 

Some critics argue that due to the large and undefined literature base, narrative reviews can lack thoroughness which can raise concerns over the quality and trustworthiness of the review (Snyder, 2019; Tranfield, Denyer, & Smart, 2003). Some also argue that literature reviews should be replicable and that a strict method should be used to reduce researcher bias (Snyder, 2019; Tranfield, Denyer, & Smart, 2003). These critiques often compare narrative reviews to the strict parameters within a systematic literature review. However, this research is based on a topic which is rooted in social construction, and is therefore using an interpretivist approach which holds the belief that multiple realities exist (Saunders, Lewis, & Thornhill, 2019; Bryman, 2016; Moon & Blackman, 2014; Bechara & Van De Ven, 2007). Using an interpretivist approach acknowledges that every individual, due to their past lived experiences, will interpret information in different ways. Therefore, the contents of the literature review will inherently be my interpretation of the work conducted before this research. 
This approach is also supported by the use of an abductive approach to the research (Thompson, 2022; Saunders, Lewis, & Thornhill, 2019) as I moved iteratively between the data and literature. This approach enabled the inclusion of new ideas throughout the research, which was conducted over numerous years. This enabled the research to stay up-to-date with new findings within the discipline and to embody the abductive approach (Thompson, 2022; Hurley, Dietrich, & Rundle-Thiele, 2021; Saunders, Lewis, & Thornhill, 2019). 

This chapter provides the theoretical and conceptual grounding to the research and directly influenced how the data were collected. Due to the themes of social construction, a qualitative data collection process was used and analysed using a thematic analysis. This will be discussed in more detail in Chapter 3.

[bookmark: _Hlk94529649][bookmark: _Toc98148283][bookmark: _Toc153554300][bookmark: _Toc93410783][bookmark: _Toc138687409][bookmark: _Toc67579722][bookmark: _Toc139645558][bookmark: _Toc62815571][bookmark: _Toc93335975][bookmark: _Toc158823541][bookmark: _Toc139636603][bookmark: _Toc193367181]2.1: Institutional Theory
[bookmark: _Toc138687411][bookmark: _Toc67579724][bookmark: _Hlk138861474][bookmark: _Toc34408567][bookmark: _Toc98148285][bookmark: _Toc22633710][bookmark: _Toc158823542][bookmark: _Toc93335977][bookmark: _Toc153554301][bookmark: _Toc93410785][bookmark: _Toc139645560][bookmark: _Toc139636605][bookmark: _Toc62815573][bookmark: _Toc193367182]2.1.2: What are Institutions?
Institutions are defined as social structures that create social order through the establishment of rules, norms, and schema, which in turn influence behaviours, thoughts, and intentions of actors within the institution (Cardinale, 2018; Cornelissen et al., 2015; Greenwood et al., 2008; Scott, 2005). These social behaviours appear at various levels within society, including seven macro societal institutions, such as the market, family, corporation, religion, professions, community, and state; to smaller meso and field level institutions, such as the FRS (Ocasio & Radoynovska, 2016; Reay & Jones, 2016; Greenwood, Hinings, & Whetten, 2014; Thornton, Ocasio, & Lounsbury, 2012; Scott, 2008a). Macro institutions, such as the state, are dependent on local context; for instance, the state institution within a communist political context, such as China, will be different to a democratic political context, such as the UK (Jamali et al., 2017). This places significance on understanding the context of the institution(s) being examined, which will be discussed in this chapter.

Like many theories, institutional theory has developed and changed over time; this led to the evolution of new institutionalism in the 1970s by John Meyer, and Brian Rowan (Lounsbury et al., 2021; Yu, 2015; Greenwood, Hinings, & Whetten, 2014; Scott, 2008b; Thornton & Ocasio, 2008; Meyer & Rowan, 1977), which this thesis uses as its analytical lens. New institutionalism was seen as an answer to the critiques of institutional theory, such as its focus on stability, the challenges of measurement, limited understanding of individual agency, challenges of endogeneity, and neglect of micro-level processes (Powell & Colyvas, 2012; Peters, 2000; Scott, 1987). This led to a greater conceptualisation of institutions, including the three pillars. Scott suggested that within institutions there are three main conceptual elements or pillars: these are regulative, with the focus on rules and policies within the institution; normative, suggesting the obligation and prescriptive behaviour that is expected within the institution; and cultural cognitive, highlighting that the shared behaviour is part of constructing a social reality within the institution (Greenwood, Hinings, & Whetten, 2014; Bruton, Ahlstrom, & Li, 2010; Scott, 2005, 2008b, 2010a). These three pillars provide a conceptual framing of the institution, enabling a better understanding of how institutions are created and maintained. 

These developments moved institutional theory from a focus on strategic actors to a greater understanding of how organisations are situated within a wider institutional context. This shift revealed how this influences actions and decisions (Cardinale, 2018; Greenwood, Hinings, & Whetten, 2014), as well as the capacity of organisations and individuals to reflect on their institutional environment (Yu, 2015). This enabled institutional theory to examine the lived experiences within the institutions (Zilber, 2016). 

While new institutionalism aimed to solve some of the challenges of institutional theory, others critiqued new institutionalism, suggesting there is a loose theoretical framework, ideological weaknesses, a blending of the pillars, and that it does not provide a focus on the individuals within the institution, or enable a critique of the power relations within the institution (Munir, 2019; Zilber, 2016; Thornton & Ocasio, 2008; Hira & Hira, 2000; Gunnarsson, 1991). New institutionalism does not fully incorporate an emancipatory agenda, namely acknowledging and examining larger structures which may negatively influence the people working and living within them (Munir, 2019). However, due to the engaged scholarship approach of this project, this project does acknowledge and examine some of the larger structures, such as a growing neoliberal agenda.

This shift to new institutionalism placed a greater focus on legitimacy within the institution, the concept of institutional fields, individual and group agency within institutions, institutional work, and institutional logics (Greenwood, Hinings, & Whetten, 2014; Scott, 2005; Dacin, Goodstein, & Scott, 2002). 

This project used a new institutional theory approach due to its focus on the role of the individual; it provides a greater nuance of analysis when examining communities and the different experiences within a community. New institutionalism has continually been developed since Meyer and Rowan’s paper in 1977 which focused on isomorphism, to now include additional concepts and lenses with which to view and analyse institutions, such as the institutional logics perspective (Yu, 2015). This thesis focused on the institutional logics approach, which is used to examine how institutions are communicated and maintained, and how they influence organisations, such as SYFR.

[bookmark: _Toc158823543][bookmark: _Toc98148287][bookmark: _Toc523750419][bookmark: _Toc67579726][bookmark: _Toc139636606][bookmark: _Toc153554302][bookmark: _Toc93410787][bookmark: _Toc62815575][bookmark: _Toc10621101][bookmark: _Toc22633712][bookmark: _Toc523850280][bookmark: _Toc138687413][bookmark: _Toc139645561][bookmark: _Toc34408569][bookmark: _Toc93335979][bookmark: _Toc193367183]2.1.3: Institutional logics perspective
[bookmark: _Toc67579727][bookmark: _Toc139636607][bookmark: _Toc98148288][bookmark: _Toc139645562][bookmark: _Toc93410788]What are logics?
The institutional logics perspective is used to understand the interrelations of individuals, organisations and institutions within a wider cultural and social system (Ocasio, Loewenstein, & Nigam, 2015; Greenwood, Hinings, & Whetten, 2014; Thornton, Ocasio, & Lounsbury, 2012; Scott, 2008b; Friedland & Alford, 1991), and more widely it provides a meta-analysis of why organisations and institutions are the way they are (Stewart & Connolly, 2022). Using institutional logics enables one to view the influence of the institution on a series of practices, assumptions, values and beliefs which individuals and organisations use in their daily lives, activities and strategic choices (Glaser et al., 2016; Ocasio & Radoynovska, 2016; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997). Simply, institutional logics enables one to examine the impacts of an institution on an organisation. Within this research, the institutional logics lens was used to examine how SYFR are influenced by different institutions which is the focus of research question two: what influences and shapes SYFR’s communication strategy?

Institutional logics enable researchers to examine the impact of societal and field level institutions on the lived experiences of people working within organisations. The institutional logics literature has examined a variety of organisations, such as health care organisations (Kelly, O’Donohoe, & Doyle, 2023; Koch et al., 2023; Currie & Spyridonidis, 2016), governmental and public sector organisations (Stewart & Connolly, 2022; Skrimizea et al., 2021; Xu & Taghizadeh Larsson, 2021; Rana & Hoque, 2020; Ripoll & Ballart, 2020), higher education organisations (Cai & Mountford, 2022), businesses, social enterprises, and private organisations (Anderson-Gough et al., 2022; Lowrey, 2017; Crawford & Branch, 2015; Pache & Santos, 2013), to more community based foci such as community logics during toxic waste outputs (Lee & Lounsbury, 2015). Thus far, the literature has not examined the role of institutions on the communication of FRSs in the UK, which is a gap in the literature, and therefore a contribution that this thesis has made to the institutional theory literature and is the focus of research question two. 

While institutional logics do enable a greater sense of the individuals experience within the institution, there are critiques of this approach. Using logics places the focus on the individual experience and their role within the institution, which analyses agentic power rather than focusing on wider hegemonic powers. This critique is closely linked to the growing body of literature on decolonial theories and the importance of understanding historic and systemic power structures, namely that individual are often constrained by the historical hegemonic powers (Munir, 2019; Ninomiya, Hurley, & Penashue, 2018; Prior, 2007). This places a need on researchers to not only focus on the individual’s actions and experiences within the institution, but also to be mindful of the wider socio-political landscape that the institution is set within (Gümüsay, Claus, & Amis, 2020; Munir, 2019; Alvesson & Spicer, 2018). 

[bookmark: _Hlk187419419]This approach is important when using institutional logics to examine grand challenges, as discussed in Chapter 1. Grand challenges are large complex topics which include a range of transdisciplinary literatures and a range of institutions (Klag & Langley, 2023; Cunliffe & Pavlovich, 2022). This creates a challenge for examining logics from a range of institutions, which can be done through an assessment of the macro-level positions, such as the hegemonic powers (Gümüsay, Claus, & Amis, 2020; Munir, 2019; Alvesson & Spicer, 2018), but also by focusing on contextuality, temporality and value plurality (Gümüsay, Claus, & Amis, 2020). This highlights another critique of institutional logics, namely the challenge of temporality. Some institutional logics literature does not include an acknowledgment of temporality, as it simply captures a static moment in time and therefore suggesting stability and persistence of a logic. However, due to the social nature of logics they are constantly evolving (Zilber, 2016; Besharov & Smith, 2014). This is discussed in greater detail in the following section on institutional pluralism. This thesis has incorporated these elements in the research, focusing on macro-levels such as discussions of neoliberal political agendas, and discussing the context and temporality of the logics (in chapter 4-6). There has been recent criticism of the logics perspective, with some noting that logics are often only viewed as a tool, but need to be examined as a phenomenon in their own right, aiming to increase the analytical focus when researching logics (Lounsbury et al., 2021; Alvesson & Spicer, 2018). This places significance on understanding the practice of logics (Lounsbury et al., 2021) and how they are actively implemented and maintained, and the need for them to be closely linked to societal concerns in order that they stay relevant as a theory (Gümüsay, Claus, & Amis, 2020). This research examined the logics that influence SYFR and how they design and create social media content implementing and maintaining those logics; it also examined logics with foci on both the context and the phenomena using an institutional ethnography (discussed in Chapter 3). 

While there are critiques of the institutional logics approach, this research strongly believed that it provided the level of analysis required for examining the grand challenge of understanding and developing approaches for community disaster resilience. Using an institutional logics approach enables the researcher to understand how and why individuals and organisations act. Institutional logics can capture and examine socially constructed systems and structures (Anderson-Gough et al., 2022; van Wijk et al., 2019; Ocasio & Radoynovska, 2016; Zilber, 2016; Thornton, Ocasio, & Lounsbury, 2012; Bruton, Ahlstrom, & Li, 2010). This is crucial for this research due to the range of socially constructed topics that this thesis includes, such as disasters, community and resilience. Institutional theory enables a greater focus on the scale of influence, providing a researcher with a range of scales with which to examine the choices that individuals make (van Wijk et al., 2019; Zilber, 2016; Dacin, Goodstein, & Scott, 2002). This can be seen in the context of this research, with a focus on the work of the SYFR Communications team and realising that their choices and decisions are influenced and shaped by larger social constructions, such as National Government, and the Communications sector (as discussed in chapter 5). Examining these institutions and their influence on people working within SYFR can provide understanding as to what had led to those choices, and in turn, how those institutions can be shaped and developed by the people working and living within them. 

This research used logics to examine whether institutions influenced how SYFR shape and promote certain messages on social media. Crucially, however, organisations are usually subject to a variety of different societal and field level institutions that add complexity requiring a lens known as institutional pluralism. 

[bookmark: _Toc67579728][bookmark: _Toc139645563][bookmark: _Toc98148289][bookmark: _Toc139636608][bookmark: _Toc93410789][bookmark: _Hlk138867121]Institutional Pluralism
Institutional pluralism explores the presence of logics from multiple institutions (Ocasio & Radoynovska, 2016; Besharov & Smith, 2014). These can be societal logics within fields (state logics within the emergency services field), or societal and field logics within organisations (state logics or emergency services logics, such as within SYFR) (Mountford & Cai, 2023). Examining organisations within an institutionally pluralistic environment creates the possibility of competing, contradictory, and/or co-existing logics, thereby creating institutional complexity (van Wijk et al., 2019; Glaser et al., 2016; Ocasio & Radoynovska, 2016; Zilber, 2016; Yu, 2015; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997). There is a wealth of literature examining organisations within pluralistic environments including community based financial organisations. For instance, chambers of commerce and cooperative banks, which have both community and market logics (Ghio & Verona, 2022; Crawford & Branch, 2015), or international organisations which manage differing cultural logics in different countries (George & Schillebeeckx, 2022). There has been research examining the role of multiple institutional drivers in public sector organisations. This includes: health care organisations, which balance professional logics with managerial and market logics due to new public management (discussed in section 2.6.2) (Kelly, O’Donohoe, & Doyle, 2023; Koch et al., 2023; Ripoll & Ballart, 2020; Currie & Spyridonidis, 2016); e-participation in local government in Germany (Steinbach & Süß, 2018); Street Level Bureaucrats (SLB) (teachers, judges and other people facing public sector roles) in Norway (Busch, Henriksen, & Sæbø, 2018); and public sector finance (Stewart & Connolly, 2022; Rana & Hoque, 2020).

Within the institutional theory literature, there has been one study on a FRS organisation, which examined the role of transformational governance within the Fire management sector in Victoria, Australia. It reported that the multiple institutional logics were constraining the potential for transformative governance (Bosomworth, 2018). This suggested a gap in the literature for a project to examine the role of institutional logics within a FRS. This project examined the role of institutions, and their specific institutional logics on social media communication (see chapter 5). It therefore is a contribution to the empirical research on institutional plurality with the FRS sector, not only within the UK but also internationally.

This project used an abductive approach moving between theory and data (discussed further in section 3.2.1).This meantthere were some institutional drivers and logics I expected to see within the data due to conducting a literature review prior to fieldwork. For this reason, I was aware that state logics would influence SYFR, as discussed in detail in section 2.6.2 which explores the political context of the FRS. However, other institutions were examined inductively using an institutional ethnographic approach (discussed in section 3.3.2).

Within institutionally complex organisations there are two elements to consider: the compatibility and the centrality of the logics. Compatibility assesses whether the logics have similar elements or whether they are in direct conflict, and centrality focuses on how crucial that logic is to the functioning of the organisations (Besharov & Smith, 2014). Mixing of logics can be both beneficial and challenging to an organisation (Lounsbury et al., 2021; Jarzabkowski et al., 2013; Scott, 2010b). The presence of institutional complexity can create contradictions and tension within organisations, with individuals needing to compartmentalise activities for different institutions, and balancing institutional legitimacy (Lounsbury et al., 2021; Jarzabkowski et al., 2013). For example, research examining SLBs (Street Level Bureaucrats) in Norway and the increased call for digitisation in decision making placed challenges on workers who had professional logics to support their clients without thought for financial gain. This issue, combined with the managerial logic of increasing efficiency and reducing costs, made it challenging for the SLB to conduct historical discretionary practices that they had previously been able to do (Busch, Henriksen, & Sæbø, 2018). This highlighted the need to examine how organisations manage and operate with multiple logics. Institutional pluralism is of relevance to SYFR due to their work within emergency and disaster management; this is comprised of a variety of agencies, regulations, and wider institutional drivers. The logics which specifically influence the FRS and SYFR are discussed in chapter 5. 
[bookmark: _Toc139645564][bookmark: _Toc139636609]
How institutional pluralism is managed in an organisation.
Literature examining institutional pluralism and its impact on organisations suggests that the influence of an institution on an organisation is due to the structure of the wider field, and filters within the organisation itself. The field that the organisation is situated within can influence an organisation through its: fragmentation, the ability for member organisations to coordinate; and formal structuring and centralisation, describing any hierarchical structures in place (Yu, 2015; Greenwood et al., 2011). Within the specific organisation there are a series of filters which can influence how the organisation is influenced by the institutional logics. These include: field position, whether they are more central to the field and therefore under closer scrutiny for institutional expectation; structure, explaining members of the organisation and their relationship to field level referent audiences; ownership, namely whether the organisation is public or private and the power of organisation members to influence the organisation; and finally, identity, explaining the institutionally prescribed identity of the organisation, such as ‘a bank’ or in this research, a FRS (Yu, 2015; Greenwood et al., 2011). This implies that if an organisation is set within an institutionally pluralistic environment, they may experience higher rates of reflexivity as the organisation has to manage different institutional logics, and this can influence its strategic choices (van Wijk et al., 2019; Ocasio & Radoynovska, 2016). This management of institutional complexity can be done through blending, compartmentalising, balancing, decoupling, redirecting, reinforcing, and reassuring logics (Anderson-Gough et al., 2022; Lounsbury et al., 2021; Lowrey, 2017; Yu, 2015; Greenwood et al., 2011).

Within institutional pluralistic organisations, it may be possible that each logic has different parameters, including different temporalities (Hesse, Kreutzer, & Diehl, 2019; Currie & Spyridonidis, 2016). The literature notes that logics are socially constructed and therefore are subject to change (Gümüsay, Claus, & Amis, 2020; Marano & Kostova, 2016; Besharov & Smith, 2014; Thornton, Ocasio, & Lounsbury, 2012; Jensen, Kjærgaard, & Svejvig, 2009; Dacin, Goodstein, & Scott, 2002). Hesse et al. (2019) explored this temporality within cross sector partnerships and refugee integration in Germany and examined how the societal logics of state, community and the market adapted and conflicted at different moments in time. They noted that the initial introduction of the refugee population linked to community logics but as time went on there was greater focus on market logic with increasing expectations that the refugee population would contribute economically to society. Those findings suggests that logics are not temporally static as they change and develop over time. This temporality of logics is important for organisations such as SYFR which work within time critical environments, responding to emergencies, and as such may have to implement different logics at different times, as examined in chapter 5.

Within pluralistic organisations, individuals can have a sense of agency in how they interpret and implement different logics (Ocasio & Radoynovska, 2016; Jarzabkowski et al., 2013). Exploring agency within institutional pluralism has been examined within the healthcare sector (Currie & Spyridonidis, 2016) and within cross sector partnerships (Hesse, Kreutzer, & Diehl, 2019); however, there is a gap in the literature surrounding the lived experiences of individuals working within a pluralistic environment based within blue-light organisations, such as SYFR. This was supported by the choice to conduct an institutional ethnography (see section 3.3.2) to examine the role of SYFR’s Communications team’s agency within pluralistic environments. This is analysed in both RQ1 and RQ2, with RQ1 examining how SYFR create their communication strategy within a pluralistic environment (discussed in chapter 4), and RQ2 delving further into the institutions that have influenced these choices and how they intersect and interact with each other at different times (discussed in chapter 5). Analysing the management of different logics suggests that organisations and the people working within them have agency in maintaining and shaping the institution.

[bookmark: _Toc67579731][bookmark: _Toc98148292][bookmark: _Toc93410792][bookmark: _Toc139645565][bookmark: _Toc139636610]The role of Individual agency in institutions
Institutional theory literature has historically discussed how institutions impact the structure and culture within an organisation (Friedland, 2012; Thornton, Ocasio, & Lounsbury, 2012); however, this overlooks the role of the individual in working within and shaping the institution. There is now a growing body of literature on institutional entrepreneurs and how individuals use agency to create, maintain and disrupt the logics of the institution (Cardinale, 2018; Bruton, Ahlstrom, & Li, 2010; Suddaby, 2010; Greenwood et al., 2008; Dacin, Goodstein, & Scott, 2002). Exploring agency more widely within the institutional literature suggests that the institution is socially constructed, insofar as there is the potential for individuals to shape the institution (Marano & Kostova, 2016; Besharov & Smith, 2014; Friedland, 2012; Jensen, Kjærgaard, & Svejvig, 2009; Dacin, Goodstein, & Scott, 2002). 

It is also important to understand the relationship between individuals and the institutions in terms of how the individuals use those logics. The literature states that institutions can constrain and enable individuals, but also notes that they can interpret and use the logics in different ways (Crawford & Branch, 2015; Bruton, Ahlstrom, & Li, 2010). For instance, in the case of the SLB in Norway, the increasing managerial logic of digitisation constricted their ability to operate discretion in decision making (Busch, Henriksen, & Sæbø, 2018). Whereas in Coule & Patmore’s (2013) study of not-for-profit organisations focusing on social welfare, they found that workers used the conflicting logics to frame and then pursue their own interests, using historical logics from when they were established in the early 1900s. This highlighted the need for this research to use  an interpretivist philosophical approach, using qualitative research methods to focus on the lived experiences of people within SYFR (Jarzabkowski et al., 2013), and is discussed in Chapter 3.

The role of the individual in the implementation and maintenance of logics therefore needs to include a discussion of power. For instance, within an organisation there are often hierarchical structures of power, which will influence the individual’s agency for change as they may or may not have the ability to make decisions at an organisational level (van Wijk et al., 2019; Suddaby, 2010). Within the case of SYFR, this may be influenced by the positioning of the Communications department within the wider organisation, which was briefly discussed in section 1.3.

[bookmark: _Toc153554303][bookmark: _Toc158823544][bookmark: _Toc193367184]2.1.4: Conclusion
This section has explored the main theoretical lens of this project: institutional theory. It provided a description of societal and field level institutions, their impact on organisations and individuals via the institutional logics’ perspective, and the role of agency within the creation and maintenance of logics.  This section has signposted to the research questions, with a focus on RQ2 which expressly examines the role of institutions on SYFR’s communication strategy, and has indicated some of the contributions it makes to the literature, such as the examination of the role of institutions within a FRS. 

Institutional theory provided this project with the theoretical lens with which to view the context and data within the research. It provided the tools to explore the role(s) of different institutions and how this impacted the daily experiences of those working within the Communications team in SYFR. While institutional theory can provide the analytical understanding of why SYFR communicate in the way they do, there needs to be an additional lens with which to explore how SYFR communicate in that manner. Combining institutional theory with other theories can provide additional insight into phenomena (Cai & Mountford, 2022), such as with our focus on social media communication; this area of interest can also be explored using communication theory. 

[bookmark: _Hlk945296491][bookmark: _Hlk94802937][bookmark: _Toc62815579][bookmark: _Toc153554304][bookmark: _Toc158823545][bookmark: _Toc138687415][bookmark: _Toc139645567][bookmark: _Toc139636612][bookmark: _Toc98148296][bookmark: _Toc67579735][bookmark: _Toc93410796][bookmark: _Toc93335981][bookmark: _Toc193367185]2.2: Communication theory
[bookmark: _Toc139645568][bookmark: _Toc93410797][bookmark: _Toc153554305][bookmark: _Toc62660733][bookmark: _Toc67579736][bookmark: _Toc98148297][bookmark: _Toc138687416][bookmark: _Toc158823546][bookmark: _Toc62815580][bookmark: _Toc93335982][bookmark: _Toc139636613][bookmark: _Toc193367186]2.2.1: Introduction
This project used communication theory to develop the understanding of how SYFR use social media for community disaster resilience. As with institutional theory, communication theory contains a variety of different sub-theories. This section provides an overview of communication, which supports the understanding and analysis of how SYFR communicate with the citizens in South Yorkshire about community disaster resilience. Communication theory was combined with institutional theory to focus on the ways that different institutions are communicated to SYFR. This will also support an analysis of the impact on their communication strategy and the resulting consequences for those receiving SYFR’s communication; this aims to be a contribution to the wider theory literature. This thesis largely focused on risk communication and public information campaigns (PIC), but before exploring these topics this chapter gives a brief definition of communication. 

[bookmark: _Toc62815581][bookmark: _Toc139645569][bookmark: _Toc138687417][bookmark: _Toc93335983][bookmark: _Toc67579737][bookmark: _Toc93410798][bookmark: _Toc139636614][bookmark: _Toc62660734][bookmark: _Toc98148298]Defining communication
Communication is one of the fundamental activities of life, and is not just something we do, but something that we embody (van Ruler, 2018; Ruben & Gigliotti, 2016). The word communication has Latin roots which translates as “to share with” or “discuss together” (van Ruler, 2018); this reveals the importance of understanding the role of communication and the different actors involved. Communication can be viewed as a process through which relationships, groups and societies are created and maintained (Ruben & Gigliotti, 2016; Best, Manktelow, & Taylor, 2014). This indicates a theoretical bridge between institutional and communication theory, specifically the communication of logics and the creation and maintenance of an institution; this is explored within the institutional messaging literature (Lammers, 2011; Suddaby, 2011).

Understanding how communication works between organisations and people is key to this thesis. As a blue-light service, SYFR communicates with their local population on various topics, including updates about the service, information about current disasters, but also communicating prior to disasters; this is known as risk communication (Abunyewah et al., 2018; Liu et al., 2019; Murakami & Tsubokura, 2017).  
[bookmark: _Hlk67041741][bookmark: _Toc93335985][bookmark: _Toc67579741][bookmark: _Toc98148302][bookmark: _Toc62660736][bookmark: _Toc139636615][bookmark: _Toc62815583][bookmark: _Toc139645570][bookmark: _Toc153554306][bookmark: _Toc158823547][bookmark: _Toc93410802][bookmark: _Toc138687420][bookmark: _Toc193367187]2.2.2: Risk communication
[bookmark: _Hlk670417411][bookmark: _Toc93410803][bookmark: _Toc139645571][bookmark: _Toc139636616][bookmark: _Toc67579742][bookmark: _Toc98148303][bookmark: _Toc62660737]What is risk? 
Risk can be viewed in various ways: as “an inevitable part of life” (Sellnow & Sellnow, 2010, p. 113) or the product of hazard and vulnerability (Salman & Li, 2018). Risk can also be described as a social construct affected and impacted by the cultural and social influences within the community or society (Cornia, Dressel, & Pfeil, 2016).It therefore could influence how institutional actors create and maintain different institutional logics. This places an importance on understanding risk, especially for agencies who work within emergency services, such as SYFR and the wider FRS. 

Within the UK disaster and risk management sector, risk is explained and detailed within the National Risk Register (Cabinet Office, 2020, 2023).  The National Risk Register is a document which explores the perceived risks to the UK, including environmental, social, and economic. It is produced under the Civil Contingencies Act (2004) and assesses the likelihood and potential damage of each risk and provides an explanation of the mitigation efforts in place. Within the Risk Register there is a section which describes preparedness advice for the public. This highlights the different roles of individuals and organisations within risk reduction, and perhaps the different institutional logics within risk management. This register is used by organisations and authorities, such as SYFR, to better understand the risks to the public within their geographical area. SYFR has a statutory obligation to work with agencies (under the Civil Contingencies Act (2004)) to mitigate those risks, this requires communication between the agencies and the communities at risk, known as risk communication.  

What is risk communication?
Risk communication is defined as “the real-time exchange of information, advice and opinions between experts, community leaders or officials and the people who are at risk, which is an integral part of any emergency response” (World Health Organisation, 2017, p. vii). This therefore falls within the conceptual field of disaster risk reduction (DRR), which is defined by the United National Office for Disaster Risk Reduction (UNDRR) as “preventing new and reducing existing disaster risk and managing residual risk” (UNDRR, n.d). DRR focuses on taking action prior to a disaster, helping to prepare individuals to respond to risk effectively (Anson et al., 2017), which could be viewed as an institutional logic which will influence emergency services, such as SYFR.

Communicating risk can be done in many ways, but there is a consensus among researchers that risk communication is about: creating awareness; alerting the communities to risk; exchanging information and opinions; contains actionable information; and is timely  (Dao & Lim, 2022; Khan et al., 2022; Pascual-Ferrá, Alperstein, & Barnett, 2022; Thomas et al., 2022; Zhu et al., 2022; Bodoque et al., 2019; Abunyewah, Gajendran, & Maund, 2018; Hicks et al., 2017). This adds a temporal element to risk communication, namely communicating the risk prior to the impact of said risk. This links to the theme of temporality from the institutional theory section, namely how logics are not static over time. This temporality of communication can be explored with the difference between risk and crisis communication. 

[bookmark: _Toc98148304][bookmark: _Toc67579743][bookmark: _Toc93410804][bookmark: _Toc139645572][bookmark: _Toc139636617]The temporality of risk and crisis communication
Risk and crisis communication each take place at different times within the disaster management cycle. Risk communication focuses on what might happen, acknowledging potential hazards (pre disaster), and crisis communication focuses on what is happening or has happened (during or post disaster) (Macdonagh et al., 2016; Houston et al., 2014; Sellnow & Sellnow, 2010). Essentially, crisis communications are what happens when the risk has not been effectively mitigated or prevented. This can be shown in Figure 4, which maps the different communication types to the disaster management cycle.
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[bookmark: _Toc90567297][bookmark: _Toc153554386][bookmark: _Toc193367282]Figure 4: Different types of communication in the disaster management cycle. Image created by the author.
[bookmark: _Toc62815582][bookmark: _Toc138687419][bookmark: _Toc93410799][bookmark: _Toc93335984][bookmark: _Toc62660735][bookmark: _Toc67579738][bookmark: _Toc98148299]There is a large body of literature on crisis communication. This includes situational crisis communication theory, which focuses on how organisations handle crisis during the crisis (Ham & Kim, 2019; Lauran, Kunneman, & Van de Wijngaert, 2019; Claeys & Opgenhaffen, 2016; Roshan, Warren, & Carr, 2016). There is a substantial body of research in risk communication (Covello, von Winterfeldt, & Slovic, 1986), including research focusing on the role of risk perception (Lyamzina & Slovic, 2019; Burns, Peters, & Slovic, 2012; Sjöberg, 1998, 2000), or more specifically looking at risk communication focusing on disaster preparedness (Doyle et al., 2022; Abunyewah, Gajendran, & Maund, 2018; Hicks et al., 2017), flood communication (Bodoque et al., 2019; Rollason et al., 2018; Salman & Li, 2018), and more recently risk communication surrounding COVID-19 (Dao & Lim, 2022; Khan et al., 2022; Pascual-Ferrá, Alperstein, & Barnett, 2022). However, a large proportion of the literature discussing the use of social media and disasters often focuses on the response and recovery phases of the disaster management cycle with a focus on crisis communications (Lauran, Kunneman, & Van de Wijngaert, 2019; Roshan, Warren, & Carr, 2016; Liu & Fraustino, 2014),  which highlights a gap within the literature for a project focusing on the use of social media for community disaster resilience (especially pre disaster). This thesis aimed to address this gap in the literature by combining risk communication with institutional theory to specifically address how and why risk communication is used by organisations such as SYFR (see chapter 4). The different types of communication show the need to explore how communication happens as a process. This has been conceptualised into various models, which are explored in the following section. 

[bookmark: _Hlk146206277][bookmark: _Toc139645573][bookmark: _Toc139636618]Communication models
[bookmark: _Hlk139463803]This section provides two communication models that explore how information flows between different actors: two-step; and curated flows. It then outlines a risk communication model: the Deficit Model. This section concludes with a discussion of Protection Motivation Theory.

Communication models are all grounded in assumptions of social structures (Bennett & Manheim, 2006) and as such communication can be viewed as socially constructed. They are therefore subject to change, becoming relevant and also irrelevant overtime, such as the widely debunked Transmission Model (Li, 2017; Resnyansky, 2014; Craig, 1999; Ritchie, 1986), which was replaced by the Two-step Flow Model.

It is important to examine how individuals and/or organisations perceive their communication, as this will influence if and how organisations can share information, such as risk communication. The following models provide a conceptual understanding of how communication takes place, and as such provides a lens to examine if and how SYFR are communicating with the citizens of South Yorkshire.

[bookmark: _Toc139636619][bookmark: _Toc93410800][bookmark: _Toc67579739][bookmark: _Toc98148300][bookmark: _Toc139645574]Two-step flow Model
The Two-step Flow Model is one of the older communication models (Yao, Li, & Song, 2022) and was created in the 1940s by Katz who studied voting, specifically whether voters had read or heard about political campaigns, or whether they were told by someone in their social network (Choi, 2015; Katz, 1957). This model was developed into a theory about communication, suggesting that information flows in two steps: firstly, from a media source to an expert or influencer in that field; and secondly, from the influencer to the individual. This model suggests that members of the community looked to opinion leaders in their network who were perceived to hold positions within a community. These leaders have more knowledge on a topic, are exposed to more information, and could be viewed as gatekeepers between media sources and the masses (Pöyry, Reinikainen, & Luoma-Aho, 2022; Yao, Li, & Song, 2022; Hilbert et al., 2017; Dubois & Gaffney, 2014; Katz, 1957). This suggests that the two step flow contains recipients who can be viewed as direct or indirect, which mirrors the concept of influencers and opinion leaders which is explored in the literature (Britt et al., 2022; Pöyry, Reinikainen, & Luoma-Aho, 2022; Yao, Li, & Song, 2022; Lauran, Kunneman, & Van de Wijngaert, 2019; Choi, 2015). This will not be discussed in depth here as SYFR does not use influencer networks. 

The Two-step Flow Model was developed after the critique of the One-step Flow Model, also known as the Hypodermic Needle or Bullet theory.  This One-step Flow Model suggests that communicators can target individuals through targeting specific demographic communities, like a needle or bullet. This model has been widely discredited as it assumes the message reaches the desired groups, and that it has a direct effect on a passive target population (Tones, 1996; Bineham, 1988). While this model has been heavily critiqued, some researchers are now reframing it with the lens of social media, with the ability to target communities online through targeting advertising and other social media tools (Nwabueze & Okonkwo, 2018; Choi, 2015; Bennett & Manheim, 2006), which may be of relevance to SYFR as organisations often use social media marketing, such as paid advertising. While the two-step flow tried to resolve some of the flaws of the One-step Flow Model, there are also critiques of the two-step flow. This includes the crqitique that it is an oversimplification of communication, overly linear flow of information and doesn’t factor in participation (van Ruler, 2018; Choi, 2015). This suggests the importance of active engagement for all parties involved in the communication, which will be discussed in greater detail in the following section on the Deficit Model. 

Two-step and One-step Flows are clear ways of explaining the flow of information from a source to a receiver, and provide a normative view of communication and a sense of objective reality (Bennett & Manheim, 2006). Within theory development, there is often a binary acceptance of different models, however, one may suggest that communication is not as simple as focusing on one type of communication. Research suggests that within social media networks there can be a mixture of One Step, Two-Step and more complex network flows (Hilbert et al., 2017). These models focus on general communication, however, there are many different types of communication. Communication theory has subsequently been divided into different literatures focusing on different styles and reasons for messaging. This project focuses on how SYFR can communicate with their surrounding communities to create, develop, or foster a sense of community disaster resilience, as such there needs to be an understanding about how the threats and risks of disasters may be communicated. This can be done with the Deficit Model.

[bookmark: _Toc93410806][bookmark: _Toc139645576][bookmark: _Toc98148306][bookmark: _Toc139636621][bookmark: _Toc67579745]Deficit Model
[bookmark: _Hlk152683707]One of the traditional models of risk communication is known as the Deficit Model. It has often been used within disaster risk reduction (DRR) communication, making it a relevant communication model to examine in relation to SYFR. It is based on the idea that the public are lacking risk information, and that when they have it, they will act to implement mitigation strategies and plans (Krause et al., 2020; Cook & Melo Zurita, 2019; Abunyewah, Gajendran, & Maund, 2018). This places the emphasis of risk communication on those in positions of power or authority and on their role to convey complex scientific information to the general public (Cook & Melo Zurita, 2019; Abunyewah, Gajendran, & Maund, 2018). The Deficit Model is criticised for oversimplifying a lack of action and engagement, purely as individuals not having the correct information (Abunyewah, Gajendran, & Maund, 2018). However, this approach is still present within the DRR sector. It is presumed to persist within DRR agencies due to the tradition of information transfer and the idea that their authority as practitioners is based within the power of sharing knowledge (Cook & Melo Zurita, 2019). It could also be viewed as an institutional logic of communication within DRR. The literature indicates that practitioners can move away from the Deficit Model using participation to develop a two-way flow of information similar to risk consultation (Doyle et al., 2022). Although, this frequently continues to include themes from the Deficit Model by simply providing information. The role of participation with communities and practitioners can be examined using the Ladder of Participation (Arnstein, 1969) and the varying levels of power sharing associated with each step. The Ladder of Participation explains the varying ways that organisations can include or engage individual and groups within their work, with the lower rungs of the ladder describing non-participation, the middle rungs of the ladder describing tokenism, which is where the Deficit Model sits with informing, and the higher rungs of the ladder suggesting citizen power (as seen in Figure 5) (Kotus & Sowada, 2017; Arnstein, 1969). The Ladder of Participation suggests that by increasing the levels of engagement and participation between organisations and people they are aiming to work with, it will result in a more equal power and therefore more effective communication.
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[bookmark: _Toc193367283]Figure 5: Arnstein’s Ladder of Participation (Arnstein, 1969). Image Source: (Rogers, 2024)
While the Deficit Model has some merit for policymakers, namely the perceived solution of providing education to communities so that they become aware of risk, it does not consider what they do with the information or how they process the information into risk perception and subsequent action (Krause et al., 2020). These considerations are significant within this project as this research focuses on the relationship between SYFR’s communication and the receivers of that information, and whether the community are acting on that information (examined in chapter 6). Therefore, if the institutional logic is to communicate in a manner that does not support behavioural change, then the logic is providing an operational barrier. 

[bookmark: _Toc98148310]The Deficit Model is also lacking as it does not factor in the different experiences of people and how those lived experiences can impact on how they act on information; this requires a behavioural model. This thesis explored this using the Protection Motivation Theory Model, and it examines how this model can be used to understand the different factors that influence how and when individuals and communities respond to risk. 

[bookmark: _Toc139645577][bookmark: _Toc67579746][bookmark: _Toc93410807][bookmark: _Toc98148307][bookmark: _Toc139636622]Protection Motivation Theory
Examining how and why individuals change and adapt their behaviour to perceived risk is important for any organisation aiming to make a change, such as SYFR and the development of community resilience. This can be done with the Protection Motivation Theory (PMT), which is based on human cognition around risk and human nature to protect oneself.  This theory notes that individuals protect themselves or implement risk management strategies dependant on their personality, their previous observations, and/or their education (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Salman & Li, 2018). It is important to understand this as a process and it could help to encourage action and the development of personal and community resilience. PMT can be further explained by focusing on two different aspects which motivate individuals: threat appraisal and coping appraisal.

Threat appraisal defines an individual’s personal perception of risk and danger, namely whether they perceive something as threatening to themselves or their property (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018). Once a risk has been noted and there is a sense of danger to oneself or property, they then move into the second element of PMT: coping appraisal.

Coping appraisal links to an individual’s assessment of their available support, resources and capacity, and whether they are able to implement the required changes to mitigate or reduce the threat or risk (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018), effectively encouraging the individual to have control over their behaviour (Gumasing et al., 2022). This implies that for there to be behaviour change, there needs to be a shifting in the institutional logics not only of the community, but also at the micro level of the individual. This individual level behavioural change can be examined using an institutional ethnography, as is discussed in Chapter 3.

PMT moves away from the Deficit Model and highlights that there is variation in lived experiences, and that this can impact how individuals react to risk. While PMT resolves some of the challenges associated with the Deficit Model, it is not perfect. For instance, the over-reliance of threat. PMT suggests that fear is a motivator for action, however it can also lead to resistance and avoidance behaviours (Babcicky & Seebauer, 2019; Bubeck et al., 2013). This suggests that PMT does not factor in changing temporality, namely how the risk is assessed over time. PMT lacks an assessment of social context, such as cultural norms and what is expected. One can then view PMT from and institutional logics perspective, and the shifting temporalities of logics. Specifically, what is expected from the normative, regulative and cultural elements of the institutions (Greenwood, Hinings, & Whetten, 2014; Bruton, Ahlstrom, & Li, 2010; Scott, 2005, 2008b, 2010a). 

These criticisms of the Deficit Model and PMT indicate that organisations that conduct risk communication as part of their wider operations, like SYFR, may need to develop a strong understanding of their surrounding community logics. With this understanding they would then be able to incorporate the varying rates of threat and coping appraisal within their strategy, highlighting the need to explore the practicalities of risk communication using Arnstein’s Ladder of Participation.

[bookmark: _Toc139645579][bookmark: _Toc139636625]What needs to be included in risk communication?
The preceding sections have described communication in terms of its theoretical structure and process, however, communication is something that requires a practical approach. This includes understanding the content of such messages, and how the audience is engaged by and contacted about these messages. 

The consensus among risk communicators is that in order to have conversations which result in mitigating and protecting actions during and after an event, there needs to be an established network and relationship in place (Anson et al., 2017), indicating a potential risk communication logic. This highlights the need for practitioners within the risk management arena to use communication tools, like social media, to create a two-way conversation between themselves and the communities and individuals at risk; they must actively respond to messages, gather information from the public, and provide information for news sources (Khan et al., 2022; Liu et al., 2019; Rollason et al., 2018; Anson et al., 2017; Regan et al., 2016; Crump, 2011). 

This has been seen with the UK police force and their use of social media to try and increase public trust, confidence, and their accountability and availability to local citizens (Crump, 2011). However, while the intention was to develop a dialogic approach, the police used Twitter mainly as a broadcasting channel, and bi-directional communication rarely if ever happens (Walsh & O’Connor, 2019; Crump, 2011). While organisations like the police and FRS may aim for a dialogic approach to gain the benefits of social media to increase trust, it is not always required for their risk or information campaign messaging. 

The police and FRS also differ in their relationships with citizens, not only due to the nature of their jobs[footnoteRef:1] but also within the geographical context of South Yorkshire. South Yorkshire Police have had some high-profile failings, such as the Hillsborough disaster. In contrast, the HMICFRS reported that UK FRS’ have strong levels of trust and satisfaction among the British public (Wankhade & Murphy, 2023; HMICFRS, 2018). Therefore, examining risk communication requires local contextual information, as the community logics surrounding different organisations will differ. This thesis provides a contribution not only to the communication literature, examining the risk communication strategies held by a FRS (which is examined in RQ1), but also to the role of different logics and their influence on SYFR’s strategy (examined in RQ2).  [1: 	 Social media is used by citizens to monitor the police especially around episodes of police brutality and the community mobilisation over perceived injustices (Walsh & O’Connor, 2019)
] 


To examine how SYFR uses social media for risk communication and the development of resilience, there needs to be an understanding of what information is required when creating risk communication. In a study focusing on the tweets prior to the 2013 flooding in Colorado, US, most of the warning and alerting tweets that were spatially and temporally linked to the flooding discussed the nature of the disaster and the impact zone; this type of information is relevant to impacted individuals enabling them to make plans and decisions to reduce the impact of the disaster, and improve their resilience (Liu et al., 2019), suggesting a hyper local approach.  Within these communications, there needs to be a level of data quality, focusing on accuracy, completeness, relevance, reliability and accessibility (Liu et al., 2019). This would ensure that all members of the at-risk group have the correct information to make informed decisions, which suggests that there needs to be greater focus on the audience and the context of each risk.

Risk communication aims to motivate specific risk-reducing actions within individuals and community groups; this can be done through education or lived experience. Educating people about risks aims to increase their perception of risk (threat appraisal), and encourages them to engage in mitigation activities (coping appraisal); this can also be done through storytelling, and the sharing of individuals experiences and their knowledge of previous protective behaviours (Abunyewah, Gajendran, & Maund, 2018; Hicks et al., 2017; Macdonagh et al., 2016). This was seen in St Vincent as well as Colombia with the creation of a series of films created by a research team to develop a sense of risk awareness about local volcanoes with the use of local people’s experiences to develop a shared community risk perception (Hicks et al., 2017). This awareness of risk can be communicated via education of the different types of hazard, the mechanisms of the risk, and how actions can be adjusted to mitigate the risk (Abunyewah, Gajendran, & Maund, 2018). This focus on educating communities about risk aims to encourage individuals to adopt protective measures (Liu & Jiao, 2018; Hicks et al., 2017) and assumes that once they have the information that they will act on it, therefore following the traditional DRR institutional logic of using the Deficit Model. This highlights the need to understand the audience that is at risk, providing organisations, such as SYFR, with the required contextual information to design targeted communication. This thesis used this understanding to structure the data collection by examining SYFR’s aims of communication, through their wider communication plans, as well as their specific PIC aims and evaluations. Their aims and evaluations were then analysed by an examination of their followers on social media (see Chapter 6).
[bookmark: _Toc139636626][bookmark: _Toc98148314][bookmark: _Toc139645580][bookmark: _Hlk139551500]
[bookmark: _Toc93410814][bookmark: _Toc67579753]Understanding the audience at risk 
In order to target risk communication to relevant practitioner and community individuals, there needs to be an understanding of the audience exploring their needs and comprehension (Bodoque et al., 2019; Abunyewah, Gajendran, & Maund, 2018; Hicks et al., 2017). This approach can divide communities into specific users of the communication, such as individuals, communities, organisations, governments, and news media (Houston et al., 2014).

However, audiences like communities, are not homogeneous. Using an intersectional approach, one can understand that each intersection of a person’s identity shapes and impacts their experiences and interpretations of events and society. This has been seen within the disaster management literature with personal characteristics influencing how they experience disasters, and can include demographics such as: culture (Sellnow & Sellnow, 2010); age (Pfefferbaum, Pfefferbaum, & Van Horn, 2018); the language they speak (Ripberger et al., 2014); gender; and race (Spialek & Houston, 2019). For example, a study based on flooding within communities in Texas (US) highlighted that women and white members of the community reported higher rates of belonging and community resilience (Spialek & Houston, 2019); this shows that within communities there is not one experience but many, and it also highlights the need for risk communication research and community disaster resilience networks to have an intersectional understanding and to use an interpretive approach. For instance, the research notes that risk, and therefore risk communication, can be experienced and perceived in different ways, dependant on socio-demographic factors such as gender, race and age (Balog-Way, McComas, & Besley, 2020; Finucane, 2013). This touches upon the research field of risk perception, and the literature around the cultural cognition of risk (Balog-Way, McComas, & Besley, 2020; Kahan, Jenkins-Smith, & Braman, 2011). This highlights the variation in individual perception and understanding of risk, and the need to understand the community at risk. This informed the design of RQ3, who is engaging with SYFR’s content on social media and what implications are there for community resilience? This research question focused on two communities in South Yorkshire to gain an understanding of their experiences of disasters and wider community resilience (discussed in chapter 6). 

Understanding the audience is one element of risk communication; there also needs to be a focus on the methods with which the communication is delivered. Within this research, the focus is on social media and how it can be used to promote and develop community disaster resilience.

[bookmark: _Toc139645581][bookmark: _Hlk67053080][bookmark: _Toc67579754][bookmark: _Hlk139295769][bookmark: _Hlk145691298][bookmark: _Toc93410815][bookmark: _Toc139636627][bookmark: _Toc98148315]Risk communications and the use of social media
[bookmark: _Hlk94887546][bookmark: _Hlk94887714]Since the creation of social media platforms such as Facebook and Twitter, there has been a move by organisations, including those within the disaster management arenas, to utilise the platforms for risk reduction messaging. Social media has been widely adopted into the disaster management arena (during disaster response) due to its low cost, ease of use, scalability, speed and removal of geographical boundaries (Feng & Umaier, 2023; Yudarwati, Putranto, & Delmo, 2022; Houston et al., 2014), and its ability to compile information,  monitoring risk, and engaging in a dialogue with community members (Anson et al., 2017; Wukich, 2017; Regan et al., 2016; Houston et al., 2014). However, the dialogic potential has not been widely achieved in practice with risk communication (Zhu et al., 2022) with the majority of risk communication taking a broadcasting approach, such as directing people to vaccination sites during an influenza outbreak (Hagen et al., 2018).

While there are clear benefits to using social media, there are also challenges, such as trust and credibility of sources, misinformation, digital inequality (Yudarwati, Putranto, & Delmo, 2022), and the assumption that metrics provide evidence of engagement. Research based on social media sometimes assumes that tweets and retweets can be a sign that communities and individuals are engaging in the conversation (Ripberger et al., 2014). However, this may not be the case as is discussed in greater detail in section 2.5.

While there are some reports of dialogic communication on social media (see Wang & Yang (2020), little is known about risk communication stakeholders and their willingness to develop and use social media for a two-way conversation, rather than the simple broadcasting approach (Feng & Umaier, 2023; Yudarwati, Putranto, & Delmo, 2022; Regan et al., 2016). Organisations often still rely on the one-way method (Gough et al., 2017; Crump, 2011), which may be due to the time it takes to create meaningful engagement online, and the resulting costs involved. 

[bookmark: _Toc62815584][bookmark: _Toc67579756][bookmark: _Toc93335986][bookmark: _Toc98148317][bookmark: _Toc62660745][bookmark: _Toc93410817]This focus on using social media with a broadcasting approach can also be viewed as an institutional logic (or a social media logic, see Van Dijck & Poell, 2013, discussed in section 2.5.1), showcasing the internal cultures of organisations or communities, resulting in organisations having stricter communication strategies (Yudarwati, Putranto, & Delmo, 2022; Ding & Zhang, 2010). This can be a challenge to individuals working within risk communications, as they may be influenced by institutions to act in certain ways online. Risk communication can be done via various methods, one of which is via campaigns which link to the public information campaign literatures. 

[bookmark: _Hlk145349115][bookmark: _Toc138687421][bookmark: _Toc139636628][bookmark: _Toc158823548][bookmark: _Toc139645582][bookmark: _Toc153554307][bookmark: _Toc193367188]2.2.3: Public information campaign literature
[bookmark: _Hlk1453491151][bookmark: _Toc98148318][bookmark: _Toc62660746][bookmark: _Toc139645583][bookmark: _Toc67579757][bookmark: _Toc93410818][bookmark: _Toc139636629]What are public information campaigns?
The Public Information Campaign (PIC) literature focuses on how disaster risk reduction practitioners can influence the values, beliefs and attitudes of the general public (Finseraas, Jakobsson, & Svensson, 2017; Weiss & Tschirhart, 1994). This is often attempted through informing the public on a variety of issues, such as policy changes, health campaigns, disaster prevention, as well as changing perceptions and discourse on challenging topics (Reilly & Gordon, 2023; Finseraas, Jakobsson, & Svensson, 2017; Weiss & Tschirhart, 1994), which suggests that the public information campaign literature is working within the Deficit Model. 

This project evaluated SYFR’s use of social media for their communications, including their prevention campaign messaging and how this can be used to develop community disaster resilience (discussed in chapter 4). There is very little research on the use of PICs within the UK FRS sector, therefore this is a contribution to the literature. This research aimed to explore the effectiveness of PICs, and the benefits and challenges of using social media. To do this, there needs to be a critical analysis of PICs and whether they are effective. 

[bookmark: _Toc98148319][bookmark: _Toc93410819][bookmark: _Toc67579758][bookmark: _Toc139645584][bookmark: _Toc139636630]Are PICs effective?
To evaluate whether PICs work, one can examine the effects and effectiveness of the campaigns. This initially requires an understanding of those creating the PICs, such as the practitioners or disaster risk reduction agencies: what they are trying to alert or inform individuals and communities about; and whether the outcome is what the creators intended the campaign to achieve (Salmon & Murray-Johnson, 2013). This, therefore, requires trust in the agency that is sharing the information (Wu et al., 2022).  Examining PICs and the intentions and aims of the campaign suggests there may be institutional drivers influencing the creators’ choices. Therefore, this PhD focused on SYFR and their aims for their campaigns and attempted to uncover the institutional logics that are driving the messaging. This is examined in RQ1 which focuses on SYFR’s communication strategy for building community disaster resilience. 

When evaluating a PIC, there are various factors that can be discussed, including scale, temporality, and the metric used to measure the effectiveness (Salmon & Murray-Johnson, 2013; Weiss & Tschirhart, 1994).

[bookmark: _Toc98148320][bookmark: _Toc139645585][bookmark: _Toc93410820][bookmark: _Toc67579759][bookmark: _Toc139636631]The Scale of Public Information Campaigns
Effectiveness can be viewed at various levels: at an individual level, focused on a changed behaviour or attitude; or at a societal level, stimulating political action or wider community projects (Salmon & Murray-Johnson, 2013). This is again dependant on the aims of the PIC practitioner, the audience they are attempting to reach and inform, and how they hope to influence those people (Weiss & Tschirhart, 1994). The scale of the PIC may be due to the institutional logics and drivers which are influencing the organisation. For instance, in the case of SYFR they have an operational focus on South Yorkshire, which initially drives a level of scale for the PIC. This project examined how SYFR uses social media for community disaster resilience, and looked at the aims of SYFR’s communication campaigns, and wider communication processes to assess whether they are targeting individual level or societal level change. 

While this project investigated the effectiveness of the SYFR messaging, it can be challenging to ascertain effectiveness when working at a community or county level scale, as these campaigns do not take place in a vacuum. This means that it can be extremely difficult, if not impossible, to link the campaign to any change (Weiss & Tschirhart, 1994), and this is compounded by the temporality of PICs.

[bookmark: _Toc139636632][bookmark: _Toc139645586][bookmark: _Toc93410821][bookmark: _Toc98148321][bookmark: _Toc67579760]The Temporality of Effectiveness in Public Information Campaigns
The aim of PICs is dependent on the practitioner creating the campaign, however, there is a general consensus that they aim to educate the public on changing policies with the goal to influence and change behaviours (Reilly & Gordon, 2023; Finseraas, Jakobsson, & Svensson, 2017), and perhaps change the individual and community logics surrounding the PIC topic. This requires the message to be retained within the individual or community, although the literature suggests that this can be a challenge. 

Research conducted on pension reform in Norway highlighted the temporality in information retention within the community. The study indicated that after receiving an information brochure, community members were able to answer basic questions about the policy reform. This indicates that information campaigns can be beneficial in the short term, however, the research showed that this knowledge was lost four months after the information campaign (Finseraas, Jakobsson, & Svensson, 2017; Finseraas & Jakobsson, 2014b, 2014a). This suggests that PICs can be short lived (Wu, 2022). This was also viewed during a stroke awareness campaign in Sweden. The researchers found that prior to the intervention, 4% of the study group could recall the key information, during the intervention 23% could recall the information, and 21 months later that had reduced to only 14% (Nordanstig et al., 2017).

While some PIC campaigns are not effective, there are those which appear to be. A study in Germany focusing on UV exposure and the risks of skin cancer showed a reduction in incidents of sunburn from 25.9% in 1989, to 17.5% in 2002 (Breitbart, Greinert, & Volkmer, 2006). The Period of Life Programme (POLP) aimed to target information to specific age groups, and to adapt prevention messages throughout a lifetime (Breitbart, Greinert, & Volkmer, 2006). While this appears to be a positive change, it is difficult to link it directly to the campaign. This change could have been due to a larger cultural and institutional logic change. However, if one considers agency within the institutions (Cardinale, 2018; Bruton, Ahlstrom, & Li, 2010; Suddaby, 2010; Greenwood et al., 2008; Dacin, Goodstein, & Scott, 2002), the promotion of this UV exposure POLP could have contributed to this shifting cultural understanding of UV exposure. 

The studies discussed in this section are not in the fire and rescue field, indicating a gap in the literature to examine the use of PICs within FRS. Through examining the use of PICs within SYFR this thesis was able to make a contribution to the PIC literature. The above studies highlight a quantitative and positivist focus on the impacts of communication, and there needs to be greater focus on how PICs can be measured.

[bookmark: _Toc67579761][bookmark: _Toc139636633][bookmark: _Toc139645587][bookmark: _Toc98148322][bookmark: _Toc93410822]The measurement of effectiveness
[bookmark: _Toc62660748]There are lots of ways to view campaign effectiveness: financially; contextually; politically; or ideologically. However, the effectiveness of a campaign depends on what the creators aims are, the campaign’s ability to target the relevant audience with an easy to understand and implement outcome (Park, Kim, & Moon, 2020; Weiss & Tschirhart, 1994), and often is impacted by the method of communication that is used (Salmon & Murray-Johnson, 2013). PICs have tended to involve traditional media, such as radio, tv and billboards, however, there is now a growing popularity of using social media either in conjunction with the traditional media or as a separate approach, which can be viewed as developing a social media logic (van Dijck & Poell, 2013). Often in order to gauge the campaign effectiveness and the results of online campaigns, organisations use metrics, such as social media likes, follows and shares, and compare these to their aims of the campaign (Salmon & Murray-Johnson, 2013); however, there is no way to ascertain if this online engagement has led to real behavioural change (Shi, Poorisat, & Salmon, 2018; Gough et al., 2017; Kite et al., 2016). This project used an interpretivist philosophical approach. It adopts the view that these quantitative methods do not include the level of detail required to fully understand the levels of engagement that the PIC is experiencing. For this reason, this thesis conducted a critical analysis of SYFR’s social media data and examined some of the challenges faced within this data (see chapter 6). 

This section has provided an overview of PICs: what they are; their effectiveness in terms of temporality and scale; and how they can be measured. It has also continued the theme of requiring an interpretivist philosophical approach, namely focusing on the aims of the practitioners creating the PICs and the impact of campaigns on different groups of people. 

[bookmark: _Toc153554308][bookmark: _Toc158823549][bookmark: _Toc193367189]2.2.4: Conclusion
Communication theory provides this thesis with a way to conceptualise and understand how communication flows, using a One-step Model, Two-step Model, or a curated flows approach. This flow of communication can be viewed within the context of risk communication to explore how institutional drivers, such as DRR and state logics, can influence how organisations design and develop their campaigns. This thesis used both institutional logics and communication theories to examine the process of communication, both from the initial conception of the PICs and risk communication and examining the institutional drivers influencing them. Using both theories enabled this research to also understand the process of how communities may be engaging with information and what they do with the information, using Protection Motivation Theory. Within these theory sections, a theme of context has emerged, and the importance of understanding where and why the communication is taking place. The remaining sections of this chapter provide that context, focusing on disasters, community resilience, social media, and the FRS within the UK. 
[bookmark: _Hlk977156851][bookmark: _Hlk948029371][bookmark: _Toc22633714][bookmark: _Toc93335990][bookmark: _Toc98148326][bookmark: _Toc153554309][bookmark: _Toc140071572][bookmark: _Toc158823550][bookmark: _Toc193367190]2.3: Disasters
[bookmark: _30j0zll][bookmark: _Toc140071573][bookmark: _Toc98148327][bookmark: _Toc153554310][bookmark: _Toc16856914][bookmark: _Toc22633715][bookmark: _Toc158823551][bookmark: _Toc93335991][bookmark: _Toc193367191]2.3.1: Introduction
Within the disaster literature, there have been few studies using institutional logics as a lens. Skrimizea et al.’s work examined disaster governance during 3 different disasters (the New Zealand earthquakes in Christchurch (2010/2011); gas extraction earthquakes in Groningen, the Netherlands (2012); and the water crisis in Rhodes, Greece (2017)). They explored the need for flexible and adaptive governance and the relationship with institutional logics (Skrimizea et al., 2021), thus focusing on the response and recovery phases of the disaster. Koch et al. (2023) examined the functioning of health-care coalitions and their role within emergency preparedness and response within the US, while Bosomworth (2018) examined transformative governance within fire management policy within Victoria, Australia. While these three papers examined disasters with institutional logics, their focus is either on the policy level, or within a different sector to this research, or focusing on the post disaster phases. Thus, this thesis is a contribution to the literature as it examines the impact of institutional logics of the everyday operations of SYFR. 

This section provides the wider contextual grounding for the project, examining what are disasters, and how they are defined and conceptualised. This sits within the institutional framing of this project, with disasters and the management of disasters, requiring organisations and individuals to adopt certain institutional logics. This section explores some of the characteristics of disasters, including vulnerability and temporality, and their link to institutional logics. 

[bookmark: _1fob9te][bookmark: _Toc153554311][bookmark: _Toc140071574][bookmark: _Toc98148328][bookmark: _Toc22633716][bookmark: _Toc158823552][bookmark: _Toc16856915][bookmark: _Toc93335992][bookmark: _Toc193367192]2.3.2: What is a disaster?
[bookmark: _3znysh7][bookmark: _Toc16856916]There are three different traditions in defining disasters: classical; hazard-disaster; and social focused (Perry, 2007). Each tradition focuses on slightly different aspects of the disaster; either the failure of the social system and the impact on social order the relationship between a hazard and a vulnerable population, or the disaster in terms of social relationships and disruption to society (Perry, 2007; Quarantelli & Dynes, 1977). Within these conceptualisations, there is a consensus that disasters are events which have exceeded the capacity of the population who are experiencing it, placing disasters in a conceptual space beyond emergencies. An emergency is an event which challenges the system but is still within the capacity of the community (Comfort et al., 1999).

The different traditions of conceptualising disasters have led to an ambiguity in the definition of the term disaster, with a lack of one universally accepted definition. However, the United Nations International Strategy for Disaster Reduction (UNISDR) has created a broader definition, which has been widely adopted and will be used within this thesis.

The UNISDR defines a disaster as “a serious disruption of the functioning of a community or a society at any scale due to hazardous events interacting with conditions of exposure, vulnerability and capacity, leading to one or more of the following: human, material, economic and environmental losses and impacts” (United Nations General Assembly, 2016, p. 13). The creation of this definition can be viewed as the creation of a disaster logic, helping to frame what is viewed within the term disaster, and therefore the potential remit of organisations and communities working and experiencing these events. This definition combines the three main conceptualisation traditions as discussed by Perry (2007) and highlights some key themes within the disaster management arena, such as vulnerability and temporality.

[bookmark: _Toc168569161][bookmark: _Toc22633719][bookmark: _Toc140071577][bookmark: _Toc98148331][bookmark: _Toc16856918][bookmark: _Toc153554312][bookmark: _Toc158823553][bookmark: _Toc93335995][bookmark: _Toc193367193]2.3.3: Temporality
Within the disaster discourse, temporality is an important factor that is often examined within the context of the length of the disaster, the creation of temporary communities, and the wider transient nature of the community. Temporality has been conceptualised within disaster management through the Disaster Cycle Framework.

[bookmark: _Toc98148332]Disaster Cycle Framework
[bookmark: _Toc16856919][bookmark: _3dy6vkm]The Disaster Cycle Framework is a concept which describes how people and agencies move through the different phases of a disaster. It is a contested concept, with different authors suggesting different phases, however, most of them have distinct pre and post disaster sections, as shown in Figure 6. The pre-disaster phases predominantly focus on preventing, mitigating, and preparing for disasters, whereas the post-disaster phases focus on responding and recovering (Djoumessi & Mbongo, 2022; Coetzee & Van Niekerk, 2012; O’Brien et al., 2010). 
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[bookmark: _Toc153554387][bookmark: _Toc193367284]Figure 6: Disaster Management Cycle; source: Forino (2017)
[bookmark: _Hlk153266206][bookmark: _Hlk191218895]These models can imply that disasters and disaster management can move through the phases in a linear fashion. ~However, there is now a growing understanding of the cascading nature of disasters, noting the potential for a domino effect of smaller disasters which can be primary, secondary or tertiary in nature (Lönnermark et al., 2016; Pescaroli & Alexander, 2015). This suggests that the traditional Disaster Management Cycle is overly simplified and suggests that disasters are not only linear in process, but are also inevitable (Bosher, Chmutina, & van Niekerk, 2021) This highlights the need to view disasters as a multifaceted event with multiple branches and with varying timescales (Bosher, Chmutina, & van Niekerk, 2021; Pescaroli & Alexander, 2015).

This framework has been reconceptualised by O’Brien et al. (2010) whose Disaster Management Framework has a double loop approach to emergencies, as shown in Figure 7, and can be viewed as trying to adapt the institutional logics of disaster management.
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[bookmark: _Toc193367285][bookmark: _Toc153554388][bookmark: _Toc22627927][bookmark: _Toc90567300]Figure 7: Reconceptualising disaster management, Source: O’Brien et al. (2010, p. 505)

This double loop approach uses the traditional Disaster Management Cycle but adds in room for adapting behaviours and operational learning. This ties into the institutional theory literature, with agency within the institutions, and with institutional actors being able to influence and change logics (Bruton, Ahlstrom, & Li, 2010; Scott, 2010a).

This is of interest in the context of SYFR, as they partnered on this project to better support their communities during disaster events, This indicated that SYFR already have this in-built learning approach to managing disasters and have agency to develop and progress their field level institution (Ocasio & Radoynovska, 2016; Jarzabkowski et al., 2013). This thesis incorporated the Double Loop Disaster Management Cycle. This was achieved through the close working relationship with SYFR which enabled the sharing of knowledge throughout the research process. The Double Loop Cycle showcases how disaster sector agencies aim to adapt and learn how to best support vulnerable communities (López-Marrero & Tschakert, 2011), which requires an understanding of vulnerability.

[bookmark: _Toc168569191][bookmark: _Toc93335993][bookmark: _Toc140071575][bookmark: _Toc153554313][bookmark: _Toc22633717][bookmark: _Toc98148329][bookmark: _Toc158823554][bookmark: _Toc193367194]2.3.4: Vulnerability
[bookmark: _2et92p0]Vulnerability is mentioned within the UNISDR’s definition of disasters as a key concept, however, it is a disputed term, with a contested ontology, whether it is a property of an entity or a condition due to a specific situation (Orru et al., 2022). Although it is contested there is a general consensus that vulnerability is “the exposure of groups of people or individuals to stress” (Adger, 2000, p. 348), with others adding that vulnerability arises when a hazard overwhelms the individual or community’s ability to cope. Vulnerability is often related to marginalised members of society, and is therefore closely linked to socioeconomic conditions; it can be viewed as temporal in nature as communities vulnerabilities change in different events (Chisty et al., 2022; Karimiziarani et al., 2022; Orru et al., 2022; Goidel et al., 2019; Fineman, 2008; Adger, 2006; Ziervogel et al., 2006; Tobin, 1999). Linking the definition to marginalised groups indicates that the term vulnerability is not a normative or value neutral term, suggesting that there needs to be a reduction in the politicised connotations of the term and a greater intersectional analysis of those being defined as vulnerable (Orru et al., 2022; Fineman, 2008). 

[bookmark: _Hlk150704712]While disasters are often referred to as either natural or man-made, there is a growing critique of this approach, suggesting that not only are disasters not natural, they are also preventable (Puttick, Bosher, & Chmutina, 2018). It is suggested that it is the interaction between hazards and populations that create disasters, due to the vulnerability of the community (Demeritt, 2002; Comfort et al., 1999; Cannon, 1994). This indicates that it is not the event which causes the disaster, but the inherent vulnerability of the community, and the socio-economic conditions which led the community to be vulnerable, such as a reduction in social policies and funding (Karimiziarani et al., 2022; Demeritt, 2002; Comfort et al., 1999; Cannon, 1994). For this reason, this thesis chose to work with community groups in South Yorkshire with the aim to understand how they viewed their own vulnerability to disasters and risk. This is examined in Chapter 6, which explores the impact of socio-economic conditions on the ability to build and develop resilience.  
If vulnerability is linked to socio-economic conditions, this then begs the question who is responsible for alleviating the perceived vulnerability of the community (Orru et al., 2022). The responsibility of increasing resilience is often placed on organisations working within disaster management; however, if vulnerability is intrinsically linked to socio-economic conditions this makes it challenging if not impossible for one disaster management organisation to meet this goal of increasing resilience. Disaster management organisations do not have the institutional agency or access to be solving national institutional frameworks which limit people from certain socio-economic conditions, such as living with a disability or being an older adult. This again links to the theme of neoliberalism within the UK (discussed in greater depth in section 2.6.2), with a withdrawal of responsibility for risk, and the vulnerability of the communities (Orru et al., 2022; Crosweller & Tschakert, 2021). Therefore, to develop community resilience, there needs to be a collaborative approach across all the sectors, both at the national level to tackle large scale challenges like climate change, and smaller and more local groups similar to the Local Resilience Forums (LRF. Instead of a concentration on operational resilience, they would need to focus on community resilience and creating and developing local solutions to local challenges. There are studies of agencies working in this collaborative approach on a small scale, such as a project which examined a collaboration between the FRS and NHS in two boroughs of London, sharing their information from fall clinics and home safety visits with each other to help mitigate risk (Lowton et al., 2010). Examining these collaborations and testing a wider collaborative network would be an interesting avenue to research using a transdisciplinary approach. 

[bookmark: _Toc193367195]2.3.5: Disasters in South Yorkshire
As mentioned in section 2.2.2, in the UK, risk is assessed using the National Security Risk Assessment (NSRA). This assessment is then adapted for the public into the National Risk Register, which contains a range of disasters and incidents that are expected to happen. Under the NRR, there are a range of categories of risks including: terrorism; cyber; state threats; geographic and diplomatic risks; accidents and system failures; natural and environmental hazards; human; animal and plant health; societal; and conflict and instability (Cabinet Office, 2023),
Under the CCA (2004), LRFs are required to publish Community Risk Registers, which focus on the risks which are expected to affect that specific area. For example, one of the risks in the NRR is coastal flooding, however, for South Yorkshire, which is landlocked, this is not a risk. In the most recent CRR for South Yorkshire, they list their top risks as: health related, such as pandemics; severe weather, including storms, hot and cold weather; utility disruption, such as the failure to main utilities including gas, electric, water and telecommunications; cyber-attacks; flooding; and crowd-related incidents, including building collapse and terrorism (South Yorkshire Local Resilience Forum, 2024). This shows the breadth of risks and potential disasters that SYLRF view as the most likely to happen. 

[bookmark: _Toc16856920][bookmark: _Toc158823555][bookmark: _Toc153554314][bookmark: _Toc193367196]2.3.6: Conclusion
This section has provided a contextual grounding for disasters, with a discussion of the ambiguity of the definition, and the key concepts of vulnerability and temporality. The Disaster Management Cycle was discussed, and how organisations conceptualise the differing phases of a disaster event, with the focus on post-disaster, rather than the focus on pre-disaster. The importance of vulnerability within the definition of disasters also showed the importance of understanding the community that is impacted and the context that the disaster is happening in, which informed the creation of RQ3 (chapter 6) which in part examines two communities in South Yorkshire. This section continued themes from the communication theory section, including temporality and the how institutional logics may differ and change at different parts of the Disaster Management Cycle. This is important for this research with the focus on the development of community resilience, which will be discussed next. 

[bookmark: _Toc158823556][bookmark: _Toc93336012][bookmark: _Toc98148349][bookmark: _Toc140071594][bookmark: _Toc153554315][bookmark: _Toc193367197]2.4: Community Resilience
[bookmark: _Toc158823557][bookmark: _Toc98148350][bookmark: _Toc93336013][bookmark: _Toc140071595][bookmark: _Toc22633723][bookmark: _Toc153554316][bookmark: _Toc193367198]2.4.1: Introduction
The concept of resilience is used in a wide variety of disciplines including: mathematics; ecology; community development; disaster management; and psychology (Berkes & Ross, 2013; Norris et al., 2008). The term has been used as a boundary object and bridging concept, enabling communication across disciplines and as a term to bring disciplines together (Baggio, Brown, & Hellebrandt, 2015; Brand & Jax, 2007). This use has led to a wide variety of definitions and conceptualisations of the term, which sometimes leads to confusion (Patel et al., 2017; Baggio, Brown, & Hellebrandt, 2015; Brand & Jax, 2007). 

Using an institutional logics approach as a lens, one can view community resilience as a series of logics. Not only is community one of the seven macro societal institutions (Cai & Mountford, 2022; Greenwood, Hinings, & Whetten, 2014), but the process of developing resilience can be viewed as the community logic changing and adapting to accommodate new contextual information, such as an impending disaster. Developing community resilience is also increasingly seen as a guiding principle of disaster governance (Skrimizea et al., 2021), which suggests a shifting governance and wider state logics. The following section will explore this, while discussing the history of the term, different approaches to understanding and researching resilience, and the neoliberal undertones of the term. 

[bookmark: _Toc22633724][bookmark: _Toc98148351][bookmark: _Toc140071596][bookmark: _Toc93336014][bookmark: _Toc153554317][bookmark: _Toc158823558][bookmark: _Toc193367199]2.4.2: The definition of Community Resilience
Community
Community resilience as a phrase combines two words that are individually contested. The word community comes from the Latin roots of com, with the meaning of together or one, and unus, the notion of a singularity, suggesting that community is a group coming together as one body (Delanty, 2010). This immediately provokes the image of one functioning group, working collectively., However, the term has now been developed with various meanings and has been used within a variety of disciplines, leading to the word being frequently used, but rarely explained (Titz, Cannon, & Krüger, 2018). This includes viewing community as a territorial (geographical) or relational (social) entity, however, it is important to note that the two are not exclusive from one another (McMillan & Chavis, 1986).  A definition which is broad and inclusive is the UNHCR’s definition of a community as: 
“a group of people that recognizes itself or is recognized by outsiders as sharing common cultural, religious, or other social features, backgrounds and interests, and that forms a collective identity with shared goals. However, what is externally perceived as a community might in fact be an entity with many sub-groups or communities. It might be divided into clans or castes or by social class, language or religion. A community might be inclusive and protective of its members; but it might also be socially controlling, making it difficult for sub-groups, particularly minorities and marginalized groups, to express their opinions and claim their rights”. (UNHCR; p. 14 cited in Titz, Cannon, & Krüger, 2018).
This definition’s broadness highlights the challenge of describing groups of people as a community, namely that what one person considers a community, may not be the same for someone else (Titz, Cannon, & Krüger, 2018). This definition emphasises a variety of themes, including an internal and external lens, identity, power, and a need for an intersectional approach in exploring communities. This thesis has adopted this definition due to its broad understanding of what communities can encompass, and is using the institutional logics perspective, which explores seven macro societal logics, one of which is community.. 

The institutional logics literature notes that there are different types of community logics, communities of place, practice, users, and firms (Georgiou & Arenas, 2023), each describing a different grouping and collective of people. While there are different types of community, they all have a similar central approach, namely trust, reciprocity and moral responsibility (Georgiou & Arenas, 2023). Examining each type of community logic, one can examine the variation in the logics of each group. Communities of place have a root metaphor of a shared geographical boundary, such as a town boundary or a county boundary, such as South Yorkshire (Lee & Lounsbury, 2015). Whereas, communities of users have a shared boundary of a platform or service (Georgiou & Arenas, 2023). However, while this divides communities into separate groups of places, practice, users and so on. It suggests a binary relationship for communities and community members, where in fact these groups are more flexible and fluid; for instance, a geographical community can have a Facebook page and therefore there are combined community logics for place and users, such as in this research. This binary approach of examining communities as either online or offline has been widely disputed within the literature (Baym, 2015; van Dijck, 2013a; Rainie & Wellman, 2012). Using a community logic or creating categories of communities can also be misleading as it implies a homogeneity within the group. This is simply not the case, with many communities comprising individuals with a variety of social intersections, and therefore lived experiences (Titz, Cannon, & Krüger, 2018; Villesèche, Muhr, & Śliwa, 2018; Valentine, 2007; Yuval‐Davis, 2007). The challenge of defining community is also examined within the institutional logics literature. Some authors argue that community is not a societal logic, but instead should be viewed as context. It is argued that community should be examined for how logics are received by its members, and how the logics are contested and blended into the wider group (Mutch, 2021).

With these themes in mind, this project has used a largely geographical approach to communities, focusing on individual locations and the people that live there as the physical impact of disasters are experienced hyper-locally, which is the foundation of RQ3.  

Resilience
[bookmark: _Hlk155299966]Resilience as a term is often used and rarely defined, this is due to the varying conceptual roots of the definition. To gain an understanding of the word resilience, one can take it to its Latin root, resiliere, which translates to jump back (Mayunga, 2007). This definition of resilience has changed and been adapted as it has moved through different disciplines including: the physical sciences with the understanding of returning to a previous state (Norris et al., 2008; Folke, 2006); the ecological discipline with returning to multiple states (Davoudi et al., 2012; Folke, 2006); and the social sciences with the literature focusing on personal and community resilience. The changing nature of the term resilience has led to confusion within the literature: whether resilience describes a process or an outcome (Fenxia, 2022; Cox & Perry, 2011; Norris et al., 2008; Mayunga, 2007). I believe that it can be both. In the case of the FRS, they have an obligation to prevent fire. This means that supporting individuals and the wider community to be aware of fire risk would mean the outcome is either having a house fire or not and is therefore a binary condition. However, taking the focus away from fire onto more community wide challenges (such as flooding, wildfires, or pandemics) they are not static and have varying scales of impact and therefore the community needs to adapt to changes as and when they happen. 

[bookmark: _Hlk153266691]This has also been developed further with three different time scales of resilience: reactive resilience, referring to resilience happening immediately after the event; responsive resilience, which is based on learning from an event; and finally, proactive resilience, which looks towards the future and includes experimentation, reflection and learning (Carmen et al., 2022). This theme of temporality is continued with the use of the Disaster Management Cycle and examines at which point the resilience can begin, with recent research suggesting that the post-disaster phase is an important stage for community resilience (Nofal & van de Lindt, 2022). These categorisations of resilience show how large and amorphous the concept of resilience is (Ludin, Rohaizat, & Arbon, 2019). This highlights how resilience can be both an outcome and a process and can also be developed at different stages (reactive, responsive, or proactive). This suggests that a definition of resilience is dependent on the context. Therefore, it will be challenging to create a definition which encompasses the different conceptual features of resilience. This requires a wider understanding of resilience that focuses on the individual properties that add up to resilience. 

[bookmark: _Hlk155300118]Community resilience
Community resilience is a complex concept, and as such can be broken down into smaller factors which combine to create community resilience. This is again a contested space, with various researchers suggesting different combinations of elements combining to create resilience. Patel et al.’s (2017) systematic literature review explored the different characteristics of resilience and suggested that there were nine main elements and 19 sub-elements of resilience within the literature at the time, as shown in Table 1.
	Element
	Sub Element

	Local knowledge
	Factual knowledge

	
	Training and education

	
	Collective Efficacy and empowerment

	Community Networks and Relationships
	Connectedness

	
	Cohesion

	Communication
	Risk communication

	
	Effective communication

	
	Crisis communication

	Health
	Health services

	
	Physical health

	
	Mental health

	Governance/leadership
	Infrastructure and services

	
	Public involvement and support

	Resources
	

	Economic investment
	Post-disaster economic programming

	
	Post-disaster economic development

	Preparedness
	Planning and mitigation

	Mental Outlook
	Hope

	
	Adaptability


[bookmark: _Toc22627923][bookmark: _Toc90567305][bookmark: _Toc193367278]Table 1: Elements and sub-elements within definitions of community resilience; source: Patel et al. (2017)
[bookmark: _Hlk153266754]This illustrates the wide variety of elements that have been linked to creating, building, and developing community resilience prior to 2017. Even more recent literature added additional elements to this, such as belief in leadership and belief in collective efficacy (Xie, Pinto, & Zhong, 2022). 

[bookmark: _Hlk179383702][bookmark: _Hlk179556520]Patel et al’s assessment of the community resilience literature demonstrates a wide range of ways that communities can develop resilience, and the importance of looking at a range of factors. While this study has focused on risk communication and preparedness, each of these elements are important to consider. For instance, governance, leadership and the importance of infrastructure and services. While many elements of community resilience focus on what the communities can do for themselves, there are wider structural challenges and implications for top-down governance. This includes the need to understand wider infrastructure challenges, such as developing buildings to withstand extreme natural events (Attems et al., 2020; Ohlson & Melich, 2014) or supply chains (Xu, Lu, & Proverbs, 2024; Heinkel et al., 2022; Umar & Wilson, 2021). 

For communities to be resilient to a range of incidents and disasters they need their threat appraisal to be activated, which can be achieved through risk communication. However, to then develop coping appraisal, they need to be able to rely on different infrastructures, such as supply chains. These infrastructural challenges are not experienced uniformly, such as the difference between rural and urban communities. For instance, for a household to become resilient to a disaster which affects their water supply, they need to be able to buy a supply of water, either before or during the event. Within urban communities, they are more likely to be able to access a range of shops and providers of services where they can purchase the water. However, due to the speed of the supply chain, homes within urban areas are less likely to have space to stockpile necessary supplies, such as water and food (Heinkel et al., 2022). This therefore places a great deal of significance on the resilience of the supply chain and the design of homes to enable the storing of food and other necessary supplies. This highlights that even if the threat appraisal has been activated, there needs to be the infrastructure in place to support the development of coping appraisal. This highlights the significance of context and the importance of understanding a range of factors surrounding community resilience, from the social structures to the infrastructure and housing design. 

This shows the breadth of elements which can be examined when looking at community resilience. Similarly to the definition of resilience, a definition for community resilience needs to be flexible and adaptable for different contexts (Sherrieb, Norris, & Galea, 2010). This has been coined by some as the “myth of resilience” (Kuhlicke, 2013, p. 74), referring to the challenge of defining the concept. While it would be interesting to examine every element from Patel et al’s (2017) work, it was not possible within the PhD timeframe. Within the literature, there has not yet been a study which examines the use of social media for community disaster resilience, which suggests a gap in the literature. Therefore, to address this gap, this research examined community resilience through a focus on the elements of communication, community networks and preparedness. Each of these elements can be linked to the use of social media, and therefore will help to examine if and how social media can be used for community disaster resilience.  

Social media was created as a way for individuals to connect, share information, provide sociality support, a sense of belonging, and wider social cohesion (Wellman, Boase, & Chen, 2002; Wellman, 2001). This therefore provides a grounding to the development of community resilience, providing a platform with which communities can connect with one another. While social media is used on a global level they can have a hyper-local focus, such as the creation of Facebook, which focused on University Campuses with the aim of increasing place-based community (Ellison, Steinfield, & Lampe, 2007). This suggests that social media could be utilised to support the development of resilience, which will be discussed further in section 2.5. 

These different elements and sub-elements of community resilience all provide different community resilience logics, with each including different rules and schema for developing resilience. This wide variation in characteristics and components of community resilience provides a large, if not impossible, challenge for organisations who are aiming to understand resilience and their role within supporting communities to develop and build their resilience.

[bookmark: _Toc153554318][bookmark: _Toc158823559][bookmark: _Toc193367200]2.4.3: Organisational role within building community resilience 
For organisations working within the disaster management and resilience arena, there will not only be various institutional logics influencing how they manage disasters, but they also need to consider how to include and work with communities; these can be state logics with statutory instruments (discussed later in the FRS section) or more field level community logics, including characteristics of the local community. How these organisations work and interact with the community is important to this research as it can highlight what connections an organisation has to a community, and how they use these connections to support communities to create and develop resilience. For this reason, there needs to be an understanding of social capital, specifically the different types of social capital and how they can be utilised by organisations working closely with communities. 

Social capital was first coined by Hanifan in 1916 and was defined as “goodwill, fellowship, mutual sympathy, and social intercourse among a group of individuals and families” (Sanyal & Routray, 2016, p. 102). This was then further developed over the next hundred years and is now understood to be “aggregate assets or resources that inhere in individuals and communities as a result of various dimensions of social organization” (Cox & Perry, 2011, p. 396). Essentially, social capital describes how individuals organise and maintain relationships.

Within community networks, social capital can be divided into three different categories: bonding;bridging;, and linking social capital, as shown in Figure 8.  These concepts explore how individuals in the community network can work with each other (bonding and bridging), but also how they network with external organisations (linking). These categories of social capital help to describe how individuals can access different support. Individuals can gain psychological support from bonding social capital, which comes from the networking with family, friends, and one’s immediate network. They can gain information, resources, and support through bridging social capital, which focuses on networks with other communities or groups such as neighbouring villages. Finally, individuals and communities can gain linking social capital from engaging with external agencies (Carmen et al., 2022).

However, there are authors who criticise the use of social capital. Stating that it is not clearly defined or measured and is too broad as a concept (Kawachi, Takao, & Subramanian, 2013; Fine, 2010). There are also authors who suggest that the focus on capital can be misleading as it can imply relationships operate in a similar way to financial investments, (Kawachi, Takao, & Subramanian, 2013; Fine, 2010). I believe that while social capital is hard to define, it can help identify and explain the flow of support and information between individuals and organisations, and therefore can help to conceptualise community resilience. Understanding the different ways individuals can interact and support each other helps to frame the social processes involved within community resilience and helps to map some of those relationships. 
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[bookmark: _Toc90567304][bookmark: _Toc22627930][bookmark: _Toc193367286][bookmark: _Toc153554389]Figure 8: Bonding, bridging, and linking social capital; Soure: Sanyal & Routray (2016, p. 103)

Examining linking social capital is of relevance to this research as it explores the relationship between the communities and public organisations such as SYFR (Ludin, Rohaizat, & Arbon, 2019). In order to develop linking social capital, organisations need to have regular interaction with the communities that help to build the connection prior to an event, which highlights the importance of proactive resilience (Carmen et al., 2022) and suggests a shifting institutional logic to one which actively includes communities. However, to have this relationship with communities, organisations need to make space for this level of community engagement and have the available resources to dedicate. This is challenging for state funded agencies like SYFR, who, due to cost cutting, rarely have the resources to do this level of in-person community work. These operational challenges can be linked to the wider political neoliberal agenda within the UK.

[bookmark: _Toc158823560][bookmark: _Toc153554319][bookmark: _Toc193367201]2.4.4: Neoliberal agenda of community resilience
As discussed in the introduction, the shifting responsibility of risk to local agencies, such as SYFR, is linked to a wider national neoliberal agenda, with a wider pattern of reducing the role and funding from central government (Crosweller & Tschakert, 2021). The same can be said for the politicisation of the term ‘community resilience’ and the adoption of this term into governance narratives (Korosteleva & Petrova, 2022).

Within emergency and disaster management, there has often been an operational logic to work after the event, focusing on responding and recovering; however, there is a growing focus, especially within the UK FRS sector (see section 2.6.2), towards focusing on building resilience prior to the event. This aims to reduce the need to respond or recover, perhaps due to the financial cost of emergencies and disasters; for example, the estimated economic and social cost of fires in England, for March 2019 – March 2020, was £12 billion (Home Office, 2023). This shift from response to resilience also suggests a subtle shifting of responsibility from the operational services, such as the FRS, onto the individual. 

[bookmark: _Hlk153266988]While it can be argued that both of these approaches are aiming to resolve the crisis and support the individuals involved, one can note that resilience is viewed as an opportunity for societal change, and is perhaps a sign of a growing disaster capitalism (Ciccaglione, 2019). This is defined as using a disaster event to promote a series of neoliberal capitalism interests (Ciccaglione, 2019). It could be argued that disaster capitalism has been increasing in the UK, with a specific focus during the initial national lockdown for COVID-19; the UK government awarded 8,600 contracts worth a reported £18 billion by the 31st July 2020, with £17.3 billion being new contracts (National Audit Office, 2020). It is important to understand disaster capitalism in relation to building resilience, as this may influence how communities can be influenced to become resilient. In the case of the FRS, their budget was reduced by £137 million between 2010 and 2020 (Waring, Bromley, & Giles, 2022), which suggests that the state will not provide the additional resources to build this resilience.
Exploring the role of community resilience within disaster management processes brings into question whether communities have the capacity or desire to be involved in that process. For disaster management organisations to engage with community resilience, there needs to be an equal partnership between all of the stakeholders involved within the disaster, with a greater sense of “everyday democracy” (Crosweller & Tschakert, 2021, p. 3). There are reports that neoliberal polices can damage community resilience with a greater focus, and perhaps institutional logic, on economic competition and less on collaborative support (Carmen et al., 2022).

[bookmark: _Toc93336017][bookmark: _Toc98148354][bookmark: _Toc153554320][bookmark: _Toc22633727][bookmark: _Toc140071599][bookmark: _Toc193367202][bookmark: _Hlk140854260][bookmark: _Toc158823561]2.4.5: Conclusion 
The definition section explored how community and resilience are both contested terms and provided a brief history of the development of community resilience. This then led into a discussion of the different elements within resilience, exploring the wide variety of resilience characteristics which have been researched. This section then discussed how organisations can be involved within community resilience, with a focus on linking social capital. Finally, there was a discussion on the wider neoliberal undertones of the increased governance narrative and disaster management logic of building community resilience. 

This section has highlighted the importance of understanding the various approaches to defining resilience, but with a greater importance of how the community themselves view their own resilience; if people are working with different definitions and ideas of resilience, then they will have different institutional logics, perhaps reducing the ability for meaningful participation between stakeholders. Examining how SYFR view and use resilience is explored in RQ1 (chapter 4), as it informs their communication strategy for building community disaster resilience. 

The focus on community resilience has suggested that the resilience comes from within the community, therefore the community needs to be actively involved within the full process. This continues the theme of engagement from the communication theory section, which highlighted that the benefits from risk communication can be short lived. Therefore, for risk communication, such as PICs, to be effective there needs to be sustained contact between organisations. This will not only build the linking social capital but also develop trust which is crucial for risk communication and community engagement. This increased call for community engagement continues the influence from neoliberalism and its role within shifting perceived responsibilities from traditional public sectors to private sectors and individual responsibility, which is continued in the next section on social media. 

[bookmark: _Toc158823562][bookmark: _Toc22633728][bookmark: _Toc140071600][bookmark: _Toc153554321][bookmark: _Toc93336018][bookmark: _Toc98148355][bookmark: _Toc193367203]2.5: Social Media
[bookmark: _Toc10621093][bookmark: _Toc98148356][bookmark: _Toc140071601][bookmark: _Toc153554322][bookmark: _Toc22633729][bookmark: _Toc158823563][bookmark: _Toc523750410][bookmark: _Toc93336019][bookmark: _Toc523850271][bookmark: _Toc193367204]2.5.1: Introduction
Social media as a concept was created within the era of Web 2.0 at the beginning of the 21st century, which described a shift towards users being actively involved in the creation of user-generated content (Newman et al., 2016; Kaplan & Haenlein, 2010). This saw the shifting from the traditional media value chain of producer-distributor-consumer, to a new hybrid of production and consumption, called prosumption (Bruns, 2008). In prosumption, individuals and groups were able to produce and share their own content, rather than be passive consumers. The new focus on prosumption provided a change in the institutional logics of production (Klinger & Svensson, 2015), with a specific focus on media and how information is consumed and communicated. This shifting of how people interact online was seen to be more democratic, participatory and transparent, aimed at creating a culture of sharing (van Dijck, 2013a); however, this must be viewed as optimistic, as this is not always the case. This change in production was viewed as the foundation for social media. 

[bookmark: _Hlk153267225]Using an institutional logics lens, one can view the growth and wide use of social media as a shifting in societal logics, but also as a logic in its own right (Arayankalam et al., 2023; Xu & Taghizadeh Larsson, 2021; van Dijck & Poell, 2013). Social media logics have four guiding principles: programmability, in how the platforms are designed and determines what is possible on the platform (such as the character limit on Twitter); popularity, which links to the algorithms influencing which posts appear higher up the feed (such as promoted content); connectivity, which describes the ability for content to be shared widely; and finally datafication, the ability to monitor all interactions in the form of analytics (van Dijck & Poell, 2013). These logics are of interest to this project, and specifically the development of community resilience. Using a social capital approach, one can see how the social media logic of connectivity directly links the development of social capital. As discussed in section 2.4.3, social capital is linked to the development of community resilience, focusing on the importance of bonding, bridging and linking social capital (Carmen et al., 2022; Sanyal & Routray, 2016). One can therefore note that the connectivity of social media could provide a platform and method to enact this bonding, bridging, and linking capital.

The following sections will look at the key definitions and concepts associated with social media, the digital divide, the uses of social media, the negative elements, and finally how social media is used in disasters.

[bookmark: _Toc153554323][bookmark: _Toc22633730][bookmark: _Toc158823564][bookmark: _Toc140071602][bookmark: _Toc523850272][bookmark: _Toc10621094][bookmark: _Toc98148357][bookmark: _Toc523750411][bookmark: _Toc93336020][bookmark: _Toc193367205]2.5.2: Definitions
Social media is defined as “a group of Internet-based applications that build on the ideological and technological foundations of Web 2.0, and that allow the creation and exchange of user-generated content” (Kaplan & Haenlein, 2010, p. 61). There are a variety of different types of social media, including: user-generated content (YouTube, TikTok etc.); trading and marketing sites (Amazon, eBay etc.); play and game sites (Farmville, Angry Birds etc.); and the focus of this research, social networking sites (SNS)(Facebook, Twitter etc.) (van Dijck, 2013b). It is important to note that these are not mutually exclusive categories, with platforms such as Facebook encompassing multiple categories (van Dijck, 2013b). When people discuss social media, they are often referring to social networking sites; however, as this thesis focuses on the use of Twitter, a microblogging site, social media will be used throughout this document to encompass both SNS and social media platforms. 

Social media are created and designed in different ways, which enables varied levels of social presence and media richness, namely the platform’s ability to facilitate shared meaning and reduce ambiguity (Lovejoy & Saxton, 2012; Kaplan & Haenlein, 2010). This influences the levels of self-presentation and self-disclosure, all of which impact how users engage with the platform and their fellow users, and can impact on their wellbeing due to focusing on what to post from their lives (Schlosser, 2020; Kaplan & Haenlein, 2010). This means that organisations like SYFR can choose different platforms based on the interactions they aim to have with their followers. However, before exploring how social media can be used, there needs to be a discussion of who is online and who is not; this is known as the digital divide.  

[bookmark: _Toc153554324][bookmark: _Toc22633733][bookmark: _Toc10621097][bookmark: _Toc523850276][bookmark: _Toc140071605][bookmark: _Toc93336023][bookmark: _Toc98148364][bookmark: _Toc158823565][bookmark: _Toc523750415][bookmark: _Toc522884867][bookmark: _Toc193367206]2.5.3: Digital Divide
[bookmark: _Hlk153267369]The digital divide is a concept that is challenging to define, with authors noting that the term creates “more confusion than clarification” (van Dijk, 2006, p. 222). The term digital divide was first coined in the 1990s to describe the gap between those who had access to computers and technology and those who did not have access; this created a binary definition of the digital divide, of the haves and the have-nots (Ramakrishnan, Ngamassi, & Rahman, 2022; van Deursen & van Dijk, 2010; van Dijk, 2006). Over the subsequent years, there was an increase in the market for cheaper alternatives and improvement to infrastructure, which reduced this initial divide in terms of access. This required a renewed conception of the divide and the introduction of different levels to the digital divide. It was acknowledged that there was a first level to the divide, which focused on access. This was then expanded to include the second level of the digital divide, exploring the skills and knowledge needed to engage online (Ramakrishnan, Ngamassi, & Rahman, 2022; Correa, 2016; van Deursen & van Dijk, 2010). This second level has been divided further into internet skills categories: operational, the basic skills needed to operate the technology; formal, the skills required for navigation and orientation; information, the skills to fulfil their needs; and strategic, how they use the internet to reach goals. These categories can be viewed as sequential and enable the divide to be viewed as a process (Dutton & Reisdorf, 2019; Correa, 2016; van Deursen & van Dijk, 2010). There is now a growing discussion of a third level within the divide, exploring whether the user experiences positive consequences or tangible outcomes of engaging online, such as the ability to move activities online, such as work, shopping or socialising (Holmes & Burgess, 2022; Lythreatis, Singh, & El-Kassar, 2022). The digital divide describes people who are unable to engage, but also people who choose not to engage online; they are known as digital excluders (Dutton & Reisdorf, 2019).

The divide has been criticised for being binary and focusing on those who are included versus excluded.  With the use of the word divide, suggesting that it will be difficult to bridge (van Dijk, 2006); however, the divide is not as simple as haves and have-nots. The divide is not homogeneous and affects members of society in a variety of ways, with different intersections such as gender, race, age, and people of a lower socio-economic status impacting how they adopt, access, and use digital resources (Acilar & Sæbø, 2023; Zhao et al., 2023; Correa, 2016; Friemel, 2016). This is important to note due to the relationship with risk communication. As discussed in section 2.2.2, socio-demographic information such as race, age, gender and culture influence how individuals experience disasters (Spialek & Houston, 2019; Pfefferbaum, Pfefferbaum, & Van Horn, 2018; Ripberger et al., 2014; Sellnow & Sellnow, 2010). This highlights the importance of acknowledging the various intersections of society within disaster management, risk communications, and digital use. Taking one example of a socio-demographic intersection, such as age one can see the challenges. 

The literature notes that not only is age a factor within the first level of the divide, namely not owning or engaging the hardware, but that the hardware is not always accessible (Friemel, 2016; McMurtrey et al., 2013). This is seen within recent data, with 29% of the 75+ age range being counted as digitally excluded (Ofcom, 2024). However, within this 29%, it is reported that 52% of this group get a friend or family member to conduct online activities for them (Ofcom, 2024). This highlights the danger of not using an intersectional approach to research, as using the term age doesn’t acknowledge or accommodate the various physical, sociological and psychological variances that come with aging (Nimrod, 2017; Choudrie, Ghinea, & Songonuga, 2013).

There is also an increasing understanding of the wider structural issues which influence an individual’s engagement online, including housing provision and whether there is broadband access or 4G signal (Holmes & Burgess, 2022); however, even with these structural issues being resolved, there are still groups of people who are choosing not to engage online, or follow content creators, such as SYFR.

The digital divide and wider digital exclusion therefore closely links to existing social inequalities, suggesting that digital exclusion needs to be included into wider social deprivation models and policies (Holmes & Burgess, 2022; Correa, 2016; van Dijk, 2006). This continues the neoliberal theme, as digital exclusion can be viewed as a challenge for the individual to overcome and for the private sector to provide. It focuses on the individual’s need to access the hardware and seek out training, combined with the onus on the private companies to improve access and pricing (Holmes & Burgess, 2022). This combination appears to reduce the pressure on state governments to provide the support. Within the UK, there are proposals to develop the UK’s satellite network to increase 5G access across the country to reduce the digital divide in rural and hard to reach areas (Department for Science Innovation and Technology, UK Space Agency, & The Rt Hon Michelle Donelan MP, 2023); however, even with these structural changes, there is still little government support for training individuals in digital skills, and this is often left to not-for-profit organisations (The Good Things Foundation, 2021).

[bookmark: _Hlk179556495]This neoliberal agenda is also influencing national government to encourage public sector organisations onto social media, with the growth of e-governance and the use of social media as a low cost communications tool and as a method to increase transparency (Xu & Taghizadeh Larsson, 2021; Choudrie, Ghinea, & Songonuga, 2013; Helbig, Gil-Garica, & Ferro, 2009; Dawes, 2008). This increased use of social media to communicate key information by businesses and public sector agencies creates a challenge for the digitally excluded; if people cannot access the online materials or follow the accounts they risk missing crucial information, incurring financial penalties, and becoming socially excluded (Holmes & Burgess, 2022; Lythreatis, Singh, & El-Kassar, 2022; Friemel, 2016; Choudrie, Ghinea, & Songonuga, 2013; Helbig, Gil-Garica, & Ferro, 2009). In 2021, 94% of adults in the UK used the internet, this means that 6% of adults (an estimated 1.7 million households) were not online (Ofcom, 2022); however, one must note this only includes data for people directly engaging online, not people who have support networks who engage online on their behalf, such as buying items online for them. This highlights the importance of understanding the digital divide, especially in terms of engagement from public bodies, such as SYFR, who have a statutory obligation to support their communities. Examining how public sector organisations view and aim to combat the barriers and challenges faced by people engaging online would be an interesting avenue for future research.

The concept of the digital divide is therefore of great importance when discussing the use of social media for community disaster resilience. As discussed in section 2.4.3, social capital is an important factor within the development of community resilience, enabling community members to develop bonding, bridging and linking social capital (Carmen et al., 2022; Sanyal & Routray, 2016). This poses a challenge when organisations are moving more of their material and interactions online. If someone is digitally excluded, they will not be able to develop linking social capital with relevant organisations, such as SYFR. This would limit SYFR’s ability to reach and communicate with some of the most vulnerable members in society.  

This thesis focused on how SYFR can use social media to support community disaster resilience, and as such needs to understand how social media is used by the individuals and the communities who are digitally included. 

[bookmark: _Toc140071603][bookmark: _Toc522884866][bookmark: _Toc93336021][bookmark: _Toc98148358][bookmark: _Toc10621095][bookmark: _Toc523750413][bookmark: _Toc523850274][bookmark: _Toc22633731][bookmark: _Toc153554325][bookmark: _Toc158823566][bookmark: _Toc193367207]2.5.4: Putting the Social in social media.
When new technology and media are created there is often a concern over their impact on person to person relationships; this was seen with the creation of the television, with the fear that it would reduce community engagement and other traditional relationships, such as family dynamics (Rainie & Wellman, 2012; Putnam, 1995),. This can be viewed as the process of shifting logics. With the growing use of the internet, and specifically social media, there was a concern about what it meant for relationships and traditional community environments (Baym, 2015), with research exploring the perceived dichotomy of online and offline relationships, known as digital dualism; however, this is a simplistic view, as relationships operate fluidly between online and offline spaces (Jurgenson, 2011; Subrahmanyam et al., 2008; Wilson, 2006). This section explores this continuum.

[bookmark: _Toc98148359]Individual use of social media
To better understand how individuals use social media, there needs to be an examination of who is online and what platforms they are using. Ofcom data suggests that within the 94% of UK adults online, Facebook is still the most popular site, with 94% of those adults visiting Facebook in September 2021, 92% on YouTube, 73% on Instagram, and 62% on Twitter (Ofcom, 2022). It is important to acknowledge the variation within these figures when considering different socio-demographic interactions. For instance, when we examine age, there is a difference in the platforms that are used. If we explore the use of Facebook, 77% of over 65s actively engage on the platform, while only 9% of 16-24s use it (Ofcom, 2024).  While there is a variation within the data, it still indicates a high percentage of adults within the UK engaging with one or more types of social media. It is therefore important to understand how individuals are using these platforms. 

Social media can be used in a variety of ways: to create, maintain and strengthen relationships; for information exchange social support; and general companionship (Correa, 2016; boyd, 2014; Subrahmanyam et al., 2008; Mesch & Talmud, 2006). This includes engaging and communicating with one’s perceived community. 

[bookmark: _Toc98148360][bookmark: _Hlk179556462]Community uses of social media
While social media often focuses on the individual and how they interact with networks, it is important to understand how individuals can come together to form a collective, both in the short term, during the initial impact of a disaster, and longer term, with the creation of communities (Potts, 2013). Thiscan be viewed as creating and developing new community logics. The literature suggests that the development of the internet and social media is not weakening traditional community but is transforming it into everyday life. This is seen through enabling an extension of the perceived spatial and temporal boundaries of the community and creating new connections that were not possible before such as communities of practice between bloggers, and health care professionals (Gannon & Prothero, 2018; Rolls et al., 2016; Wellman, Boase, & Chen, 2002). 

[bookmark: _Hlk179556451][bookmark: _Hlk153267755]Social media has enabled connective action, which describes the ability to join with individuals and groups in an online space to work together towards a shared goal, as there is a reduced cost to participation (Bennett & Segerberg, 2012), from the reduced need to travel to a meeting in person. This increased communication between communities online can enable connective action, but also the sharing of information and ideas. This communication of information can be viewed as creating a hybrid media system (Chadwick, 2017; Chadwick, Dennis, & Smith, 2016) which is “built upon interactions among older and newer media logics” (Chadwick, Dennis, & Smith, 2016, p. 8). This enables individuals to intervene in real-time to news and events, and to have an influence on the public discourse surrounding a topic (Chadwick, Dennis, & Smith, 2016).. The concept of connective action can also be viewed through the lens of community resilience. Patel et al’s (2017) systematic literature review examined the different elements examined within community resilience research, one of which was community networks and governance. Therefore, the use of social media to connect and collectively organise can be viewed as developing community resilience. One could also link connective action to the building of bonding social capital within the communities (Carmen et al., 2022; Sanyal & Routray, 2016).

This suggests that social media can be beneficial to members of the community who are online (direct engagement) or have support networks which share the information with them (indirect engagement). However, these networks are not only used for positive interactions and can support and enable the growth of negative and dangerous interactions.
 
[bookmark: _Toc98148361][bookmark: _Hlk179556420][bookmark: _Toc523750414][bookmark: _Toc523850275][bookmark: _Toc10621096]The negative aspects of social media
While social media can support individuals to develop and maintain relationships and connect with communities in their geographical area and beyond, it can also enable negative and dangerous behaviours, both individually and between users.

Individually, users can experience a range of negative impacts from using social media. This can include impact to their self-esteem, cyber-bullying, the sexual exploitation of children, the organisation of riots, trolling culture, and information overload (Lelisho et al., 2023; Cingel, Carter, & Krause, 2022; Zhang et al., 2022; Phillips, 2011, 2019; Reilly, 2011). These negative impacts of social media can impact users at any time, including prior and during a disaster. This was seen during the COVID-19 lockdowns, with an overload of information termed the infodemic (Lelisho et al., 2023; Zhang et al., 2022). This saw users consuming large amounts of information from a variety of sources which led to increased rates of psychological distress (Lelisho et al., 2023; Zhang et al., 2022); this has also been termed as doomscrolling  (Sharma, Lee, & Johnson, 2022). 

While this thesis is focusing on the use of social media prior to an event, these concepts are important to understand as the sharing of negative stories and experiences on social media has been seen to reduce the individual’s perception of their community’s resilience (Arayankalam et al., 2023; Xie, Pinto, & Zhong, 2022; Patel et al., 2017). Not only does this influence the users subjective wellbeing, but it may influence the development of community resilience as the communities mental outlook will be affected (Patel et al., 2017). This was examined in a US study researching COVID-19, where they reported a negative association between community information support and perceived resilience, with a suggestion that this may be due to exposure to more information which may make them think their community is unable to handle the event (Xie, Pinto, & Zhong, 2022).

It is important to note that these negative aspects of social media are often due to design and control of the social media companies. Social media is often framed as a public good, however, social media companies, such as Meta, are companies, their business is based on exploiting users’ data to make a profit and will be influenced by market and economic logics. This means that every time there is a hashtag trending on Twitter, or a community group discussing an event on Facebook, or someone uploads some user-generated content, these companies are profiting (van Dijck, 2013b; Fish & Srinivasan, 2012). This is known as surveillance capitalism (West, 2019; Zuboff, 2015), which “aims to predict and modify human behaviour as a means to produce revenue and market control” (Zuboff, 2015, p. 75). This highlights the dual nature of social media; it can be used to bring people together, however, it is also based on an extractive business model, where the user’s interactions (clicks, likes, shares) are monetised. These negative aspects of social media can create challenges for organisations who use them as a communication tool as they may need to adapt how they engage and share information, especially surrounding disasters.

[bookmark: _Toc22633732][bookmark: _Toc98148362][bookmark: _Toc158823567][bookmark: _Toc93336022][bookmark: _Toc140071604][bookmark: _Toc153554326][bookmark: _Toc193367208]2.5.5: Social media and disasters
Social media can be used throughout the Disaster Management Cycle, with the majority of the research focusing on the response and recovery phases, such as health care organisations who signpost the location of vaccination sites during influenza outbreaks (Hagen et al., 2018; Merchant, Elmer, & Lurie, 2011); this has now become an institutional logic for organisations to use social media to share messages. However, it is not only organisations which use social media to operate during disasters, as it is also used by members of the public. 

In the aftermath of disasters, social media can be a lifeline for citizens, both in terms of emotional and practical support. During Hurricane Sandy in 2011, and the earthquake in Tohoku, Japan in 2011, the telephone and power lines were destroyed. Traditionally, this would have seen citizens left without any information or support, but in these cases radio and social media were still accessible (Hagen et al., 2018; Reilly & Atanasova, 2016a; Simon, Goldberg, & Adini, 2015). This meant that blue-light organisations (or the field level institution of emergency responders) and citizens were still able to communicate with each other to get the necessary information. This was seen clearly on Twitter, with over 20 million tweets published regarding Hurricane Sandy, with over half of those comprising of news, information and videos of the storm (Hagen et al., 2018; Simon, Goldberg, & Adini, 2015); however, it is important to note that other channels, such as radio, were viewed to be more resilient sources of information as the digital communications networks failed (Reilly & Atanasova, 2016b). While this shows the potential of social media, there needs to be pre-existing channels that people know and trust for information (Brynielsson et al., 2018; Hagen et al., 2018), which can be viewed to have institutional legitimacy and are part of the institutional logics. 

This shows a growing dependence on social media by citizens and organisations, with the increased use of Twitter during disasters (Karimiziarani et al., 2022). A study by the American Red Cross suggested that 74% of respondents believed help would come quickly if they posted on Facebook or Twitter (Feng & Umaier, 2023). However, while there is an expectation and acceptance of social media within disaster management, there is a challenge for organisations to sift through the large volume of information, some of which will be irrelevant or distracting (Karimiziarani et al., 2022).

[bookmark: _Hlk153268163]Research suggests that social media, including Facebook community pages, can be a valuable source of psychological first aid, information, problem solving and advice during an event, or simply as avoidance or distraction from the event (Resnyansky, 2014; Slee, 2019; Taylor et al., 2012; Xie et al., 2022). This was seen during Cyclone Yasi in Australia in 2011, with the “Cyclone Yasi update” Facebook page (Resnyansky, 2014; Taylor et al., 2012), and also during the Whaley Bridge incident in the UK in 2019 (Slee, 2019). Both crises saw the pages compile official information from a variety of sources into one location and provide support and advice to those in need, providing a potential communication source for organisations; this was seen in the case of Whaley Bridge, with a reported 6,500 residents in the town and 5,600 members on the Whaley Bridge Facebook page at the time; while they may not all have all been residents impacted by the event, it highlights a potential strategy for using social media groups as a source of information and dissemination (Slee, 2019).  This also suggests a developing community and social media logic, to use these pages to engage and communicate with their local community. However, in order to use these groups during an event, there needs to be trust and an understanding in these groups, including who is included and not included, either due to the digital divide or general community dynamics influencing who joins the group (Ramakrishnan, Ngamassi, & Rahman, 2022).

[bookmark: _Hlk153268233]These community pages can also support the communities through the recovery phases, with the focus on donations and financial support, social cohesion, information for reconstruction and infrastructure, as well as emotional support (Ogie et al., 2022); these pages could be viewed as sites where the community logic is enacted and reworked. While this indicates the different ways social media can be used after an event has happened, there is a gap in the literature to examine how social media can be used by organisations to develop community resilience before an event, and how it can be used to support individuals and communities. This is a contribution from this thesis: examining how SYFR utilise social media channels to communicate about risks across South Yorkshire to help develop community disaster resilience. The examples of Cyclone Yasi and Whaley Bridge show how these social media pages can provide a wealth of support to a community. Thus, indicating a need to develop these groups and linking social capital (Carmen et al., 2022; Sanyal & Routray, 2016) prior to an event, in order to support communities to develop resilience. 

Organisations can use social media prior to events by informing people that an event is due to happen, signposting support, and communicating with those affected (Resnyansky, 2014). An example of social media use in the preparation phase is the partnership between the Met Office and the UK Environment Agency (EA), who have been working together since 2009 to predict flooding events via the flood forecasting centre (Environment Agency, 2019). This partnership monitors the major rivers and weather patterns, and then uses these data to alert the relevant stakeholders through flood warning alerts sent via phone, email, text message, and also, for larger events, via social media (Smith et al., 2017; Environment Agency, n.d). While they state that they use social media, Figure 9 shows that their account only had 2,326 followers at time of this image being taken (17.26GMT on the 13th of September 2023), and it appears mainly to be retweets of the Met Office account, with some unique posts from their account. This suggests their main engagement is coming from more traditional and established channels. These alerts focus on the imminent phases of a potential disaster and do not focus on the building of resilience. This indicates another avenue for future research, conducting a similar research project in collaboration with the EA examining their use of social media. This research aimed to contribute to the literature by examining if and how SYFR can support the development of community resilience using social media. 
[image: ]
[bookmark: _Toc193367287][bookmark: _Toc153554390]Figure 9: Flood Forecasting Centre account on X (image collected at 17.26 on 13th September 2023); Source: Flood Forecasting Centre (2023)
[bookmark: _Toc523750416][bookmark: _Toc22633734][bookmark: _Toc153554327][bookmark: _Toc93336024][bookmark: _Toc140071606][bookmark: _Toc98148366][bookmark: _Toc523850277][bookmark: _Toc10621098][bookmark: _Toc193367209][bookmark: _Toc158823568]2.5.6: Conclusion 
[bookmark: _Hlk179556405]This section provided a conceptual grounding to social media, with a discussion of the definitions, who is online, the role of the digital divide, how individuals can use social media, the link to their communities, the negative elements of social media, and how social media can be used in disasters. 

Social media is often viewed as a ubiquitous element of society, however, as explored within this section, not everyone is able, or chooses, to access it. This means the organisations who use social media for most of their communication may risk excluding community members from information or discussions around topics which are relevant to their lives. This creates a challenge for using social media for the creation and maintenance of community resilience if the more vulnerable members of the community are not engaging.
This focus on the use of social media again continues the narrative of neoliberalism, with social media companies being private companies and taking on the role of controlling the way in which communication happens in and between organisations and individual citizens. This places a great deal of power and responsibility on social media companies, when their core aim and institutional logics, as private companies, is to make profit, often through the commodification of their users. This means that public sector organisations who use social media and have state and public sector institutional logics may have conflicting institutional logics to the method with which they are using to communicate.

[bookmark: _Toc98148367][bookmark: _Toc158823569][bookmark: _Toc93336025][bookmark: _Toc22633735][bookmark: _Toc140071607][bookmark: _Toc153554328][bookmark: _Toc193367210]2.6: The Study Context - Fire and Rescue Service	
[bookmark: _Toc16856925][bookmark: _Toc93336026][bookmark: _Toc153554329][bookmark: _Toc140071608][bookmark: _Toc10621105][bookmark: _Toc3183383][bookmark: _Toc98148368][bookmark: _Toc158823570][bookmark: _Toc22633736][bookmark: _Toc193367211]2.6.1: Introduction
[bookmark: _Toc3183384]This section provides an overview of the Fire Rescue Service (FRS) within the UK, discussing the institutional context which has shaped and changed the way that the FRS operates and interacts with other agencies over the past 20+ years. This section can be contextualised within the broader context of top-down governmental policy and legal obligations of the FRS, which can be seen as key institutional drivers. 

Institutional logics within fire management can influence how organisations operate and adapt to changing demands, such as the increased threat of disasters from climate change  (Bosomworth, 2018). Understanding why organisations respond in the ways they do can help organisations to examine potential challenges and barriers to new operational plans. Within the literature, there has been minimal research which examines the institutional logics within FRS in the UK, and this is one way that this thesis contributes to the literature. 

The section draws on two main themes: firstly, the changing institutional logics within the FRS from a traditionally reactive to a more proactive approach to emergencies and disasters; and secondly, the changing institutional logics of government through successive neoliberal and new public management political trends, with the notion of shifting responsibility of fire and disaster prevention away from central government to local government, the household, and the individual.

[bookmark: _Toc93336027][bookmark: _Toc98148369][bookmark: _Toc140071609][bookmark: _Toc22633737][bookmark: _Toc10621106][bookmark: _Toc153554330][bookmark: _Toc158823571][bookmark: _Toc193367212]2.6.2: Political context of the FRS
The FRS has gone through a variety of institutional changes since the Fire Services Act of 1947. This legislation saw the creation of a national fire brigade and focused on the brigade’s role in fighting fires (Manyena et al., 2011; UK Government, 1947). Since 1947, the FRS has been linked to the institutional logics of central government and the political parties. One of these shifts in politics and therefore institutional logics was through the New Labour government (1999 – 2010) where a variety of white papers and acts aimed to improve public service for citizens, including the Modernising Government white paper (1999) which focused on best value. The concept of best value was used as a method to monitor local governmental services and to ensure that the money was being spent in the most efficient way, increasing the accountability in local governmental services (Wankhade & Murphy, 2023; Glennon et al., 2018; Murphy & Greenhalgh, 2013, 2018; Glennon, 2017; Manzi, 2015; Fitzgerald, 2005). This was seen as a wider focus on New Public Management (NPM), linked to neoliberal ideals. 

New Public Management
New Public Management (NPM) started in the 1980s and was aimed at improving the perceived inefficiencies of public sector organisations by adopting strategy and management approaches from the private sector (Wankhade & Murphy, 2023; Svärd, 2019; Bosomworth, 2018; Connell, Fawcett, & Meagher, 2009; Hood, 1995). NPM can be seen as part of a wider neoliberal agenda, mirroring the free market approach (Connell, Fawcett, & Meagher, 2009); while some authors disagree with the link between NPM and neoliberalism (Knafo, 2020), the important element to consider is the shifting strategy and management practices in public sector organisations. This influences how they are run and how the services are provided for the user, which have their roots in increased competition and the use of profit making, and market driven logics (Connell, Fawcett, & Meagher, 2009).

It is suggested that there are seven elements to NPM: disaggregation of public organisation; competition between public and private sector organisations; increased use of private corporate management practices; focus on parsimony in resource use; increased hands on management; increased performance management measurements; and an aim for organisations to regulate themselves according to pre-determined measures (Svärd, 2019; Hood, 1995). These seven NPM elements require organisations to deploy new management styles, aimed at increasing efficiency, effectiveness, value for money, and flexibility (Kelly, O’Donohoe, & Doyle, 2023; Stewart & Connolly, 2022; Svärd, 2019). Within the public sector, this can be viewed as shifting from administration to management (Svärd, 2019), which can be viewed as shifting institutional logics. 

NPM has various institutional logics associated with it, from managerial logics, focusing on process control and performance, to accountability logics and public service logics (Stewart & Connolly, 2022; Rana & Hoque, 2020; Kaplan & Haenlein, 2010). These changing logics can change internal structures and management practices within organisations, such as in acute care hospitals in Ireland, with a shifting accountability logic, which changed the management practices from individual decision making to an executive team making the decisions (Kelly, O’Donohoe, & Doyle, 2023). These new logics can also be combined to create hybrid logics; for example, in public law organisations, which combines public service logics of equality, with new managerial logics. These managerial logics can influence how workers conduct their day-to-day business. This can be viewed in practice in public law organisations with workers focusing on the easy to serve cases in order to meet targets and evading the more challenging cases (Benish, 2020).

Svard (2019) notes that research in NPM to date has focused on two different elements: the specific management innovations within the public sector organisations; or the role of government and citizens, with the former receiving more attention. There is now a growing body of literature moving away from NPM focusing on New Public Governance (NPG) which moves a step further than NPM to focus on how communities can co-produce public services and goods (Steinbach & Süß, 2018), shifting the responsibility logics from public or private, to the citizen or client. While this project focuses on the specific management of the SYFR communications department, it also looks at the wider themes of responsibility within the building of resilience and the link to communities, so will be contributing to both sections of the NPM literature. 

The influence of NPM within the UK has seen a variety of changes within the FRS, including the commissioning of the Bain Review (2002), and two parliamentary acts (Fire and Rescue Act (2004), and the Civil Contingencies Act (2004), which led to a large restructuring of the FRS and a new image.

[bookmark: _Toc3183386][bookmark: _Toc10621107][bookmark: _Toc98148370]Bain Review (2002) and Fire and Rescue Act (2004)
The Bain Review (2002) covered a variety of topics within the FRS, including discussions of fire service standards, community fire safety, the role of government, and the structuring and management of the service (Murphy & Greenhalgh, 2013; Matheson, Manning, & Williams, 2011; Andrews, 2010; Bain, Lyons., & Young, 2002). The Bain Review’s recommendations led to a large cultural change within the FRS, with the shifting from the notions of ranks to roles tied to new pay structures, and a wider focus on prevention as part of a wider proactive approach (Matheson, Manning, & Williams, 2011). The greater focus on prevention rather than reaction was intended to improve the service for citizens and their safety, but it was also viewed as a method to reduce costs, mirroring the best value initiative and therefore the wider NPM agenda. 

The early 2000’s saw wider fire service management reforms related to the Bain Review including integrated personal development systems, which aimed to improve service through establishing competence levels (Murphy & Greenhalgh, 2018; Andrews, 2010), and Integrated Risk Management Plans (IRMP), which aimed to show best value through Fire and Rescue Authorities stating the use of the budget every three years. IRMPs were also related to the Fire and Rescue Services Act (FRSA)(2004) which set out the roles, responsibilities, and administration of fire and rescue authorities, moving decision making on resources levels from central government to the local authorities (Murphy & Greenhalgh, 2018). The FRSA also included a core function within the FRS of fire safety, specifically communicating and promoting fire safety (HM Government, 2004). These changes saw a shifting in the institutional drivers, institutional logics, and inner workings of the FRS. Thishas had an impact on how they plan and conduct their work, potentially influencing how they communicate regarding resilience. The Fire and Rescue Act looked at the internal dynamics of the service, whereas the Civil Contingencies Act (enacted in the same year) included legislation on the wider role of the FRS within the national disaster agenda.

[bookmark: _Toc3183389][bookmark: _Toc10621108][bookmark: _Toc98148371]Civil Contingencies Act (2004)
The Civil Contingencies Act (CCA) was enacted in 2004 and focused on six main areas: anticipate; assess; prevent; prepare; respond; and recover (McMaster & Baber, 2012; Civil Contingencies Act, 2004). These six areas were linked to an increased focus on the people and communities (Murphy & Ferry, 2018; Murphy & Greenhalgh, 2018; McMaster & Baber, 2012), which was similar to other Labour policies of this time. 

A large element of the CCA (2004) was the increased focus on multi-agency collaboration; this was done through the creation of Local Resilience Forums (LRFs) and different categories of responders, with blue-light services and other front line infrastructure organisations being designated as Category 1 responders. This placed a statutory responsibility on these organisations to collaborate (Murphy & Greenhalgh, 2018; Murphy, Greenhalgh, & Parkin, 2012), which in turn gave the FRS a statutory obligation to collaborate and work with other agencies. Not only for reactive strategies, but also proactive. The focus on proactive rather than reactive working had been building momentum through various policies, starting with the Modernisation Government (1999) white paper and the focus on best value. The CCA (2004) saw a statutory obligation to develop this further, including a series of institutional logics to adhere to. While the CCA placed an obligation on the FRS, the budgetary support to meet those obligations was not included. These papers and parliamentary acts all influence how the FRS operate, including their community operations and are examined in RQ2 (chapter 5) which examines the institutional drivers which influence SYFR’s communication strategy. 
[bookmark: _Toc158823572][bookmark: _Toc153554331][bookmark: _Toc193367213]2.6.3: FRS community operations	
While these statutory obligations are for all FRS, each FRS (such as SYFR) operate and conduct different initiatives to meet these obligations. While there are commonalities, such as the calculation for risk focusing on socioeconomic and demographic data, combined with previous fire events, and the use of Home Safety Visits to target support to individuals at risk, there are differences in the campaigns and approaches they take (Taylor et al., 2022; Waring, Bromley, & Giles, 2022). 

In order to reduce fires, the FRS conduct a variety of work, either with individuals through home safety visits, geographical communities via community events, or targeting specific lifestyles and behaviours (Taylor et al., 2022). This work varies from FRS to FRS and is largely due to the geographical need of the area with areas experiencing different risks, such as Merseyside FRS’ increased risk of fire due to alcohol and drug use in their area (Taylor et al., 2022). This requires individual FRS’ to understand the risk of fire and other disasters in their area and to tailor specific approaches.

[bookmark: _Hlk148191892][bookmark: _Hlk148191903]These approaches have appeared to work, with numbers of fires and fire fatalities having decreased nationally, however, so has their budget, requiring FRS to develop innovative strategies to continue to reduce fires and fire fatalities, although correlation is not causation (Taylor et al., 2022; Waring, Bromley, & Giles, 2022). Central government funding for the FRS decreased by £137 million between 2010 and 2020, and while the fires and fatalities have also decreased (Waring, Bromley, & Giles, 2022), there is a growing concern over future risk, specifically climate change and the increased threat of wildfires, flooding, heatwaves, and droughts, which the FRS has a statutory obligation to respond to. This implies that the FRS as a whole is not able to develop proactive resilience (Carmen et al., 2022) as there is not currently a budget for this type of work (Waring, Bromley, & Giles, 2022). This required them to look for cheaper alternatives for community engagement, one of which is social media. This increased use of social media is viewed as increasing participation (not always the case as explored in the digital divide section above), and also transparency (Xu & Taghizadeh Larsson, 2021). This can be viewed as another institutional logic created by the Local Government Code of Transparency in 2015 (Department for Communities and Local Government, 2015). Therefore, examining an FRS’ use of social media to engage with the community provides not only a contribution to the FRS literature, but also a contribution to FRS policy.

[bookmark: _Toc140071610][bookmark: _Toc153554332][bookmark: _Toc10621111][bookmark: _Toc3183403][bookmark: _Toc98148373][bookmark: _Toc93336028][bookmark: _Toc22633738][bookmark: _Toc158823573][bookmark: _Toc193367214]2.6.4: Conclusion
This section provided a brief overview of the political landscape from 1997 through to the present day, with the changing institutional logics of different governments in power, and by highlighting the themes of responsibility and collaboration. The theme of responsibility was identified and looked at through different agencies’ involvements in proactive and reactive emergency environments, and the wider discourse of individual or governmental responsibility for resilience and community care. Another theme within this chapter was collaboration, which was tied to the modernisation agenda and the increasing focus on multi-agency collaboration, such as the CCA (2004). These two themes highlight the shifting state of institutional drivers within and across FRSs, with regulatory institutional changes influencing the inner workings of an FRS and how they engage and work with their surrounding communities.

This section explored the influence of neoliberalism, with a specific focus on NPM and the political drive to reduce costs within the public sector. The influence of neoliberalism creates a contradiction within the functioning of FRS, as they are given statutory responsibilities to prevent, collaborate, and create resilience communities, without providing additional resources with which to meet these goals, encouraging them to ensure efficiency in their limited resources.
[bookmark: _Toc168569251][bookmark: _Hlk146210362]
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This chapter provided a literature review of both theories and the main contextual topics, providing definitions, models, key concepts, and themes. It explored and examined the use of institutional theory as the lens for the project, examining the context and data using the principles of institutional theory. This theoretical approach was supported with communication theory, examining how the institutions communicate and the practicalities of communication. This nesting of theories aims to better understand the influences and drivers impacting SYFR’s engagement with their surrounding communities. Each of the theories focused on different aspects of the interaction between SYFR and the community, with the communication theory focusing on how they communicate, and the institutional theory focusing on why they communicate specific content. 

These sections have shown there are similarities between the two theories, such as the role of social construction within institutions and communications, and between risk and the creation and maintenance of institutional logics. These theories not only provide a lens with which to examine SYFR’s communication, but they are also examined as a phenomenon in their own right (Lounsbury et al., 2021; Alvesson & Spicer, 2018), with RQ2 (see chapter 5) examining how and which institutional logics influence and shape SYFR’s communication strategy.

This chapter then examined the literature surrounding the context of the project: disasters; community resilience; social media; and the FRS. Exploring the definitions and key concepts of these topics enabled this thesis to view shared themes across these topics, such as temporality, space, responsibility, and a growing influence of neoliberalism on these topics.
Firstly, temporality, which is a theme present in most sections of this chapter with both institutional and communication theory having a link to temporality, with institutions and their logics shifting and adapting over time, and communication styles, messages and approaches having differing effectiveness with increasing time, such as PICs and risk communication. This is also continued in the main context of this project, disasters, with a very strong temporal theme with the Disaster Management Cycle. This suggested there is a difference to how the phase of disasters is communicated, and how organisations need to communicate risk to community stakeholders, perhaps indicating differing institutional logics for these different phases. 

The second theme examined the spatial; within both theories there are spatial elements in terms of both tangible and intangible space. Communication theory focuses on audiences, which can concentrate on a geographically set area, such as the community of South Yorkshire, or it can focus on an intangible space, such as communities online. Similarly, institutional logics focus on tangible and intangible spaces, as institutions can be embodied by organisations or can be larger more cultural focused institutions. These link into the contextual topics too. With disasters being experienced at a hyperlocal level, while social media can be experienced locally and globally. This is an interesting form of spatial scale, as organisations such as SYFR have a main statutory obligation to support those residing in South Yorkshire; however, as explored with institutional pluralism, the logics from central government may not be the only ones influencing the work of SYFR.

The third theme emerging from the literature is that of responsibility, which is not only tied to both the obligations of SYFR, but also the growing focus on building community resilience. These appear to be linked to a wider neoliberal narrative, reducing central state responsibility, and shifting the responsibility to local actors, but also combined with a reduction in funding and focus on NPM. This theme is important, because there is a growing understanding of the grand challenges in society, such as climate change, and the need for collaboration between agencies and communities to solve these challenges. However, with a growing focus on the role of community, there needs to be an acknowledgement that communities are not homogeneous. There are different abilities and capacities influencing their ability to work towards these grand challenges, which links to a smaller theme of agency.

Within both institutional and communication theories, there is a growing understanding of the agency that individuals have, such as the agency that communicators must shape and share messages, but also within institutions and the literature on institutional agency and the process of frame-switching within institutionally complex environments. This begs the question whether the communities have the agency to develop resilience, and if so, how organisations such as SYFR can support and foster this building of resilience. These themes and theories weave their way through this thesis, not only in discussion but they are also embedded within the development and action of the project.

[bookmark: _Hlk1481680311]This literature review has provided the contextual background and has shown how the research questions were created. With RQ1 (What is SYFR’s communication strategy for building community disaster resilience?) building on the risk communication and PIC literature, as well as its contextual grounding in disasters, resilience, and social media.  This chapter has also shown the development of RQ2 (What influences and shapes SYFR’s communication strategy?), exploring what influences and shapes SYFR’s communication strategy by examining the existing research in institutional logics, the political context of the FRS, as well as wider community resilience perspectives. Finally, this chapter has provided the grounding to RQ3 (Who is engaging with SYFR’s content on social media and what implications are there for community resilience?), through examining the growing role of social media and its intersection with communities and their resilience. The following methodology explains the process and methods which were used to answer these questions.


[bookmark: _Toc147765740][bookmark: _Toc145019978][bookmark: _Toc145281024][bookmark: _Toc153554334][bookmark: _Toc193367216]Chapter 3: Methodology
[bookmark: _Toc93336030][bookmark: _Toc141888833][bookmark: _Toc98148375][bookmark: _Toc145281025][bookmark: _Toc147765741][bookmark: _Toc145019979][bookmark: _Toc153554335][bookmark: _Toc193367217]3.1: Introduction
This chapter outlines the methodological approach of the research. The first section discusses the interpretivist research philosophy and then flows into a discussion of the role of abduction with the research approach. The second section explores the research strategy, providing an explanation of the approach for collecting the data. It also explores engaged scholarship and the transdisciplinary foundations of the project. Section three provides a discussion of the research strategies used while working with SYFR including Institutional Ethnography (IE) and the analysis of their social media data. Section four provides an overview of the analysis conducted on the qualitative data, focusing on a thematic analytical approach, with the additional discussion of how institutional logics can be examined within the data collection output. Section five provides an overview of the ethics of the project, discussing the main ethical considerations within qualitative research, the data collected via social media, and my positionality. Building on the literature review chapter, this methodology chapter provides the contextual grounding to explore the primary data.

[bookmark: _Toc153554336][bookmark: _Toc147765742][bookmark: _Toc145281026][bookmark: _Toc145019980][bookmark: _Toc193367218]3.2: Research Philosophy 
[bookmark: _Hlk144845886]Within social research, it is important to understand the philosophical paradigms and wider assumptions of the research. Within this wider philosophical discussion, there are two key elements: ontology and epistemology (Saunders, Lewis, & Thornhill, 2019). Ontology describes and examines the assumption of reality or as it is more widely known: the study of being (Saunders, Lewis, & Thornhill, 2019; Moon & Blackman, 2014; Bechara & Van De Ven, 2007; Van De Ven, 2007a). Epistemology focuses on what knowledge is, exploring what is valid and legitimate, and how knowledge is created and maintained (Saunders, Lewis, & Thornhill, 2019; Moon & Blackman, 2014; Daly, 2008). Combining ontology and epistemology can create philosophical paradigms, and within the management discipline there are five main paradigms: positivism, critical realism, interpretivism, postmodernism, and pragmatism (Saunders, Lewis, & Thornhill, 2019). Each of these paradigm’s views reality and truth in different ways: positivism is objectivist, viewing knowledge as an absolute, with one truth focusing on quantitative methods; critical realism is less objective than positivism and incorporates some elements of subjectivism, suggesting that there is one truth but that uncovering that truth is challenging due to social and organisational structures; postmodernism moves further away from objectivity and focuses more on power structures and to give voice to the marginalised, through a deeper analysis of language; and finally pragmatism focuses on an initial problem and focuses on concepts as tools to support action (Saunders, Lewis, & Thornhill, 2019; Moon & Blackman, 2014). Each of these philosophical paradigm’s views reality and concepts in a different way, however, due to the nature of the research, namely focusing on communities and the concept of resilience, there was a need for a philosophical approach which enabled individual experiences and interpretations to be captured in the research. 

Throughout the literature review (chapter 2), I noted how different concepts (community resilience, institutions, and communication) are socially constructed, meaning they are challenging to observe objectively as they are created and maintained by the actions of social actors. Using an interpretivist approach encourages one to examine the data from various standpoints with the acknowledgement that one experience and understanding of an event or concept is not universal. Therefore, using an interpretivist approach was the best fit for the research topic, as discussed in more detail in the next section. 

[bookmark: _Toc147765743][bookmark: _Toc153554337][bookmark: _Toc145019981][bookmark: _Toc145281027][bookmark: _Toc193367219]3.2.1: Interpretivism
[bookmark: _Hlk187833015]This project adopted an interpretivist approach, using a socially constructed ontology, with the belief that multiple realities exist; this is known as relativism (Saunders, Lewis, & Thornhill, 2019; Bryman, 2016; Moon & Blackman, 2014; Bechara & Van De Ven, 2007). Within the wider relativist ontological approach, there are different ways of viewing the multiple realities: bounded relativism suggests that “one shared reality exists within a bounded group” (Moon & Blackman, 2014, p. 1170) whereas relativism suggests that reality exists as intangible mental constructions (Saunders, Lewis, & Thornhill, 2019; Moon & Blackman, 2014). As this project focuses on communities, there is a draw to bounded relativism as certain groups or organisations may experience reality in a similar way; however, this project used this approach with a caveat, namely using an intersectional approach (Mason-Bish, 2014; Warner, 2008; Valentine, 2007; Yuval‐Davis, 2007), as a social actor can be a member of different groups and as such their perception of reality may differ to people who have a different intersectional characteristic.

Using a bounded relativist ontological approach, this leads to the second philosophical attribute of the research: epistemology. The interpretivist approach suggests that being and knowledge must be interpreted by social actors (Daly, 2008; Schwandt, 1998), suggesting that knowledge is created and maintained by the social actors’ perceptions and interpretations (Saunders, Lewis, & Thornhill, 2019). Therefore, to examine knowledge, one must explore individual cases to gain a stronger understanding and interpretation of knowledge and reality (Saunders, Lewis, & Thornhill, 2019; Moon & Blackman, 2014). Using an interpretivist paradigm shapes the way that the research examines and understands reality and knowledge, and as such influences what data is collected and how it is interpreted.  Using an interpretivist approach enabled me to gain insight into the meaning behind people’s actions, thoughts and opinions. This research focuses on topics, such as communication and community resilience, which are intrinsically linked to the individual experience. This meant that using an interpretivist approach enabled me to frame the research in a way which prioritised the individuality of their experiences.

As I researcher, I also personally believe in the interpretivist approach. Through my educational career, I have examined a range of literatures, including feminist theories such as intersectional theory (Cho, Crenshaw, & McCall, 2013; Mattis et al., 2008; Valentine, 2007). This academic grounding showed me the importance of examining the context and lived experiences behind the data. I strongly believe that every individual has a unique perspective on the world, not only depending on their socio-economic characteristics, but also their lived experiences. Using an interpretivist approach enabled me to conduct this research in a way which acknowledged and gave space for the context and specificity of the participants lived experience.  

[bookmark: _Hlk187832663]Traditionally, an interpretivist approach utilises an inductive approach to theory development, letting the data guide the development of theory, rather than a deductive approach which starts with the theory and then links to the data. However, due to the collaborative nature of this project, I chose to adopt an abductive approach which is viewed as the middle ground between induction and deduction, with an iterative process moving between the data and the theory (Thompson, 2022; Saunders, Lewis, & Thornhill, 2019). Abduction has also been described as induction with additional understanding and explanation (Hurley, Dietrich, & Rundle-Thiele, 2021).

[bookmark: _Hlk187832785]A broad abductive approach was adopted for this project due to the use of engaged scholarship (Van De Ven, 2007a). This approach was chosen due to the nature of the project, as myself and SYFR worked together to shape and design the project, so moving between theory and data enabled the inclusion of new ideas and approaches (Hurley, Dietrich, & Rundle-Thiele, 2021). An example of this was that the project initially focussed on fires, however, in 2019 severe flooding occurred in South Yorkshire which led SYFR to adapt the project to include floods, and subsequently this project needed to refocus on a wider variety of disasters. 

Using an interpretivist approach lends itself to more qualitative based research, as it focuses on the interpretation of events and phenomena by social actors, which can be explored in greater depth with qualitative methods (Saunders, Lewis, & Thornhill, 2019); this is outlined in greater detail in the next section.

[bookmark: _Hlk1448458861][bookmark: _Toc145281028][bookmark: _Toc145019982][bookmark: _Toc153554338][bookmark: _Toc147765744][bookmark: _Toc193367220]3.3: Research strategy
This section focuses on the practicalities of the research, exploring the strategies used to collect data which fits within the philosophical underpinnings of the project. Within Figure 10, one can see that the research strategy included an interpretivist approach using engaged scholarship with a specific focus on transdisciplinary research. Figure 10 also highlights the dual approach to this research, conducting data collections with SYFR, and the South Yorkshire Community, both of which used different data collection methods.
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[bookmark: _Toc193367288][bookmark: _Toc153554391]Figure 10: Research philosophy and strategy of the project, created by the author.
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This section will discuss the collaborative nature of this project and its position within the engaged scholarship perspective, focusing on a transdisciplinary approach. Following from this will be a discussion of the two phases of data collection: firstly, working with SYFR, and secondly working with community groups across South Yorkshire. This section explores how the research was conducted with SYFR and discusses the use of the Institutional Ethnography (IE) and social media data. This is followed by a discussion of the community research and how the data were collected using this approach. 

[bookmark: _Toc145281029][bookmark: _Toc153554339][bookmark: _Toc147765745][bookmark: _Toc145019983][bookmark: _Toc193367221]3.3.1: Engaged Scholarship
This project used an engaged scholarship (ES) approach, which refers to the process of combining academic (theory) and practitioner (practice) knowledge in a community-focused or partnership-oriented way (Jensen & Kainz, 2019). ES can be described as a method that either focuses on the application and creation of knowledge in a collaborative manner, or as a movement with an emphasis on community needs and solutions (Jensen & Kainz, 2019). An ES approach aims to engage stakeholders in all stages of the research, from the conceptualising phase through to the dissemination of the findings (Jensen & Kainz, 2019). There is a growing body of work focusing on collaboration within research, which can be viewed as changing the institutional logics of traditional academia. Historically, this has focused on retaining knowledge within departmental silos, whereas ES aims to ensure a collaborative approach to the research, while contextualising the research within academic knowledge and practice (Jensen & Kainz, 2019; Barge & Shockley-Zalabak, 2008; Van De Ven, 2007b). A method of engaged scholarship is transdisciplinary work (Jensen & Kainz, 2019).

[bookmark: _Toc145281031][bookmark: _Toc147765746]Transdisciplinary research
[bookmark: _Hlk161238196]This project was designed to be transdisciplinary due to the partnership with SYFR. Transdisciplinary research describes research which combines academic and non-academic actors in the co-production of knowledge (Kruijf et al., 2022; Lawrence et al., 2022; Plummer et al., 2022; Sellberg et al., 2021; Rigolot, 2020). Transdisciplinary work aims to engage societal actors in “wicked problems” or “grand challenges”, which describes multifaceted societal issues, such as climate change (Klag & Langley, 2023; Cunliffe & Pavlovich, 2022; Lawrence et al., 2022), and in the case of this research, community resilience to disasters. There are three different phases that societal actors can be involved with in a project, such as project formulation, project execution and results, and products and publications (Lawrence et al., 2022). 

This project was designed in collaboration with SYFR, which means the conceptualisation and design of this project has combined academic and practitioner discourses, enabling knowledge co-production (Kruijf et al., 2022). This approach aims to ensure that impact is embedded within the research, not only for academic audiences, but also for the wider disaster management sector. Working across academia and practitioner environments requires an understanding of the cultural differences between academia and practitioner discourses (Jensen & Kainz, 2019).

While transdisciplinary work aims to be engaging and supportive of societal actors, there are some challenges with conducting such a project. Firstly, the perspective of these actors must be included in different elements of the project, such as what should be addressed and how it should be evaluated. Moving on to even larger epistemological discussions on what constitutes knowledge (Kruijf et al., 2022; Lawrence et al., 2022; Plummer et al., 2022) as well as the value of that knowledge. There can also be challenges associated with the academic focus of the project; it can be difficult to maintain independence and objectivity, or it can be more time consuming, or simply that it may raise expectations of participants (Kruijf et al., 2022). 

As discussed earlier in this chapter, this research was divided into two distinct data collection phases: work with SYFR; and work with the community groups in South Yorkshire (seen in figure 10). Each of the data collection phases used different tools and will be discussed next.

[bookmark: _Toc98148380][bookmark: _Toc93336035][bookmark: _Toc141888837][bookmark: _Toc145281032][bookmark: _Toc145019984][bookmark: _Toc153554340][bookmark: _Toc147765747][bookmark: _Toc193367222]3.3.2: Research with SYFR
Within the transdisciplinary framework, I examined SYFR and how they communicate with their surrounding communities using an institutional ethnography method; this helped to examine SYFR from an institutional perspective and how they created their social media communications strategy surrounding community resilience. This was supplemented with a brief analysis of their social media followers, exploring whether the local community were engaging with their communication.

[bookmark: _Toc1418888371][bookmark: _Toc981483801][bookmark: _Toc933360351][bookmark: _Toc98148383][bookmark: _Toc145281034][bookmark: _Toc147765748][bookmark: _Toc141888840][bookmark: _Toc93336038]Institutional ethnography
IE is a qualitative research approach created by Canadian sociologist Dorothy Smith in 1987, and comes from Marxist and feminist theories, examining how people’s occupations are situated within their social contexts (Mosseray, Aernouts, & Ryckewaert, 2023; Murray, 2022; Doll & Walby, 2019; Rankin, 2017; Billo & Mountz, 2016; Caspar et al., 2016; Prodinger, Rudman, & Shaw, 2015). It focuses on everyday interactions of people and how they are influenced by institutional forces, viewing the everyday as the problematic (Mosseray, Aernouts, & Ryckewaert, 2023; Smith, 1987). Examining the everyday is done through focusing on a standpoint, which is where the researcher focuses on one particular person or group and examines their everyday activities, known in the literature as lived experiences (Mosseray, Aernouts, & Ryckewaert, 2023; Doll & Walby, 2019; Kearney et al., 2018; Nichols & Braimoh, 2018; Rankin, 2017; Caspar et al., 2016; Rudrum, 2016; Teghtsoonian, 2016; Lund & Tienari, 2015; Prodinger, Rudman, & Shaw, 2015; Lund, 2012; Campbell L, 1998). Within this research, the standpoint adopted is that of the SYFR Communications team.

Once the researcher has chosen the standpoint (the SYFR Communications team), IE divides into three different data collection methods: observations, semi-structured interviews, and texts. These methods are employed to satisfy the aim of examining how institutions impact the standpoint’s lived experience, Using three different methods enables triangulation to examine how power is organised through the institutional order, also known as the ruling relations (Nichols & Braimoh, 2018; Townsend, 1996). Ruling relations are how the institution influences their everyday experiences, such as the institutional logics (Lehn et al., 2018; Ninomiya, Hurley, & Penashue, 2018; Wright & Rocco, 2018; Lund, 2012; Smith, 1987). IE is an iterative process, so while the literature suggests starting with the semi-structured interviews and observations, and then progressing to text, it is not a linear method, and can be adapted to suit the needs to the context. The researcher conducts these methods at the same time or weaves between them.(Wright & Rocco, 2018; Rankin, 2017). 

To understand the Communications team’s standpoint, I conducted an internship (see Appendix 1) at SYFR’s Headquarters, which enabled me to build relationships with the team and to better understand the actualities of the team’s experiences. Not only was I able to collect rich data (observations, semi-structured interviews, and examining texts), but it also helped to create and maintain the collaborative nature of the project. 

With all research methodologies, it's important to examine the strengths as well as the challenges associated with the method. In the case of institutional ethnography and, more widely, transdisciplinary research, there are authors who believe that due to the close partnership between the researcher and the researched, it may affect objectivity. This comes with concerns of data reliability and credibility (Kruijf et al., 2022; Abrams et al., 2015; Broadhead & Rist, 1976). However, this critique is bounded within an objectivist philosophical approach, namely that phenomena exist independently of the views of individuals (Saunders, Lewis, & Thornhill, 2019). This research is using an interpretivist philosophical approach and as such is grounded within subjectivism. This approach views reality as created from the actions and perceptions of individuals (Saunders, Lewis, & Thornhill, 2019) and therefore the researcher and their perceptions are embedded within the research. There must be academic and scientific rigour within this approach; the researcher needs to be reflective on the process and outcomes of the research (Kruijf et al., 2022; Doll & Walby, 2019). Within this project, this reflection was done using a researcher diary. 

I wrote a detailed researcher diary during my internship with SYFR, and continued to update my diary throughout the data collection period. The use of a researcher diary enabled me to reflect on my interactions and conversations to ensure I was maintaining academic rigour throughout the data collection process. I utilised the researcher diary throughout the process but found it particularly helpful during the write-up phase of the project, especially when reflecting on COVID-19. During the initial months of COVID-19, I used my researcher diary to help me process the changes required for the research, but also the challenges COVID-19 was causing in my personal life, namely being separated from friends and family. Throughout the write-up phase, I was able to revisit my feelings and understanding at that time. As with all experiences, hindsight can change our perception of events. Therefore, having a researcher diary which showed my feelings and thoughts at the time it was happening was invaluable. 

This methodological approach is a contribution to the methodology literature, not only for the use of IE, but also for its use with an FRS in the UK. The internship was cut short due to the national lockdown for COVID-19; however, I quickly adapted the project so that it could be conducted remotely, and due to the relationships already created in-person, I was able to continue collecting data via telephone interviews. This is also a contribution to the methodology literature, exploring how IE can be used remotely.

The following sections will explore the three different methods within IE: observations; semi-structured interviews; and texts. It will look at how they were utilised and conducted, and the benefits and challenges associated with each method.

[bookmark: _Toc145281036][bookmark: _Toc98148391][bookmark: _Toc147765749][bookmark: _Toc141888848]SYFR Observations
The observations were collected while conducting the internship at SYFR’s Headquarters and attending events and conferences with the SYFR Communications team. This element of IE was most difficult to complete due to the logistical challenges of data collection. In SYFR HQ, the Communications team all sat together on 4 desks with other teams surrounding them. This meant that when the full team was in, I was unable to sit with them, so I could only come into the office when a member of the team was away. This became even more challenging after the COVID-19 restrictions came into force, as I was unable to attend the SYFR HQ in person. This meant that the collection of observations was only possible on 12 days. These observations included working within the HQ offices as well as attending events with SYFR (see Appendix 1), such as the FirePro conference and the Asian Fire Service Association conference. This enabled me to observe the Communications team interacting with different departments within SYFR, but also within broader institutional contexts such as the FirePro event (a conference organised by and for FRS communications teams across England to get together and discuss communication strategies) or the AFSA event (a conference focusing on inclusion and diversity within the FRS) which was attended by members of FRS across the UK.

The observations were collected using a researcher diary which can be described as scaffolding the construction of knowledge or the interpretation of interpretation (Engin, 2011; Nadin & Cassell, 2006). Researcher diaries can provide many functions including the collation of observations during data collection, the ability to explore methodological issues, justifications of decisions made, supplementing the content of interviews, helping keep track of the research process, exploring ideas and hunches, observing myself as a researcher, practising reflexivity, and helping the researcher explore their epistemological understanding (Engin, 2011; Nadin & Cassell, 2006; Burgess, 1981). The diary was also used to reflect on data collected, including the texts, such as the SYFR external communication strategy, and the semi-structured interviews.

[bookmark: _heading=h.3j2qqm3][bookmark: _Toc98148389][bookmark: _Toc145281035][bookmark: _Toc147765750][bookmark: _Toc141888846]Semi-Structured interviews
As part of the IE approach, semi-structured interviews were conducted with members of SYFR from January 2019 to September 2021. Prior to March 2020, interviews were conducted in person at SYFR’s HQ; due to COVID-19 restrictions all interviews after March 2020 were either conducted via telephone or video call.  This project is focusing on communication, and as such predominantly worked with SYFR’s Communications team. The Communications team had four team members: a Strategic Manager (SM); a Campaigns Manager (CM); and two additional team members. I also conducted interviews with a team member from the Emergency Planning, and Community Safety teams.  Appendix 1 details the dates of the data collection and notes the COVID-19 legal restrictions in place at the time.

Within research, there is often a focus on data saturation, or information redundancy, referring to when you have gained a ‘complete’ data set and can finish data collection (Braun & Clarke, 2021a). The use of saturation for sample sizes can be viewed as following a positivist approach to research, namely subscribing a quantitative measure to the data, however, this research is following an interpretivist approach. For the data collected with SYFR, I interviewed everyone within the Communications team who worked on external communications. Throughout the data collection process, I worked closely with the communications team, not only conducting a series of interviews, but also spending time with them during my internship. While conducting the internship, I worked alongside them, and had lunch and coffee breaks with them. When the COVID-19 lockdowns happened, we were in regular contact. This enabled me to not only develop a strong working relationship, but also to gain an insight into their lives. This helped me build a picture of the context behind their actions and of the work they conducted. 

During my internship, I also met a range of people from different departments and was able to build a wider picture of the work being conducted by SYFR. For instance, the SYFR data team sat next to the Communications team, so I was able to have informal conversations with them to build a context of their work and their relationship to the Communications team. It was through this networking that I was able to interview additional SYFR departments for the research, such as the Community Safety and Emergency Planning teams. Through the use of my researcher diary, I was then able to examine the data I was collecting and was able to acknowledge when I had reached a level of data saturation. While I was able to embed within the SYFR team and collect this rich empirical data, I was not able to do this for the community data, which will be discussed in the following section. Semi-structured interviews are interviews which have a data collection focus, but also enable the researcher autonomy to explore the topic and conduct a more dialogic exchange between the researcher and participant (Adeoye-Olatunde & Olenik, 2021; Husband, 2020). This approach enables the collection of rich data as it goes to the source of the phenomena and the lived experience of the communication teams (Weick, 2007). This approach fits well with the philosophical paradigm of interpretivism because it enables the researcher to explore the participants unique perspective (Adeoye-Olatunde & Olenik, 2021). While semi-structured interviews conducted via different methods (face-to-face, telephone, video) have some core similarities, there are also differences which need to be examined. 

[bookmark: _Toc147765751]Remote interviews
Due to COVID-19 and strict social distancing rules and guidelines, the semi-structured interviews needed to move to a remote setting, such as telephone calls or video calls. With telephone and video interviews, the benefit was that it enabled the data collection process to continue when many researchers were unable to access participants to continue data collection during COVID-19 social restrictions. Conducting data collection remotely also meant that the project saved resources, both of time and finances, due to not having to travel to the location (Irvine, 2011). However, there are some challenges with these remote methods.

Telephone interviews can be harder to sustain concentration than face-to-face interviews, which means participants often speak less or do not elaborate on points, and are therefore often shorter in duration (Irvine, 2011). Prior to the telephone interviews, I had been conducting interviews of an average of 46 minutes (n=8), however, the telephone interviews were lasting on average 31 minutes (n=17). While this limited the time I had to explore the topic, it was important for the calls to be brief as the SYFR team are frontline workers and were dealing with COVID-19 both on a personal and professional level, so I was grateful for any amount of time they could give.

It can also be challenging conducting interviews without the visual context. Interviews not only collect the words said, they also collect the context around those words, such as facial expressions and body language, and also the setting of the interview (de Villiers, Farooq, & Molinari, 2022). These semi-structured interviews were being conducted with people who work for SYFR and as such the in-person interviews included contextual information about SYFR’s HQ. However, due to COVID-19, the SYFR team were predominantly working from home, so as such the work setting context was not lost, in fact it enabled participants to have a greater level of privacy while still participating in the research. The telephone interviews were also aided because I had met most of the participants prior to the national lockdown, so I had been able to build and develop rapport with them; this was also supported by members of the Communications team acting as a gatekeeper to other SYFR departments.
[bookmark: _Toc147765752]SYFR Recruitment and Gatekeeper relationship
Due to SYFR being a project partner, I was immediately able to start working within the 
Communications team, and from there, with the help of the team, developed a snowball method of recruiting participants. This included talking to a team member from the Community Safety team and the Business Continuity and Resilience team. 

This meant that the Communications team acted as a gatekeeper, providing lists of people who would be useful to talk to about the project, and who might be willing to take part in research activities. I then approached a selection of the people that they had suggested and interviewed team members from the Community Safety and Emergency Planning teams. The relationship between gatekeeper and researcher is important, as it can facilitate or bar access to participants and required negotiation (Williams, 2020; Walker & Read, 2011; Broadhead & Rist, 1976), and therefore requires an understanding of the gatekeeper’s motives (McAreavey & Das, 2013). Due to the collaborative nature of this project, the SYFR Communications team were supportive in connecting me to people who would aid the project, this was also supported by my presence around HQ during my internship days at SYFR, enabling me to look critically at the connections they were suggesting.

Prior to conducting the interviews, participants were given an information sheet and consent form (see Appendices 2 and 3) to ensure they understood the research and their involvement. Once informed consent was granted, the interviews were recorded and transcribed using a transcription service, and then inputted into NVivo ready for data analysis. During these interviews, participants would discuss texts that they used or had created, which enabled me to collect and analyse the third and final element of IE, texts. 

[bookmark: _Toc141888847][bookmark: _Toc98148390][bookmark: _Toc145281037][bookmark: _Toc147765753]Textual data
The third and final data collection method within IE is textual data, which focuses predominantly on the ruling relations. These ruling relations can be examined in texts as the institution is often embedded into policies, procedures and official documentation (Ninomiya, Hurley, & Penashue, 2018; Rankin, 2017; Lund & Tienari, 2015; Prodinger, Rudman, & Shaw, 2015; Lund, 2012). Texts not only show the ruling relations, but are more widely symbolic of the social and cultural space in which they were created, and as such dependant on the reader’s interpretations (Wright & Rocco, 2018; Lund, 2012), which fits within the wider interpretivist philosophical approach. 

Within the texts collected, they all have different purposes or functions; for instance, some texts are boss texts, or mandating texts, which regulate other texts (Doll & Walby, 2019; Lund, 2012). In the case of this research, this can be external institutions such as governmental legislation, such as the FRS Act (2004) or the CCA Act (2004), or the internal institution of the SYFR communication strategy documents. This project viewed how institutions influence the lived experiences of the SYFR team members, and how they influence further communications. Thiscan be seen as a contribution to the IE literature. This phenomenon is examined in RQ1, which explored SYFR’s external communication strategy, and how they developed their campaign materials. 
[bookmark: _Toc93336042][bookmark: _Toc141888859][bookmark: _Toc98148402]
The SYFR phase of data collection predominantly focused on members of SYFR, and resulted in 25 interview transcripts, 49 documents (such as the SYFR internal and external communications strategies), and a researcher diary. These data were analysed using a thematic analysis, which will be discussed later in this chapter. The IE was not the only data collection which was conducted with SYFR, as I was interested in examining how the institution was influencing their communication approach, but they also wanted to examine how it was affecting their communication, and this required looking at their social media data. 

[bookmark: _Toc1418888591][bookmark: _Toc933360421][bookmark: _Toc981484021][bookmark: _Hlk144554290][bookmark: _Toc145281038][bookmark: _Toc147765754]Social Media data
This phase of data collection predominantly focused on Twitter data, focusing on SYFR’s followers and their locations. Ideally, I would have undertaken the research across all the different platforms that SYFR engage on, such as Facebook and Instagram, but these platforms are both owned by Meta who have limited access to external researchers (Ahmed, Bath, & Demartini, 2017). This provided a limitation to this project, as different social media platforms have different demographics; for instance, Facebook is still the most popular site across all ages, with 77% of users aged 65+ only having a Facebook account; however, for younger users, 26% of 16–24-year-olds use Snapchat, and 29% use TikTok (Ofcom, 2024) However, these figures routinely change. In the 2022 report from Ofcom, 49% of users ages 65+ used Facebook, and 72% of 16-24 year olds were using Snapchat (Ofcom, 2022). This shows the everchanging landscape of social media use, and the challenge of conducting research on one platform as it can create an unintentional socio-demographic bias. An additional challenge to social media research is that not all these platforms are accessible to researchers. During the data collection period Twitter was open to research, via an application for the Application Programming Interface (API).

Since concluding data collection, Twitter has undergone a lot of internal changes to strategy and wider operation. These internal changes began with a change to the management of Twitter, with the company being bought by Elon Musk in October 2022 (Murphy et al., 2022). Since Musk took over there has been a shift in their business strategy, which has affected the overall culture of the platform, including a name change from Twitter to X (hereafter Twitter). This shift in business practice can be described as shifting the institutional logics of Twitter, not only in terms of their internal market logics but also through the community logics of social media. As discussed in the social media section, using a private company for your main communication channel can be a challenge for organisations, as social media companies can change their business practices or algorithms which can greatly impact how an organisation is able to reach and communicate with their followers. 

[bookmark: _heading=h.23ckvvd][bookmark: _Toc147765755][bookmark: _Toc98148403][bookmark: _Toc145281039][bookmark: _Toc141888860]Twitter
To access Twitter data in 2021, I applied to Twitter to gain a developer’s Application Programming Interface (API) access; an API is an interface which enables different applications to interact with each other (Ahmed, Bath, & Demartini, 2017; Kim et al., 2013). Within this research, this meant RStudio (an open-source coding software program) was able to interact with Twitter to access data on their platform. 

Applying for the API from Twitter required me to state my research interests and provide some details about how I was going to use the data; this can be viewed as written consent by Twitter to conduct the research (Puschmann & Burgess, 2013). This makes Twitter the gatekeeper to all their users’ data and creates a complex relationship between platform providers and their users, with the users having the least control over their data (Puschmann & Burgess, 2013). Twitter is a private organisation, and as such, their data regulation and access to the API will be driven by commercial interest, as the users time and energy is where the economic value lies (Puschmann & Burgess, 2013). 

Once the API had been granted by Twitter, I was also able to apply for another API with Google, which enabled me to access and use Google’s mapping. Once these APIs were collected, I was able to write and run the code using RStudio and start scraping the data, which was divided into two different sections: mapping followers; and mapping mentions.

[bookmark: _heading=h.ihv636][bookmark: _Toc141888861][bookmark: _Toc145281040][bookmark: _Toc147765756][bookmark: _Toc98148404]Mapping followers
To better understand who was ‘following’ SYFR, I used the Twitter API to scrape SYFR’s 38,000+ followers (for comparison, London Fire Brigade had 252.3k followers as of 8th October 2023 at 16:19GMT). Conducting this scrape, I was able to collect the profile information for each of the accounts that ‘follow’ SYFR. These data were separated out from the location data for their accounts, so that the locations and profile names were not linked, creating anonymous aggregated data which could not be traced to individuals. This research was relevant to the research questions as it explored where their followers were geographically located and whether the use of social media was efficient and effective when communicating with people in South Yorkshire. Using these data, I was then able to geocode the locations, using the Google API through the RStudio package ggmap (Kahle & Wickham, 2013). However, there are some challenges with this method. 
[bookmark: _heading=h.32hioqz]
While the location data can be accurate, it is important to note that there are some epistemological issues with accepting the locations as fact. Twitter locations are inputted by the user when they created their profile, which means that they may not be factual. There are many reasons why these data may not be reliable. Location data can be incorrect as people may either forget to update their profile when they move, or they could use a fake location to protect their identity, or simply do not use their account anymore. This means that while they are ‘following’ certain accounts they are not logging in or engaging with Twitter. This location data may also be false due to more sinister reasons, such as the use of bots or fake accounts, which can be created for deceptive means. However, while these findings have limitations, the general trends were still important to examine, to understand who may be follow SYFR’s account. As such, I have named this location data and all their followers the passive network, as they are accounts that we cannot know with certainty whether they engage with SYFR’s material, and if there are active humans behind the accounts. 

[bookmark: _heading=h.1hmsyys]To better understand the active network of people who engage with SYFR in a practical sense, I also conducted a scrape of social media accounts who actively message or mention SYFR in their tweets. Examination of SYFR’s mentions followed a similar methodology to mapping followers. Using the RStudio package rtweet, I was able to scrape the account information and tweets of SYFR’s followers from the last 30 days (from when the data were collected (12.10.2020) that had “@SYFR” within their tweet. Once I had these tweets and retweets I was able to collect the location data from each of their profiles (again creating an aggregated data file) and was then able to plot these data onto a map using Google’s ggmap (Kahle & Wickham, 2013) package. With both the follower and mentions data, there were some challenges with scraping and geocoding.
[bookmark: _heading=h.41mghml]
The challenges associated with both mapping the followers and mapping the mentions were again due to the nature of the location data on Twitter. The locations are inputted by the user and the only restrictions the user has is 30 characters, as seen in Figure 11; this shows my Twitter account and the ability to edit the location. This meant that these data are not standardised, which lead to “Barnsley” being geocoded to “Barnsley Resort” in the USA. I had to standardise the location data so that it was geocoded in the correct locations, changing “sheffield”, “Sheffield”, “Sheffield UK” etc. to “Sheffield, South Yorkshire”.  This was done for the top 20 unique locations for each of the data sets (followers & mentions). This research examines the accounts following SYFR to ascertain SYFR’s communication network. However, this creates a limitation to this data as these locations may not provide an accurate representation of the account holders location.
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[bookmark: _Toc153554392][bookmark: _Toc193367289][bookmark: _heading=h.2xcytpi][bookmark: _Toc144912110][bookmark: _Toc98148392][bookmark: _Toc98148382][bookmark: _Toc141888849][bookmark: _Toc141888839][bookmark: _Toc93336037]Figure 11: My Twitter profile
This concluded the data collection with SYFR, focusing on the IE and the social media data. I then explored how and why SYFR communicate via social media, and what that communication looks like. I then moved onto the second phase of the data collection, which focused on the South Yorkshire communities. 

[bookmark: _Toc145019985][bookmark: _Toc145281042][bookmark: _Toc147765760][bookmark: _Toc153554341][bookmark: _Hlk145081168][bookmark: _Toc193367223]3.3.3: Research conducted with South Yorkshire communities.
The final phase of the data collection focused on how the community engage with organisations like SYFR, and how they view their community’s resilience. It was important to include data collected from the communities, as SYFR had wanted to better understand the needs from the community, and it was required for the project to fully understand if and how SYFR could support these communities to develop or maintain resilience. Due to the collaborative nature of this project, these data collections were designed with SYFR. Through multiple discussions it was agreed that the selection of communities for the focus groups would concentrate on the risk levels and indices they used to gauge community risk across the area.

To gauge risk, SYFR use a model to assign different geographical areas different levels of risk (see figure 12). This model uses Mosaic based fire data, combined with historical fire incident data to create an index of risk; it is important to note here that their risk model focuses on incidents of fire and no other disasters. This reflects the historical role of the FRS working predominantly with the risks of fire, which suggests an institutional logic, which will be discussed in greater depth in chapter 5. Using this formula, all the lower super output areas (geographical area) within South Yorkshire are ascribed a score and placed into a risk grade. This formula is accessible from the Community Fire Risk Model document found on SYFR’s website (South Yorkshire Fire and Rescue, 2015).
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[bookmark: _Toc153554393][bookmark: _Toc193367290]Figure 12: SYFR Community Risk Model methodology formula (South Yorkshire Fire and Rescue, 2015)
Using this approach, it was decided the project would focus on a low risk and high-risk community. SYFR then provided me with a document with the eight highest risk areas, and a list of 199 very low risk areas in South Yorkshire. I then randomly selected a location for the highest and lowest risk groups. The high-risk location remained the same throughout the project, however, the low-risk community changed part-way through the project due to low engagement levels which made recruitment challenging. 

[bookmark: _heading=h.1ci93xb][bookmark: _Toc147765761]Connecting with the communities
Recruiting for community focus groups can be challenging, and this was amplified during the COVID-19 Lockdowns. Previously, the aim had been to visit the communities, attend community events, and get to know people in the community prior to attempting to recruit participants for the workshop. Having previously conducted community work in academia and industry, I felt confident about this area of the data collection. However, due to restrictions on in-person data collection, this element of the research had to adapt. 
As the research was based on the use of social media, I pivoted my approach and attempted to contact the chosen communities via Facebook. I searched for local Facebook groups, signed up, and messaged the group admins to ask permission to post a message to the group. All the groups I requested to join had administrators who manage the groups, after explaining the research and why I wanted to join their group, they allowed me to join and post a series of messages asking the group’s members to participate in a focus group. I tried various message approaches, with posters, text, links, however, the engagement was very low and resulted in only two members of the community for each community workshop. 

The literature on focus groups is divided on the numbers of attendees required, with some suggesting a minimum of four and other suggesting a minimum of ten (Kook, Harel-Shalev, & Yuval, 2019; Hopkins, 2007). These numbers are suggested as it is hoped that all participants will engage and create a rich discussion, however, this is not always the case. Large groups can bring challenges for data collection, such as multiple voices speaking at once, dominant participants and so on. While these larger groups can be productive and necessary for some research, for other projects there needs to be a smaller more spacious experience. This project was focusing on the participants experiences and thoughts surrounding their disaster resilience. While this was not an ethically sensitive topic, the data were collected within challenging conditions due to COVID-19 restrictions. Providing a smaller group to discuss this topic enabled the participants the space to consider the questions and share their experiences (Hopkins, 2007). 

Focus groups have long been used as a feminist research method, to enable participants the space to provide space to voice experiences and create a collective meaning of events (Kook, Harel-Shalev, & Yuval, 2019). Therefore, the space provided to participants within a small focus group can also support certain groups within society who often feel that their voices are marginalised, due to their race, culture or gender (Toner, 2009). In the case of this research, all the participants identified as women. This is clearly a substantial limitation within the research. When conducting community-based research there needs to be an inclusion of a range of socio-economic experiences. Due to the challenges of COVID-19 and the need to conduct the research online, I was only able to recruit people who engaged with my posts on social media. The data collection for this project spanned over numerous years and when the COVID-19 lockdowns were eased, I was then unable to collect data in person as I was pregnant and required to self-isolate due to the high-risk nature of my pregnancy (twins). This meant that within the timeframe of the PhD, I was unable to collect more community data. 

This research used an interpretivist approach, which places importance on the nuance of the individuals’ experiences. This project examined communities, which also required an understanding of the breadth of experience within a community (Titz, Cannon, & Krüger, 2018), as discussed in the literature review (section 2.4.2).  When using an interpretivist philosophy, there is a greater focus on smaller samples and a more in-depth investigation into topics in order to draw out the variation in lived experiences (Saunders, Lewis, & Thornhill, 2019). This was seen within Toner‘s (2009) study on women’s experiences of substance abuse. Toner’s small focus groups enabled the participants to discuss and create a shared meaning, which enabled a greater depth of analysis and understanding of the individual participants experiences, enabling the development of research validity and rigour (Toner, 2009; Longhurst, 1996). 

While I had aimed to include more community members in the research, using an interpretivist approach means that there is the understanding that each interview and participant can only provide their interpretation of events and concepts (Saunders, Lewis, & Thornhill, 2019). Therefore, the concept of data saturation would be impossible unless every member of the community were interviewed, suggesting that the concept of data saturation is challenging for interpretivist research (Braun & Clarke, 2021a). However, this data is inherently limited due to the lack of diversity within the participants as they were all white women. 

Once the locations (high and low risk) were was chosen, and the community members recruited, I contacted each participant and shared the information sheet (Appendix 2) and consent form (Appendix 3). This enabled me to gain informed consent and record the focus group. These were then transcribed and inputted into NVivo for analysis. This was conducted for both the low and high-risk community groups.

[bookmark: _Hlk145087005][bookmark: _Toc145281047][bookmark: _Toc147765762]High-risk community group
The high-risk community group was a neighbourhood within an urban area of South Yorkshire. This area experiences high levels of deprivation and has a high proportion of council housing. When asked to describe their community, the participants explained the history of the area, namely that it was an old mining settlement that when the mines were shut, people were left to their own devices. They noted that culturally the area has low levels of trust for authority and organisations, and low levels of trust for “outsiders”. This was noted in the research as one participant shared that when conducting some community work, they had low levels of engagement due to a perception that they were official and an outsider: “I went downstairs with a clipboard, and the first two days I did it, nobody spoke a word to me” (Participant 1, High Risk Focus Group).

During the focus group, the participants discussed a wide range of topics, including those of a more sensitive nature (discussions of personal mental health, and drug and alcohol dependencies), which was probably due to the participants knowing each other already; this meant that the participants were supporting each other while explaining to me the challenges that they experience in their community. 

[bookmark: _heading=h.1pxezwc][bookmark: _Toc141888855][bookmark: _Toc145281048][bookmark: _Toc98148398][bookmark: _Toc147765763]Low-risk community group
The low-risk community group was a small rural village. The village has predominantly been a farming community, with previous links to mining in the area. The village is low-lying and sits just above sea level, this has meant that historically the village has dealt with flooding, which is recorded back before the 17th Century. However, in the 17th and 18th Century the area had landscaping work conducted, which aimed to reduce the risk of flooding, which had little effect. However, in the early 20th Century more work was conducted to prevent flooding, which worked for 71 years, until the South Yorkshire floods in 2019. The South Yorkshire floods affected numerous towns and villages across the area and resulted in a large-scale rescue and recovery operation for SYFR across the area. 

While the flooding greatly affected this community, they remained a low-risk community in the eyes of SYFR due to the low fire incidents and low levels of deprivation, indicating a slight flaw in the measurement of risk for these communities. While they may have a low risk to fire, this community are known to be geographically low-lying and therefore their risk of other disasters, such as flooding, is higher, which the FRS are statutorily obligated to respond to under the CCA (2004). 

[bookmark: _heading=h.3whwml4][bookmark: _Toc145281044][bookmark: _Toc141888851][bookmark: _Toc98148394][bookmark: _Toc147765764]Online focus groups
Once the participants had read the information sheet and completed their consent forms, they were invited to take part in an online focus group. Focus groups have long been accepted as a valid and reliable data collection method, through using group interaction to explore a topic chosen by the researcher (Henage et al., 2021; MacNamara et al., 2021; Bagnoli & Clark, 2010). While focus groups have traditionally taken place in person, due to social distancing for COVID-19, this project conducted online focus groups, using video conferencing software (Google Meets). As discussed above this created a limitation within the community data, namely a lack of participants and diversity within those participants. The challenge of recruitment created a series of limitations within the data, one of which being the lack of representation for community members who do not engage online. 

[bookmark: _heading=h.2bn6wsx]There are a variety of benefits with conducting online focus groups, both for the researcher and the participants. Such as reducing the cost to participants, through travel arrangements, or time spent participating. Online focus groups enable geographically dispersed individuals and communities to come together, where it would be challenging due to physical, time and financial constraints (Flynn, Albrecht, & Scott, 2018; Kite & Phongsavan, 2017; Abrams et al., 2015; Forrestal, D’Angelo, & Vogel, 2015). This approach also enables greater flexibility for participants, as focus groups can be scheduled around the clock, not just when community centres and other venues are open, or when it is socially acceptable, or safe to be in certain areas (Opara, Spangsdorf, & Ryan, 2023; de Villiers, Farooq, & Molinari, 2022; Flynn, Albrecht, & Scott, 2018; Kite & Phongsavan, 2017). This was utilised during this research, as participants were not allowed to mix outside of their households due to COVID-19 restrictions, and one of the participants in the low-risk focus group was visiting family, so if the session had been held in person, they would not have been able to attend. While the ideal is to conduct focus groups face-to-face, online focus groups can still enable a similar level of contextual data, and data richness, such as facial expressions and body language (de Villiers, Farooq, & Molinari, 2022; Flynn, Albrecht, & Scott, 2018; Abrams et al., 2015). 

[bookmark: _Toc141888854][bookmark: _Toc98148397]While there are benefits of conducting focus groups in an online setting, there are also challenges. Firstly, in order to take part in online focus groups, participants need to have access to hardware that enables them to join the call (laptop, tablet or phone), and also reliable internet access (de Villiers, Farooq, & Molinari, 2022). This created a challenge for this research, as the project had aimed to discuss whether people use technology to connect with their community, however, due to the lack of access due to COVID-19, the participants were recruited through hyper-local Facebook pages. This means that while the digital divide is a very important factor within this research, it was impossible to explore with the communities due to the data collection constraints. 

When participants logged onto the focus group, there were challenges related to their location. Due to participants joining the call from their homes, there was the potential of distractions (Kite & Phongsavan, 2017), such as one community group conversation where someone’s doorbell rang and they had to go and answer it, or another time when a participant went to get a glass of wine mid-focus group.

Video focus groups can be more stressful for participants than face-to-face focus groups, due to challenges with the technology. This can include the delay in sending and receiving messages leading to silences on the call, and “Zoom fatigue” referring to the increased levels of close up eye gaze with a screen and increased levels of self-evaluation due to the ability to stare at one’s own image (de Villiers, Farooq, & Molinari, 2022; Bailenson, 2021). This can lead to the focus group becoming more like a group interview, with participants waiting till they are called upon to engage with the discussion, which can prevent the interaction between participants (Kite & Phongsavan, 2017; Forrestal, D’Angelo, & Vogel, 2015); however, due to the participants knowing each other prior to the session, they relaxed and started a discussion. While both the high and low-risk community focus groups would have ideally had more attendees, it was more manageable having two people on the call and enabled each participant to share their experiences in a calm and balanced way. This led to more detailed and rich data from each participant, which was analysed using a thematic approach.

[bookmark: _Toc98148399][bookmark: _Toc141888856][bookmark: _heading=h.49x2ik5][bookmark: _Toc93336041][bookmark: _Toc145019986][bookmark: _Toc153554342][bookmark: _Toc145281049][bookmark: _Toc147765765][bookmark: _Toc193367224]3.4: Data analysis
[bookmark: _Hlk142410338][bookmark: _Toc933360411][bookmark: _Toc1418888561][bookmark: _Toc981483991]Once the data had been collected (recordings taken of interviews and focus groups) it was stored on a password protected laptop and then sent to a transcription service to be transcribed; I then checked the transcriptions and undertook a thematic analysis using NVivo 12. I uploaded all the documents and audio transcripts to NVivo 12 and conducted the coding. I then printed off the codes and conducted a manual sorting of the codes, which I then updated on NVivo. 

A thematic analysis relies on the researcher’s subjectivity and personal insight on the topic to interpret the data, which fits within the interpretivist approach of this project (Braun & Clarke, 2023; Vaismoradi et al., 2016). Thematic analysis can be described as a family of approaches, with some using small q qualitative analysis, and others using big Q qualitative analysis; this describes the spectrum of analysis that can have a slight positivist approach (small q) to a more reflexive and interpretive approach (big Q) (Braun & Clarke, 2023). This requires an understanding of how themes are viewed, either as topic summaries (small q), or interpretive storytelling (big Q) (Braun & Clarke, 2023). This project used an abductive approach and therefore the theory and wider literature was used both inductively and deductively, such as prior knowledge of parliamentary acts (e.g., the Civil Contingencies Act), and combined with more interpretive storytelling, with themes such as responsibility (Braun & Clarke, 2023). 
[bookmark: _Hlk1424103381]This project used the thematic analysis method set out by Braun et al. (2018), focusing on the six phases of familiarisation, generating codes, constructing themes, revising and defining themes, and producing the report (Braun et al., 2018). This was done through listening to the recordings and reading the documents multiple times (familiarisation), then over the course of the project generating codes (the analytical unit) and constructing prototype themes based on my interpretation of the data, which can be multifaceted (Braun & Clarke, 2021b, 2023; Braun et al., 2018), such as trust and responsibility. 

This approach supported the analysis of institutional logics, enabling an examination of patterns in the data, which can be described as a set of symbols and beliefs expressed in verbal, visual or written discourses and can be identified as institutional logics (Reay & Jones, 2016). This thesis used a pattern inducing approach, focusing on an interpretivist approach to data analysis, but also with the understanding that there are elements of pattern deducing within the work (Reay & Jones, 2016). While a mainly inductive approach to data analysis was used, letting the text show the reality, there is always an element of deduction. For example, when I saw certain words such as prevention or statutory obligation, they were logics which I expected to see within conversations with the Fire and Rescue service due to the contextual work (literature review) I conducted prior to the data collection phase. 

As argued earlier, one can never truly have an inductive research project during a PhD due to the nature of the programme, requiring a research proposal with an extensive literature review prior to data collection, the researcher is always expecting to find or challenge something related to their literature review. Data collection took place over multiple years, which meant that the process of revising and defining themes happened throughout the project, until the data collection had concluded, with the analysis following an iterative process (Braun & Clarke, 2021b). When the themes had been suitably defined and explored, the final phase of writing up the document was then completed (Braun et al., 2018). 

[bookmark: _heading=h.3o7alnk][bookmark: _heading=h.2grqrue][bookmark: _heading=h.2p2csry][bookmark: _heading=h.147n2zr][bookmark: _heading=h.3fwokq0][bookmark: _Toc145019987][bookmark: _Toc153554343][bookmark: _Toc147765766][bookmark: _Toc98148410][bookmark: _Toc141888867][bookmark: _Toc93336043][bookmark: _Toc145281050][bookmark: _Toc193367225]3.5: Ethics
This project was approved by The University of Sheffield's Ethics Board on the 18th January 2019. I adhered to the ethics application, which was initially approved in January 2019, though it had various amendments throughout the project due to the limitations imposed by the COVID-19 social distancing restrictions. These included moving the collection of data online, including an online consent form, and telephone or video interviews.

I was also mindful that the topic could be distressing to some participants if they had experienced a disaster event, and the guidance set out by a variety of organisations was followed, such as the online ethics guidance from the British Psychological Society (British Psychological Society, 2017). However, the project was deemed to be low risk, and the participants were happy to participate throughout. This project also adhered to situation ethics, with the understanding that ethics is not a singular bureaucratic event, but a process throughout the project (McAreavey, 2014).

This project collected data with participants, via interviews and focus groups, but also data from social media. All have different ethical principles and challenges and are discussed separately. 

[bookmark: _Toc145281051][bookmark: _Toc153554344][bookmark: _Toc147765767][bookmark: _Toc193367226]3.5.1: Qualitative data collection
Within all research, ethical considerations need to be a guiding principle, following the three main ethical principles of autonomy, beneficence, and justice (Orb, Eisenhauer, & Wynade, 2000). This was done by ensuring that informed consent was gathered from the participants taking part in the IE or the focus groups throughout the data collection process. Consent is an agreement which is constantly renegotiated, and can only be considered informed if based on current information and responsive to changing circumstances (Husband, 2020; Homan, 2001). When I had found potential participants, they were either given (in person) or sent (online) the information sheet and consent form (Appendices 2 and 3) to complete prior to the start of the interview or focus group. Prior to conducting any data collection, I ensured that the participant had plenty of opportunities to ask questions about the research or the process and that they understood their right to withdraw at any stage. 
When the participants had read the information sheet and signed the consent form, they were sent the link for the interview or focus group or were invited to attend an interview in person. All participants agreed to being recorded, so all the interviews and focus groups were recorded using a voice recorder. These data were all stored on a password protected laptop and were backed up to the University networked files servers, adhering to data protection rules and regulations, both within The University of Sheffield and under the British Government, including the General Data Protection Regulations (GDPR).

After the data were collected, it was transcribed and then anonymised, ensuring that the community participants and locations were unable to be traced. However, due to the partnership with SYFR, the people who were interviewed were asked how they would like to be referred to in the text, some chose their job title, and others wanted to be known as a team member of the department they worked in.

[bookmark: _Toc153554345][bookmark: _Toc145281052][bookmark: _Toc147765768][bookmark: _Toc193367227]3.5.2: Social media data collection
While the guiding ethical principles are important for all research, there are different practicalities with different methods, such as data collected on social media. The main ethical challenges are due to informed consent, due to the volume of data collected and the practicalities of contacting account holders. 

The Association of Internet Researchers compiled ethical guidelines which aim to support researchers to ensure their ethical conduct is viewed with the same scrutiny as in-person and more traditionally collected data. Within their third set of guidelines, they describe the ethical dilemmas with data collected via APIs, with the collection of personal or sensitive information (Franzke et al., 2020). Due to the data that was collected (aggregated location data, with no usernames or personal identifiable information), it would be challenging to link the accounts to the data points in the set, not only because I created uniformed names, such as Sheffield, South Yorkshire, but also because the data were collected in 2020 and SYFR’s followers may have stopped following them, changed their location, or deleted their Twitter account.

When examining the ethics of the project, there also needs to be an understanding of the researcher, their positionality, and their experience of the research, such as the challenges of conducting research during COVID-19.

[bookmark: _heading=h.1v1yuxt][bookmark: _heading=h.19c6y18][bookmark: _Toc153554346][bookmark: _Toc147765769][bookmark: _Toc193367228]3.5.3: Researchers’ reflections and positionality
Within all research, it is crucial to be aware of one’s positionality and how that may impact on the research process. This can include the researcher’s philosophical assumptions, and those about human nature and agency, and can influence how the research is conducted in terms of the design, data collection, and results (Holmes, 2020). Examining one’s positionality can be done by focusing on three different subjects (Savin-Baden & Major, 2013 cited in Holmes, 2020): the topic; the participants; and the context and process. 
Within the topic, my previous experiences in work (paid and unpaid) will have influenced the topic of the project, as I have previously worked within a communications team. This meant that I possessed some of the field logics that influences communications teams, perhaps affecting my ability to view them; however, by using a researcher diary I was able to effectively reflect on my own experiences. 

The topic will also have been influenced by my education, as each discipline teaches students to view the world and events in certain ways. For instance, my undergraduate degree was in Geography which places a focus on viewing events and processes through various scales, including time and space. This lent itself to this research process focusing on the changing nature of logics and the role of the institutions from a national to a local level. 

It is important to reflect on how one views oneself and how others may view you. Suggesting that positionality and research can be affected by a variety of other social intersections; however, this project holds an interpretivist philosophical paradigm and believes that every social interaction and life experience shapes how we view the world, and therefore there will inevitably be knock-on implications for any research as social research does not exist in a vacuum. This was also the case for the context in which the research was conducting the research, namely during the COVID-19 pandemic. 

[bookmark: _Toc147765770]The challenges of COVID-19
COVID-19 provided a challenge to the design and functionality of the research project with both the data collected with SYFR and the community. Initially, this project had intended for the SYFR internship to be conducted over the course of a year, however, this was reduced to 12 days in person. It had also been the aim to continue the engaged scholarship approach in working with the community groups, using Participatory Action Research (PAR). However, due to the challenges with recruiting participants due to lockdown measures, this became impossible. It meant that instead of community workshops bringing a wide range of stakeholders together to discuss the community’s resilience, this project adapted to use smaller focus groups. 

Not only was the project influenced by COVID-19, but so was I. When I initially started the PhD looking at community disaster resilience, I had the mindset that I would be an outsider to the disaster, examining how people were preparing for disasters that were separate from their lived experience. This changed with COVID-19, as I was no longer an outsider to the disaster, but a participant. 

These challenges shifted the dynamic and nature of the project, however, due to the close partnership with SYFR, I was able to adapt to an online environment and continue to collect data. Reflexivity and the exploration of my positionality was an ongoing process throughout the research and was routinely examined throughout the PhD process.

[bookmark: _heading=h.3tbugp1][bookmark: _Toc145281057][bookmark: _Toc98148416][bookmark: _Toc93336046][bookmark: _Toc147765771][bookmark: _Toc153554347][bookmark: _Toc141888873][bookmark: _Toc145019989][bookmark: _Toc193367229]3.6: Conclusion
This chapter provided an overview to the methodological process of this thesis. It started with the philosophical grounding of the project, exploring the interpretivist philosophical paradigm and how this shaped my understanding and perception of ontology and epistemology. This led to the research strategy and a discussion of the practice of engaged scholarship within this thesis, including both a PAR and transdisciplinary research approach. This section was divided into two, examining the different methods used for data collection with SYFR and the South Yorkshire communities. For SYFR, the data collection focused on the IE approach, using semi-structured interviews, observations, and texts, as well as the use of data collected via Twitter. For the communities, this centred on the use of focus groups, and the context for the high risk, and low risk community groups. 

After discussing the research strategy, this chapter presented a description of the data analysis and the use of a thematic analysis. This led into the ethics sections which provided a brief overview of the main ethical elements within this project, including the use of social media data and the positionality of the researcher. This chapter has provided an explanation of how and why the research was conducted in this way, and explained the assumptions that underlie the research strategy and design. The data that was collected and analysed from this methodology will be explored in Chapters 4, 5 and 6.
[bookmark: _Toc153554348][bookmark: _Toc157970994][bookmark: _Toc157970779]

[bookmark: _Toc193367230]Chapter 4: What is SYFR’s communication strategy for building community disaster resilience?

[bookmark: _Toc156227619][bookmark: _Toc157970995][bookmark: _Toc157970780][bookmark: _Toc193367231]4.1: Introduction
The aim of this thesis was to evaluate how SYFR can use social media for community disaster resilience, and to do that effectively, there needs to be an understanding of SYFR’s strategy. The purpose of this chapter is to answer the first research question, what is SYFR’s communication strategy for building community resilience? This was chosen as the first research question to gain an understanding of how SYFR view and work within the community resilience field, and more specifically how they currently work with the citizens of South Yorkshire. 

This chapter begins by exploring how SYFR view and incorporate resilience. It is crucial to understand how SYFR view resilience, as resilience is a highly contested term. The literature is divided on whether resilience explains a process or an outcome. (Fenxia, 2022; Cox & Perry, 2011; Norris et al., 2008; Mayunga, 2007). This ambiguity in the resilience literature extends to how resilience is measured and recorded and therefore it is of great importance to first understand what definition or approach to resilience is being taken. How an organisation views resilience will influence their strategy and approach and how they interact with community and disaster management stakeholders. This chapter first examines how SYFR discussed and incorporated resilience into their operations, focusing on the work of the Business Continuity and Resilience, Community Safety, and Communications teams, all of whom planned or worked directly with the community in different ways. This section emphasises a substantive issue within both resilience policy and theory, namely the challenge of working with communities without a shared understanding or definition of resilience. Under the CCA (2004), SYFR are statutorily obligated to work in partnership with other disaster management stakeholders, and therefore there needs to be a shared understanding of the parameters, measures, and impact of their work with the community. This section provides a contribution to the literature, emphasising that SYFR have a focus on prevention rather than resilience. This means they are adopting an outcome view of resilience within their fire prevention work, and a process approach to resilience for other categories of disasters.

The data in this chapter are based on the IE, as discussed in Chapter 3, and includes quotes from various team members in SYFR, including an Emergency Planning Officer (EPO), Strategic communication manager (SM), Campaigns manager (CM) and a Community Safety Officer (CS). There is a focus on the Public Information Campaigns (PICs) that SYFR run through an examination of their annual campaign calendars and exploring some of the data themes and the analysis reveals SYFR’s focus on quantification, the challenges of changing algorithms, and the importance of trust. The findings are a contribution to the literature as there have not been studies of this nature about an FRS within England. 

[bookmark: _Toc157970781][bookmark: _Toc157970996][bookmark: _Toc193367232]4.1.1: Contribution to the literature
[bookmark: _heading=h.1fob9te][bookmark: _Toc1535543481]This chapter makes a series of contributions to the literature, not only to Public Information Campaigns, examining how they are created and their effectiveness (Finseraas, Jakobsson, & Svensson, 2017; Finseraas & Jakobsson, 2014a, 2014b), but also more widely by examining the communication and operations of a FRS and how organisations can be involved within the creation or maintenance of resilience.

Extant research examining FRS and their operations have focused predominantly on the response and recovery phases of the Disaster Management Cycle. Work has been conducted into how decisions are made within responsive environments (Cohen-Hatton & Honey, 2015; Cohen-Hatton, Butler, & Honey, 2015), and the challenges and roles of multi-agency responses (Wilkinson, Cohen-Hatton, & Honey, 2019; Power, 2018; Bharosa, Lee, & Janssen, 2010), including a focus on flooding (McMaster & Baber, 2012). 

There have been studies examining FRS within pre-disaster phases, but they have focused on the use of mobile phones to examine population density (Krisp, 2010) or on collaborations with agencies focusing on older adults (Lowton et al., 2010). The closest research to this research question was a piece that examined fire prevention within Merseyside FRS, which focussed on how they are targeting their services towards individuals at risk of fire, however, this thesis has not only examined fire prevention but has also examined how a FRS can communicate for resilience. 

This research builds on the literature surrounding SYFR, as they have taken part in research on the Premonition project, which used an Agent-Based Modelling approach to examine changing household behaviours and fire risks (Breslin et al., 2016). While that study examined risk within South Yorkshire, it focused on social change, rather than the use of these findings within an operational context. It also focused on quantitative measures, whereas this PhD uses a largely qualitative approach. Therefore, this thesis can be combined with existing research to further understand the links between SYFR’s work and behaviour change. 

[bookmark: _Toc153554351][bookmark: _Toc151994223][bookmark: _Toc151994198][bookmark: _Toc157970997][bookmark: _Toc157970782][bookmark: _Toc193367233]4.2: How do SYFR discuss and incorporate resilience into their operations?
This project was created and designed in collaboration with SYFR, and from the outset focused on community resilience, indicating that SYFR wanted to explore this phenomenon. This placed an importance on understanding how SYFR view and discuss resilience, as this would impact how they communicate and support the resilience of the South Yorkshire community.

Discussions with various team members in SYFR suggested that while this project was designed with SYFR to focus on community resilience, their operational language and approach focused more on the institutional drivers of prevention and reduction. This created a challenge for this research regarding whether examining resilience was an appropriate basis of analysis; this will be discussed in detail at the end of this section. 

[bookmark: _Hlk155711910]To explore how SYFR discuss and use resilience, I spoke to team members from the Business Continuity and Resilience team, as well as the Communications team. In my interview with an Emergency Planning Officer (EPO), we discussed their role within the Emergency Planning and Resilience team at SYFR and whether they had a specific definition of resilience, they acknowledged it is a contested topic:
“I don’t think we do, to be fair. I don’t know (…) a definitions of resilience book. There are 365 different definitions in there (…) The two main things that we’d look at is business resilience and personal resilience. They’re always intertwined. Our Business Continuity plans might be good, but they’re only as good as the people that know how to do things with them. You’ve got to have people who are resilient to be able to implement the other plans as well. I don’t think we work to any one particular thing at the moment.” (EPO interview, – 10.12.20)
As explored in the literature review, resilience is a highly contested term, with a wide variety of literature focusing on different characteristics of communities and whether they are resilient. The EPO mentions a book which has a variety of definitions; however, they did not delve into any of the definitions to indicate what elements they focussed on when they examined resilience, other than mentioning the role of individual resilience. The wider resilience literature examines these elements, as explored in Chapter 2, with Patel et al.’s (2017) systematic literature review suggesting 9 key elements and 19 sub-elements. 

While the EPO was unable to give a specific definition of resilience, they mentioned the recent introduction of an International Standard of resilience and mentioned ISO 22325, which is the international standard for security and resilience. It is used in emergency management and was published in 2016. This international standard was created by the International Organisation for Standardisation (ISO), an international non-governmental organisation (NGO), and indicates a normative institutional driver (Greenwood, Hinings, & Whetten, 2014; Bruton, Ahlstrom, & Li, 2010; Scott, 2005, 2008a, 2010b). They mentioned ISO 22325 in the interview, however, another resilience standard was released in 2019 (ISO22301:2019), focusing on business continuity management systems, which was probably the standard they were referring to. Within the ISO documentation for ISO22301, there is still no definition of resilience; this could create a challenge as resilience can refer to bouncing back or bouncing forward (Norris et al., 2008). This was important when discussing business continuity or any community engagement and resilience, as they are different paths of returning to what was or transforming into something new. When discussing resilience within the Communications team and whether it is incorporated into the external communication strategy, they explained they use different terminology:
“I would say that it’s there, but we wouldn’t necessarily think about it those terms. I guess all the prevention work we do in my team, whether that’s [name removed] campaigns or the safety messages we give out every day (…) that prevention work we do to raise awareness of fire safety and other safety messages, builds in to create in more resilient communities, we just wouldn’t use that terminology really.” (SM interview, 07.08.19)
The use of the word prevention relates to the statutory obligations of the FRS under the Fire and Rescue Act of 2004, placing an obligation on the team to prevent and reduce fires. This institutional driver from central government has influenced the terminology within the department; they frame resilience within the confines of prevention, with resilience being an outcome from prevention, not an explicit aim of their communication. This quote shows that the Communications team did not often use the term resilience but structured their messages with resilience in mind, perhaps due to the ambiguity of the term resilience (as discussed in the literature review).

The mention of the campaigns and safety messages suggested that there was an element of educating the public about risk and how to prevent fire. This implies the use of the critiqued Deficit Model, focusing on providing the information and expecting the individuals to act (Abunyewah et al., 2018; Cook & Melo Zurita, 2019; Krause et al., 2020). When discussing the creation of campaigns and whether resilience was a factor, I was told that resilience was the remit of the Local Resilience Forum (LRF):
“Do we think about a campaign around community resilience? Historically, we’ve not. In the last campaign it never really came to mind. (…) Obviously, our issues generally stay the same, cooking fires, electrical fires. Water safety (…) Summer fires, older people, vulnerable groups. (…) The local resilience forum tends to do a lot of that kind of stuff, albeit they don’t do any campaigning with the public around it. They’re a bit of a closed shop kind of thing. It’s more emergency planning. But it’s not something we’ve really looked at or thought about how that would look, yet.” (CM interview, 07.08.19)
[bookmark: _Hlk155712834]Mirroring the sentiments of the SM, the CM viewed building resilience as a separate issue to their current work within risk prevention (cooking fires, electrical fires, and summer fires) and suggested that resilience is the responsibility of other organisations, such as the Local Resilience Forum (LRF). This suggests that individuals within SYFR were not focusing on the building of resilience, and instead they were appearing to expect other organisations and groups of organisations to be doing it. This indicates an internal assessment of organisational responsibility, and whether another agency or group of organisations is responsible for community resilience. Within the institutional literature, this sense of responsibility suggested the role of institutional legitimacy (Greenwood et al., 2008; Scott, 1987), and whether SYFR view they had legitimacy to communicate surrounding the building of community resilience. However, while it is viewed as the role of the LRF, they have an obligation to warn and inform the public and conduct some risk communication. There is “no legislative duty on responders to promote community resilience”  (Cabinet Office, 2013, p. 41), which meant that emergency and disaster agencies within the UK are not under any obligation to support communities develop their resilience. This highlighted a gap in the disaster management policy of the UK.

[bookmark: _Hlk155712918]The CM mentioned that their risks stay the same, mentioning cooking fires, and similar groups of people, such as older adults. This implies that SYFR’s communication plan was focused on emergencies which are expected to happen in the immediate future, predominantly at a household level; this is their statutory responsibility and is therefore an institutional regulative driver; however, there was not a focus on longer term emergencies and disasters such as climate change. The mention of the LRF and emergency planning also indicated that the LRF focused on the symptoms of issues (flooding, droughts, and fires), without looking at what locally can be done to mitigate long term issues that may be causing these disasters, such as climate change. This highlights a challenge for building community resilience, with the LRF not communicating or engaging with the community about all risks in their area. This suggests they had not developed the linking social capital that the literature suggests organisations need to develop prior to disasters to create proactive resilience (Carmen et al., 2022; Ludin, Rohaizat, & Arbon, 2019).

[bookmark: _Hlk155712954][bookmark: _Hlk155713010]This section indicates that not only did SYFR have no organisational working definition of resilience, they also did not work explicitly towards community resilience; instead, they viewed resilience as an outcome of their prevention work. The wider community resilience literature notes that working within community resilience can be challenging due to the plethora of definitions (Patel et al., 2017). However, SYFR did not appear to attempt to define it, they simply viewed resilience as an ambiguous outcome of their prevention work. This focus on prevention highlighted their statutory obligations and wider institutional regulative drivers of preventing fires and indicates a theme of responsibility. This responsibility is indicated with the mentioning of the LRF and their role in developing resilience, although, they noted that they do not conduct any community engagement. With these findings in mind, the following section will examine the use of resilience as an analytical lens for this research.
[bookmark: _Hlk155713037]
[bookmark: _Toc157970998][bookmark: _Toc157970783][bookmark: _Toc193367234]4.2.1: Is resilience an appropriate analytical lens for this research?
The data collected and examined in section 4.2 suggests that resilience is not adirect operational goal for SYFR at present. The data suggested that SYFR focus on prevention, which is a regulative institutional driver from the FRSA (2004) and will be discussed in greater depth in Chapter 5. While resilience was not an operational goal for SYFR, there are a myriad of reasons why continuing to adopt a resilience lens throughout the research is of importance, and a contribution to the literature and policy.

Firstly, throughout the literature, there is a growing understanding of the role of disaster preparedness and prevention within the creation and maintenance of community resilience. Previously, there had been a confused between resilience and preparedness, suggesting that the connection was not clear (Sherrieb, Norris, & Galea, 2010). 

SYFR were active in designing and developing this research. This suggested that although resilience was not a term they adopted and worked towards, it is something they were hoping to develop, as evidenced throughout the research process. This suggests a sense of institutional agency to further develop the FRS sector, and provides a contribution to the transdisciplinary literature, namely the use of research to examine a concept which is discussed but rarely defined, and how to develop and adapt FRS communication and wider operations to incorporate this learning. This research can be used by SYFR to further develop their operational language as well as their policy.

Not only did SYFR co-design and develop this thesis but it also spoke to a growing neoliberal agenda within UK politics. There is a growing political rhetoric of building community resilience and community-based solutions, which was evidenced back in 2009 with the Conservatives Big Society agenda which focused on reducing state involvement for greater local solutions by conducting large cuts to public funding. Thisled to the creation of the Localism Act in 2012 that incorporated this neoliberal agenda (Alcock, 2016; Smith & Jones, 2015). The challenge of defining resilience is not only seen within operational environments, but also in policy. In the interview with the Emergency Planning Officer, we discussed the ISO documentation and how it does not define resilience, and the same is true for the CCA (2004). While the CCA (2004) is the legislative grounding for LRFs, resilience is not defined within the official documentation and there is no obligation for agencies and responders to promote or work towards community resilience (Cabinet Office, 2013). This is again a finding with significance for literature and policy, examining that while there is a growing political focus on resilience, the language is not being defined at the institutional level, as there is no statutory obligation to do this work., Therefore, the institutional logics are confusing and not clearly defined. Whileresilience was not operationally defined or actively pursued within SYFR, this work needs to be conducted to better understand how organisations such as SYFR can better support their surrounding citizens to develop resilience and is a contribution to literature and policy.

[bookmark: _Hlk178608192]As discussed in Chapter 2, there is a lack of consensus around the definition of the term resilience. While there are a range of definitions, there are interdependencies of terms, including: resilience; preparedness; and prevention. Looking further into the literature, some believe that the relationship between resilience and preparedness is not clear (Sherrieb, Norris, & Galea, 2010). However, within Patel’s (2017) systematic literature review they identified preparedness as one of the main elements of resilience, and mitigation (prevention) and planning as sub-elements. This suggests that within the different definitions of resilience, preparedness, and prevention are all interconnected.

Some view preparedness as an element of resilience, suggesting that resilience can be divided into three set of elements: readiness and preparedness; response and adaptation; recovery or adjustment, which can be simplified into: anticipate; prepare and respond; and recover (Bhamra, Dani, & Burnard, 2011; Mayunga, 2007). Other research views resilience as a set of capacities (Heinkel et al., 2022; Norris et al., 2008) where resilience can be anticipative and preventative, such as the ability to react early to natural hazards and reduce the impacts of those hazards  (Heinkel et al., 2022). Therefore, using a capacity approach prevention is one element of resilience. Across the different definitions some view preparedness as creating resilience, and others view resilience as creating preparedness (Cutter, Ash, & Emrich, 2014). Within resilience literature, there is often the focus on bounce back, or bounce forward resilience (Norris et al., 2008; Folke, 2006). Using this analogy, preparedness could be seen as the precursor of the bounce, namely being alert and aware of the bounce.

[bookmark: _Hlk178604376]While resilience is a contested term, most authors believe that resilience focuses on long term stability and a wider aim for sustainable development (Heinkel et al., 2022). To build resilience to emergencies and disaster events there needs to be an awareness of the preparation required at the household level, such as having food and water supplies for a few days. This preparation requires an understanding of the risks. Therefore, risk communication can be seen as one of the crucial foundations to building resilience. 

To develop resilience, communities need to be aware of the risk to prevent or mitigate their behaviour. Research conducted on the migrant communities in Hong Kong found that there needed to be greater understanding of the risks in order to develop preparedness to typhoons (Guo, Sim, & Ho, 2020). Migrants may not be aware of warning systems or the local environment, therefore the first step is to understand the risk and then develop the preparedness, which will then develop resilience (Guo, Sim, & Ho, 2020). This was also found in a study in north-west China, which identified the importance of public participation combined with awareness preparedness to develop community resilience (Sim et al., 2021). Simply put, emergency preparedness is intrinsically linked to the building of resilience in individuals and communities (Sim et al., 2021). This therefore links to the protection motivation theory, that coping appraisal can only be conducted when there is an understanding of the risk through the development of threat appraisal (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018). 
[bookmark: _Hlk178607940]This therefore suggests the role of risk communication to start the process of developing resilience through prevention. One can therefore view risk communication as inherently linked to the Deficit Model, namely that it provides the information and then expects action (Krause et al., 2020; Cook & Melo Zurita, 2019; Abunyewah, Gajendran, & Maund, 2018). However, it can also be viewed as the first step towards preventative communication, providing the information of the risk, to then support the development of prevention. This requires either direct engagement between SYFR and their communities, such as home safety visits, or further communication which has action embedded within the message. One can see both risk and preventative communication within the work of SYFR, especially with the FRSA (2004) and the emphasis on prevention as discussed within this chapter. 

SYFR’s focus on prevention of fire rather than building resilience is related to  their statutory obligation, but also perhaps due to the growing New Public Management logics (discussed in chapter 5) with a focus on quantifiable measures (discussed later in this chapter). While SYFR focused on quantifiable measures from fire prevention, they were operationally involved in a wide variety of other disasters, such as flooding, pandemics and other events covered under the CCA (2004). With extreme weather events such as droughts and flooding predicted to increase across Europe due to climate change (IPCC, 2022). This thesis has contributed to the research by acknowledging a disconnect between political language and rhetoric and active operational language. 

This section provided a justification as to why the use of resilience as an analytical lens is important, and how focusing on resilience in this manner provides a variety of contributions not only to the growing body of resilience literature, but also to current and future policy. While SYFR viewed community resilience as an outcome, there needs to be an examination of the work that SYFR conduct with the community, and how their actions could result in community resilience. 

[bookmark: _Hlk1557130371][bookmark: _Toc157970999][bookmark: _Toc157970784][bookmark: _Toc151994224][bookmark: _Toc151905011][bookmark: _Toc151994199][bookmark: _Toc153554352][bookmark: _Toc193367235]4.3: How does SYFR work with the community?
While SYFR did not explicitly define community resilience, various sections of their organisation worked towards it. To better examine how SYFR can use social media for community resilience, there needs to be an understanding of the work that is being conducted in different departments, such as the Business Continuity and Resilience team, the Community Safety team, and finally, the Communications team. 

[bookmark: _Toc157970785][bookmark: _Toc157971000][bookmark: _Toc151994200][bookmark: _Toc151905012][bookmark: _Toc193367236]4.3.1: Business Continuity and Resilience team 
The Business Continuity and Resilience team (BCR) worked predominantly within SYFR focusing on ensuring the service was resilient to emergencies and disasters. They partnered with other agencies, organisations, and businesses across South Yorkshire. This included the creation and maintenance of contingency plans related to major incidents, such as weather, flooding, and industrial action. As well as the creation of plans for specific locations, such as sports stadiums or railway tunnels. The EPO explained that they created a plan for everything that is covered in the FRS Act (2004), although in practice it was predominantly fires and road traffic incidents. These plans focused on what SYFR will do if there is a major incident across South Yorkshire, or in the specific area or venue. This suggests the BCR team were working towards a proactive resilience, building capacity in the organisation and team prior to an event happening (Carmen et al., 2022). 

In the creation of these plans, other agencies such as the police, ambulance and local authorities were consulted to ensure that all responders had the same plans and could work cohesively in an incident, which is a statutory obligation under the CCA (2004). The EPO mentioned that they work and plan with other agencies on a range of topics that they do not conduct community prevention work for, which suggests that SYFR had the obligation to respond to an event but did not work within preventing the event from happening, and indicated they are heavily motivated by their statutory obligations. 

When discussing the various incidents they were involved in, the EPO mentioned that South Yorkshire have some sites covered under the Control of Major Accident Hazards (COMAH) regulations, which cover locations with potentially dangerous chemicals, they mentioned the community who may be affected: 
“If something goes wrong on the site, then we have to have plans in place for what might happen in the communities that are round about, because some of them have got quite big surrounding areas that would be affected. That’s one of the plans. That’s a statutory duty, so we actually have to do that.” (EPO interview, 10.12.20).

[bookmark: _Hlk155713473]The EPO acknowledged the potential large impact on the community; however, the community were not included in those plans. The plans were created within the prevention statutory obligation of the FRS, and focused on protecting the communities, yet they were not included in the creation or informed of the plans. While it would not be appropriate for all information of contingency plans to be shared due to security risks (for instance, escape routes in the case of terrorist attacks), the lack of information prevented the communities being made aware of the potential dangers that surrounded them. Using the Protection Motivation Theory, this means communities do not have the chance to develop threat appraisal or subsequently coping appraisal (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018). This speaks to a theme around responsibility, namely that high level county-wide resilience is the responsibility of agencies, not of the community.

[bookmark: _Hlk155714060]The BCR team also conducted internal plans for SYFR to test and build internal operational resilience. This included routinely testing the organisations to ensure that it could respond under a range of different events. I was told of one exercise where the BCR team turned off power to SYFR headquarters, testing how people would operate without it. This way of testing and practising can again be viewed as developing responsive resilience after the event and is viewed as an important time to develop resilience (Carmen et al., 2022; Nofal & van de Lindt, 2022), as the workers in SYFR had experience of what it was like to lose power suddenly and the aim was that they would then change their actions to ensure that their practices were more resilient. The PMT literature notes that previous experience of events helps to develop threat appraisal which can then develop into coping appraisal (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Salman & Li, 2018). However, in these exercises, the SYFR Internal Crisis team is formed, so even in internal exercises, the workers are not all included in the building of resilience within the organisation, suggesting that there was a perception that resilience is built and maintained, and was perhaps the responsibility of a specialised team, rather than the individuals affected. This mirrors the discussion in section 4.2, where I discussed how SYFR do not have a working definition of resilience. This suggests that resilience was not something that is actively considered and worked towards by SYFR. 

[bookmark: _Hlk155714113]These contingency plans were explicitly aimed at building resilience, focusing on both reactive and proactive resilience (Carmen et al., 2022). However, they were focused on the resilience of SYFR’s response, not on the community’s resilience. This shows that there is capacity and understanding of building resilience, and the method with which plans are created, although it is saved for operational contexts. This appears at odds with the wider neoliberal agenda seen within public services, as the communities could be included in these plans or they could be communicated so that the community are aware of what will happen in a disaster. However, they are simply left in the dark without any knowledge or comprehension of the potential risk.

While the BCR team focused on the countywide resilience plans, other teams in SYFR focused on the household level working towards preventing fire and supporting individual people, such as the Community Safety team, who were described by the Communications Strategic Manager as “boots on the ground” (SM interview, 18.9.20); highlighting their active role within the community. 

[bookmark: _heading=h.1t3h5sf][bookmark: _Toc151994201][bookmark: _Toc157971001][bookmark: _Toc157970786][bookmark: _Toc193367237][bookmark: _Toc151905013]4.3.2: Community Safety team – “Boots on the ground” 
The Community Safety team worked and communicated closely with the community, working predominantly with ‘vulnerable’ people through home safety checks and attending community events. The team was made up of Fire Community Safety Officers (FCSOs) who visited people who were deemed vulnerable to fire, as well as wider community visits, such as schools, galas, and other community events. The Community safety team members told me:
“We’re very community focussed, so it’s all about prevention, it’s all about preventing house fires. We’re working with lots of other partners and agencies to have a joint approach.” (Community Safety interview, 20.07.20)
The focus on prevention linked to their regulative institutional driver of the FRS Act (2004), focusing on the reduction and prevention of fires.While it did not explicitly focus on building resilience, the Community Safety team can be viewed as supporting community resilience through linking social capital (Ludin, Rohaizat, & Arbon, 2019). In the literature review (chapter 2), there was a discussion of the roles of organisations within the building of community resilience, and the importance of building trust within the community and the creation of linking social capital. The work of the Community Safety team can be seen to be working towards this, by visiting communities and having a visible presence. Working within the community face-to-face is also more inclusive for people who are digitally excluded by choice or circumstance (Ramakrishnan, Ngamassi, & Rahman, 2022; Dutton & Reisdorf, 2019; Correa, 2016; van Deursen & van Dijk, 2010). Even during COVID-19, with social distancing laws and guidelines, the Community Safety team were conducting phone calls and dropping off smoke alarms on people’s doorsteps to continue working with members of the community who were deemed vulnerable to fires. 

The Community Safety team were involved in the wider PIC campaigns, however, the Communications team explained that they wanted their campaigns to be integrated more into the community safety work. This highlights an aim of the Communications team to develop a wider SYFR strategy towards communication surrounding prevention in the community. However, each department had different approaches to prevention and building resilience:
“They get quite fixated on particular safety issues in community safety. So, there’s an issue with sky lanterns, we might have had one fire caused by a sky lantern. But they sometimes over-resource particular issues, which aren’t actually a priority, if you look at the cold hard facts and data.” (SM interview, 30.9.20).
[bookmark: _Hlk155714397]This suggests that each department had a different way of framing risk and perhaps a different starting point on the Disaster Management Cycle. The Community Safety team focused on the potential threat of a new risk (proactive resilience (Carmen et al., 2022)), and the Communications team focused on risk based on previous incidents (responsive resilience (Carmen et al., 2022)). The siloing of individual departments is linked to NPM, with an increasing sense of competition between departments (Connell, Fawcett, & Meagher, 2009).

[bookmark: _Hlk155714452]The SM’s comment above (SM 30.9.20) also notes “over-resourcing”, indicating a pressure on the resources and capabilities of SYFR, perhaps suggesting the availability of resources was shaping the strategy. This indicates an institutional pressure from the reduction in financial support from central government, and the wider impacts and implications that have affected SYFR since the implementation of austerity measures (discussed in chapter 2.6). This demonstrates influence from NPM logics, with a focus on reducing budgets and increasing efficiency of projects (Svärd, 2019; Coule & Patmore, 2013; Hood, 1995).

While the Community Safety team worked in a predominantly face-to-face setting, the Communications team worked more indirectly with the communities, creating materials for both community delivery (signs, billboards, and leaflets) and online methods, such as social media. 

[bookmark: _Toc151994202][bookmark: _Toc157971002][bookmark: _Toc151905014][bookmark: _Toc157970787][bookmark: _Toc193367238]4.3.3: Communications team 
This thesis examined the work conducted by the Communications team, with a specific focus on social media and whether it can result in community resilience. While it was noted that resilience was not the explicit aim of their communication, they hoped that it was an outcome that occurred through their aim of prevention. Through analysing the ECS there are some themes which emerged, such as the role of the platform, institutions, the role of trust, and their communication aims.

[bookmark: _Toc151905015][bookmark: _Toc151994203][bookmark: _Toc157971003]Communication aims.
The Communications team had the goal of making people safer and stronger, which was part of their corporate branding. While this did not mention building resilience, it alluded to it. The focus on stronger was also ambiguous and appeared to suggest an understanding of resilience that focused on the ability to bounce back and return to the previous state, which traditionally was associated with the physical sciences (Norris et al., 2008; Folke, 2006).
Their aims for external communication were to raise awareness and behaviour change, using local stories and videos. The ECS also noted that they will warn and inform the public on large scale incidents. This implies two different approaches to communication, with warning and informing, suggesting the use of the Deficit Model (Abunyewah et al., 2018; Cook & Melo Zurita, 2019; Krause et al., 2020), and raising awareness and behaviour change, suggesting a more interactive approach. 

In their ECS they mentioned Nudge Theory, which has similar traits to the Deficit Model. Nudge Theory is a behavioural theory similar to PMT, but focuses on encouraging or nudging people to make the right choices through the provision of information, correcting misimpressions about social norms, encouraging different choices (such as healthy fruit in prominent locations in shops and cafes), and creating default options, with the overall aim of making the ‘better’ option more convenient (Lin, Osman, & Ashcroft, 2017). Nudge Theory appears to follow the principles of the Deficit Model, that through moving the location of fruit or providing information that an individual will change their behaviour. However, as explored in the PMT literature, eliciting behaviour change is dependent on a wider variety of individualised factors, such as previous experiences, education and personality (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Salman & Li, 2018). The ECS does not go into detail about Nudge Theory, or how they intend to nudge the community through their communication. 

The ECS noted that they would evaluate success via campaign outcomes (discussed in the next section), and a range of metrics, such as social media, website, and wider media coverage. The ECS suggested that the metrics would be evidence of their communication being a success. This implies that they are linking metrics to behaviour change which is misleading. The use of metrics suggests that their content has reached a certain number of people and is therefore evidence of engagement with their followers. The assumption of individuals engagement with their messages was suggesting a link between SYFR’s communication and their follower’s potential behaviour change. This may not have been the case, as discussed in greater detail later in this chapter. As examined in the PMT literature, there are a range of factors which influence whether someone changes their behaviour, which implies that the use of metrics is linked to the Deficit Model. This suggests their strategy was being created and driven by the platforms that they were using, suggesting a potential social media logic (van Dijck & Poell, 2013).

[bookmark: _Toc151905016][bookmark: _Toc157971004][bookmark: _Toc151994204]Using social media platforms
[bookmark: _Toc151994205][bookmark: _Toc157971005][bookmark: _Toc151905017]The challenges of changing social media algorithms
SYFR’s ECS mentioned social media platforms and their algorithms, and noted the challenges they face when the algorithms were changed and the resulting influence on their communication with their followers. The ECS noted that the changing algorithms made it harder to engage with audiences online, impacting how they could reach the community to deliver risk communication and support resilience:
“Broadcasting stuff out on Facebook is good, but that’s getting harder and harder because Facebook in itself is getting greedy, really. It’s trying to push you down the route of paying to advertise. It’s not going to give you anything for free. (…) Facebook (…) controls what you see in your timeline. So, we can put something out that we think is great, but if we don’t agree with Facebook’s algorithm that they use, then they’ll just stop it going anywhere. And they do it making it harder for business pages, like ourselves, to get out.” (CM interview, 7.8.19)
This was again echoed a year later “if content doesn’t do well on Facebook, it’s not worth posting it.” (SM interview 23.11.20). Indicating that SYFR were designing their risk communication materials and messages based on the platforms that they were using and how likely their material would be shared across social media. This suggests a social media logic of connectivity, namely how messages are spread across the platform (van Dijck & Poell, 2013). This indicates that SYFR were evaluating their risk communication campaigns to Meta’s business practices and platform design. The CM used very frank language to discuss Facebook, noting that they were getting greedy and perhaps trying to exploit their users further for profit. However, Facebook’s business model has always been profiting off communication. This shows conflicting instructional logics, with SYFR wanting to communicate risk for the public good, while social media companies operate under market logics. Many organisations operate their communication based on or around social media, however, there is a growing acknowledgement that this is not a sustainable approach.This  has been demonstrated with the changing from Twitter to X at the helm of Elon Musk, and the resulting impact on its customer base and business (Murphy et al., 2022). The changing social media algorithms also notes a shifting in the social media logics, namely the programmability of the platform (van Dijck & Poell, 2013) and therefore the need for SYFR to adapt their strategy within an institutionally pluralistic environment.

With social media companies changing their algorithms, it requires organisations like SYFR to adapt their messaging and approach to reach the communities at risk, which is noted in the ECS with the drive to work with smaller community groups.

[bookmark: _Toc157971006][bookmark: _Toc151905018][bookmark: _Toc151994206]Adapting their strategy for engagement on social media
SYFR note in their ECS that they were aiming to use social media to target closed Facebook groups, to work around the algorithm changes and to increase engagement with specific communities at risk. While this was in their ECS, it appeared that before my internship they had not been actively working towards this goal. 
During my internship, they asked me to research towns and villages across South Yorkshire and create a database for the local community groups in that area. This required me searching for locations on Facebook and attempting to find small community groups, such as town groups, or parent groups within that area. Their goal was that if there was an incident near to one of those groups, they would be able to quickly find the relevant community group and get in touch. While this approach showed a desire to engage with the communities, it still appeared to be based on the Deficit Model; just using these groups in the response and recovery phases of an incident to provide them with information.  As seen during COVID-19, when discussing the increasing rates of garden fires due to recycling centres being shut, the CM noted “in the Facebook groups we basically shared that graphic and gave them all an appeal.” (CM, interview 21.04.20). This again suggests the presence of a social media logic, namely to notion of connectivity, and that SYFR would be able to ‘reach’ large groups of people.

There is also an issue with the sustainability of this approach, namely that community groups, especially online, can be temporary or have closed access, as was seen in the low-risk community group (discussed in RQ3). However, in the final interview I had with the CM, they mentioned they had developed a hyper local campaign, focusing on risk areas, and had started using Facebook groups. They explained that engaging in this way was tied to resources, and if they wanted to use Facebook group engagement on a larger scale, they would have to hire someone. Theyexplained that this approach would only be used for areas that have “serious issues” (CM interview, 28.4.21).

One can see the benefit of using these small local groups for communication, as it could be argued they work towards community resilience through providing a method with which to develop the community networks and relationships (Patel et al., 2017). SYFR explained how the Facebook groups can be used in the response and recovery phases of a disaster, however, it is perhaps more challenging to use them for the development of community resilience in the mitigation and preparation phases for several reasons. 

Firstly, I witnessed this challenge first-hand while collecting the community level data; I spent a long time trying to communicate and engage with people in these sorts of groups and did not have many responses to my posts or messages. While this approach may be more successful with a member of SYFR messaging due to the community reputation of SYFR and the wider FRS, it is very time consuming and labour intensive. With austerity measures and lack of funding it would be very challenging for an organisation such as SYFR, as they would need to find the resources to hire additional staff to engage with the communities during different disasters, which may require varying levels of engagement. This suggests that social media has been beneficial in the response and recovery phases of disasters, but this is perhaps due to the captive audience and wider social media logics of connectivity, meaning that people flock to online platforms to get the most up to date information from sources that they trust (van Dijck & Poell, 2013). Secondly, this approach does not factor in the dynamic environment of Facebook groups. Not only can they be created and used quickly, but they can also be abandoned and discarded at the same rate. They do not include a discussion with those who are not online and are digitally excluded. 

[bookmark: _Toc157971007][bookmark: _Toc151905019][bookmark: _Toc151994207]Following trends or developing strategy? 
Social media is an ever-changing landscape with new and established platforms gaining and losing popularity. The SYFR ECS mentioned the changing trends in social media and that the Communications team would stay up to date with current trends, an example of this was SYFR’s relationship with TikTok.

Members of the Communications team were initially sceptical about how an organisation could use TikTok, noting that it was predominantly used by marketing teams to promote goods and services. They noted the importance of using different channels in effective ways:
“TikTok’s a new big thing for marketers, but how is a Fire Service realistically going to use TikTok to engage people in a meaningful way around not setting fire to stuff. It’s picking the channel, but it’s also thinking about how you, actually, engage people on that.” (SYFR Progress meeting 2020)
A year later, when discussing different age categories on different social media platforms, the SM noted that TikTok may be a way to access younger demographics and the need to have training to use the platform effectively:
“... we think TikTok might play a role. But as I say, we haven't got a clue. So, I have approached someone who’s a social media consultant. He's going to do a little bit of training with the team (...) so that we don't look like embarrassing dads when we join. But there are some really good examples out there where organisations are using it well. British Red Cross is one example. They’ve done quite a lot of stuff on there. So, it's possible. I think we just need to get our head around what type of content we’d be posting, who we’d be trying to reach and that sort of thing.” (SM interview, 21.4.21)
In earlier discussions with the Communications team, they noted that it was used by marketing teams, however, a year later, they were looking to develop their use of the platform. The SM mentioned the British Red Cross and their use of the platform. However, their organisational focus is less on prevention and more focused on raising awareness of events and fundraising, which fits more with a marketing approach. The SM noted that they did not want to look like embarrassing dads, which indicates SYFR’s aim to communicate with younger demographics, but not feeling comfortable with a new platform. This, combined with mentioning other organisations, suggests that the adoption of TikTok may have been more about trends, going where there is a large following, and trying to develop a strategy around the platform, rather than focusing on a strategic approach initially. This again highlights a sustainability challenge with using social media channels, namely that trends can come and go; they could use resources to start using a platform for it then to become defunct. 

The quote above (SM 21.4.21 discussing TikTok) highlights the changing landscape of social media and new social media logics (van Dijck & Poell, 2013) with new platforms being created and attracting different demographics in society. The mention of a social media consultant indicates a perceived institutional driver from the community, for SYFR to adopt new ways to communicate and engage and gain institutional legitimacy (Lounsbury et al., 2021; Jarzabkowski et al., 2013). The progression from the first mention of TikTok in 2020, to the interview in 2021 shows how TikTok embedded itself within the social media landscape over the course of the COVID-19 lockdowns and how quickly social media companies can grow in popularity, and the pressure on organisations to develop strategies to utilise those new channels. This suggests that in trying to follow trends on social media, organisations may lose focus on their strategy and whether the new platforms are appropriate for their organisational needs. Therefore, following social media trends may not be a sustainable approach to communication, with trends ending often as quickly as they begin. This can also impact the efficacy of risk communication and the development of community resilience, due to the need for communities to access and interact with trusted and established channels, which takes time for agencies to develop and grow (Brynielsson et al., 2018; Hagen et al., 2018). 

[bookmark: _Toc157971008][bookmark: _Toc151905020][bookmark: _Toc151994208]The importance of trust
Examining the literature on risk communication and PICs, it is clear that to be able to effectively communicate with an audience, there needs to be a foundation of trust for the organisation communicating (Wu, Xiao, & Yang, 2022). Trust is also an important element for linking social capital with organisations to support the development of community resilience, highlighting that trust is an important theme within this research. In their ECS, SYFR discuss the wider societal decline in trust of public authorities, suggesting that members of the community are more likely to focus on peer-to-peer communication, rather than listening to official organisations:
“A long-term decline in trust of public authorities and their leaders makes it harder to change people’s behaviour through traditional methods. People are “fed up of experts”, meaning we have to find new ways of nudging people into desired behaviour and focus more on peer-to-peer communication” (pg. 2)
Mentioning peer-to-peer communication suggests a return of the Two-step Flow Model of Communication, namely that information flows require a trusted local source (Pöyry, Reinikainen, & Luoma-Aho, 2022; Yao, Li, & Song, 2022; Hilbert et al., 2017; Dubois & Gaffney, 2014; Katz, 1957).

SYFR noted that the aim to increase trust was so they can change or nudge people’s behaviours, linking to risk communication and behaviour change. The idea of nudging people to change their behaviour suggests a move away from the Deficit Model of communication which focuses on simply giving the information (Abunyewah et al., 2018; Cook & Melo Zurita, 2019; Krause et al., 2020). However, as discussed, Nudge Theory does not focus on the individual and the impact of their lives experiences on the choices they make.

This general community decline in trust of public authorities is documented by The Edelman Trust, who collect data on public trust for a range of organisations, including public organisations, such as local government, the police, NHS, and other frontline services (Edelman Trust, 2023). While this provides an overall understanding of the trust within organisations, the organisations in these categories are very different, especially if one includes the local context of South Yorkshire. Due to a series of high-profile events in South Yorkshire, such as the Hillsborough disaster, the relationship with the police and other front-line services, such as the FRS, is very different. However, as mentioned there is a strong level of trust for UK FRS among the British Public (HMICFRS, 2018), but to better understand the levels of community trust for an individual FRS, an individual study would be needed to better understand the feelings from the community. A future study examining trust for SYFR would enable the SYFR Communications team to better understand how their communication is being received with residents in South Yorkshire, which would impact how their risk communication is received and used. 

Not only do organisations have different levels of trust, but platforms and communication methods have different levels of trust:
“One thing I think we're interested in (...) in relation to disaster management is trust, and how that plays out on the various channels that we might use. I think the Ofcom does a really useful guide to how people consume media, (...) And TV often comes top of the list.” (SM - SYFR progress meeting 2019).
This is seen within the PIC literature and the need for communities to have trust in agencies before they share information (Wu, 2022), placing the importance of developing relationships with the communities prior to an event, creating the linking social capital (Sanyal & Routray, 2016). This shows the shifting community and social media logic, with information and news being consumed increasingly online and away from traditional methods which have better rates of community trust. This indicates that SYFR need to be mindful of the methods that they use to get their message across, and to focus on more local and small-scale methods, such as Facebook groups, but to be aware of the more trusted sources, such as TV. However, this poses a challenge, such as the reliance on communication companies such as Meta to conduct risk communication and SYFR operational information. 

[bookmark: _Toc151994225][bookmark: _Toc157970788][bookmark: _Toc153554353][bookmark: _Toc151905021][bookmark: _Toc157971009][bookmark: _Toc151994209]How does this work in practice? 
I first started working with SYFR in 2017, and since then the Communications team has consisted of three or four people, focusing on both internal and external communications. In 2018, the SYFR team welcomed a Campaigns Manager, whose role it was to focus on the creation and maintenance of campaigns which sit within the public information campaign field. These campaigns make up most of the community engagement work that the Communications team carry out, along with the regular maintenance of various social media platforms (Facebook, Twitter, Instagram, LinkedIn, and more recently TikTok).

The following sections explore SYFR’s campaigns, focusing on the annual campaign calendars, as well as the themes which arose from examining the campaign plans and evaluation, to gain an understanding of the rationale behind the campaigns, and how SYFR evaluate their impact. 

[bookmark: _heading=h.17dp8vu][bookmark: _Toc151994210][bookmark: _Toc151905022][bookmark: _Toc157971010]Campaigns Calendars
Since 2019, SYFR have implemented annual campaign calendars. These are usually created in the autumn months of the previous year, e.g., 2019 was created in autumn 2018. The aim of the calendars is to ensure cohesion across the service and to enable all members of SYFR to be aware of the different campaigns the organisation is currently running. These campaigns are mainly aimed at the prevention of fires and other incidents, including water safety, and as such can be viewed as communicating risk with the aim to increase the individual and community resilience to fires.  

The campaign calendars for 2019, 2020, and 2021 (see Figures 13 - 15) reveal similarities and differences across the years. These campaign calendars were run to schedule, except for the 2020 calendar which was created in the autumn of 2019, and as such was not created with the knowledge of the impact of COVID-19. The 2020 calendar was replaced by a series of ad hoc campaigns set up to manage the shifting dynamic of the COVID-19 pandemic, including a home fire safety campaign, as well as a garden fires campaign in response to the increase in garden fires due to the closure of some refuse centres across the country. The 2020 campaign calendar is included as it demonstrates the aims of SYFR and the topics that were relevant to SYFR at the time of its creation. 
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[bookmark: _Toc153554394][bookmark: _Toc193367291]Figure 13: SYFR campaign calendar 2019
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[bookmark: _Toc153554395][bookmark: _Toc193367292]Figure 14: SYFR campaign calendar 2020
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[bookmark: _Toc193367293][bookmark: _Toc153554396]Figure 15: SYFR campaign calendar 2021
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Figures 13 - 15 show the PICs that SYFR were aiming to create and run across their various channels. They range from 4-5 campaigns each year either focusing on a certain audience (e.g., older adults) or a topic (e.g., electrical fires). Throughout the rest of the calendar, there are other weeks that are highlighted, such as the NFCC Business Safety Week in 2019. These weeks were organised by other organisations, or were national safety weeks which SYFR were encouraged to take part in. These could be viewed as Institutional weeks as they are suggested by external institutions and agencies, however, there is an element of institutional agency within this (Currie & Spyridonidis, 2016). While the weeks are on the calendars, it does not mean members of SYFR are duty bound to support them, with the CM explaining to me that they only focused on national campaigns which are relevant to South Yorkshire. The CM also noted that the national campaigns calendar has a new campaign each month, but that they chose to focus on one campaign for a few months, explaining:
“You can’t change behaviour in one month and one month alone, and you can’t, equally, hop from one topic to another.” (CM interview, 07.08.19)
While the Communications team had a statutory obligation to work towards preventing fire, they can develop their own style and approach to this communication, while fitting within the professional field level institutional logics (Ocasio & Radoynovska, 2016; Reay & Jones, 2016; Greenwood, Hinings, & Whetten, 2014; Thornton, Ocasio, & Lounsbury, 2012; Scott, 2008a), such as that of a communications team, or a FRS. This differs from other departments and operations within the FRS, with response and recovery operations following a more prescriptive approach such as the business continuity and resilience plans discussed by the EPO.

While there is an element of institutional agency, the CM explained that it was important to take part in the national messaging to ensure that all services are working towards the same goal. This suggests that there was collaboration across the services, however, in my time with the FRS, and at events, it appeared that materials were created and used by individual FRS. At the FirePro event, it was evident they shared best practice and ideas, but not actual materials. While communication does need to be tailored to the audience, such as different community logics influencing the communication style (for instance a direct approach for South Yorkshire may not be received well in another county), some of the messaging does not have these local logics embedded, and therefore there could be a nationalised approach to PICs. The division of risk communication into individual FRS highlights the role of NPM logics and wider neoliberal agendas, with the disaggregation of service (Svärd, 2019; Hood, 1995).

To create the campaigns, the Communications team conducted research, devised a plan, ran the campaign, and then conducted an evaluation of it. The following section examines the key themes from the campaign plans and evaluations to better ascertain how they practically plan to communicate risk and prevention, and how they view success. From these findings, the main takeaway is that they had a strong focus on quantification and metrics.

[bookmark: _Toc151994211][bookmark: _Toc151905023][bookmark: _Toc157971011]The reliance on metrics and quantification
Throughout the ECS and interviews with SYFR, it was evident that there was a wider culture of using quantified metrics to measure engagement with the community, not only within SYFR but the wider FRS sector. During the creation of the campaigns, there was a focus on quantification and metrics, this began with the initial plan and aim of the campaign, with a focus on previous incident data. This focus of metrics and quantification was then followed through the campaign to evaluate and measure success, both of which will be discussed in the following section.

[bookmark: _Toc151994212][bookmark: _Toc157971012][bookmark: _Toc151905024]Incident data and responsive resilience
In the initial scoping of the PICs, SYFR used incident data to highlight the main issues in the area, as well as the subsections of the community that they wanted to engage with. Incident data are collected at each call out of the FRS, and this is a nationally imposed system:
“IRS is Incident Recording System. So, every single Fire Service has one of these, and it basically looks the same. And the reason for that is that every single service collects the same data and can send it up to the Home Office or the central government basically.” (CM interview, 29.11.19)
This nationally imposed system can be viewed as a regulative and normative institutional driver (Greenwood, Hinings, & Whetten, 2014; Bruton, Ahlstrom, & Li, 2010; Scott, 2005, 2008b, 2010a), influencing how SYFR collect data and therefore what is counted as relevant and important data. The comparison of services against each other also follows on from the NPM discussion in the literature review (chapter 2), namely that NPM creates a sense of competition and hierarchy between departments and agencies, aiming to increase efficiency (Connell, Fawcett, & Meagher, 2009).

During my internship, I was shown the IRS system (I was given permission to take photos as long as addresses were not included ) and it demonstrates the level of detail that is collected after incidents (see figures 16 and 17). Figure 16 shows the IRS dashboard for Deliberate Fire Analysis in 2019, and Figure 17 shows the IRS dashboard for Non-Domestic Fire analysis. These figures show the data and level of detail within the IRS system, categorising incidents in a variety of ways including location, day, time (Figure 16), as well as more detailed analysis of ignition source and cause of fire (Figure 17). The IRS system also included details of the person(s) who had been involved in the fire, and the occupancy of the building at the time. The database enables the user to view the data based on different types of data, such as the type of fire (figure 16 shows Deliberate Fires, and figure 17 shows Non-Domestic Fires). These data are used to shape and design the PIC:
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[bookmark: _Toc153554397][bookmark: _Toc193367294]Figure 16: SYFR IRS database - Deliberate Fires; Source: photo taken by author on 29/11/2019.
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[bookmark: _Toc153554398][bookmark: _Toc193367295]Figure 17: SYFR IRS database - Non-Domestic Fires; Source: photo taken by author on 29/11/2019.
“The first step is always research (...) We’ve got cooking fires. How many? Are they making our bigger incidents? How are they starting? Whatever data I can get out of the data team (…) So it’s not just cooking, what is it, people leaving stuff on the hob? Are they leaving stuff in the oven? Is it actually that there’s equipment faults? Find out what the issue is.” (CM interview, 07.08.19)
Using these data to create future campaigns shows that SYFR were working under the remit of reactive resilience, rather than proactive resilience (Carmen et al., 2022); they aimed to use past events to reduce and prevent similar fires occurring in the future, rather than assessing and preventing potential new risks. 

[bookmark: _Toc151994213][bookmark: _Toc157971013]Using MOSAIC data at target campaigns
The PICs also used MOSAIC data, which is a dataset compiled and managed by Experian, a credit check company. The SM explained that the dataset was created with some publicly accessible data, such as crime and policing data, and some data are compiled by the credit checks, which builds a picture of certain types of people and categorises them. This database is then sold to the public sector to help target services. These data are collected and managed by a for-profit company, with data from the British public being sold back to public agencies to support the development and maintenance of public services. This indicates a neoliberal agenda, with the privatisation and commodification of personal or public data, with a combined threat of personal data security and privacy. 

Combining the incident data and MOSAIC data provides SYFR with the opportunity to correlate certain types of fire to different MOSAIC categories (an example of the IRS data can be seen in Figure 18). For instance, in the Animals Fire Safety plan, the top three risk categories were families with needs (lots of children in an area of high deprivation), make do & move on (younger singles in low-cost properties), and pocket pensions (elderly singles renting in social homes) (SYFR – Animals Fire Safety – Plan 2018).
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[bookmark: _Toc153554399][bookmark: _Toc193367296]Figure 18: SYFR IRS database - Incidents by Occupancy; Source: photo taken by author on 29/11/2019.
Using these data appears to be efficient, identifying the at-risk community groups, and then targeting messaging towards those people, and the literature notes that socio-economic factors can be indicators of vulnerability (Chisty et al., 2022; Karimiziarani et al., 2022; Orru et al., 2022; Goidel et al., 2019; Fineman, 2008; Adger, 2006; Ziervogel et al., 2006; Tobin, 1999). However, these data are flawed; it assumes that only examining socio-economic characteristics can indicate a person’s perception of risk, however, there may be other factors which can influence individual’s perception to risk and more widely the prevalence of fires (which is noted in the PMT literature as supporting the development of threat appraisal). The Communications team are aware that there is more to the causes of these events than the data are capturing and would ideally conduct more community engagement, with the SM noting:
“We build a picture of the type of people who are likely to have fires. But what we probably don't do is actually go to speak to them about their resilience, their risk and what would make them change their behaviours.” (SM interview, 30.07.19)
[bookmark: _Hlk151906647]The use of these data aimed to improve the efficiency of SYFR’s work, helping to target specific groups of people who are at risk, linking to NPM logics of efficiency (Svärd, 2019; Coule & Patmore, 2013; Hood, 1995). However, this focus on finding and accessing the communities at risk appeared to link to the Deficit Model of communication, with the notion that when they have been ‘found’ they can be given the information and will adapt and change their behaviour (Krause et al., 2020; Cook & Melo Zurita, 2019; Abunyewah, Gajendran, & Maund, 2018). As the SM notes, this approach stops short of discussing the individual and community’s resilience but indicates that there is a desire (but no action) to speak to individuals in the community. This approach suggests that the SYFR are aiming to reduce risk (especially fires) without focusing on the root cause of the risk, which could be used to help build and maintain resilience. 

Once SYFR have the incident and MOSAIC data, they then creat a campaign plan which sets out their aims and intended methods of communication. When the campaign has run its course, they then conduct an evaluation.

[bookmark: _Toc157971014][bookmark: _Toc151905025][bookmark: _Toc151994214]Vanity metrics and evaluation
Throughout SYFR’s PIC design and delivery, there has been a focus on quantification, such as the use of incident data and the aim to target x number of people. This use of quantification continues in their evaluations of the campaigns. They did this in various ways, including the audience they reach, via social and traditional media, the impact of certain activities, as well as the impact to the numbers of incidents taking place in South Yorkshire during the campaign period, and use these data to imply causation.  

[bookmark: _heading=h.26in1rg][bookmark: _Toc151994215][bookmark: _Toc151905026][bookmark: _Toc157971015]Reach
One of the main measurements that SYFR used to evaluate the impact of their campaigns is how many people they were able to reach. For instance, in the Find the Time Campaign, which encouraged family members to speak to elderly relatives about fire safety, they wrote that they reached 250,000 people across South Yorkshire, with a further 277,000 estimated people viewing a billboard on a busy road in Sheffield.  In the “Protect your Pets” campaign, which focused on electrical safety to keep pets safe, they stated that they reached 182,000 people through traditional media. These campaign evaluations also included the figures from social media metrics, such as the Do Your Bit campaign that focused on summer fires, and they wrote that they reached over 97,000 people on Facebook and 95,000 people on Twitter. The use of reach is used for both social and more traditional medias (radio/billboards etc). 

These figures show the positivist approach to community engagement, namely counting a reach as the completed engagement. Not only does this indicate the use of the Deficit Model to risk communication, and that once the message has been delivered to the intended audience then the risk is assumed to be removed, but it is also using flawed logic. Whilethe campaigns could guess at engagement based on quantitative metrics, such as social media metrics, or even vehicles driving passed a billboard, they could not give an accurate account of the numbers of people who looked at the campaign material, mentally engaged with it, and then acted upon it. Drawing upon PMT theories, it is impossible to know if their messaging influenced their threat appraisal or coping appraisal (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018). 

While they used this approach in every PIC evaluation I was given, they are aware of the issues with relying on these metrics:
“Whilst reach metrics alone are not an indication of success, they give a rough indication of how far our messages have got” (Protect Your Pets Evaluation document, 2019; page 3)
“We also set out to measure reach figures. Whilst these do not give an indication to campaign success, they help us ensure we’re on track.” (Stand By Your Pans Evaluation document, 2020; page 3)
These quotes indicate that they were aware of the weakness of using reach metrics, however, they are still using them as an indication of success. This perhaps suggests the presence of a social media logic (van Dijck & Poell, 2013) encouraging the datafication of social processes such as community engagement, and NPM logics of performance indicators (Svärd, 2019; Coule & Patmore, 2013; Hood, 1995).

The reach metrics are also linked to operational metrics, such as the numbers of home safety visit referrals. For the Find the Time campaign, they estimated that they had reached 813,000 people through traditional media advertising and social media, which reportedly resulted in 1697 home safety checks referrals by the public, and 2433 referrals from partner agencies (more than a 43% increase on the previous year’s comparable figure). This showed that their campaign resulted in a 41% increase in home safety checks completed, which had been an aim of the campaign. However, it is difficult to ascertain whether these home safety checks were prompted by the campaign, or other events, as the evaluation did not explain how they linked these two metrics.

The figures for the Find the Time campaign also indicate that their larger number of referrals were from partner agencies. This indicates that in the case of reaching older adults, it was more efficient to target their colleagues working within other agencies and organisations. This highlights the importance and benefits of linking social capital (Sanyal & Routray, 2016), not only between communities and organisations, but also between organisations, and the collaborative approach required to work towards prevention, and community resilience more widely.

[bookmark: _heading=h.lnxbz9][bookmark: _Toc151905027][bookmark: _Toc157971016][bookmark: _Toc151994216]A reduction in fires: correlation or causation?
The main metric that SYFR used to not only plan campaigns, but also to evaluate them, is incident numbers and whether the campaign led to a reduction in fires across South Yorkshire. SYFR used incident data to evaluate their campaigns, focusing on whether the incident numbers have remained the same, increased or decreased. The Protect your Pets campaign reported that there were nine fewer electrical house fires during the months that the campaign was active compared to the year before, linking their campaign to the reduction of fires. For the Find the Time campaign they reported there were only 45 dwelling fires involving older adults, which was the same as the previous year. SYFR use these quantifiable measures to explain the impact of the campaign, however, this can often mislead. The Stand By Your Pan campaign noted a 3% reduction in kitchen fires, when it was only a reduction of two fires against the previous year. In their evaluation they noted:

“With accidental dwelling fires now at the lowest number since records began to reduce incident numbers, or maintain them, is a good achievement” (Stand by Your Pan).

These figures and quote highlight how SYFR used a reduction in the incident data to assume that their campaigns led to a reduction in fires, however, this is impossible to know. This focus on numbers of incidents does not focus on the reasons for the people of South Yorkshire’s increased risk perception, namely whether through viewing or engaging with SYFR campaign material they have increased their perception of risk to certain fires. The reduction in incidents could have been due to more modern and safer technologies being developed, or the reduction in smoker status in the UK, and not have anything to do with people’s perception of risk to fire. To find out this information, there would need to be more targeted qualitative work to better assess community members sense and perception of risk. However, with funding to the public sector continuing to be cut, this work would be difficult to justify, due to the increased cost of this level of engagement. This suggests a hierarchy in the institutional drivers and logics which influence the SYFR Communications team, with the statutory obligation to reduce fire and the NPM logic to quantify both outweighing the community logics (discussed in greater detail in RQ2).
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This chapter focused on answering the first research question: what is SYFR’s communication strategy for building community disaster resilience? It aimed to examine SYFR’s communication strategy, and did this by first exploring the organisation’s understanding of community resilience, and then by looking at how SYFR actively engage with the citizens of South Yorkshire. This research question was important to examine for two reasons: to understand SYFR’s communication aims; and to understand how they viewed and understood their work contextually within both disaster management and the resilience sector. This worked towards the overall aim of the thesis: to critically evaluate the use of social media and its ability to develop community disaster resilience (CDR) by examining how they currently communicate and whether their communication can be linked to community disaster resilience. 

Using an institutional ethnographic approach, the interview data suggested that SYFR did not have a definition of resilience, but focused on prevention, and therefore they did not explicitly work towards building resilience. However, they did view greater resilience as an outcome of their prevention work, with the view that educating the communities on fire prevention would make them more resilient. This was examined in section 4.2.1 which discussed the inherent link between resilience, preparedness, and prevention. While local knowledge through training and education is viewed as an element of building resilience (Patel et al., 2017), it is more complex than providing the information and expecting behaviour change, as discussed in the critiques of the Deficit Model. The focus on prevention shows a strong regulative institutional driver, namely the FRS Act (2004), which focuses on the prevention of fires (discussed in more detail in chapter 5).

In section 4.2.1, I discussed the use of an analytical lens focusing on resilience, and whether it was appropriate given the focus on prevention. In this section, I noted that SYFR had actively designed this project, meaning that while resilience was not currently used within their everyday operational language, there was a drive to work more towards resilience. This created a contribution not only to the transdisciplinary literature, but also to SYFR’s policy and practice, through working with SYFR to examine how their work aids resilience, and therefore how it can be adapted to further support communities. Section 4.2.1 also noted how the disaster management sector rarely, if ever, defines resilience, with the ISO documentation and CCA (2004) not using a specific resilience definition; this again provides a contribution to the resilience literature and potentially to the wider disaster management policy arena through noting that there is a lack of clarity within the institutional language and wider political rhetoric surrounding community resilience. This suggests that the challenge of defining resilience is not unique to SYFR, but to the wider institution of the FRS and the disaster management practitioner field. 

Using Scott’s pillars approach to institutional theory (regulative, normative, and cultural cognitive) (Greenwood, Hinings, & Whetten, 2014; Bruton, Ahlstrom, & Li, 2010; Scott, 2005, 2008b, 2010a), one can view the lack of definition as a constriction of the institution, or the potential for institutional agency. If the institution has strict regulative or normative expectations for organisations, it can limit how the organisation and individuals work within the logic. However, institutions are socially constructed and are constantly in a state of flux (Gümüsay, Claus, & Amis, 2020; Marano & Kostova, 2016; Besharov & Smith, 2014; Thornton, Ocasio, & Lounsbury, 2012; Jensen, Kjærgaard, & Svejvig, 2009; Dacin, Goodstein, & Scott, 2002). Therefore, with no clear definition or institutional approach, there is a potential for SYFR to choose their definition of resilience, and use their institutional agency to influence wider institution of the FRS and the disaster management institution (Ocasio & Radoynovska, 2016; Jarzabkowski et al., 2013). This draws on the institutional pluralism literature, and whether a new resilience logic would combine or conflict with the existing institutional drivers of SYFR; this will be discussed in greater detail in section 5.5.

While SYFR did not explicitly aim for community resilience, their strategy and operations worked towards elements of community resilience, with each department working in a slightly different way. The BCR team focused on the high-level community resilience, creating plans for a range of risks across South Yorkshire. While they were working within resilience, their strategy predominantly focused on operational resilience, ensuring that in a major incident SYFR would be able to respond to communities in need; this again highlights an institutional regulative driver by the CCA (2004) which focuses on SYFR’s resilience within their operational response. However, in their work creating resilience plans, the communities are not included in the creation or dissemination of SYFR’s plan. This means that they were unaware of risks in their area, and are therefore very low down Arnstein’s Ladder of Participation (Arnstein, 1969) (Figure 5, page 44). The statutory obligations under the CCA (2004) are for the LRF and local authorities to create and communicate surrounding a community risk register. However, this does not include the specifics of response, and in practice this communication and campaigning is not as prevalent as the LRF’s operational obligations. Using PMT, this means that the communities are unable to develop a threat or coping appraisal, meaning that they are unable to adapt their behaviour to build their individual or community resilience to the threat. 

While the BCR team do not actively engage the communities of South Yorkshire, the Community Safety team do. They work face-to-face in the community’s providing information and resources (e.g., fire alarms) to the community and supporting individuals who are deemed vulnerable to risk of fire through home-safety checks. This aims to support individuals to prevent fires within their own home, arguably making them more resilient to the risks of fire, supporting them in developing threat and coping appraisals. The work of the Community Safety team again highlights the institutional driver of the FRSA (2004) logic, focusing on active prevention of fire. The Community Safety team’s work can be seen as developing linking social capital (Carmen et al., 2022; Ludin, Rohaizat, & Arbon, 2019) within the community, through developing relationship and creating a sense of trust between community members and SYFR. However, due to budget constraints, they were only able to focus on the community members deemed as vulnerable, and there needs to be additional resources to widen the in-person reach of SYFR. This thesis focuses on whether community resilience can be supported and developed on social media, however, in regards to vulnerable people, the literature suggests that they are less likely to be able to engage online (see the digital divide section 2.5.3) (Holmes & Burgess, 2022; Correa, 2016; van Dijk, 2006), and therefore the in-person work of the Community Safety team is crucial to support these members of the community. 

Examining the work of the BCR and CS teams provided an understanding of where the work of the Communications team sits within this wider SYFR organisational approach to community resilience. The Communication teams run 4-5 PICs each year, aiming to nudge people into preventative behaviour change. This is evident intheir campaign Stand by your Pan, which encouraged people not to leave food unattended while cooking. The approaches of each department suggest a wider theme of responsibility. The BCR take responsibility for county-wide resilience, the CS team taking responsibility for working directly with vulnerable people to help prevent individual fires, and the Communications team focusing on prevention on an individual and community level, with messages targeting individual house fires, as well as community fires, such as the Summer Fires campaign. This approach indicates a series of institutional logics, with a focus on their statutory obligation to prevention of fire from the FRSA (2004). However, it is not only fires which SYFR operationally manage, but also response and recovery for flooding, pandemics and other disasters as covered under the CCA (2004). This thesis examined whether SYFR can developing community resilience with their communication. However, their focus is on preventing fires, so their ability to develop wider community resilience is limited to resilience surrounding fires. Focusing on resilience for fires, there is a future challenge faced by SYFR, namely that focusing on past fires by using the previous year’s incident data means that SYFR are not adapting their approach for future risks or proactive resilience (Carmen et al., 2022), such as increased flooding and wildfires due to climate change.

Investigating SYFR’s campaign work suggests an emphasis on the use of social media to communicate with the South Yorkshire community members. Using the contextual data from the literature review (chapter 2), one can surmise that this may be due to both a growing institutional demand from a social media logic (Arayankalam et al., 2023; Xu & Taghizadeh Larsson, 2021; van Dijck & Poell, 2013), but also financial challenges due to government cuts to funding (Waring, Bromley, & Giles, 2022); these two elements make the use of social media appear to be a viable option for effective community engagement. Using the institutional pluralism literature, one can examine that the combination of these logics appear to be co-existing logics (van Wijk et al., 2019; Glaser et al., 2016; Ocasio & Radoynovska, 2016; Zilber, 2016; Yu, 2015; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997) with the social media logic supporting the development of the FRSA logic through sharing fire prevention messages. However, as examined in the digital divide literature, this approach often excludes some of the most vulnerable members of society (Holmes & Burgess, 2022; Correa, 2016; van Dijk, 2006) who are often the most at risk during disasters and emergencies, with the literature noting that an event becomes a disaster due to the presence of a vulnerable community (Karimiziarani et al., 2022; Demeritt, 2002; Comfort et al., 1999; Cannon, 1994). 

While assessing the campaign materials (plans and evaluation) and the ECS, I interpreted themes surrounding the challenges of using social media. These themes included the changing algorithms and the need to adapt their approach for community engagement, the drive to follow trends (such as TikTok), and the importance of trust, not only for the organisation communicating, but also the platform or method of communication. These themes highlight a series of institutional logics, such as a shifting social media logic. As discussed in the section 2.1, institutions are socially constructed and in a constant state of change (Gümüsay, Claus, & Amis, 2020; Marano & Kostova, 2016; Besharov & Smith, 2014; Thornton, Ocasio, & Lounsbury, 2012; Jensen, Kjærgaard, & Svejvig, 2009; Dacin, Goodstein, & Scott, 2002), which creates a challenge for organisations such as SYFR to constantly adapt and work to the new parameters of the social media logic, and therefore requires strong levels of reflexivity within SYFR (van Wijk et al., 2019; Ocasio & Radoynovska, 2016). However, this also creates potential for SYFR to develop institutional agency (Ocasio & Radoynovska, 2016; Jarzabkowski et al., 2013) within the FRS logic, to use new platforms and trial new methods of communicating surrounding risk. 

Examining the campaign data, I became aware of the reliance on metrics and quantification, such as the use of incident data, MOSAIC data, and social media metrics. It appeared that SYFR were using a combination of these quantifiable measures to imply causation between their PICs and a reduction in reported incidents. While they were aware that this did not provide a full picture, they continued with this approach, indicating a normative institutional logic within the FRS sector. This demonstrates that SYFR were being influenced by multiple logics, with the FRSA (2004) requiring SYFR to prevent, and NPM logics encouraging quantification of engagement for wider performance indicators. These two logics appear to blend together (Anderson-Gough et al., 2022; Lounsbury et al., 2021; Lowrey, 2017; Yu, 2015; Greenwood et al., 2011), as the use of metrics and other performance indicators are used as a measure of the prevention. However, as noted in the previous section, focusing on these metrics implies causation when it could be correlation, and therefore what appears to be institutional blending is in fact competing logics (van Wijk et al., 2019; Glaser et al., 2016; Ocasio & Radoynovska, 2016; Zilber, 2016; Yu, 2015; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997). 

This chapter answered RQ1 (What is SYFR’s communication strategy for building community disaster resilience?) by examining the work that SYFR conducted with the community members of South Yorkshire, with a specific focus on how they designed, communicated, and evaluated their risk communication PICs. While SYFR use social media for all their campaigns, their materials predominantly focused on prevention as an element of community resilience. Although they have  the aim of working towards community resilience, as evidenced by their partnership in this project, their messaging only focused on fire, which suggests that they were limited in how they could support the development of community resilience. This suggests that the institutional logics of the FRSA (2004) and NPM is constraining their ability to develop a communication strategy towards community resilience.  
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This chapter concentrates on the second research question, which explores why SYFR communicate in the way they do. The research question builds on the findings from chapter 4 which explored SYFR’s communication strategy and their work on community resilience. Examination of the different influences and wider institutional drivers that affect SYFR is paramount for understanding their use of social media to enhance community resilience. Examining their approach and reasoning behind their communication strategy can inform future policy and implementation to meet communication aims and statutory obligations. 

The data for this research question were collected using an institutional ethnography (IE). As discussed in the methodology, this approach focuses on the standpoint of the Communications team to examine the various ways they are influenced by institutions. Using an IE approach with an interpretivist philosophical paradigm, the logics discussed in this chapter are those which I interpreted from the data during the data collection period. 

Throughout Chapter 4, various institutional logics were interpreted from the data. This included several logics which can be categorised into macro societal logics and field logics. This chapter examines each of these categories of logics and suggests that there is a hierarchy to them, with institutional pressures from the regulative logics (state logics) shaping their strategy, but with the field logics and wider context influencing their approach. While these logics influence their daily activities, there is still space for institutional agency and the weaving in of additional logics which focus more on the normative and cultural-cognitive elements of institutions. 

This chapter is structured into three main sections: societal logics; field logics; and contextual logics. Each examines the key logics which I interpreted from the data collected. Within the societal logics section, I first examine the impact of state logics with an analysis of the FRSA (2004) and the CCA (2004). Next is a discussion on the second societal logic that I interpreted from the community data. The second section of this chapter examines field level logics, focusing on the different professional logics from the Communications team, including the communication profession logic, as well as a journalism logic. The third section examines contextual logics, with a focus on COVID-19 and its influence on state and community logics. 
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This chapter examines the inner workings of SYFR, focusing on the institutional drivers which influence their daily activities, The knowledge elaborated on below fills a gap in the literature. To date, the literature on the internal workings of the UK FRS has examined the culture of the FRS, gender (Perrott, 2016; Woodfield, 2016; Jacobsson et al., 2015; Thurnell-Read & Parker, 2008), sexuality (Colgan & Wright, 2011), and mental health (Stanley et al., 2017; Harvey et al., 2016) with specific work conducted on Post Traumatic Stress Disorder (Khan et al., 2018; Regel, 2007; Haslam & Mallon, 2003). There has also been research conducted on the organisation and wider strategy of the FRS, looking at its modernisation via political shifts and changing legislation, such as the Bain review (2002) and the FRSA (2004) (Wankhade & Murphy, 2023; Murphy & Ferry, 2018; Murphy & Greenhalgh, 2018; Matheson, Manning, & Williams, 2011), and with additional work looking into organisational strategy and the increased role of performance management within this modernisation (Murphy, Wankhade, & Lakoma, 2020; Murphy & Greenhalgh, 2013). This thesis adds to this body of work by examining the internal workings of SYFR and assessing how these changes in statutory obligation and other institutional drivers influence the daily lived experiences of people working within SYFR, and how these pressures in turn influence how SYFR communicate and engage with the citizens of South Yorkshire. 

This chapter provides several contributions to the literature on institutional logics. It marks the first study to examine the institutional drivers behind the communication strategies adopted by a FRS. Examining the different influences and wider institutional drivers which affect SYFR is not only paramount for the purpose of this thesis, but it also has practical contributions to policy. An examination of the institutional logics that impact the running of SYFR (and potentially other FRSs) may help to understand and explain more fully their communication strategy, which can be used for future communication planning to help develop strategies using elements of institutional agency.
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There are various ways in which national government influences and encourages SYFR and other FRS’ to operate and behave either via legislation which they must adhere to, such as the FRSA 2004 and the CCA 2004, or via guidance from the Government Communication Service. SYFR is a public organisation and as such, these wider statutory obligations are examined and assessed, including through inspections from His Majesty’s Inspectorate for Constabulary and Fire and Rescue (HMICFRS). These legislative requirements and guidance create institutional logics which influence SYFR’s practices and strategic choices, as well as their values and beliefs (Glaser et al., 2016; Ocasio & Radoynovska, 2016; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997)

[bookmark: _Toc158216649][bookmark: _Toc158047140]Fire and Rescue Services Act logic – prevention and response
The FRSA states that Fire and Rescue Authorities (FRA) have the responsibility to respond and to work towards preventing fires (Murphy, Greenhalgh, & Parkin, 2012). In section 2 of the act, it states that a core function of an FRA is fire safety which includes promoting fire safety in their area, including “the provision of information, publicity and encouragements in respect of the steps to be taken to prevent fires and death or injury by fire” and suggests this is done by giving advice on prevention (HM Government, 2004). This parliamentary act creates a set of rules and responsibilities which forms a regulative logic, where these responsibilities are absorbed by the organisation and become accepted behaviour and practice, and part of the normative and cultural-cognitive elements of the institutions (Scott, 2008a).

The influence of the FRSA (2004) was evident in most documents created by SYFR, including SYFR Our Story, the SYFR external communication strategy, and in most campaign plans and evaluations. This institutional messaging is seen within the mention of responding and preventing, both of which are key elements of the FRSA (2004):
“Our first goal will always be to save lives and make people safer. This is what we do every single day, whether it’s responding to 999 calls or carrying out work to prevent emergencies from happening in the first place.” (SYFR Our Story)
The focus on prevention and response fit within the Disaster Management Cycle, with prevention required prior to an event, and response and recovery afterwards. This places a statutory responsibility for SYFR to protect the community and collaborate throughout Disaster Management Cycle. However, within the FRSA (2004), there is an institutional focus on preventing fire, not any other emergencies that they are responsible for responding to. Therefore, SYFR have a responsibility for the full Disaster Management Cycle for fires, but only half of it (response and recovery, see Figure 3 in Chapter 1) for other disasters, such as flooding and COVID-19, which influences their communication strategy (including social media) on each of these topics (discussed further in the CCA section of this chapter).  This creates institutional complexity for SYFR as they have a responsibility to respond and recover from flooding and from other disaster events and to communicate about it, but without the direct obligation to communicate for risk and prevention, which is the role of the Environment Agency (Rollason et al., 2018). 

This suggests a disaggregation of the disaster management sector, with individual agencies taking responsibility for different categories of disaster, such as the FRS for fire and the Environment Agency for flooding, and health agencies for COVID-19 and other pandemics. This disaggregation of service is explained by NPM literature, and the aim to increase efficiency and competition between agencies (Svärd, 2019; Hood, 1995). However, as explored later in this section, there is a contradictory relationship between these NPM disaggregation logics and the CCA logic which aims to bring agencies together.

This FRSA logic can be seen to influence the decision making within the Communications team. When discussing the communication strategy with the Strategic Manager, the FRSA (2004) was explicitly mentioned. The SM explained that the Operational teams and Community Safety teams work in a community setting towards prevention and response, through firefighting and home safety visit. This FRSA logic is also supported by the Communications team, specifically their campaigns:

“… the Fire and Rescue Services Act 2004 states quite explicitly that we have to (…) raise awareness of fire risks and how to prevent them. (…) our work (…) our campaigns, obviously feeds into that” (SM interview, 07.08.19)
The Communications team were aware of the requirements of the FRSA, and it therefore impacted on the decision-making and strategy creation within the team. The focus on prevention helps to explain their quantitative approach to their communication on social media, with the focus on metrics and incident data as an attempt to prove they had been successful in preventing fires from happening. This use of metrics then implies they have completed their statutory obligation, suggesting institutional pressures for performance management related to NPM logic (Svärd, 2019; Coule & Patmore, 2013; Hood, 1995). However, as discussed when responding to RQ1, it would be incredibly challenging, if not impossible, to prove that SYFR’s community engagement, either through home safety visits or communication strategies, had been able to prevent a fire from happening.  

Examining SYFR’s approach to communication, as explored in RQ1, there is often the implicit use of the Deficit Model of communication. As quoted above, the FRSA notes that they must provide information to encourage people to prevent fires, which suggests that the use of the Deficit Model of communication was initiated within the legislation. The focus is on providing the information, not conducting community engagement to support or understand the behaviour changed needed. The literature suggests that the Deficit Model continues within disaster risk reduction agencies due to the power and authority associated with sharing information (Cook & Melo Zurita, 2019), and perhaps the fear of losing institutional legitimacy if they engage with the community (Lounsbury et al., 2021; Jarzabkowski et al., 2013). Within the wider FRS legislation, there is only a statutory obligation to engage with the community surrounding Integrated Risk Management Plans (IRMPs). However, when discussing the consultations around IRMPs, the SM noted that as a service they could increase rates of engagement:  
“So, from a consultation engagement point of view, we have to, because it’s in statute, consult with the public around something called integrated risk management plans (…) What we don’t do very well is in between publishing those plans, talking to community groups, different parts of the community who may need our service.” (SM, SYFR progress meeting 2019)
While the SM noted this in 2019, in the time I spent with SYFR I did not see an increase in community engagement in this manner, however, this could have been due to COVID-19 affecting the service the following year, which influenced SYFR’s strategy. SYFR often noted that they would like to do more engagement with the community, however, there appeared to be a lack of resources to do this. When I discussed the use of Facebook groups for a hyperlocal approach to campaigning with the CM, they noted that they would need to hire a new member of staff to do this on a larger scale. This implies that the resources are confined to their statutory obligations, and that there were not available resources to develop a strategy beyond the legal obligations. This lack of funding constricts SYFR’s ability to develop institutional agency to create, maintain or disrupt the logics (Cardinale, 2018; Bruton, Ahlstrom, & Li, 2010; Suddaby, 2010; Thornton & Ocasio, 2008; Dacin, Goodstein, & Scott, 2002).

This indicates that the FRSA is a very dominant logic, and influences the everyday lives of the SYFR Communications team, influencing their strategy, messaging and general approach to communication surrounding preventing and responding to fires. While this predominantly focuses on fire, SYFR are also subject to other statutory obligations surrounding response and operational resilience, such as the Civil Contingencies Act (2004).
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The CCA legislation influenced and shaped SYFR’s operations, with a focus on operations surrounding emergencies and major incidents. The CCA (2004) provides an obligation to develop countywide resilience plans and to work in collaboration during the response and recovery phases of major incidents. This includes the attendance of the FRS in LRFs which creates a focus on proactive resilience (Carmen et al., 2022), examining the potential risks associated with an area, and planning for the response to those risks. While the CCA (2004) includes a focus on preventing emergencies, it is only related to ensuring services which work within prevention have their functioning protected (Civil Contingencies Act, 2004), suggesting that prevention is an indirect aim of the CCA. 

Working within the South Yorkshire LRF means that SYFR collaborate and plan for events which they do not have a statutory obligation for under the FRSA (2004); this can create some communication challenges for SYFR:

“The Fire Service isn’t funded to deal with flooding, but they do. That’s part of the rescue provision. That’s part of the rescue part of Fire and Rescue. We have the LRF (…) that’s where we’ll do tabletop exercises and stuff, where we plan what we’d do in a disaster. But we don’t, particularly, warn the community very well. It’s a gap, really, talking about it” (CM interview, 29.11.19)

This creates institutional complexity, with SYFR having an obligation to respond to flooding, but without the resources or obligation to prevent it. This implies the institutional complexity is rooted in a contradiction between two logics (van Wijk et al., 2019; Glaser et al., 2016; Ocasio & Radoynovska, 2016; Zilber, 2016; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997), with the CCA logic to collaborate and respond, and NPM logics which focus on efficient use of resources and more general parsimony in resource use (Kann-Rasmussen, 2023; Svärd, 2019; Coule & Patmore, 2013; Hood, 1995).

While the LRF conducts proactive resilience for their operations, they do not focus on either proactive or responsive community resilience (Carmen et al., 2022) as they are not statutorily obligated (Cabinet Office, 2013), indicating that as it is not a regulative institutional driver, and therefore not a logic within the LRF or partnering agencies. As there is not a focus on the community, the CCA does not set out how to communicate during emergencies and major incidents, which means there is ambiguity for services, with SYFR communicating outside of their statutory obligation.
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The FRSA logic states an obligation for FRS to communicate surrounding fire risk and prevention, which means that the SYFR Communications team have the inherent logic to message about prevention and risk, albeit a risk of fire. However, where they have the obligation to communicate surrounding fire prevention, they do not have this obligation for other risks, such as flooding. 

In November 2019, there was a large flooding event across South Yorkshire, which highlighted to the team that they did not know how to best communicate during these events. In my discussions with the SYFR team, they had mentioned how they do not have a statutory obligation to prevent flooding, like they do with fires. The CM explained that they do not create proactive messages surrounding flooding, but then later says that this means they would put out more ad hoc messages:

“We don’t say, if this happens, this is what you should do. We only do that when it happens. Or, let’s say, someone comes up to us and says, tomorrow we’re expecting more flooding (…) we’ll put some stuff out around what to do if flooding comes your way. (…) I’ve been in service four or five years, never done everything proactively to, say, prevent or what you can do in case of a flood.” (CM interview, 29.11.19)

This complexity suggests a level of institutional agency within their communication with them interpreting and implementing different logics in their own way (Ocasio & Radoynovska, 2016; Jarzabkowski et al., 2013). In this case, while they did not have the obligation or the resources to communicate prior to a flooding event, they still had an internal logic to prevent and protect the community via risk communication.

This suggests that the FRSA logic of prevention is prioritised within their work and approach to communication. This indicates that the statutory obligation enables a form of ownership over the communications for fires, which was not present for other risks such as flooding or COVID-19. One may argue that the FRS cannot communicate all issues within society, such as terrorism and other issues that the police lead on, however, flooding is different. The FRS are heavily involved within the response and recovery phases of the Disaster Management Cycle with flooding; however, this is where their role in the flooding disaster life cycle stops. The Civil Contingencies Act aimed to ensure that agencies work together, but this appears to only be viewed within an operational environment with long term risk communication not being included within the legislation. While this was the case for most other incidents, this was not the case for COVID-19, with the LRF stepping in to manage the flow of communication from public sector agencies.

[bookmark: _Toc158216652][bookmark: _Toc158047143]The influence of the CCA on COVID-19 communications.
In the initial outbreak of COVID-19, the LRFs brought the public services together to help coordinate, plan, and manage the disaster, including the creation of a specific communication cell, made up of communications professionals from each of the category 1 responders. This communication cell controlled the messaging from these agencies to ensure that public messaging was consistent and cohesive across the public sector.

This impacted their usual fire safety messaging, and their wider communication, with an aim to support other agencies and create a cohesive approach across the public agency sector, as seen in the two quotes below:

“… with the local resilience forum this morning (…) we’d been asked basically to give a slightly tailored fire safety campaign which will be basically geared towards demand reduction on us as a service basically. Obviously, people hopefully having less incidents and therefore using us less. Which will become more important in the next few weeks as our emergency response service becomes compromised.” (SM interview, 20.3.20)

“Our number one priority is reinforcing the national messaging. Number two priority is keeping our staff informed. And then number three priority is just making the public aware that we are still here, and we are still available. An element of reassurance really.” (SM interview, 20.3.20)

The interview that these quotes came from was conducted three days before the first national lockdown was announced by the Prime Minister. These quotes detail how the SYFR Communications team had to change how they communicated, and who they reported to about their communication choices. This shows a level of institutional complexity with SYFR being influenced by multiple institutional logics. In the context of COVID-19, the CCA (2004) logic and the FRSA logic were compatible as both were focusing on the ability of SYFR to respond to disasters (Besharov & Smith, 2014). I also interpreted a difference in attitude and confidence in their messaging and approaches. When discussing the flooding messaging, there was a sense of ambivalence about how they message, and that they seemed unsure of how and when they should communicate. However, with COVID-19, there was a sense of purpose about their communication approach, perhaps as it combined their logics of prevention, but also, they were given institutional legitimacy (Greenwood et al., 2008; Scott, 1987) to adapt their messaging due to their membership within the LRF communications cell.

This showed a temporality in dominant logics, with the FRSA logic usually taking precedence over other logics, but in the case of COVID-19, the CCA (2004) became the dominant logic. This suggests that logics have situational constraints (Hesse, Kreutzer, & Diehl, 2019; Currie & Spyridonidis, 2016). This temporal shift in their communications ended when COVID-19 eased, with SYFR returning to their usual communication campaigns. This highlights an understanding that these collaborative risk communication plans are important during disasters. They provide the community with a cohesive voice across the public sector agencies. However, this focus was predominantly on the post-disaster phase, rather than working collaboratively towards developing proactive resilience (Carmen et al., 2022) within the community. If the LRFs included this collaborative communication approach working towards community resilience, they would be able to not only build linking social capital between the agencies, but also the communities, supporting the development of community resilience (Ludin, Rohaizat, & Arbon, 2019; Sanyal & Routray, 2016).

The state logics created from these two pieces of legislation strongly influenced SYFR’s operations by creating strict rules for operation, which are monitored by government agencies, such as His Majesty's Inspectorate of Constabulary and Fire & Rescue Services (HMICFRS). While there is some room for institutional agency within these state logics, they are constrained by available resources. This indicates that while the state logics from the FRSA and CCA control what they do and how they operate, the growing political focus of NPM constrains their agency.
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As discussed in Chapter 2, community can be a misleading term, indicating a homogeneous group of people (Titz, Cannon, & Krüger, 2018). However, there are certain identities and cultures which can be linked to certain geographic areas, one of which is the Yorkshire disposition and the idea that people within South Yorkshire are straight talkers, namely that they are direct in their communication style. This approach to communication can be viewed as part of the community logic, as logics influence an individual’s practices and values (Glaser et al., 2016; Ocasio & Radoynovska, 2016; Thornton, Ocasio, & Lounsbury, 2006; Townley, 1997), which can describe their approach to communication.  The CM noted this directness in their risk communication when discussing a company’s marketing campaign to sell Union Jack sky lanterns with the aim for people to light the lanterns on the same day to show support for the NHS in the early days of the COVID-19 pandemic:

“I saw a lot of other fire services and the messaging was a bit loose, it wasn’t hard hitting enough for this kind of thing. So, I thought, in typical South Yorkshire fashion, we’ll just tell them how it is. I think I put in capitals, please do not do this. And the post that we put on Facebook (…) I think it reached over a million people. I think since I’ve started that we’ve never had a post in our history that went down as popular as that one. I’m sure if I check now it will have got more than that probably 1.5 million which will be huge numbers really” (CM interview, 21.04.20)

As highlighted in the discussion of RQ1, this focus on quantification of engagement is misleading, especially with the focus on the social media metrics of reach. However, in the case of this post, we can see that the post was interacted with at a higher rate than their other posts. This could indicate that by using a community logic of directness, they signalled their institutional legitimacy (Greenwood et al., 2008; Scott, 1987) within the South Yorkshire community. Directness is also a trait that is often associated with the operational side of the FRS as there is a need for direct communication in emergency situations, so the increase in engagement on this post could have been from multiple communities of followers within the social media network. To ascertain who was engaging with that post, a greater level of analysis would have to be conducted on that specific post; chapter 6 provides a wider analysis of SYFR’s social media network. 

Examining the risk communication literature, there is an acceptance that in order for risk communication to be successful, it needs to create awareness to risk, contain actionable information, and be timely (Dao & Lim, 2022; Khan et al., 2022; Pascual-Ferrá, Alperstein, & Barnett, 2022; Thomas et al., 2022; Zhu et al., 2022; Bodoque et al., 2019; Abunyewah, Gajendran, & Maund, 2018; Hicks et al., 2017). This post fits within these parameters, especially with a focus on actionable information and being timely. However, simply stating not to do it does not explain the risk to the community, and therefore may not be able to engage threat appraisal for the viewers (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018) and indicates the use of the Deficit Model (Krause et al., 2020; Cook & Melo Zurita, 2019; Abunyewah, Gajendran, & Maund, 2018).

Community logics are a societal logic, which means that they can be experienced at different scales, including national and local. The South Yorkshire directness suggests a local community logic, however, wider community logics of social cohesion and support can be viewed from a national logic lens, as seen when discussing the Garden Fires campaign with the CM:
“I saw some quite nasty debates on a couple of Facebook groups (…) people were coming in, being really sarcastic and stuff like that. So, we had a chat about how best we’d approach it, and we just thought, sod it, we’re going to go in quite hard and say, we want people not to have them, and wait until the recycling centre is open (…) we got a little bit of stick for that. But, again, we try to play on the community coming together line. We’re in a bit of a mess. Let’s all work together. (…) we created a page on our website, where people could go and fill out a very short form to pledge that they wouldn’t have a garden fire during lockdown, which was a bit cheesy.” (CM interview, 29.06.20)

While the direct approach was viewed positively in the previous quote discussing sky lanterns, it was not as well received on the topic of garden fires with the CM noting they got some stick. This is perhaps due to the dates of these social media posts. The sky lantern post was in the early days of the first COVID-19 lockdown, and the Garden Fires post was three months into strict COVID-19 measures. As explored in the logic’s literature, there can be an element of temporality, with community logics changing and adapting over time with situational constrained temporalities (Hesse, Kreutzer, & Diehl, 2019; Currie & Spyridonidis, 2016) highlighting the importance of context. The sky lanterns and garden fires campaigns perhaps indicate a sign of fatigue from direct messages from public agencies during a time when individuals were being placed under very strict social distancing laws. 

This quote (CM 29.06.20) also notes another indicator of a community logic, of coming together, which can be viewed as a more traditional identity of community (Georgiou & Arenas, 2023). This was seen to increase during the initial COVID-19 lockdowns, with the creation of mutual aid groups, which aimed for local people to support each other in their times of need. This suggests that there was a new community COVID-19 logic of supporting one another, which SYFR acknowledged and was able to adopt into their communication style to help influence behaviour change. This implies that SYFR used the community logics of the area to shape their communication style and approach, effectively combining multiple logics within an institutional pluralistic environment. 

This demonstrates that the societal logic of community is an institutional driver of SYFR’s communication style, and influences how and what they discuss online. Communities are socially constructed and therefore can be flexible and dynamic, suggesting that the community logics can shift and adapt under changing context, such as COVID-19. Within the context of COVID-19 there was a shifting and adapting of a variety of institutional logics, from the national government with social distancing laws, to the community and the fluctuating community dynamics (discussed in section 5.4). 

The societal logics of the state and community influence SYFR’s communication strategy, and their wider approach to communication. The state logics influence the types of topics that they discuss and communicate, such as prevention for fires which is a statutory obligation from the FRSA (2004), or response and recovery from flooding and COVID-19 which is an obligation from the CCA (2004). These state logics are then combined with the community logics of South Yorkshire, which influences how SYFR communicate the prevention, or response and recovery messages that ensure institutional legitimacy within these institutions. While the state logics are more central to SYFR’s functioning , the community logics influence how those messages are communicated and therefore these two macro sets of logics (community and state) in these circumstances are compatible (Besharov & Smith, 2014). SYFR are not only influenced by the macro societal logics, but also smaller field-level logics including their professional training and backgrounds.  
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The SYFR Communications team work within the public sector communication profession, and as such there are practices, assumptions, values and beliefs (Glaser et al., 2016; Ocasio & Radoynovska, 2016; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997) which influence the daily lives and communication strategy of SYFR. The communication profession logic not only brings a sense of identity to the SYFR Communications team but can also be viewed as joining a community of practitioners. This was seen with their membership to groups such as FirePro which was a group containing communications professionals within FRS across England. This indicates a nesting of logics, with a wider communication logic, then becoming concentrated down to a public sector communication logic, and emergency services communication logics (as shown in Figure 19). This suggests an institutionally complex environment. 
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[bookmark: _Toc193367297]Figure 19: Nesting of communication logics; Source: Author

These different communication professional logics (public sector or emergency service) influence SYFR’s communication dependant on the context. For instance, during the 2019 flooding in South Yorkshire, the SM noted different communication styles between the different organisations responding to the flooding:

“… in the blue-light services, we’re fairly used to dealing with crisis situations and emergency comms (…) whereas the local authorities, all the different council comms teams, probably went into a bit of panic mode around it and didn’t really seem to have a clear strategy for what they were doing in terms of the comms. We had a strategy (…) we probably should have shared it with everyone. Because it was kind of in our heads and based on gut. And our strategy was basically safety, so it was about telling people don’t enter floodwater, because the first priority was to protect life. The second thing was about reassurance, so actually explaining to people the work that we were doing in operational terms.” (SM interview, 25.11.19)
While the local authorities are also category 1 responders within the LRF, they had different logics influencing their communication and do not routinely communicate about emergency incidents, unlike the blue-light responders. This disconnect between agencies’ experiences of emergency communication appeared to influence SYFR’s relationship with LRF partners and shows that while operations must be collaborative under the CCA (2004), there is not the same statute for communication. The above quote mentions that the strategy was in their heads and a gut instinct, suggesting a tacit knowledge of how to communicate in emergency situations. This suggests that the institutional logics from the emergency communication profession have become a normative pillar of the institution, namely that it is the accepted way of conducting oneself in the institution (Greenwood, Hinings, & Whetten, 2014; Bruton, Ahlstrom, & Li, 2010; Scott, 2005, 2008b, 2010a) and therefore when they view other agencies not conducting themselves in a similar manner, they question their institutional legitimacy (Greenwood et al., 2008; Scott, 1987). 

[bookmark: _Toc149250233][bookmark: _Toc98148469][bookmark: _Toc152262921][bookmark: _Toc149057687][bookmark: _Toc152088989][bookmark: _Toc149250346]The communications professional logic influenced how SYFR conducted their daily activities and how they viewed themselves as a team of professionals. From my observations it appeared to give a sense of identity to the team, as well as a sense of agency and confidence in how they structure and strategize their risk communication and PICs. This suggests that while the state and community logics influence the messages and topics that they cover, the field logics influence how they conduct their communication and the expectations they have for partner agencies. Field logics are not only associated with the role, but individuals within the team also bring their own institutional logics which they have been trained in, such as the SYFR team and the influence of journalism. 

[bookmark: _Toc158047188][bookmark: _Toc158047147][bookmark: _Toc158216466][bookmark: _Toc158216656][bookmark: _Toc193367247]5.3.2: Team logics – journalism
Not only can the department and specific role be subject to different institutional logics, but people also bring their own institutional logics from previous roles and experiences. Early in the research process, I was made aware that two members of the SYFR Communications team were trained in journalism. This was then clear in a variety of interviews when journalism was discussed as there was an inherent understanding of how it should be done:
“Which isn’t really how journalism is supposed to be done and it wasn’t how I was trained as a journalist, but that’s I guess how it’s just changing.” (SM interview, 07.08.19)

However, due to their experiences within a FRS, the journalism profession logic seemed to change and develop, depending on the context. For instance, when discussing the 2019 flooding, there was a sense of the control that they had of the media. Due to the event’s popularity in the news, it was getting attention from not only local and national news, but also from the international news: 

“We found, in terms of handling the media around something like that, that they had to play by our rules in the sense that a lot of the time they were wanting us to do stuff in random locations. You know what the news reports are like. They have someone in wellies stood in floodwater, and they want to go and interview us there. (…) because media need you more than you need them, they’ll just work around you. And we created some of our own content as well. So we recorded our own audio with our spokespeople and shared that with media as well.“ (SM interview, 25.11.19)

As they understood what the journalists were looking for in the materials, they were able to create content which could be shared by the media companies. This highlighted the role of hybrid media systems which explains the interactions between traditional and new media sources (Chadwick, 2017; Chadwick, Dennis, & Smith, 2016). This meant that SYFR were able to utilise another channel of communication to disseminate information about the flooding and to put out risk communication about keeping safe around flood water. As discussed in the literature review, more traditional media sources such as radio and TV are more trusted by audiences than social media, indicating that it can be used to develop linking social capital to the community (Sanyal & Routray, 2016), making them aware of the work that SYFR are doing, which can help the development of trust and therefore community resilience. 
It is important to note the media was interested in this event due to the popularity of the news story, and therefore SYFR were in a position of power as they were able to control the message as they were operationally involved. This thesis is focusing on how social media can be used to communicate to develop community resilience, which requires a more sustained approach in terms of communication and relationship to the media. SYFR have used this sustained approach in communication within their risk communication campaigns with the CM noting that they had a good relationship with the local TV and radio stations:

“Then, if we’ve got a campaign, we will probably go to them directly, as well. We’ll tee them up before. So, we’ll not launch it and then go to them after. We’ll go to them a week before and say, we’re looking at launching a new campaign. Here’s all the detail. Would you like to run something on it? And they tend to, even if it’s not hugely of interest to them, if they know it’s quite a big thing for us, they’ll give it a slot.” (CM interview, 07.08.19)

Using their knowledge of journalism and the normative logics associated with journalism enabled the SYFR Communications team to build relationships with local media companies, which is evident within their campaign evaluations:

“Securing coverage through relevant media outlets – particularly the ones that we know have a high profile – such as the Sheffield Star, BBC Look North and Radio Sheffield” (Summer Fires – Do your Bit campaign – Evaluation)

This shows how their inherent understanding of the journalism professional logics enabled them to tailor the communications effectively and have greater institutional agency to handle the media in a way to support their aims; being on the outside of the institution, but with an understanding of the internal workings of the institution was beneficial when working with journalists. This shows how individual team members can bring a tacit understanding and legitimacy for other institutions into the department, such as the two team members who were trained in journalism.
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While the state and field logics discussed above influenced SYFR on a daily basis, informing their decision making and their values and beliefs (Glaser et al., 2016; Ocasio & Radoynovska, 2016; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997), there are other contexts which influenced state and field logics. Differing contexts have various temporalities and situational constraints (Hesse, Kreutzer, & Diehl, 2019; Currie & Spyridonidis, 2016), creating short-term institutional complexity. During the data collection with SYFR, I was able to witness and interpret the shifting of logics surrounding COVID-19.
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COVID-19 created institutional complexity through influencing both state and field logics, however, this complexity was not static, it changed throughout the course of the pandemic. In the initial stages of COVID-19, the state logics changed, with temporary social distancing laws influencing how individuals and organisations were able to operate. This influenced how SYFR were able to engage with their surrounding communities, with most home safety visits being conducted on the telephone, and an increased focus on social media for their communication:

“And the parameters are basically based on national guidance. The top one is basically making sure fire rescue staff have as little contact with the public and each other as possible. (…) We’ve stopped doing home safety checks now in peoples’ homes. They’ve stopped going to smoke alarms unless someone’s risk of fire outweighs their risk of Corona virus. An example of that would be we get quite a lot of referrals for people who are experiencing domestic violence and people threatening to set fire to their home to kill them. And obviously that is a greater risk than the virus.” (SM interview, 20.3.20)

COVID-19 influenced the daily activities of SYFR and created barriers to conducting their statutory obligations under the FRSA (2004). When examining multiple logics within an organisation, the literature suggests examining the centrality and compatibility of the logics (Besharov & Smith, 2014). In the case of COVID-19 and the FRSA logic, the FRSA logic was central to the functioning of SYFR, however, the temporal COVID-19 logics were not compatible as SYFR’s functioning is based on engagement with the public, both within prevention and response, and COVID-19 required social distancing. However, even with COVID-19 requiring specific distancing, the FRSA logic was still the dominant logic with home safety visits still taking place if there was a higher risk to life from arson than COVID-19.  This could be viewed as creating hybrid logics (Benish, 2020) by requiring members of SYFR to develop a new method of working combining both sets of logics, in this case focusing on immediate risk to life.

COVID-19 not only affected the operations of SYFR, but also their communication through the methods they used to communicate, the messages they communicated, and the different tones of the messages.
[bookmark: _Toc158047150][bookmark: _Toc158216659]Influenced method of communication
Due to social distancing laws which took effect on 26th March 2020 (Baker et al., 2021), SYFR were unable to work with the community face-to-face; this put increased focus on their remote communications, including social media: 

“Obviously a lot of our communication now is over things like social media. Which it was before really but from a service point of view other than really essential contact. Our main contact with people now is social media because that’s all we can do.” (CM interview, 21.04.20)

As discussed in Chapter 2, there has been a growing social media logic within society (van Dijck & Poell, 2013) with social media being viewed as ubiquitous. However, COVID-19 exacerbated this further with an increased sense of connectivity (van Dijck & Poell, 2013), with most organisations and individuals turning to social media for emotional support, advice and information (Xie, Pinto, & Zhong, 2022; Slee, 2019; Resnyansky, 2014; Taylor et al., 2012). Communications teams, such as SYFR, had a captive audience on social media for their PIC:  

“I’ve never seen anything like that, which again, is another reason why we’re doing this campaign now and quickly, because there’s a captive audience there and the groups are cropping up.” (CM interview, 23.3.20)

While SYFR routinely used social media for their risk communication PICs, COVID-19 resulted in increased social media metrics. This focus on social media metrics and a captive audience assumed that if people have viewed the material, then they would act upon it, but as discussed in RQ1, this is not always the case. However, while SYFR’s communication had often been based on the Deficit Model of communication, namely providing the information and expecting behaviour change (Krause et al., 2020; Cook & Melo Zurita, 2019; Abunyewah, Gajendran, & Maund, 2018), their messaging during COVID-19 resulted in some positive community engagement online:

“So, there’s more eyes and pressure on our social stuff. And right now it’s just a relentless wave of positivity, everything we put on gets really good feedback. We’re getting a lot of comments and messages about the stuff, people thanking us, sending stuff in.” (CM interview, 21.4.20)

At the beginning of the pandemic, there was an increased sense of community spirit, with mutual aid groups being created to help community members who were struggling during the initial lockdown periods, and a focus on positive messaging across social media. This suggested an increase in community logics within South Yorkshire from both individuals and organisations trying to support each other through the challenges created by COVID-19. For instance, at the beginning of the lockdown SYFR ran a drawing competition for children which was widely received due to parents trying to entertain their children who were unable to attend school. This demonstrates that the COVID-19 context, combined with the community logic, increased the active engagement with SYFR’s post helped to build linking social capital (Sanyal & Routray, 2016) within the online community. However, this level of engagement did not last long:

“… when it all first kicked off, I said social media is coming into its own, because it became the only platform, really, that was able to connect people and organise people. And I think it definitely did. But my observation was quite quickly everyone got to grips with all the organising and the volunteering groups, and the mutual aid. And the social died down a little bit. And it’s definitely become the new norm now.” (CM interview, 29.06.20)

While social media had immediately been used to share information and provide emotional support, these impacts were short lived; two months into the COVID-19 restrictions the CM noted that the social media engagement had reduced again. This suggests that the social media logic combined with community logic within the context of COVID-19 had a short-term influence on SYFR’s level of engagement. The sudden increase in the use of social media at the beginning of the pandemic also showcased that social media was viewed as a source of information in the immediate aftermath of the pandemic, suggesting a linking social capital between social media companies and the community (Sanyal & Routray, 2016).

[bookmark: _Toc158047151][bookmark: _Toc158216660]Influenced topic of messages
COVID-19 not only influenced the method of communication, with an increased focus on social media, but it also changed the messages that SYFR were sharing. Prior to the pandemic, SYFR had been focusing on fire prevention and response advice surrounding flooding, adhering to the FRSA (2004), however, the start of the pandemic saw a shifting of logics, with a greater focus on the CCA (2004) and a more ad hoc communication style: 

“I think my exact words were something along the lines of, rather than almost pissing about and trying to make something on the campaign calendar, if we spend the next six months trying to shoehorn the calendar into our work, I said, let’s just call it now, and just put the calendar on hold. (…) let’s just take it week by week as to what we do. Again, we both mutually agreed that that was a better approach than desperately trying to keep things alive.” (CM interview, 29.06.20) 

This suggested a sense of institutional agency within their work (Currie & Spyridonidis, 2016) as SYFR changed their communication strategy to better meet their statutory obligations from the CCA (2004) and the FRSA (2004). This also suggests that the Communications team were not prepared for a major incident on this scale, with previous incidents related to fire and flooding which are often geographically isolated, unlike COVID-19 which influenced the whole of South Yorkshire. 

The scale of COVID-19 meant that their whole communication approach needed to be adapted, to focus more on national campaigning related to COVID-19:

“the first time that I can think of when I’ve really done a campaign that has been so heavily focused on protecting the NHS and protecting your public services, if that makes sense. So, it’s been about help us help you style thing. I’ve done comms like that before. It was more ad hoc. But one thing that does tie all these campaigns together really is right now we don’t need to be coming out to your house fires or your garden fires. Or, we don’t need to be rescuing people from water. I suppose that’s been an underlying theme to it all, if that make sense. ” (CM interview, 29.06.20)
SYFR’s communication was subject to institutional complexity, between CCA (2004) logics of supporting fellow category 1 responders and protecting SYFR’s ability to respond, with FRSA (2004) logics of focusing on prevention. This indicates a blending of these logics (Anderson-Gough et al., 2022; Lounsbury et al., 2021; Lowrey, 2017), combining both logics to communicate fire risk, and the risk from COVID-19 to the community as well as SYFR as a service. 

This also suggested a changing of community logics in response to the pandemic, with SYFR aware that the community were more concerned over the threats of COVID-19 than fire risk, perhaps suggesting that the communities threat appraisal (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018) had been activated for COVID-19. This influenced not only the topics they were discussing, but their framing of the topic. In the initial days of the COVID-19 lockdown, recycling centres were shut which lead to an increased number of garden fires; when discussing their communication approach to the elevated risk from garden fire, they focused on the threat of COVID-19:

“I just think probably the air quality line is stronger than our fire safety line at the moment.” (SM interview, 03.04.20)

Indicating that SYFR were aware of the community logics and threat appraisal surrounding COVID-19, which was influencing how they were communicating around fire risk. Combining the community logics of fear surrounding COVID-19 and their aim to reduce and prevent fires from the FRSA (2004) logic, as well as the CCA logic of supporting their LRF partners. This suggested SYFR were blending the logics together to activate the community’s threat and therefore coping appraisal to garden fires and highlights a sense of institutional agency in their choice of framing. 
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These changing logics not only influenced the content of the messages being communicated, but also how they were communicated, focusing on the different tones of communication. In the interview with the SM in March 2020, we discussed how their content was changing, and they were moving away from their more light-hearted approach to fire risk communication which they had been using in their Protect your Pets campaign:

“… it is a tricky one to know what to do online as well. Because our normal content doesn’t quite seem right at the moment. (…) It’s like I said we’ve stopped the fire safety campaigns we’d had planned and I don’t know we’re talking about saving pets from house fires and changing our profile picture to a parrot doesn’t quite seem the right time to be doing that (…) we’ve still got to maintain an element of business as usual in the stuff that we’re doing. I think we’re still getting to grips with the tone and stuff.” (SM interview, 20.3.20)

[bookmark: _Toc152088993][bookmark: _Toc149250343][bookmark: _Toc149250230][bookmark: _Toc149057684][bookmark: _Toc98148466][bookmark: _Toc152262925]This suggests that the community logic, and perhaps the professional communications logic, had shifted during COVID-19, with a more serious approach required. Humour was being viewed as inappropriate in the initial days of the lockdown due to the national fear and panic over a relatively unknown infection at the time. This could indicate that not only do different disasters require different messaging, but it also alludes to the potential that each disaster type, be it fire, flooding or COVID-19, all have their own contextual logics which require different forms of communication, with each disaster logic having a dynamic frame switching between community logics, the FRSA logic and the CCA logic, highlighting the institutionally pluralistic environment of disaster management.

[bookmark: _Hlk161675590][bookmark: _Toc152088994][bookmark: _Toc152262926][bookmark: _Toc149250317][bookmark: _Toc152089044][bookmark: _Toc149724679][bookmark: _Toc93336064][bookmark: _Toc149057688][bookmark: _Toc149250347][bookmark: _Toc149250234][bookmark: _Toc98148470][bookmark: _Toc153554360][bookmark: _Toc158047153][bookmark: _Toc158216469][bookmark: _Toc158046808][bookmark: _Toc158216662][bookmark: _Toc158047191][bookmark: _Toc193367250]5.5: Discussion & Conclusion
This chapter focused on answering RQ2, what influences and shapes SYFR’s communication strategy? Which was created to support the aim of the thesis to critically evaluate the use of social media and its ability to develop community disaster resilience (CDR). This was done through examining the different institutional drivers that influenced SYFR’s communication strategy and examined the impact they had on their communication. This approach aimed to provide a critical analysis of why SYFR communicate in the way they do and was answered through examining the institutionally complex environment that SYFR sit within. 
SYFR works within an institutionally pluralistic environment and is influenced by a variety of different institutions which bring their own pressures and drivers (Mountford & Cai, 2023), and can constrain or enable their communication strategy. These institutions are not experienced equally with some being central to the functioning of SYFR (Besharov & Smith, 2014) and others influencing the approach that is taken. The data suggests that SYFR are influenced by a series of societal and field logics, influencing both the strategic and operational functioning of the organisations as well as the individual experiences of the SYFR Communications team.

This thesis presents an interpretation of a series of state logics that were influencing SYFR, focusing on the regulative elements of the institution with the impact of parliamentary acts on the functioning and strategy of the SYFR Communications team. The central logic influencing SYFR’s functioning was the FRSA (2004) logic, via the statutory obligations for SYFR to communicate fire risk awareness and to work towards preventing fires. This heavily influenced SYFR’s work, with the design of PICs predominantly focusing on risk communication surrounding fires. This logic also influenced how they monitor and measure success of their campaigns, with a heavy focus on quantification using incident data and social media metrics. The FRSA logic heavily influenced SYFR’s communication daily, however, as SYFR work within disaster management there is a temporal element to some of their work, which brings in additional logics, such as the CCA (2004) logic.

The second element of the state logic, the CCA (2004), focuses on collaboration in major incidents and disasters, which was recorded by this research during a flooding incident in 2019, and again in 2020 with the start of the COVID-19 pandemic. During the disasters, this logic was central to SYFR (Besharov & Smith, 2014) and led to SYFR adapting their communication to not only focus on risk of fire, but to include the risk to life associated with flooding or the pandemic. This suggested a combining and blending (Anderson-Gough et al., 2022; Lounsbury et al., 2021; Lowrey, 2017) of the FRSA and CCA logics, with the core functioning of SYFR focusing on preventing risk to life and property. State logics focus on the regulative elements of the institution, and therefore requires SYFR to communicate specific topics, however, as stated in the institutional logic’s literature, the regulative elements then filter through into the normative and cultural-cognitive pillars of the institution (Greenwood, Hinings, & Whetten, 2014; Bruton, Ahlstrom, & Li, 2010; Scott, 2005, 2008b, 2010a). This was seen within the interview data from the SYFR Communications team and their use of prevent and respond in everyday conversations.

While SYFR as an organisation is influenced by these two state logics, each department is influenced in different ways, with organisational members interpreting logics in varying ways (Thornton, Ocasio, & Lounsbury, 2012). Under the FRSA (2004) and the CCA (2004), they note that FRS’ must communicate surrounding fire risk (FRSA), or provide the community information surrounding an incident, however, there is not strict institutional parameters with how to do this. This means that SYFR as a whole organisation is strongly influenced by these state logics, but the Communications team are only constrained by the focus of the content (risk of fires, or operational updates about an emergency incident). Thus, indicating a scale of impact within institutional logics, and the role of institutional agency of organisational departments and individuals in how they interpret and implement logics (Ocasio & Radoynovska, 2016; Jarzabkowski et al., 2013). 

SYFR are influenced by other societal logics too, such as the community. This logic focuses predominantly on the normative and cultural-cognitive elements of the institution (Greenwood, Hinings, & Whetten, 2014; Bruton, Ahlstrom, & Li, 2010; Scott, 2005, 2008b, 2010a) and influences how SYFR communicate on certain topics. The results explored in this section highlights that while the community logic does not drive their messaging topics, it influences their approach and tone to the messaging, such as the perceived straight-talking nature of South Yorkshire. Similarly, to the state logics, this too has a temporal nature to it. During the COVID-19 pandemic, SYFR’s communication strategy was influenced by the community logics that they interpreted, such as by removing a light-hearted campaign about pets in the initial phases of the COVID-19 lockdown and switching to a more direct and official communication surrounding fire risk. Then when the initial shock of the pandemic had reduced, they again utilised the community logics of cohesion and community spirit, suggesting that the Community logics were influencing the tone of their messages. The institutional logics literature notes that there is an inherent temporality to logics, as they are socially constructed and therefore susceptible to change (Gümüsay, Claus, & Amis, 2020; Marano & Kostova, 2016; Besharov & Smith, 2014; Thornton, Ocasio, & Lounsbury, 2012; Jensen, Kjærgaard, & Svejvig, 2009; Dacin, Goodstein, & Scott, 2002). This is evident with the family logic, which has shifted over the years from a large patriarchal group, to smaller and less patriarchal groupings, with this change being delivered evolutionary or revolutionary (Gümüsay, Claus, & Amis, 2020)

SYFR are not only subject to macro societal but also smaller field level logics. These field logics are predominantly different professions, including the communications profession as well as the influence of training within journalism. Similarly, to the community logics, macro societal logics did not influence the content of their messaging but did influence their delivery of the messaging through the creation and publishing of material that could easily be shared with traditional media companies. This highlights the role of the individual within the interpretation of institutional logics, namely that organisational members actions are influenced by their identify, goals and cognition (Thornton, Ocasio, & Lounsbury, 2012), therefore, their specific training prior to the role (such as journalism) may influence how they interpret and implement different institutional logics.

The institutional theory literature notes that organisations are influenced by institutional pluralism based on three different filters: structure, relating to the number of external referents that are linked to the organisation and their ability to channel institutional demands into the organisation; ownership, how the organisation is created, be it a public or private organisation, influencing the power that organisations member have to influence and change their approach; and finally, identity, explaining how the organisation view themselves within the wider institutions (Yu, 2015; Greenwood et al., 2011). This suggests that SYFR’s structure opens the organisation to the influence of different field level institutions, specifically the journalism and communications profession logics. 

While SYFR’s communication is influenced by the state, community, and field logics daily, there are contextual logics that influence SYFR’s work, creating a short-term institutional complexity. The temporal shift in logics due to COVID-19 directly influenced their method of communication with an increased focus on social media, a switch in the topic of messaging moving away from fire risk to share information on preventing the spread of COVID-19, and finally a change in the tone of messaging. This indicated that each disaster has different contextual factors which influence the mix of logics (state, community, and professional field logics). Each disaster will require a different strategy to communicate risk to activate the communities threat appraisal (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018) and work towards community resilience.

While the FRS have strict regulations on their operations, there is no such focus on their communications. This creates a space for institutional agency (Currie & Spyridonidis, 2016), with SYFR being able to communicate on a range of topics. However, while this lack of regulation enables SYFR agency, there appears to be a constraint of institutional legitimacy (Lounsbury et al., 2021; Jarzabkowski et al., 2013). When SYFR communicated on topics which they did not have a statutory obligation for, there seemed to be a lack of confidence in their approach. This suggests that institutional pressures enable a sense of ownership and legitimacy when communicating different topics.

This thesis presents an examination of SYFR’s communication and whether it can support community resilience. RQ1 questioned whether SYFR explicitly works towards community resilience or whether their focus is on preventing fires and supporting and educating the communities about potential risks. This implies that they view their prevention work as building resilience, and with their focus on fire, they can work towards longer term fire risk reduction. Whereas when they message about the risk to floods or COVID-19, the incidents were about to happen or were already happening. This suggests that while they communicate risk and are aiming to increase resilience through education and information, the timing of the messages would not enable the community to develop any sustainable risk reduction strategies other than with fire.

As emphasised in Chapter 2, community resilience is a multifaceted concept, and one organisation would be challenged to deliver community resilience. This shows a potential opportunity for the LRF to focus on developing a longer-term community resilience communication strategy, communicating risk on a wide variety of disasters and risks. This would enable a greater focus on proactive resilience (Carmen et al., 2022). This is a challenge as the LRF is not a traditional organisation but a collaboration of team members across all the members of the LRF, and therefore for this communication strategy to take place, those agencies would have to have the capacity to take on the additional work and would require additional resources and funding to conduct the required community engagement. This suggests a disjuncture between the state logics of the FRSA (2004) and CCA (2004) and the wider neoliberal approaches to governance, with these state regulatory logics and neoliberal logics actively competing, creating institutional complexity (van Wijk et al., 2019; Glaser et al., 2016; Ocasio & Radoynovska, 2016; Zilber, 2016; Yu, 2015; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997) within the emergency and disaster management institutional fields.  

The evidence presented in this chapter indicates that institutional drivers are influencing SYFR’s strategy, with the largest influence being the national governmental logics which create the statutory obligations that determine their wider communication strategy, and with a focus on prevention of fire. However, this section has shown that when state logics are combined with other state, community, or field logics, there is a sense of institutional agency within the team which results in the core statutory obligation messages being framed or delivered in a slightly different way. This provides a contribution not only to the wider literature, but also to policy and the inner workings of SYFR. 

This chapter was focused on answering RQ2 (what influences and shapes SYFR’s communication strategy?) and has provided an analysis of some of the different institutional logics which I interpreted from the data. The institutional pluralism literature notes that when organisations are within institutionally complex environments, there needs to be an assessment of the role of each of the logics, focusing on the centrality (how crucial they are to the functioning of the organisation) and the compatibility (whether the logics work together or conflict) (Besharov & Smith, 2014). Examining the various institutional logics influencing SYFR, the data suggest that the state logics, specifically the FRSA has a high degree of centrality, with the focus on prevention being very central to the working of the SYFR Communications team. However, while this logic was central to the workings of the team, there was a temporality in their interactions with other logics (Hesse, Kreutzer, & Diehl, 2019; Currie & Spyridonidis, 2016) as examined with COVID-19 and the increasing centrality of the CCA (2004) logic. 

These institutional logics influence SYFR’s approach to communication, with their communication strategy being heavily constrained by the regulative state logics of the FRSA (2004) and the CCA (2004) with a direct influence on the content of their messages. This chapter also examined other field level logics which appeared to have a lower degree of centrality (journalism and communications profession logics), however, while they had a lower level of centrality, they appeared to be compatible with the state logics, merely influencing the tone and approach to the communication. 

This chapter has therefore been able to support the aim of the thesis to critically evaluate the use of social media and its ability to develop community disaster resilience (CDR), by evaluating why SYFR communicate in the way that they do. Examining the institutions and situational contexts influencing SYFR helps us to understand how and why SYFR developed their strategy in this manner. The next focal point is to explore how this strategy works in practice, examining their social media channels and their interactions with the surrounding communities of South Yorkshire to examine whether this strategy can work towards community resilience.

[bookmark: _Hlk1616755901][bookmark: _Toc158371081][bookmark: _Toc156227640][bookmark: _Toc158371013][bookmark: _Toc193367251]Chapter 6: Who is engaging with SYFR’s content on social media and what implications are there for community resilience?
[bookmark: _Toc158371082][bookmark: _Toc158371014][bookmark: _Toc156227641][bookmark: _Toc193367252]6.1: Introduction
The previous two chapters examined SYFR’s communication strategy for community resilience. Chapter 4 presented an answer to RQ1 and examined SYFR’s communication strategy and their evaluations of their risk communication Public Information Campaigns (PICs). This included a series of quantifiable metrics, including incident data and social media metrics, to gauge success of their PICs. Chapter 5 presented a discussion and answer to RQ2 where a range of institutional logics, including state logics from the FRSA (2004) and wider New Public Management (NPM) logics were found to be associated with the growing neoliberal agenda. This chapter continues the analysis of SYFR’s communication surrounding community resilience, with a focus on their interactions with communities, predominantly focussing on their Twitter account and two community groups in South Yorkshire.

This chapter draws on data collected from two communities within South Yorkshire: one categorised by SYFR as high risk; and another community categorised by SYFR as low risk. These two case studies provide a community voice to this research and an insight into how communities relate to disasters, community resilience, and the role of external agencies. 

As discussed in chapter 2, the use of the word community can be misleading as it suggests a cohesive group of people when in fact communities are made up of a wide variety of social intersections and lived experiences (Titz, Cannon, & Krüger, 2018; Mason-Bish, 2014; Warner, 2008; Valentine, 2007; Yuval‐Davis, 2007).The definition from the UNHCR highlights the importance of shared goals and experiences. In the case of this research, the participants were invited to join the research based on their self-described membership to their geographical community’s. Therefore, in this chapter, when community is written, the word refers to the geographical communities (high risk and low risk) which are based within South Yorkshire, which SYFR has a statutory obligation to support. 

This chapter explores the actualities of SYFR’s relationship with the communities of South Yorkshire. As mentioned in chapter 3, many social media companies do not allow research to be conducted on their platforms, however, at the time of the data collection, Twitter was relatively open to research. Since Twitter was bought by Elon Musk and rebranded as X, the business practices have changed (Kenny, Wu, & Calic, 2023). This chapter discusses Twitter and their followers at the time of data collection.

[bookmark: _Toc153554362]This chapter focuses on the interaction between SYFR and the ‘community’ and is divided into two sections. The first explores SYFR's online community, using data collected from Twitter and analysed in RStudio. It analyses their Twitter followers and Twitter mentions, exploring SYFR's audience on social media and whether they are in South Yorkshire. The second section uses data collected through focus groups and examines SYFR's offline community. It examines key themes which were interpreted in the research, such as the importance of community composition, community mentality, community logics, the importance of disaster and risk context, and the community's relationship to organisations. The final section provides a summary and draws out the main themes and contributions from this chapter.

[bookmark: _Toc158371083][bookmark: _Toc158371015][bookmark: _Toc193367253]6.1.1: Contributions to the literature and policy.
Due to COVID-19 there were significant challenges of collecting data. SYFR and I had planned to conduct a more in-depth community analysis, but this was not ethically viable due to the social distancing restrictions in place at the time. This meant that the community data was limited. Not only were the focus groups not well attended, but they also lacked the required diversity to enable a greater analysis of the community’s resilience. The community literature notes the importance of acknowledging and including a range of lived experiences, however, due to the time constraints of the project and COVID-19 this was not possible. While the data are limited, there are still important and relevant findings and contributions to the literature. This analysis of a FRS social media account is unique and highlights a large flaw within the NPM logics of quantification of engagement.  This therefore builds upon the NPM literature, focusing on the challenges surrounding quantification of service. This research provides a new empirical context for the NPM literature, namely the FRS sector.  

This chapter also adds to the disaster management literature, examining how social media can be used within communities and its effect on community resilience. The literature to date has predominantly focused on the use of social media in the post-disaster phases of the Disaster Management Cycle (Ogie et al., 2022), including how social media can be used to support “underserved communities” (Ramakrishnan, Ngamassi, & Rahman, 2022, p. 53), (which refers to groups of people who are marginalised within society) with foci on the digital divide  and on the impact of social media use during emergency and disaster events, such as COVID-19 (Lelisho et al., 2023). This thesis adds to this literature by exploring experiences within communities and examines the challenges they face in connecting to organisations such as SYFR.  

This chapter focuses on the community’s interaction with SYFR and their experiences of disasters and resilience and contributes to the community resilience literature. As discussed in Chapter 2, there are a wide variety of definitions and theories about community resilience, what it includes and how it can be developed including studies on the sociological and cultural factors relating to how and why disasters affect people’s vulnerability in different ways across class and wealth (Tobin, 1999) and across socio-economic characteristics (Goidel et al., 2019; Steiner & Markantoni, 2014). This chapter contributes to the literature by examining some of the challenges and barriers communities face when developing community resilience and explores how they engage with organisations who are working towards improving community resilience. 

Finally, this chapter presents findings with important implications for policy and practice. Specifically, it analyses SYFR’s followers on Twitter to better understand who they are communicating with regularly. These findings can be used by FRS across England not only to understand the impact of New Public Management (NPM) logics and its influence on strategy, but also to help to tailor their social media strategy to communicate effectively with accounts that are following them.
[bookmark: _Toc152953891][bookmark: _Toc158371016][bookmark: _Toc153205123][bookmark: _Toc158371084][bookmark: _Toc153554363][bookmark: _Toc152952928][bookmark: _Toc193367254]6.2: SYFR’s online community
[bookmark: _Toc149724681][bookmark: _Toc152777233][bookmark: _Toc152952929][bookmark: _Toc98148472][bookmark: _Toc152953892][bookmark: _Toc93336066][bookmark: _Toc153205124][bookmark: _Toc158371085][bookmark: _Toc158371017][bookmark: _Toc193367255]6.2.1: SYFR’s Twitter followers
In SYFR’s communication strategy, campaign plans and evaluation, there was a large focus on social media metrics, with these figures often used to ascertain success of their campaigns or communication approach. Therefore, it is important to better understand these metrics, which can be done by assessing their followers’ location data. Examination of location data of Twitter accounts that follow SYFR can help to assess who SYFR are communicating with, and whether they are part of the South Yorkshire geographical community. However, this project took a more critical approach to the social media data, and as such does not view the data collected from Twitter to be definitive proof of engagement with SYFR. 

As discussed within Chapter 3, there are numerous challenges with data collected from social media, and while it is important to see who is following SYFR, it does not mean that they are engaging with what SYFR share, and their reasonings behind following SYFR cannot be ascertained. Readers also need to be aware of the challenges with using location data from Twitter, which has numerous limitations. First, not everyone completes the location data section of their profile, with under 14% of profiles containing this information, and 34% of the users who do complete this section of their profile providing false information (Ajao, Hong, & Liu, 2015; Hecht et al., 2011). Of those who do complete their location data, some simply move away from an area and do not update their Twitter biography, meaning that these data could be including people who no longer live in those locations (Ajao, Hong, & Liu, 2015). Due to the ability to write anything within the location field, Twitter users may also put a location that is not their exact location, such as Sheffield, rather than one of the smaller towns surrounding the area, or as seen in these data the use of “United Kingdom” or “England” (Ajao, Hong, & Liu, 2015). It may also be that these Twitter accounts are not actual people but automated bots or individuals who have multiple accounts, thus counting the same individual more than once. Therefore, while these data can potentially give an indication of location and the number of individuals engaging with the social media account, these are not precise measures.

The data collected from Twitter only provide a snapshot of SYFR’s 38,540 followers, as it was collected on the 12th of October 2020 at 19:00GMT, so it may not represent SYFR’s current followers. 

[bookmark: _Toc152777234][bookmark: _Toc158371018][bookmark: _Toc152953893][bookmark: _Toc93336067][bookmark: _Toc98148473][bookmark: _Toc152952930][bookmark: _Toc153205125]Followers – Top Locations
To better understand where the followers are located, I created a bar graph of the top 20 locations, as shown in Figure 20. 
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[bookmark: _Toc153554400][bookmark: _Toc193367298]Figure 20: SYFR’s Twitter Followers - Top Locations; Source: Author (October 2020)
This graph highlights an issue with collecting data from Twitter, namely that not every account on Twitter includes their location, marked on this graph as “not declared”. This shows that 34.82% of their followers (13,418) have not included their location within their Twitter profile. 

The second highest unique location, after “not declared” was Sheffield, with 6,395 accounts (16.59%) reporting to be in Sheffield. This was to be expected as Sheffield has the largest population within the region, with the 2021 Census stating 556,500 people reside there (Office for National Statistics, 2023). The other larger urban centres in South Yorkshire (Doncaster, Barnsley, and Rotherham) also appear within the top seven unique locations, which suggests that a high proportion of the SYFR followers were located within their geographical area.

This graph also shows how residents of cities, towns, and regions close to South Yorkshire, such as Manchester, Leeds, and Chesterfield, also followed SYFR. However, the challenge with any quantitative data is that you cannot provide the reasoning as to why those accounts follow SYFR. Therefore, these data need to be supported by a larger qualitative study and indicates the need for further research. However, it is beyond the remit of this PhD to understand why people follow SYFR. Rather, the focus is on who sees their communications on social media with a view to exploring the use of online platforms to develop community resilience within South Yorkshire. 

Using this location data and an RStudio package called ggmap (Kahle & Wickham, 2013), I was able to map the followers, providing a more visual understanding of where SYFR followers were located (Figure 21 and 22) with n representing the number of accounts from that specific area.
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[bookmark: _Toc193367299]Figure 21: A map the world showing SYFR’s Twitter Followers; Source: Author (October 2020).
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[bookmark: _Toc153554402][bookmark: _Toc193367300]Figure 22: A map of the UK showing SYFR’s Twitter Followers; Source: Author (October 2020).
Figures 21 and 22 provide a visual description of the data and suggests that SYFR’s Twitter account had followers beyond the South Yorkshire borders. This illustrates that while they were aiming to communicate with residents from within South Yorkshire, they are also sharing their content and messages to accounts across the United Kingdom and the rest of the world. However, it is important to note that it is difficult to know if the people behind these accounts are actually located where their location data suggests; for instance, the University of Sheffield has a large international student population, which means that people who once lived in Sheffield may have moved and not stopped following accounts that they had followed while they were a resident in Sheffield.  

The findings raise questions about how communities can be identified, namely whether an individual must be geographically located within South Yorkshire to be a member of the South Yorkshire community. The literature on communities suggests that there are two types, geographical and relational, but these are not mutually exclusive. Someone can identify as being part of the South Yorkshire community even if they do not reside within these geographical boundaries (McMillan & Chavis, 1986). However, SYFR has a statutory obligation and institutional logic to support the people who reside within the South Yorkshire boundaries, which controls their level of funding, so the use of follower data as an indication of the efficacy of their communication might be misleading. 

When focusing on the region data, one can start to see the spread across South Yorkshire. Figure 23 suggests that SYFR have followers across the whole region, however, the largest numbers of followers are located within the four main urban centres (Sheffield, Rotherham, Doncaster, and Barnsley), which is expected due to the higher population density of those cities and towns. 
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[bookmark: _Toc153554403][bookmark: _Toc193367301]Figure 23: Map of South Yorkshire showing SYFR's Twitter followers; Source: Author (October 2020).
The graphs and maps in this section show how SYFR had Twitter followers from across the world, and while this enables SYFR to communicate risk messages to a large audience, it is not within their statutory duty to communicate with people outside of South Yorkshire. However, while it is not their statutory duty, this communication still provides benefit to SYFR and its followers; by showcasing their work beyond the South Yorkshire boundaries they are supporting the development of public relations and supporting a wider audience with risk communication. SYFR would be able to control who viewed their content if they made their account private, meaning that they would be able to vet any new followers. However, this would dramatically reduce their visibility on the site and their ability to reach accounts who weren’t actively following them. 

SYFR do not conduct this level of analysis on their social media followers, and are unaware of who is following them, and the global spread of their communication. This implies that any follower metrics that SYFR are using are not necessarily metrics for people within South Yorkshire and can be viewed as simply vanity metrics, meaning that their value is superficial, as the numbers imply engagement. However, it does not show the true level of engagement. Therefore, within their PIC plans and evaluations, when they state that they have reached X number of people, these figures are misleading as they only count the number of accounts which have scrolled past it. This does not include whether the person behind the account engaged with the material, or whether they then shared that information with their network and actually the reach of the post is greater than stated. To ascertain the actual number of people who were reached by their messaging, a large scale and in-depth qualitative analysis would need to be conducted: to contact their followers and ask whether they had engaged with the material and whether they had shared it with their wider network. These metrics are commonly used across the communication sector to imply engagement, and can be viewed as part of a social media logic, encouraging organisations and individuals to engage on social media (van Dijck & Poell, 2013), and a NPM logic, namely the drive to measure performance, with a focus on quantitative measures of success (Svärd, 2019; Coule & Patmore, 2013; Hood, 1995).

Another metric that is commonly used within SYFR’s social media performance is interactions. This project chose to focus on active interactions between the community and SYFR, focusing on mentions. 

[bookmark: _Toc152952931][bookmark: _Toc153205126][bookmark: _Toc93336068][bookmark: _Toc98148474][bookmark: _Toc158371019][bookmark: _Toc152777235][bookmark: _Toc158371086][bookmark: _Toc149724682][bookmark: _Toc152953894][bookmark: _Toc193367256]6.2.2: Twitter Mentions of SYFR
There are various metrics which are assessed on different platforms, such as audience reach and interactions. Within the interaction metrics, one can include passive interactions such as likes, which require little engagement with the material and can signify an agreement or support of the post (Kite et al., 2016). This project aims to understand how social media can be used for community resilience, which the literature notes requires a sustained level of communication in order to build linking social capital (Sanyal & Routray, 2016). To build linking social capital, there needs to be sustained contact and interaction between SYFR and the community, this interaction between SYFR and their social media followers on Twitter can be viewed through mentions. Mentions can be viewed as active interactions, as this requires Twitter users to actively engage with SYFR. This includes adding SYFR into their tweet (@SYFR) or retweeting them and adding comments to those retweets. Again, the aim was to see whether people within South Yorkshire were actively engaging with SYFR’s tweets. 

To understand who is engaging with SYFR, I collected the location data of users who had interacted with them (@SYFR). It is important to note that these data were collected on the 12th of October 2020, and the package that was used in RStudio only enables data from the last 30 days to be collected. Therefore, these data can only show the interactions that SYFR had between the 12th of September and the 12th of October 2020. Figure 24 shows the locations of everyone who mentioned SYFR between September and October 2020. 
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[bookmark: _Toc153554404][bookmark: _Toc193367302]Figure 24: Mentions of @SYFR on Twitter - Unique locations; Source: Author (October 2020).
Similarly, to the follower data, a large proportion of those who interacted with SYFR did not declare their location, so it is unclear whether these are people who communicated with SYFR from within or outside of South Yorkshire. However, for the accounts that do list their location, seven are within South Yorkshire (which repeats the trend from the followers’ data), with Sheffield being the largest declared location, followed by Rotherham. The unique locations were also collected for the mentions which were then retweeted, showing the spread of SYFR’s message and interactions. This graph also suggests that people who interacted with SYFR via mentions were from a variety of locations, both within the UK, but also across Europe, with individuals from Denmark tweeting using @SYFR. These data also show some other locations, such as Moreton-in-Marsh, Gloucestershire, England, which is the location for the Fire Service College.

While these findings suggest the location of the accounts who interacted with SYFR, these data do not include the type of account, namely whether they are a business account, personal, or spam/bot accounts. Further research could be conducted into the types of accounts which are following them to better understand whether they are sharing messages with individuals or businesses. Examining their follower base across all their social media accounts would enable them to target their messaging for different audiences and would enable SYFR to prioritise their communication to groups and individuals that require additional support to develop resilience. For instance, in conversations with SYFR, they noted that they have a different approach for other social media platforms, with their messaging on LinkedIn focusing more on recruitment and collaboration with other agencies, whereas Facebook is more about engaging with citizens. Within the social media logic this relates to programmability (van Dijck & Poell, 2013), describing the platforms architecture and how it is used; for instance, YouTube is for watching and sharing videos and LinkedIn is for public relations and recruitment. SYFR had already started to change their strategy for each platform with each member of the Communications team taking on a different platform (Facebook, Twitter, LinkedIn, and Instagram) to ensure that the channels were effectively monitored:

“we decided to have a go at having different people leading different channels… To make sure they’re updated, it might have a bit of a clearer tone of voice as well.” (SM interview 23.11.20)

To examine the active engagement with SYFR, one can view mentions, and retweets. Retweets are when an account shares SYFR’s social media post to their own followers, and they can add their own comments. Figure 25 shows the retweet data. 

[image: ]
[bookmark: _Toc153554405][bookmark: _Toc193367303]Figure 25: Mentions of @SYFR with retweets – unique locations; Source: Author (October 2020).
Figure 25 shows the locations of accounts that retweets SYFR’s posts, and again shows how ‘Not Declared’ and Sheffield have most people interacting with SYFR. This again shows how the top interaction locations with SYFR were the South Yorkshire urban centres, such as Rotherham, Doncaster, and Barnsley. This graph shows that for the time-period, most people retweeting were within South Yorkshire, bar the retweet which came from Moreton-in-Marsh. This shows how the actual interactions (mentions and retweets) with SYFR appear to be from accounts reporting to be within South Yorkshire, indicating that their messages were being received and engaged with by accounts located in South Yorkshire community. 

This focus within the communications sector of quantifying impact via metrics can be seen within SYFR’s communication reports, such as shown in figure 26, which included this page on social media performance in January and February 2019.
[image: ]
[bookmark: _Toc153554406][bookmark: _Toc193367304]Figure 26: Social media performance (SYFR Communication Report – January – February 2019; pg3).
In Figure 26, we can see how the Communications team have not only provided the quantitative data but have also provided the additional information about their engagement, such as the posts that received support, and the people and stories behind the numbers. However, this still focused on measures such as followers, which, as discussed in the section above, included accounts which were located outside of South Yorkshire, and it is unknown whether these are citizens, businesses, or bots. This means the figures and statements within this communications report, and other documents which use these metrics, can be viewed as misleading, as they do not capture the nuance of the social media data. This implies the influence of a social media logic (van Dijck & Poell, 2013), as well as NPM logics (Svärd, 2019; Bosomworth, 2018; Coule & Patmore, 2013; Connell, Fawcett, & Meagher, 2009; Hood, 1995), with a drive for SYFR to be seen engaging on social media, and quantifying their engagement to prove performance.

As discussed in RQ1 and RQ2, the focus on audience reach is a flawed method of measuring engagement and can be viewed as vanity metrics. As well as the inclusion of interactions, which includes passive as well as active engagement. While these metrics are flawed as a method, when viewing SYFR’s Twitter follower data, this is compounded as these metrics include people who may not have been in South Yorkshire; therefore, these metrics cannot be used as evidence of communicating or connecting with people within South Yorkshire. 

[bookmark: _Toc152777236][bookmark: _Toc158371087][bookmark: _Toc158371020][bookmark: _Toc149724683][bookmark: _Toc152952932][bookmark: _Toc152953895][bookmark: _Toc153205127][bookmark: _Toc193367257]6.2.3: Discussion
The data from this section highlights a challenge for SYFR and other organisations conducting PICs which use social media metrics as a form of evaluation. The use of these implies that the campaign has reached a certain number of people, and that their PIC messages have been shared with their intended population. However, as these findings haves shown, in the case of SYFR this appeared to not be the case. 

The previous research questions have shown why there is the drive to use these measures, such as New Public Management (NPM) logics and state logics from the Fire and Rescue Services Act (FRSA) (2004). However, these findings have shown that these metrics are potentially misleading. That is not to say that those who have read and engaged with their PIC have not changed their behaviour, as their campaign evaluations do show reductions in reported fires, however, this thesis would just highlight that these measurements are not capturing the realistic data and cannot indicate behaviour change. This is supported by the literature which notes that there is no way to ascertain whether online messages have led to behaviour change (Shi, Poorisat, & Salmon, 2018; Gough et al., 2017; Kite et al., 2016).

This makes linking their social media PIC to behaviour change or more widely the development of community resilience challenging if not impossible. Therefore, the use of these metrics needs additional understanding within the organisation, as their aim is to communicate with people and businesses within South Yorkshire. These figures may imply they have reached more members of the South Yorkshire communities than they have.

This brings into focus the benefit of social media being able to connect with a large audience and increase risk awareness about certain dangers, however, with the caveat that you do not know where the accounts are based. This creates conflicting logics within SYFR, with their professional logics to communicate about risk and prevent fires, combined with their statutory obligation to communicate with local communities in South Yorkshire. 
The literature surrounding the use of social media for PIC and risk communication suggests that to see benefit and behaviour change there needs to be active engagement between the organisation and the community (Feng & Umaier, 2023; Yudarwati, Putranto, & Delmo, 2022; Regan et al., 2016) in order to build linking social capital (Sanyal & Routray, 2016). However, as noted in the previous research questions, this would require a level of resourcing that SYFR do not have. This therefore requires an understanding of who they are engaging with on social media, but more widely, the communities in South Yorkshire, and how their lived experiences are influencing how they receive and act on information, so that SYFR can shape their messaging to best activate their threat and coping appraisals.  

[bookmark: _Toc153554364][bookmark: _Toc152952933][bookmark: _Toc153205128][bookmark: _Toc158371088][bookmark: _Toc158371021][bookmark: _Toc152953896][bookmark: _Toc193367258]6.3: SYFR’s offline “community”
This project examined SYFR’s use of social media, however, to understand how people are viewing and engaging with their content and the implications for their resilience, there needs to be an analysis of the communities and people behind the accounts. As discussed in the literature review and throughout this thesis, using the word community is misleading and often not defined in research giving the assumption of a homogeneous group (Titz, Cannon, & Krüger, 2018). However, this thesis used an interpretivist approach, and as such, every participant provides their own interpretation of events and reality, therefore, the data in the section should be viewed as individuals’ interpretations of their community, the challenges they face, and their wider resilience. This section of the research was of importance to SYFR, ensuring that the community’s perspective and voices were heard and that they could gain an understanding of what the communities needed from SYFR. 

To explore this element of the research in more detail, I conducted two case studies: one from an area that SYFR deem high risk; and another they deem low risk based upon their use of the Fire Service Emergency Cover (FSEC) toolkit which was issued under the FRS Act (2004) with the aim of supporting the creation of Integrated Risk Management Plans (IRMPs). SYFR published a Community fire Risk Model in July 2013, which explained that research conducted by central government noted that using census data and incident data showed a correlation between certain demographic characteristics and dwelling fires, such as lone parents with dependents, people who have never worked, people aged 70+ and so on. The report noted that there was also a correlation with the Indices of Multiple Deprivation (IMD), however, this was not as strong as other socio-demographic indicators. The Risk Model compiled these data into small geographical areas, Lower Super Output Areas (LSOA) comprised of around 1500 people, however, SYFR note that due to the smaller data set the correlation between IMD and risk diminishes at this level which is why SYFR used MOSAIC data. The use of risk groups has been well documented within their campaign materials (discussed in RQ1), with different campaigns targeting different sections of society, such as older adults, and I was provided with a list of the highest risk locations, as well as a selection of the lowest risk locations, from which I chose one each at random. 

This community research was conducted during COVID-19, and as such was greatly impacted by social distancing restrictions. This made recruitment challenging, which meant that each focus group only had 2 participants in attendance, with an additional interview being conducted in the low-risk community. The recruitment phase had been challenging with little to no engagement in numerous social media posts and direct messages; I had hoped to conduct additional workshops, however, due to the challenges of the initial recruitment period, and the time constraints of the PhD, additional focus groups were not feasible. These low attendance numbers limit what can be inferred from the data, and further work is required to verify the findings from this thesis. The literature notes the difference in community experiences linked to different intersections of society (Mason-Bish, 2014; Warner, 2008; Valentine, 2007; Yuval‐Davis, 2007), and as such it is important to note that all of the participants within the focus groups were women, and the interview conducted in the low-risk community was with a man. The participants for each group were given a code, for instance participant 1 from the low-risk community is P1LR (Participant 1 Low Risk), and participant 2 from the high-risk community is P2HR (Participant 2 High Risk).

Throughout the community research there appeared to be four elements which were important when examining the community’s resilience: firstly, the composition of the community, including community assets and more widely the institutional logics of the community, the community’s mentality, and their education and knowledge. Secondly, the contextual information of the disaster they are experiencing or expecting to experience. Thirdly, their relationship to organisations, and finally the role of social media within their community network.

[bookmark: _Toc158371022][bookmark: _Toc158371089][bookmark: _Toc153205129][bookmark: _Toc193367259]6.3.1: The importance of community composition
As discussed in chapter 2, communities are not homogeneous (Titz, Cannon, & Krüger, 2018) as each community is composed of a variety of members with different socio-economic and demographic characteristics, and influenced by various institutional logics and drivers. These characteristics are important to explore, as they can influence an individual’s sense of vulnerability, and therefore influence their threat and coping appraisals, namely whether they take action to mitigate or prepare for disasters (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018).  The composition of a community is reliant on various factors, including community assets, both physical locations and social structures, the mentality of the community, and more widely the institutional logics which are influencing the community. 

[bookmark: _Toc158371023][bookmark: _Toc153205130]Community assets
Examining a community’s resilience requires an appraisal of the various communal assets that they have, not only in terms of supplies and buildings, but also the social structures and networks in place and can indicate a wider capacity for community resilience (Magis, 2010). These community assets can include community groups, local institutions, and various informal and formal support networks, and can be viewed as developing and building the community’s bridging capital and also their bonding capital (Sanyal & Routray, 2016; Mayunga, 2007). The literature notes that the community’s social capital needs to be created prior to an event and therefore requires an understanding of the different assets that a community has (Carmen et al., 2022; Sanyal & Routray, 2016), which was seen within the LR group.

When discussing their community with the LR participants, they noted that while they are a small community, they were close knit before the flooding, with lots of different community groups, such as a drama group, tea clubs, as well as sporting clubs such as the cricket and bowls. They stated: “although it was small, there was always plenty of community stuff going on” (P2LR focus group). This suggests that prior to the flood there was already bonding social capital, with community networks and support already in place helping to develop community resilience (Sanyal & Routray, 2016). When the flooding event happened in 2019, and a few months later COVID-19 started, the participants noted an increase in the sense of community spirit and engagement:

“We couldn't really get out of the village for quite a while because the roads were still flooded all around us. And so, it was a matter of filling time by walking up to the [name removed] café, or walking to the pub. And they both really did serve the village very, very well (…) there was a great cohesion during that time” (P2LR focus group).
“I didn’t really know a lot of people in the village unless I knew them from drinking, to be honest, in the pub. But I know a lot more now since we've been flooded. It really, weirdly, joined the community together, for me. I've spoken to people I've never met before” (P1LR focus group).

[bookmark: _Hlk153209773]While these community assets (networks and physical locations) were in place prior to the flood, it appears that the flood provided a catalyst for community members who may not have engaged with community groups prior to the flood to seek out support and link in with community networks, thereby developing their individual bonding social capital within the community and also linking into the established community networks (Patel et al., 2017; Sanyal & Routray, 2016; Mayunga, 2007), developing reactive resilience (Carmen et al., 2022). The LR community group not only had social groups and events prior to the flooding, they also had a group dedicated to the flooding and an active flood warden group. 

Prior to the flooding in 2019, the LR community had a flood warden group, who frequently updated the community about the levels of the river. I interviewed one of the flood wardens and he revealed he was a retired Geography teacher, and therefore understood the topography and the threat risk from river floods and was then able to help communicate some of that risk to the community who were following their updates and emails. This suggests that within the community’s assets, one can also include the field logics of different professions, including logics associated with education and disseminating information to groups of people (Cai & Mountford, 2022). This indicates that community members can acknowledge and trust the institutional legitimacy held by their fellow community members (Greenwood et al., 2008; Scott, 1987). The acknowledgement and trust of individuals’ institutional legitimacy was increased as the flood warden group was also embedded within the community, and as such there was an additional sense of trust as they were viewed as part of the community. 

The community groups in the LR location can be viewed as building community resilience as they were actively building and developing the social networks and support within the community, which is viewed as a key element within the development of community resilience (Patel et al., 2017; Berkes & Ross, 2013; Norris et al., 2008). Not only did they have the social network development, but the flood warden group was actively working towards community resilience for flooding by monitoring the water levels and informing (and warning) the surrounding community of this information. This developed resilience by making the community aware of the risk and providing open communication to the changing level of risk. This could be viewed as developing responsive resilience (Carmen et al., 2022), as there was an awareness of the risk associated with the river and its potential to flood. This responsive resilience was increased further after the flood, with an increase in volunteers to be flood wardens, which will be discussed later in this section. While SYFR do not have any statutory obligation to support in the prevention of flooding, the experience of the LR group highlights the importance of developing groups and enhancing understanding of risk prior to an event. The flood warden groups are managed by the Environment Agency and this shows the role of agencies in developing local community resilience and the benefits of linking social capital (Sanyal & Routray, 2016) .  

While the LR community group had a series of assets which they were actively developing in the phase prior to the flooding, not all communities have a similar experience, as seen with the HR community. When I talked to members of the HR community, they explained that they had been greatly impacted by the closing of the local coal mines, which was similar to the experience of the LR community. However, the HR community had been more dependent on the economic provision of the mines, due to the history of the location: 
“The site was built, basically, as housing for coal miners that worked at the [name removed] Pits. (…) they didn’t really think about people actually living there. The working man’s club on there is really important, that’s very much seen as being a local community hub. There is one community centre but at the moment that only is really accessible to the few residents that live around it, they play bingo and that’s pretty much it.” (P2HR focus group)

They explained that the local school was a hub of support for the local community, but community members could only access that support if they had a child. This suggests that while there were some community assets, there were also barriers to community members joining or engaging in these groups, which impact on members of the community:

“you don’t have access to that part of the community. It’s not part of your life so you can very easily (…) be cut off from other people.” (P2HR focus group)

[bookmark: _Hlk153209840]The literature on vulnerability notes the close relationship between the socio-economic condition and the development of community vulnerability, with the literature adding that people with higher rates of vulnerability are more affected by the negative impacts of disasters than people with lower rates of vulnerability (Karimiziarani et al., 2022; Demeritt, 2002; Comfort et al., 1999; Cannon, 1994). This further explains the use of the MOSAIC data within SYFR’s calculations of risk. This highlights the importance of understanding communities’ social and physical assets and developing relationships between community members, as well as between SYFR and the community, prior to disaster. The lack of access to these groups in the HR location not only limited the development of community resilience through the development of bonding and linking social capital (Carmen et al., 2022; Sanyal & Routray, 2016) but also greatly impacted the community’s mental outlook and view of their community. 

[bookmark: _Toc158371024][bookmark: _Toc158371090][bookmark: _Toc153205131][bookmark: _Toc193367260]6.3.2: Community mentality
[bookmark: _Hlk153209876]Community networks and wider community cohesion not only provide a means of sharing information, but also emotional support and a shared emotional connection that help to build bonding social capital  (Sanyal & Routray, 2016; McMillan & Chavis, 1986). This suggests the presence of a community logic (Georgiou & Arenas, 2023). However, this close relationship within the community can also have a potentially negative impact, as noted in the literature (Arayankalam et al., 2023; Xie, Pinto, & Zhong, 2022). When discussing COVID-19 with the participants in the HR community, it was clear that there was a negative mentality within the community, with a sense that they were not strong enough to survive:

“...only the strong survive. That’s how we feel because we’re weak, and vulnerable, and poor, and I don’t take any shame in that, I’m not ashamed of that, that’s who I am, and I survive. And that must mean I’m stronger. But everybody around here is like, well, only the strong will survive, and that won’t be us, will it? And that’s the mentality, where we’re all waiting to die. And that was an awful thing that happened through COVID, where nearly everybody I spoke to were like we’ll all be dead soon. And what? That should never have been a thought, but it was an expectation.” (P1HR focus group)

This highlights the mentality of the community, and the variation within the community, with the participant noting that they are strong, but that the general feeling of the community has lower levels of hope and expectation. Mental outlook is one of the sub-characteristics that Patel et al. (2017) explored in their systematic review of community resilience, and here we can clearly see how mental outlook links to resilience, with some participants seemingly not expecting to survive and accepting their fate. This also creates a challenge of community networks that express these negative outlooks, as it can influence their wellbeing and reduce an individual’s perception of their community resilience (Arayankalam et al., 2023; Xie, Pinto, & Zhong, 2022).

[bookmark: _Hlk153209909]The mental outlook within a community will affect the work of SYFR, namely if the community has a reduced mental outlook they are unlikely to engage with any messaging surrounding resilience or risk reduction. Even if they acknowledge the threat, they may not progress it to a coping appraisal (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018). This mental outlook also shows the impact of community networks and relationships on individuals, with the participant feeling strong but aware that their community is not and linking themselves to the collective feelings of deprivation, which suggests a local community logic.

[bookmark: _Toc153205132][bookmark: _Toc158371025][bookmark: _Toc158371091][bookmark: _Toc193367261]6.3.3: Community logic
Within both case studies, the participants mentioned helping each other and being part of a wider community, suggesting a community logic of cohesion and coming together. Chapters 4 and 5 both explored how SYFR utilised community logics within their communication. However, while the communities had a similar community logic, the LR and HR groups each had different capacities to support each other. 

Within the LR case, there appeared to be a lot of community support, cohesion and connective action and general psychological first aid (Ogie et al., 2022; Xie, Pinto, & Zhong, 2022; Slee, 2019; Chadwick, Dennis, & Smith, 2016; Resnyansky, 2014; Taylor et al., 2012). Especially in the immediate aftermath of the flooding, with people helping to move furniture to non-flooded areas or helping to set up static caravans so that people had electricity. There seemed to be an acknowledgement of the help people needed, and the capacity to provide that support and to complete the community logic:

“…straight after the flood when people were getting settled there was a real good community sense of trying to help people that were struggling.” (P1LR focus group)

However, participant 1 acknowledged different individual capacities and the ability to help, suggesting institutional complexity within individuals:

“I think a lot of individuals just came and helped to clean out. I find it difficult myself to deal with that aspect because I just felt stuck because I had my little boy. And I'm like, I want to do things, and I want to go help and I can't because I'm a mum, and I have to be a mum first.” (P1LR group)
This indicates an internal institutional complexity of two societal logics of family and community (van Wijk et al., 2019; Glaser et al., 2016; Ocasio & Radoynovska, 2016; Zilber, 2016; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997) with the participant wanting to help and be part of the community, but also wanting to adhere to the institutional logics of family and prioritising her son. This suggests that Participant 1 was wanting to show institutional legitimacy (Lounsbury et al., 2021; Jarzabkowski et al., 2013) both within the family institution, of looking after her son, but also the community institution, of supporting her community. Thus, suggesting there is institutional complexity surrounding community resilience, with influence from societal logics such as the state, family, and community, and field level logics of community members professions and previous experiences. 

The community logic was also strong within the HR community group, however, there was a lack of capacity to support each other. One participant explained that they had wanted to support someone with their mental health, however, in the process of doing that, they realised it was damaging their own mental health, which led them to say a very poignant statement:

“You can’t pull somebody out of quicksand when you’re not on solid ground yourself.” (P1HR focus group)

When discussing the community provision, the participants appeared to know what their community needed but were not able to provide the services or support to each other:

“it’s a case of lots and lots of good ideas but just not being in a position” (P2HR focus group)

This community logic and drive to support each other seemed to come from an understanding that there were no other options or services as mental health support and other community support had been reduced or removed. This highlights the dangers of a neoliberal approach to community provision, with a rollback of state funding and support, businesses and not-for-profits do not have the same institutional logics to support communities. This means that communities can be left without any support, suggesting a domino effect of disasters (Lönnermark et al., 2016; Pescaroli & Alexander, 2015). This has implications for SYFR when they are trying to conduct community prevention and resilience work, if there is a lack of trust for external agencies, they will face challenges breaking down those barriers, as discussed further in section 6.3.5. 

The disaster literature notes that disasters are socially constructed and are the combination of a hazard and a vulnerable population, meaning they are often preventable (Puttick, Bosher, & Chmutina, 2018; Demeritt, 2002; Comfort et al., 1999; Cannon, 1994). To understand a community’s resilience to disasters, there needs to be an exploration of their vulnerability and the characteristics of the community which influence this vulnerability. The literature notes that this vulnerability is often linked to a community’s socio-economic conditions (Karimiziarani et al., 2022; Demeritt, 2002; Comfort et al., 1999; Cannon, 1994), and therefore the high-risk community could be viewed as a vulnerable community. This suggests that SYFR’s use of the MOSAIC data for their risk assessment can help to target communities who could be deemed vulnerable. It also highlights that their vulnerability and risk of disaster is not related to an environmental hazard (such as flooding or fire), but to a longer-term systemic disaster of poverty, which SYFR has no statutory obligation or resources to support. This also suggests that different disasters require different approaches.

[bookmark: _Toc158371026][bookmark: _Toc158371092][bookmark: _Toc153205133][bookmark: _Toc193367262]6.3.4: Importance of disaster and risk context
The community’s capacity and wider contextual information are important to understand the vulnerability of the community, but to create a disaster there needs to be a hazard. As discussed in chapters 4 and 5, SYFR only have a statutory obligation to communicate surrounding fire risk and prevention although their role requires communication and operations on various other types of incidents, such as flooding and pandemics (which is a key finding for this thesis). Therefore, contextual information for each location and specifically the hazards and risks they experience are important. In both cases, neither community discussed the risks of fire or the threat of fire as a disaster, even though I introduced myself as working in partnership with SYFR. When I asked them about disasters, the LR group mentioned flooding and COVID-19, and the HR group discussed poverty and anti-social behaviour. 

Both community groups focused on the largest disasters that they had experienced and the one which had the greatest communal threat to their community. Individuals and communities may only have so much cognitive ability to focus on threats that they focus on the most immediate threat via their threat appraisal, and for the participants within this project it appeared to either be from flooding, poverty, or COVID-19 rather than from fire. This creates a challenge for SYFR, who focus on fires, suggesting conflicting logics between SYFR and their state logics, and the community.

The literature on risk communication conveys the importance of two-way communication between agencies and communities, to develop a shared understanding of risk, and for agencies to listen and gather information from citizens to understand the potential barriers there are to developing threat appraisal (Doyle et al., 2022; Khan et al., 2022; Liu et al., 2019; Rollason et al., 2018; Anson et al., 2017; Regan et al., 2016; Crump, 2011). However, as discussed in RQ1 and RQ2, there are limited resources to undertake this kind of work in person, due to the cost required to conduct this level of community engagement. Therefore, there need to be a focus on traditional and social media and how to create the engagement which will enable SYFR to better understand the community’s risk perception. However, as examined at the beginning of this section, before this happens there needs to be an appraisal of their social media following. 

[bookmark: _Toc153205134][bookmark: _Toc158371027]Timings of the disaster and building resilience
This project focuses on developing community resilience, which can be done proactively or reactively (Carmen et al., 2022) with reactive resilience referring to behaviours and actions which aim to cope with an immediate and present risk, and proactive resilience referring to behaviours and actions which aim to use experimentation, reflection, and learning to understand potential new risks and threats (Carmen et al., 2022). The communities in this research had already experienced a disaster (flooding, poverty, and COVID-19), which meant that they were working towards reactive resilience and trying to prevent incidents happening again. Within the risk communication literature, it is noted that timing is an important factor, ensuring that communities are warned with enough time to act, and therefore it is important to understand how communities react to their threat appraisal being activated so that they can better support individuals with their coping appraisals.  

After the flooding had occurred in the LR community, there appeared to be a building of community resilience with members of the community seeking out training and education around flooding. This is viewed as one of the main elements required for developing community resilience (Patel et al., 2017). This was seen with more people volunteering to be flood wardens, increasing the numbers from 5 to 26 with a wider range of ages (the previous flood warden team were all retired), showing that the community were aware of the important work the flood wardens were doing and wanted to be involved. In the interview, the participants explained that this dramatic increase meant people started asking how they could engage with other community members and sign up to be wardens:

“My strange tongue-in-cheek reply was, by being flooded, it pulled people together.” (LR interview)

This shows the sudden drive to increase resilience in the aftermath of a disaster, which is viewed as a crucial time to develop responsive resilience (Nofal & van de Lindt, 2022). This highlights the cyclical nature of the Disaster Management Cycle and the importance of not only aiming to mitigate and prevent disaster events from occurring, but also to learn from events which were not expected, as explored in the double loop Disaster Management Cycle (O’Brien et al., 2010). 

While working with the LR group, it was clear that they were trying to develop community and personal resilience to the flooding, including making adaptations to their homes to help them withstand flood water, educating themselves of why the flooding happened, and joining community networks. However, it must be noted, this was possible as the flood water had washed away and they were no longer in the disaster. Whereas the HR community were still experiencing poverty and anti-social behaviour. This meant that they had not yet moved from the event phase into the response of recovery phase of the Disaster Management Cycle. Due to the type of disaster that they were experiencing, it would be difficult to take mitigating actions, as it was a structural societal issue which was influencing them.

SYFR’s campaign calendars and fire risk prevention PICs focused on proactive resilience and attempted to educate individuals on how to prevent a fire from happening. However, the community data collected within this project only showed communities working towards responsive resilience. This is a limitation of this research, namely that it would be impossible to link a PIC or any risk communication to a prevented fire or disaster. This highlights why SYFR use incident data to try and infer whether the risk communication PIC had worked, however, as noted in chapter 5, it is difficult to know whether any change in the incident data simply occurred or was strictly due to a specific event.

[bookmark: _Toc158371028][bookmark: _Toc158371093][bookmark: _Toc153205135][bookmark: _Toc193367263]6.3.5: The community’s relationship to organisations
Within the discussions with the low and high-risk community groups, it was evident that their experiences and relationships with public sector organisations were very different. The LR community appeared to engage with organisations (such as the Environment Agency and smaller community groups) and be critical of their work, perhaps due to the community’s skills and experience garnered through various professional roles, whereas the HR community were more wary and untrusting of outside organisations.

[bookmark: _Toc153205136][bookmark: _Toc158371029]An assertive criticality of organisations
Prior to the flood, the LR community appeared to have a level of trust for external agencies, such as the Environment Agency (EA) through their work together as flood wardens and the monitoring of the river levels. However, this changed when the community became aware that the EA had known of the potential dangers of the ground water flooding. In the focus group, one participant voiced their frustration that the EA had explained to them that they had not prioritised the funding to fix the ground water risk until after the flood:
“I'm very disappointed the Environment Agency didn’t actually tell us we were going to flood. That’s a disappointment (…) they knew what was wrong years ago, but they didn’t prioritise spending to fix it (…) they're going to fix it (…) Well, that’s great. But wouldn’t it have been nice if you had fixed it before?” (P1LR focus group)

They went on to note that the EA had increased communication with the community since the flooding, providing more information on the work they conducted to help reduce the threat of a similar flood event, though it appears that the trust in the organisation had been damaged. The structural work conducted by the EA suggests a reactive resilience, only prioritising the investment after the event has happened even though there had been the potential for a proactive resilience (Carmen et al., 2022). Due to this, the community’s trust in the EA was reduced and replaced with frustration, potentially damaging their reputation and relationship with the community for future events. The literature notes the importance of developing community resilience but also of agencies building trust and linking social capital with communities for the sharing of risk information via PICs (Carmen et al., 2022; Wu, Xiao, & Yang, 2022; Brynielsson et al., 2018; Hagen et al., 2018).

While the analysis above shows a frustration with agencies and businesses, it also suggests a perception of personal agency and expectation of how they should be treated. This can be viewed as a collective efficacy and empowerment within the community, which is an element associated with the development of community resilience (Patel et al., 2017). The community members were also continuing to work with the agencies, suggesting a community aim to develop the relationship and improve the levels of engagement between the agencies and the community and demanding a stronger linking social capital (Ludin, Rohaizat, & Arbon, 2019; Sanyal & Routray, 2016). The above analysis highlights the need for agencies such as SYFR to be open and transparent with the communities that they work with, and to develop trust and linking social capital prior to a disaster, through more in-depth and practical community engagement.
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When discussing the HR community’s relationship with external agencies, it was clear that their relationship with organisations was very different to the relationship held with external agencies by the LR community members. Representatives from the HR community explained that members of their community had felt so unsupported for such a long time that they started to disengage and avoid services, creating a distrust of outsiders, with participant 1 noting:

“I had a fear of services, I had a fear of authority figures” (P1HR focus group)

This creates a challenge for organisations wanting to engage with high-risk community groups. If the individuals and wider community have a fear of authority, they will not engage with any risk communication or community work; participant one then added:

“… face-to-face, it’s got to be face-to-face, you’ve got to have conversations with people, and you’ve got to do it without a lanyard, you’ve got to do it without being official.” (P1HR focus group)

This lack of trust and wanting to engage with external agencies creates a challenge for agencies such as SYFR to communicate risk, but also more widely their ability to access support which is offered. This lack of trust for external agencies comes from a history of disappointment at not being supported, with services being reduced and support being removed, however, this also highlights potential benefits of working with community members on community relations to build trust.

SYFR are aware of the trust that communities have for professionals (discussed in section 4.3.3) and its potential to be a barrier to their prevention work. This indicates that more can be done to support communities in prevention work, perhaps engaging with communities at a more local level, such as the changing role of firefighters and the increased role within community prevention work. However, the Communications team explained that firefighters conducting community work was not always part of the role of a firefighter:

“…community safety work is a fairly recent thing (…) It’s in the statutory duty that they’ve got to go and do that (…) So, they should be going out and doing community safety work. Which they do, and a lot of them are very good at it, but, of course, people have different opinions on it (…) So, the challenge for us, really, is trying to get them on board so that they will go out and practically support what we do.” (CM interview, 07.08.19)

This suggest a changing state of institutional logics within the role of a firefighter, and while the regulatory element of the institution has changed with a statutory obligation, there is still a need to develop the normative and cultural-cognitive pillars of the institution to increase this level of community engagement. This, combined with a reduction in funding and resources for FRS across England, makes face-to-face engagement challenging for an FRS such as the SYFR, and it places greater importance on engaging on social media and understanding the community’s relationship to social media. 
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When discussing social media with the LR group, they explained that being members of the local community Facebook page had not only been a way for them to be notified about the impending flooding, but also that it enabled quick networking within the community. Both participants in this focus group noted that they had been made aware of the risk of flooding via the community run Neighbourhood Watch emails and through the Facebook page of the local council, but when the updates stopped (the reason they stopped is unknown; it could have been the end of business hours) they were left without information. It was then through Facebook and WhatsApp groups that they were made aware of the rising flood waters through members of the community updating everyone on the situation on their roads:
“…if I had not seen that post from my neighbour (…). And I had not seen that generic post on that Facebook group, I would have been oblivious as well. I had been sat watching telly with curtains shut.” (P1LR focus group)

This indicates that the community had been receiving risk communication from public agencies and community groups prior to the flooding, but when the communication stopped, they turned to social media. This suggests that the local council was initially the trusted source of information that they turned to, and the second source was social media. Within the risk communication literature it is noted that there needs to be trust for official channels prior to an event, because when a disaster hits communities immediately go to the sources of information that they trust (Wu, Xiao, & Yang, 2022; Yudarwati, Putranto, & Delmo, 2022). This also highlights a social media logic of connectivity (van Dijck & Poell, 2013), encouraging users to engage with social media to make connections with people in their area. 

Using the community Facebook group enabled community members who did not know each other prior to the event to message and update each other. This indicates that social media platforms can provide the infrastructure and services with which to create and maintain community networks (Patel et al., 2017; Berkes & Ross, 2013; Cox & Perry, 2011). Social media companies not only enabled a connection in the local area, but they also extended the community. One participant explained that they saw a post on Facebook where someone outside the village was concerned about relatives living in the village, and they were able to comment and let the family members know that they were okay and that the flood had not reached their street yet:

“And it was lovely to be able to say, it’s two doors down. They're fine. The road's starting to clear. I felt that was a great thing. I think Facebook really was a winner in the flood situation because otherwise you just didn’t know nothing” (P1LR focus group)

Even though the participant did not know these people prior to the event, they were able to provide information to concerned family members. This shows the benefit of the Facebook group to connect not only people within the village to each other, but also individuals who are outside of the geographical area. This suggests the development of bridging social capital, building relationships outside of the community (Carmen et al., 2022; Sanyal & Routray, 2016) and shows the potential of a hyperlocal approach to engagement by organisations such as SYFR. As noted in chapter 4, SYFR had ambitions to work within these types of groups, but due to resource constraints it was not feasible to do this on a large scale. 

The LR group noted how the community Facebook page had been used throughout the flood, including in the response and recovery phases, with people sharing information and social support. Since the flooding recovery phases was coming to an end, they noted that there appeared to be more events advertised, suggesting that the community logics of cohesion had been activated by the disaster: 

“… [the] community had a Facebook group before the flood, it very rarely was used. And I feel like since the flood it’s been a regular used thing to advertise events like the carols, the [pub name removed] and the Christmas fair, which before I wouldn’t have known about, I don’t think.” (P1LR focus group)

While the LR community was able to utilise Facebook for support and building community resilience, the HR community was unable to use Facebook in the same way, as there did not appear to be the community capacity to support each other due to the socio-economic structural nature of their hazard. With participant 1 noting that while some people had tried to engage with their community on social media, the majority were excluded given their lack of experience of using Facebook during COVID-19:

“Everybody started drumming up this, you need to join this, you need to know about that, so people started to try and drum that up. And that was slow progress because not a lot of people around here have access to the internet.” (P1HR focus group)

The HR community appeared to have people wanting to start community initiatives, including participant 2 who worked for a community organisation, however, as participant 1 noted, it was challenging accessing the community. This creates a challenge for SYFR as the community, which they categorise as high-risk, are not engaging via their main communication channel (social media). This demonstrates the broader challenge of the digital divide.  
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While there are many positives of engaging with communities online via social media sites, these benefits are not universally experienced. There are many people who are unable to access the technology:

“.. it’s not even old people, it’s just poor people. They don’t have smart phones, they can’t afford wi-fi, they don’t have laptops; the only way they can access these forums are through schools and libraries.” (P1HR focus group)

One element of the digital divide is the inability to access the technology, known as the first level divide (Ramakrishnan, Ngamassi, & Rahman, 2022; Correa, 2016; van Deursen & van Dijk, 2010). Here we can see that even though individuals do not have access to their own devices, community services such as the library can enable community members to engage with these groups online, or indirectly, individuals may have friends and family who can help them engage online. This suggests the presence of a social media logic, with individuals wanting to engage online (van Dijck & Poell, 2013). While community members were able to use the library to engage online, these services were not accessible during COVID-19 -19 due to the closing of libraries and other public venues for social distancing measures:

“… the closest library used to be about 200 metres from my house, the closest library to me now is a 40-minute walk (…) So, there’s no forum for anybody. The schools can still access the local library, the one that’s just up from me, but the general public, we’re not allowed in now” (P1HR focus group).
The impact of the library closing due to COVID-19 meant that marginalised members of the community were unable to gain information about social support via social media. While this was a temporary restriction during COVID, greater budget cuts to public services have put community services at risk, and this puts at further risk the most marginalised members in society. This is consistent with the literature which notes that social inequalities and the digital divide are closely related (Holmes & Burgess, 2022; Correa, 2016; van Dijk, 2006).

While there are individuals who do not have access to technology (hardware, internet, or social media), there are also people who choose not to engage online; these are known as digital excluders (Dutton & Reisdorf, 2019). In both the LR and HR groups I was told of people they knew who chose to not engage with social media, not through a lack of access, but because they did not want to: 

“Council put their update out on Facebook. Well, that’s cracking if you’ve got Facebook. But not everybody does, do they? And I don’t just mean the elderly and some young people (…) My boss is late 40s, early 50s, doesn’t use Facebook, just does not interest him.” (P1LR focus group)

The variation of levels of social media engagement within a community highlights the need to understand the demographics and community composition of the community, as there are certain demographics who are less likely to engage online, such as older adults. Not only are people choosing not to engage online, but the social interactions on social media can put people off engaging online, as one participant put it:

“…there has to be a health warning with social media because it can do intended and unintended damage.” (LR interview) 
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While the sense of community in the LR location was greatest in the aftermath of the flood, there were also other challenges. Through observations of the local community Facebook groups since early 2020, I was aware that the original community Facebook page was shut down and a new one created. It was through conducting the interviews and focus groups I discovered the disagreement which had taken place on the original Facebook group. The conflict was based on the allocation of funds which had been raised by the surrounding communities. The fundraising had been conducted by the community, and was organised by community members, and as such there were no regulations with the allocations of funds, which led to disagreements in the village over who should receive the money with some feeling that the wealthier members of the village should not receive any. These online disagreements impacted village life with people stepping down from the local council and others putting themselves up for election. The original Facebook group, which had been a great support for the community during the flood was then deleted, and a new one created. I was told that the new Facebook page did not have the same animosity as the first, as the people who had been most vocal in the arguments had not joined the new group, and had excluded themselves from the community discourse, but still resided in the village, suggesting internal conflict and different interpretations of the community logic (Thornton, Ocasio, & Lounsbury, 2012). This continual use of social media, even after community disagreements indicates the presence of a social media logic (van Dijck & Poell, 2013) combined with a community logic, with the community ensuring that they are on social media. When discussing the use of Facebook groups, the participants noted:

“P2: Some of the stuff that you see on Facebook is quite inflammatory and not very pleasant. But we don’t tend to get that on the village...
P1: Not the new one” (LR focus group)

Which was also echoed during my interview with the flood warden:
“I have to say that my general impression was there was as much or more damage done by Facebook (…) the community spirit. It’s there, and it’s still there. But some people have been badly damaged by the use of Facebook. (…) but I would say that some of the time during the follow-up to flooding, it did as much or more damage than it did good.” (LR interview)

This argument indicated that while there was a strong sense of community spirit and agency in the initial aftermath of the flooding, the lack of professionalism and organisation within the community surrounding the finances had impacted on the cohesion of the group. This implied that not all the community took the view that the fundraising was institutionally legitimate, and this created conflict within the community. The argument which took place within the recovery phase of the disaster can be viewed as influencing the building of community resilience as it influenced the local politics and changed the community organisation (Patel et al., 2017). This also created a challenge for SYFR, who had wanted to utilise local Facebook groups for part of their risk communication. However, these Facebook groups can be established and deleted quickly, making it challenging to keep track of the local politics and the different members of the community in each group. 

In both focus groups, it was evident that while they had experienced benefits of social media, there was a growing concern over some of the interactions that people were having on social media. This seemed to be during disaster periods, when discussing the use of social media during the COVID-19 pandemic, participant 1 in the HR group noted: 

“(…) for 18 months social media, people have been emotional, they’ve been angry, they’ve been upset, they might have been super positive, but people have been at the extremes of emotion, to my mind. They’ve not been how they were for 10 years before that since I joined social media, it all changed, everything became a little bit hypersensitive.” (P1HR focus group)
This suggests that while social media and community networks can be a source of social support and emotional connection prior and during disasters (Sanyal & Routray, 2016; McMillan & Chavis, 1986), there can also be negative elements to social media. These arguments and challenges which took place online were more visible to the whole community, which then involves people who may not have otherwise been involved in the arguments. The disagreements remained mostly online, suggesting that people felt more comfortable sharing their grievances with each other via an online platform than in person. As discussed in the community mentality section above, the emotions and community logics within the community will influence a community’s threat and risk appraisal, and therefore while it can benefit communities, it can also provide harm. 
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This chapter aimed to answer RQ3 (who is engaging with SYFR’s content on social media and what implications are there for community resilience?) which aimed to support the thesis aim to critically evaluate the use of social media and its ability to develop community disaster resilience (CDR). This was done through examining who was engaging with SYFR’s content on social media and what implications their messaging can have on community resilience. It presents an examination of data collected from SYFR’s Twitter account, as well as two community case studies which aimed to gain an “offline” understanding of the community’s sense of resilience and some of the crucial factors related to their resilience.

To answer research question 3, this chapter began with an examination of the followers of SYFR on Twitter, focusing on their followers and their profile locations, as well as accounts that actively engaged with the SYFR account. These findings suggest that SYFR have followers all around the world, not just in South Yorkshire, which reflects that any social media metrics, such as reach, can be misleading as their messaging on social media are not only reaching people within South Yorkshire which is where their statutory obligation lies. While their followers are around the world, the engagement data did suggest that those who actively engage with their material (i.e., they use @SYFR to engage in conversation) are mostly local accounts. Further research should assess the account types of people who are following and engaging with them, to better ascertain whether they are individuals, business, or spam accounts. This focus on metrics is evidence of a NPM logic, namely the focus on quantification as a method of performance indicator (Svärd, 2019; Hood, 1995).

This chapter also examined community data. This was carried out through two case studies, where one was categorised as a high-risk location by the SYFR and the other classified as a low-risk location by the SYFR. The categorisation of communities as low and high risk poses some challenges, firstly due to quantification of vulnerability. The literature notes that vulnerability is often linked to marginalised members of society (Chisty et al., 2022; Karimiziarani et al., 2022; Orru et al., 2022; Goidel et al., 2019; Fineman, 2008; Adger, 2006; Ziervogel et al., 2006; Tobin, 1999), therefore this quantification of risk within a geographical area will not highlight the nuance of community composition, with perhaps some vulnerable members of society within a low risk area being missed. Secondly, SYFR’s Community Risk Model formula (figure 27) again highlights the FRSA (2004) institutional logic, with the focus on data for dwelling fires. While these data can support SYFR to assess the risk for fires and arrange their service around this need, SYFR do not only respond to fires. Under the CCA (2004) they need to respond to a variety of other risks, some of which have specific localities (such as riverine or coastal flooding), but others do not have a specific geographical location (pandemics, terrorism). This shows a dominance of the FRSA (2004) over the CCA (2004), with the risk of fire being prioritised over other risks, again highlighting the centrality (Besharov & Smith, 2014) of the FRSA logic to the structure and strategy of SYFR.
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[bookmark: _Toc193367305]Figure 27: SYFR Community Risk Model methodology formula (South Yorkshire Fire and Rescue, 2015)
The Risk Model formula (Figure 27) also provides a challenge for the future, with an increased threat of extreme weather causing flooding and droughts due to climate change (IPCC, 2022). This means that a focus on dwelling fires, rather than all incidents will limit SYFR’s ability to develop proactive, or even responsive resilience (Carmen et al., 2022). While the fire risk formula enables a responsive resilience to current fire risk, there needs to be a wider understanding of different risks, with the potential of greater collaborative working within communicating risk. For example, a map could be created combining flood and fire risk data. However, there is a wide variety of risks that the FRS have a statutory obligation to respond to.

Within the UK, risk is calculated at a national level using the National Security Risk Assessment (NSRA) and is adapted into a publicly accessible document called the National Risk Register (NRR) (Cabinet Office, 2023). Within the NRR, only 6 out of the 89 identified risks focus on fire, however, under the CCA (2004), FRS have a duty to work or support multi-agency partner in the response to the 89 risks (Cabinet Office, 2023). This means that they may be required to support or respond to 83 incidents of risk which are not related to fire risk. This highlights a challenge of allocating resource and support purely based on the risk of fire. While the FRS have a primary obligation to prevent fire under the FRSA (2004), this highlights the need for more strategic collaboration between front-line responders within developing risk communication. This collaboration could see the combination of a variety of datasets across the Local Resilience Forum, specifically in the case of SYFR, within the South Yorkshire Local Resilience Forum (SYLRF). This would be a large undertaking and would have a variety of data protection and ethical challenges, however, it is something that could be explored and examined in future research. The literature on risk communication highlights the need to understand the community that you are communicating with and to explore their comprehension and needs (Bodoque et al., 2019; Abunyewah, Gajendran, & Maund, 2018; Hicks et al., 2017). Examining the community data highlighted the need to understand the context of communities as each community group displayed different experiences, with variable community composition, understanding and comprehension of risk, relationships to organisations, and use of social media.
The results of this chapter lead to the following conclusions: first, examinations of the community composition of the case studies reveal an importance of community assets, both physical assets such as libraries that enable community members of access online materials, but also social assets such as community networks and groups. The community networks and groups which were created prior to the flooding or COVID-19 in the LR group had been able to support community members’ emotional wellbeing as well as providing practical information surrounding the flooding. This suggests that these groups were able to build trust and friendships in groups prior to an event, developing bonding social capital between members of the community (Patel et al., 2017; Sanyal & Routray, 2016; Mayunga, 2007). These findings build on the community resilience literature, such as the work by Norris et al (2008) which views social capital as one of the four main capacities for community disaster resilience, and the importance of building linking, bonding and bridging social capital prior to an event (Carmen et al., 2022; Sanyal & Routray, 2016).  This chapter adds to these studies by examining the impact of bonding and linking social capital, and the impact on a community when it is not present. 

[bookmark: _Hlk153298155]While the LR community had a series of community groups which helped support community members, the HR group did not have this infrastructure in place due to a lack of capacity within the community and chronic underfunding resulting in a removal of services within the area. This impacted the mentality of the community, with the HR group having an extremely low mental outlook in terms of their ability to survive COVID-19 or other disasters, which can influence the wider community’s perception of community resilience  (Arayankalam et al., 2023; Xie, Pinto, & Zhong, 2022). Within the community resilience literature, mental outlook is viewed as an important element within communities, and can be combined with socio-economic conditions to explain a community’s vulnerability and therefore their ability to develop community resilience (Karimiziarani et al., 2022; Demeritt, 2002; Comfort et al., 1999; Cannon, 1994). This low mental outlook will impact their ability to develop threat appraisal, as they believed that they would not be able to develop coping appraisal to any risk (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018). This builds on existing literature focussing on the importance of networks for emotional and mental support (Sanyal & Routray, 2016) and the role of mental health and a communities sense of hope and adaptability (Patel et al., 2017). This thesis contributes to the literature by examining how a lack of linking social capital with agencies can influence the wellbeing of a community, such as the HR group’s feelings of being abandoned by services and agencies.

Within the community composition, each group was subject to different logics, including macro societal and smaller scale field logics. Within the LR group, there were community members who had relevant professional logics, such as a geography teacher and someone with an understanding of the insurance sector, which meant they were able to support the community during the floods, help explain what was happening, and also how to apply through insurance providers. This builds on the existing community resilience literature which examines the information and knowledge within a community and its ability to reduce vulnerability (Mayunga, 2007), the importance of these skills within community leaders (Tobin, 1999), and the role of traditional skills within communities (Singh, Tabe, & Martin, 2022). This thesis builds on this work and contributes to both the community resilience literature as well as the institutional logics literature by examining the community composition through the lens of professional logics.

The second characteristic examined in the literature was the different context of each disaster or risk. An important finding within this section was that none of the community members mentioned fire, even after I had introduced myself as working in partnership with SYFR. It appeared that their threat appraisal for fires had not been activated (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018). Instead, both groups focused on community wide disasters, such as flooding, poverty, and COVID-19, which SYFR have no statutory obligation to communicate, but are involved with the response and recovery. Fire affects individual households directly and the community less directly, which means that SYFR's communication surrounding fire risk is unlikely to support the development of community resilience if the community are not acknowledging it as a threat to the community. This builds on the existing PMT literature highlighting that the community are either not aware of the risk of fire, or do not view it as a probable threat (Liu & Jiao, 2018). This chapter adds to the literature examining the personal link between communication and adoption of protective measures, the importance of direct and reliable information, as well as trust for the source of the information (Acar & Kıcali, 2022; Rollason et al., 2018). 
[bookmark: _Hlk161311332]There also appeared to be different timings with which the communities were able to develop resilience and build community capacity to disasters. Within the LR group, there appeared to be social infrastructure in place prior to the flood, which was then built on during the recovery phase of the flooding and COVID-19. Further research could re-analyse the LR community group in a few years, to see if the community is still developing their resilience and engaging with the community groups such as the flood warden group. While the LR group were actively developing their resilience, the HR group were not. While there appeared to be a drive by some members of the HR community to develop community networks and support, there appeared to not be the capacity to do this effectively, perhaps as they were still being affected by their risk of poverty and anti-social behaviour. This builds on the existing literature examining how a community’s capacity can be developed for community resilience (Wilkin, Biggs, & Tatem, 2019; Berkes & Ross, 2013; Kuhlicke, 2013; Cox & Perry, 2011; Magis, 2010; Cutter et al., 2008; Norris et al., 2008). This again highlights the need to understand the specific context of the community, and the different interpretations of the community logic, with each community being composed of a variety of lived experiences, who all interpret and embed logics based on their own identities, cognition and goals (Mutch, 2021; Thornton, Ocasio, & Lounsbury, 2012).

Examinations of community capacity need to be combined with an understanding of the risks and hazards that the community is experiencing, and to be mindful of the timing surrounding risk communication. In the case of the flooding and pandemic there appeared to be a drive to develop responsive resilience (Carmen et al., 2022), as the community were acutely aware of the threat and wanted to develop coping appraisals (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018) to prevent it happening again. However, SYFR’s communication predominantly focuses on fire risk, which is not as visible to the whole community as an event like flooding or COVID-19, suggesting that the timing of their risk PICs is more related to proactive resilience (Carmen et al., 2022). This builds on the existing PIC literature by examining the importance of timing and resulting retention of the information (Finseraas, Jakobsson, & Svensson, 2017) as well as the ability for social media to connect PIC to people not reached by traditional media (Reilly & Gordon, 2023) and to reach a larger audience (Gough et al., 2017). However, this chapter adds to the literature and notes that while there is the potential to reach more people via social media, one needs to not assume the audience is geographically located nearby or that they are reading or engaging with the information. This chapter therefore contributes to literature by examining the use of social media for PICs with a focus on FRS and for building and developing community resilience. 

Another characteristic of the community which was examined in the literature was a community’s relationship to organisations. The participants in the LR group were viewed to be assertively critical of agencies, perhaps wanting to develop a stronger linking social capital with agencies (Carmen et al., 2022; Sanyal & Routray, 2016) and demanding a better level of service from agencies such as the Environment Agency. However, the experience was very different with the HR group, who shared with me that they had a fear of agencies and of engagement with external organisations. While the LR community were actively engaging with organisations, the HR community were trying to limit contact even though arguably the HR community need the greatest level of support. This creates a challenge for SYFR as they do not have the capacity to develop these community relationships and build the required level of linking social capital (Carmen et al., 2022; Sanyal & Routray, 2016), as the Community Safety team are only able to focus on the vulnerable members of society (discussed in chapter 4). This builds on the existing literature by examining the impact of linking social capital (Carmen et al., 2022; Wilkin, Biggs, & Tatem, 2019; Sanyal & Routray, 2016; Magis, 2010), and examines the need for increased engagement from agencies like SYFR.
While there is a need to increase community engagement, there is a challenge for SYFR as FRS’ in England have seen a reduction in their budgets over the last decade and they do not have the resources to target everyone in the community (Matheson et al., 2011; Taylor et al., 2015; Waring et al., 2022). This challenge then strengthens the social media logic, namely the drive to engage with the perceived communities online as a method to increase engagement, however, while this approach may be able to build linking social capital within some communities (if they are active and engaged on the specific social media platform that SYFR choose), the linking social capital also needs to be built with at risk communities such as the HR group, who are potentially more vulnerable to disasters. The challenge with this approach is that due to the digital divide, these communities are less likely to be engaging online, and as examined with the HR group, are less likely to actively follow or engage with content from official organisations, such as SYFR. However, with the pressures of performance management from NPM logics (Svärd, 2019; Hood, 1995), this analysis is often missed. The data examining the communities relationship with organisations indicates that linking social capital needs to be conducted in partnership with trusted community agencies, to provide the introduction, and for a partner organisation to be embedded within the community with the relevant community institutional legitimacy (Lounsbury et al., 2021; Jarzabkowski et al., 2013). 

The final aspect of RQ3 referred to the community’s relationship to social media. The LR group have a Facebook group which was used prior and during the flood and this provided a great source of emotional support and sharing of information, which can be viewed as developing two elements of community resilience, education and mental outlook (Ludin, Rohaizat, & Arbon, 2019; Patel et al., 2017) However, in the recovery phase of the disaster, this group was the location of an argument which led to the shutting down of the group and resulted in members of the community disengaging from the community and in the wider local politics. Not only did this influence the community’s resilience through the shifting of governance, but also the damage to the mental wellbeing and outlook of some of the community members (Patel et al., 2017; Berkes & Ross, 2013). 

The community’s relationship to social media also demonstrated the challenges of Facebook groups and the transient nature of community run groups. While there had been challenges with Facebook, the LR group still experienced benefits of using it, unlike the HR group which struggled with the digital divide. Participants that attended the group were digitally active, however, I noted that it was a challenge in their community and that the closing of libraries had impacted this further. This builds on the existing digital divide literature focusing on the structural inequalities leading to digital exclusion and poverty (Holmes & Burgess, 2022). The digital divide literature focuses on the various levels of the divide, such as the first level of access, second level of skills, and third level of outcome (Ramakrishnan, Ngamassi, & Rahman, 2022; Correa, 2016; van Deursen & van Dijk, 2010). However, while each of these levels are personal to the user, these structural inequalities, such as the closing of libraries, is exacerbating this divide further. This again highlights the importance of understanding the context and nuance of the communities SYFR is trying to engage with, namely that the use of community implies homogeneity, and a mutual trust and reciprocity, however, this is not always the case (Mutch, 2021; Titz, Cannon, & Krüger, 2018).

[bookmark: _Hlk153468439]These findings again highlight a challenge for SYFR who are aiming to use Facebook groups to engage with communities who either do not have the resources to actively engage in person or do not engage regularly within Facebook groups. The findings also bring to light the institutional complexity being experienced by SYFR as they have the institutional drive to engage and support communities but do not have the resources of statutory obligation to support the communities in this manner.  

[bookmark: _Hlk1616756171][bookmark: _Hlk161512538]This chapter was focused on RQ3, examining who is engaging with SYFR’s content on social media and what implications are there for community resilience? Through examining the social media data and the data from the two community groups, this chapter has provided an analysis of who is engaging with SYFR on social media and has made relevant findings which will support SYFR to develop their future communication strategies on social media. Through examining the low and high-risk communities and their sense of community resilience, the institutional logics which currently influence SYFR’s communication, as examined in chapter 5, currently constrain SYFR’s ability to support these groups to develop their community resilience. However, while the FRSA (2004) logic dominates SYFR’s communication approach at present, there is the potential for institutional agency (Cardinale, 2018; Bruton, Ahlstrom, & Li, 2010; Suddaby, 2010; Greenwood et al., 2008; Dacin, Goodstein, & Scott, 2002), namely for SYFR to utilise the state logics which are central to their functioning to support communities develop elements of community resilience. However, as discussed multiple times throughout this thesis, these approaches are heavily constrained by the reduction or stagnation in funding due to wider neoliberal agendas and the pressure from NPM logics (Connell, Fawcett, & Meagher, 2009). This chapter therefore supported the aim of the thesis (critically evaluate the use of social media and its ability to develop community disaster resilience (CDR)), through examining the challenges associated with utilising social media for risk communication. 

[bookmark: _Toc156227653][bookmark: _Toc159424116][bookmark: _Toc193367265]Chapter 7: Conclusion
[bookmark: _Toc153488327][bookmark: _Toc156227654][bookmark: _Toc159424117][bookmark: _Toc193367266]7.1: Introduction
This chapter provides a conclusion to this thesis and is divided into seven sections, including this brief introduction. Section 7.2 summaries the thesis, examines each chapter in turn and details the key findings and themes. Section 7.3 examines the various theoretical, methodological, and empirical contributions presented in this thesis to the literature and wider policy. Section 7.4 focuses on the implications for future policy, examines the potential impact of these findings on SYFR and potential avenues for future policy for SYFR, and summarises within the wider FRS sector. Section 7.5 provides a summary of the limitations of the project and how future research can build upon this methodology and approach. The penultimate section (section 7.6) provides suggestions for additional future research to further our understanding of these topics and to develop this sector and the transdisciplinary knowledge base. Finally, section 7.7 provides a conclusion to this chapter.

[bookmark: _Toc153488328][bookmark: _Toc156227655][bookmark: _Toc159424118][bookmark: _Toc193367267]7.2: Thesis summary
Chapter one started the thesis by building context for the project by providing a description of the collaborative nature of this PhD and a brief background to SYFR. The introduction grounded the project and noted the growing demand for developing community resilience, not only due to an increasing threat of disasters (Goidel et al., 2019; Cutter, 2016; Sanyal & Routray, 2016; Kuhlicke, 2013; Tobin, 1999), but also because of a wider political neoliberal agenda which is seeing public services and provision reduced in favour of market driven operations (Crosweller & Tschakert, 2021). With these two factors driving the demand for community resilience, organisations such as SYFR must adapt and develop new methods of supporting communities, and this has led to a focus on social media. Due to its ease of access and seemingly ubiquitous nature of social media within society, there is a clear social media logic (van Dijck & Poell, 2013) that drives organisations and individuals to engage and interact online, however, not everyone is in this position. The digital divide describes people who are unable or choose to not engage online (Ramakrishnan, Ngamassi, & Rahman, 2022; van Deursen & van Dijk, 2010; van Dijk, 2006) with the increasing drive for business and services to go digital, and this creates a challenge for those who cannot engage online as they risk being further marginalised. The literature notes that an individual’s vulnerability is closely linked to their socio-economic conditions (Orru et al., 2022), meaning that people who are digitally excluded are also likely to experience disasters. This creates a challenge for agencies wishing to work with individuals and communities, due to institutional pressures and wider neoliberal agendas reducing their ability and capacity to conduct high levels of engagement. This contextual information provided the grounding and foundation to this project, which was further examined in the literature review. 

[bookmark: _Hlk161311641]Chapter 2 provided the academic grounding to the project via the literature review, which focused on six distinct topics of the research: institutional theory; communication theory; disasters; community resilience; social media; and the Fire and Rescue Service (FRS). Each of these sections provided the reader with the main definitions, concepts, and themes with which to ground the empirical data. 

The institutional theory section (2.1) explained what institutions are, with a discussion of the three main pillars of institutions: regulative; normative; and cultural cognitive (Greenwood, Hinings, & Whetten, 2014; Bruton, Ahlstrom, & Li, 2010; Scott, 2005, 2008b, 2010a). This developed into a discussion of new institutionalism with a focus on the institutional logics perspective (Cardinale, 2018; Greenwood, Hinings, & Whetten, 2014). The institutional logics section then examined institutional pluralism and the impact of multiple logics with a particular focus on institutional complexity (van Wijk et al., 2019; Glaser et al., 2016; Ocasio & Radoynovska, 2016; Zilber, 2016; Thornton, Ocasio, & Lounsbury, 2012; Townley, 1997). This section briefly examined how organisations and individuals operate within institutional complexity, with a focus on the role of agency (Cardinale, 2018; Bruton, Ahlstrom, & Li, 2010; Suddaby, 2010; Greenwood et al., 2008; Dacin, Goodstein, & Scott, 2002).

This thesis used two different theories to examine and explore the empirical data. The institutional theory provided a lens with which to examine why SYFR communicate and operate in the way that they do, and the communication theory was then used to examine how they communicate. The communication theory section (2.2) provided a definition of communication, and focused on risk communication, which refers to the communication prior to an event or disaster, and is therefore of importance to developing community resilience (Dao & Lim, 2022; Khan et al., 2022; Pascual-Ferrá, Alperstein, & Barnett, 2022; Thomas et al., 2022; Zhu et al., 2022; Bodoque et al., 2019; Abunyewah, Gajendran, & Maund, 2018; Hicks et al., 2017). Section 2.2.2 explored risk communication, highlighting themes of temporality and the focus within the disaster literature examining crisis communication. This section examined communication models to help conceptualise the flow of information and ideas between SYFR and their surrounding community. These models were used in the research questions to examine how SYFR design and develop their risk communication, with a focus on the role of the Deficit Model and how Protection Motivation Theory (PMT) can help conceptualise how individuals use information to inform and shape behaviour change (Acar & Kıcali, 2022; Gumasing et al., 2022; Liu & Jiao, 2018; Rollason et al., 2018; Salman & Li, 2018). This section continued to discuss risk communication, focusing on how it is done, with sections on understanding the audience and how risk communication is conducted on social media. The final section provided a grounding to Public Information Campaigns (PICs), including the scale and effectiveness of them, focusing on the temporality and measurement of effectiveness.

After the theoretical elements had been explored, the literature review progressed to discuss the contextual elements of the project. First, the literature review examined disasters (2.3) and provided a definition of disasters and some of the main themes, such as temporality as viewed in the Disaster Management Cycle, the need to understand the community with a focus on vulnerability, and changing institutional logics associated with the different phases of the Disaster Management Cycle. 

This led to the main conceptual topic of this research: community resilience (2.4). This section provided definitions for community and resilience, which are both contested terms. This led to a discussion of community resilience, with the literature noting that there are 9 main elements and 19 sub-elements associated with community resilience (Patel et al., 2017), highlighting the multi-faceted nature of the topic, and indicating the challenge to organisations who work within this arena, such as SYFR. This section discussed the literature surrounding organisations and their role within community resilience by discussing social capital and the need to develop linking social capital prior to an event in order to best serve and support the community through a disaster event (Carmen et al., 2022; Ludin, Rohaizat, & Arbon, 2019; Sanyal & Routray, 2016). This section touched on the wider political neoliberal agenda, and the growing role of disaster capitalism within the UK (Ciccaglione, 2019).

Section 2.5 examined social media and provided the key definitions as well as a discussion of the digital divide, discussing some of the challenges associated with not being able to access or engage online. This section also explored the literature surrounding individual and community uses of social media, highlighting some of the negative aspects of social media. The final social media section examined the role of social media in disasters, and the previous focus in the literature on its use in the response and recovery phases of a disaster. 

The sixth and final section in the literature review examined the Fire and Rescue service, examining the key institutional drivers which influence their policies and practices, such as the Bain Review (2002), the Fire and Rescue Service Act (2004), and the Civil Contingencies Act (2004). This section presented associations with a wider theme of neoliberalism within UK politics and the growing influence of New Public Management (NPM) on the public sector. This section examined themes of responsibility, collaboration, and the signs of a diverse and shifting institutional landscape. The contextual grounding from the literature review highlighted some themes across all the topics, such as temporality, the role of scale, responsibility, and agency. 

Chapter 3 focused on methodology and provided a guide of how and why the research was conducted. This chapter began by describing the philosophical standpoint of the project and researcher, focusing on interpretivism and how this influenced how the topics were analysed and examined (Saunders, Lewis, & Thornhill, 2019; Bryman, 2016; Moon & Blackman, 2014; Bechara & Van De Ven, 2007). This led into a discussion of the research strategy which focused on engaged scholarship (Jensen & Kainz, 2019) and a transdisciplinary approach. The transdisciplinary approach was possible due to the collaboration with SYFR, combining both academic and practitioner practices and understanding (Kruijf et al., 2022), and is viewed as a way to conduct research which works towards society’s grand challenges (Klag & Langley, 2023; Cunliffe & Pavlovich, 2022; Lawrence et al., 2022). 
Chapter 3 was divided into two sections: the first, focusing on the research conducted with SYFR (3.3.2), and the second focusing on the research conducted with the community (3.3.3). Due to the use of institutional theory to examine the empirical data, this project conducted an institutional ethnography focusing on the standpoint of the SYFR Communications team thereby enabling the research to examine the role of the institution on the everyday lives of the SYFR Communications team (Mosseray, Aernouts, & Ryckewaert, 2023; Murray, 2022; Doll & Walby, 2019; Rankin, 2017; Billo & Mountz, 2016; Caspar et al., 2016; Prodinger, Rudman, & Shaw, 2015). This approach employed three different methods: observations; semi-structured interviews; and texts. These sections examined the reasoning behind each method and some of the challenges associated with them, such as the need to conduct interviews remotely due to COVID-19. The use of IE with an FRS and utilising remote methods is a contribution to the literature as these methods have not been used before in this context. The SYFR data collection also included social media data, discussed here with a focus on SYFR Twitter data, their followers, and their self-declared locations. 

The community data section (3.3.3) described the selection of the community groups using SYFR’s assessment of low and high risk. This section of the data collection was greatly impacted by COVID-19 where the initial plan was to conduct interactive, in-person community workshops to bring together community stakeholders. However, due to social distancing requirements this had to be reduced to online focus groups, and there were only two participants per focus group due to challenges associated with recruitment, including the small nature of the community groups I was recruiting from, time constraints from the PhD, and personal circumstances.

Chapter 3, section 3.4, discussed the approach to data analysis, using a thematic analysis and the benefit of combining this approach within an interpretivist project (Braun & Clarke, 2023; Vaismoradi et al., 2016). The final section of chapter three (3.5) provided a discussion of ethics, for both qualitative and quantitative data, and explored my reflections and positionality with a discussion of the challenges associated with the COVID-19 pandemic. 
[bookmark: _Toc153488332][bookmark: _Toc156227659]Chapter 4 sought to respond to the first research question: What is SYFR’s communication strategy for building community disaster resilience? This question was answered using data collected using Institutional Ethnography, including semi-structured interviews, observations, and texts. This chapter examined how SYFR plan to communicate with their surrounding communities and citizens. Focusing on the how provided the empirical grounding to the project, as the PIC literature notes the importance of testing the effectiveness and efficiency of campaigns against the aims and intentions of the creators. This initial grounding of the empirical findings enabled further research questions to delve deeper into why SYFR communicate in this manner (chapter 5) and whether this approach can develop community disaster resilience (chapter 6).

To ascertain how SYFR communicate with the followers about community disaster resilience, there needed to be an understanding of their definition of community resilience. Section 4.2 examined SYFR’s definition for community resilience and then looked at the organisation’s strategies for community resilience and engagement. This section then examined SYFR’s risk communication PICs, examining their campaigns plans and evaluations to ascertain their aims for their communication.

The results indicate that SYFR were not explicitly defining or working towards community resilience, but they hoped community resilience would be an outcome of their prevention work and wider fire risk communication. This was interpreted as an institutional logic from the state, specifically the FRSA (2004). Within the FRSA (2004), it states that FRS must communicate fire risk to their surrounding communities, which created a regulative institutional driver and a focus on communicating prevention and wider fire risk communication. This finding is a contribution to the institutional logics and FRS literature, and it highlights the role of the state institution on the functioning of SYFR and the logic of prevention.

Risk communications are described in the literature as communication which creates awareness, alerts the communities to risk, exchanges information and opinions, contains actionable information, and is timely (Dao & Lim, 2022; Khan et al., 2022; Pascual-Ferrá, Alperstein, & Barnett, 2022; Thomas et al., 2022; Zhu et al., 2022; Bodoque et al., 2019; Abunyewah, Gajendran, & Maund, 2018; Hicks et al., 2017). This can be viewed as working towards community resilience through providing actionable information to support the communities to take mitigating actions towards a risk. Therefore, while their strategy did not explicitly mention community resilience, they were working towards building resilience via their PICs. The data suggested that due to a lack of consensus on a definition of community resilience, from the wider FRS or State institutions, that there is a potential for SYFR to utilise institutional agency to create and maintain (Cardinale, 2018; Bruton, Ahlstrom, & Li, 2010; Suddaby, 2010; Greenwood et al., 2008; Dacin, Goodstein, & Scott, 2002) a new element of the FRS institution, incorporating community resilience, however, due to a growing neoliberal agenda, there is a lack of funds with which to develop this approach

To examine whether SYFR’s PICs have been successful, it required an analysis of the aims that SYFR had when creating the materials (Salmon & Murray-Johnson, 2013). The literature states that the benefits and effectiveness of PICs are often short-lived and not sustainable (Wu, 2022; Finseraas, Jakobsson, & Svensson, 2017; Finseraas & Jakobsson, 2014b, 2014a), and while this may be the case, an examination of SYFR’s campaign calendars over the year shows that they recreate the same campaigns and run broadly the same messages each year, such as electrical fires and cooking fires. This suggests that while the method is not broadly effective, their approach may help to educate people who have not seen it previously or provide a gentle reminder to those who have. However, using PICs which are sharing risk messages can be viewed as broadcasting and part of the widely criticised Deficit Model, as they are providing the information to the audience, and expecting them to act on it (Krause et al., 2020; Cook & Melo Zurita, 2019; Abunyewah, Gajendran, & Maund, 2018).

The use of the Deficit Model in their communication highlights some of the challenges facing SYFR and other public sector organisations. As discussed in the literature review, the FRS sector has been subject to funding cuts and pressures related to NPM and wider neoliberal political agendas. NPM encourages public sector organisations to develop new management styles to increase their operational efficiency and effectiveness, creating value for money and flexibility (Kelly, O’Donohoe, & Doyle, 2023; Stewart & Connolly, 2022; Svärd, 2019). This was seen institutionally within the Bain Review (2002) which placed a focus on best value (Matheson, Manning, & Williams, 2011) and which put an institutional pressure on FRS to ensure that their resources were used efficiently and effectively. These factors combine to place pressure on organisations to show progress and results, which is largely done through quantification. This can be viewed in their evaluation of their campaigns and their use of metrics. This highlights the institutional plurality surrounding SYFR’s communication, with the NPM logics and state logics appearing to be compatible, however, it constrains their activity (Crawford & Branch, 2015; Bruton, Ahlstrom, & Li, 2010), encouraging SYFR to focus on quantifiable targets rather than a more qualitative and holistic approach. This creates a challenge for SYFR to effectively communicate to support the development of community resilience, as their current internal logics are focusing on quantifiable measures, which would be challenging to fully encapsulate the concept of community resilience, as explored in the literature review. 

SYFR’s campaign materials viewed success based on reductions in the numbers of fires combined with various social media metrics, including reach. However, while there appears to be a reduction in fires after campaigns, it is challenging to link these reductions to the PIC; what appears to be causation can be correlation, there is no sure way to link online engagement with behaviour change (Shi, Poorisat, & Salmon, 2018; Gough et al., 2017; Kite et al., 2016). This suggests that their evaluation for their communication is not effectively examining whether the PICs have worked or whether they have effectively communicated with individuals in South Yorkshire, and again suggests an institutional driver from NPM. 

[bookmark: _Toc156227660]Chapter 5 examined research question 2: What influences and shapes SYFR’s communication strategy? This chapter utilised the data from the institutional ethnography to examine and interpret the different institutions and their influence on SYFR’s communication strategy and wider operations. It explored the societal logics of the state and community, as well as smaller field logics of communication and journalism. This chapter built upon the literature examining FRS culture (Stanley et al., 2017; Harvey et al., 2016; Perrott, 2016; Woodfield, 2016; Jacobsson et al., 2015; Colgan & Wright, 2011; Thurnell-Read & Parker, 2008; Haslam & Mallon, 2003) and decision making (Murphy & Ferry, 2018; Murphy & Greenhalgh, 2013, 2018; Matheson, Manning, & Williams, 2011), as well as filling a gap within the institutional logics literature, which had not yet examined the role of logics within a FRS. This chapter built upon this literature and the findings of Chapter 4, and examined what was influencing their decisions, and why they were making the choices that they did. This was a crucial step for the project, as understanding the motivations and drivers behind the strategy and operations would enable institutional agency for the SYFR Communications team, and aid in developing further strategy and approaches to communication.  

This research question examined SYFR’s communication, and explored how it is enabled and constrained (Crawford & Branch, 2015; Bruton, Ahlstrom, & Li, 2010) by state logics, with a focus on two parliamentary acts, the FRSA (2004) and the CCA (2004). While the state logics influenced what they communicated, their messages were also influenced by other logics, such as community logics and field level professional logics, including the communication profession and journalism logics. 

While these logics influence the everyday functioning of the SYFR Communications team, there are contextual logics which create further institutional complexity and place situation constraints on individuals and organisations (Hesse, Kreutzer, & Diehl, 2019; Currie & Spyridonidis, 2016). During COVID-19, there was a temporal shift in the institutional drivers and logics within the SYFR Communications team, with an increasing institutional pressure from the CCA (2004), which influenced how and what they were communicating. This suggested that for different disasters and events there are different combinations of institutional logics which influence their communication. 

Within this institutional complexity, there appeared to be a role for institutional agency (Ocasio & Radoynovska, 2016; Jarzabkowski et al., 2013), with the SYFR Communications team being able to blend multiple logics together such as FRSA and community logics, or the CCA and FRSA logics in the case of COVID-19. While SYFR appeared to have agency in blending and balancing these logics (Anderson-Gough et al., 2022; Lounsbury et al., 2021; Lowrey, 2017), there was still a sense of institutional legitimacy (Lounsbury et al., 2021; Jarzabkowski et al., 2013) ensuring that they were still adhering to the rules and schema of the institutions. These findings suggested that even though SYFR do not have a statutory obligation to communicate surrounding community resilience, they have still demonstrated their ability and confidence at utilising their institutional agency to work within institutional complexity. 

[bookmark: _Toc156227661]Chapter 6 examined the third and final research question: Who is engaging with SYFR’s content on social media and what implications are there for community resilience? This research question focused on the communities that SYFR work with, examining their Twitter followers, and two communities in South Yorkshire: one being categorised as a high risk, and another being categorised as a low risk. This chapter built upon existing literature within the social media, community resilience and more widely the disaster literature. The previous literature had focused on the use of social media after a disaster or emergency has happened (Lelisho et al., 2023; Ogie et al., 2022; Ramakrishnan, Ngamassi, & Rahman, 2022), or in examining the communities affected focused on different socio-economic conditions influencing the community’s vulnerability (Goidel et al., 2019; Steiner & Markantoni, 2014; Tobin, 1999) with this literature base predominantly focusing on the use and impact of social media after an event. This chapter added to this body of research by examining SYFR’s followers, looking more critically at the use of social media, and examining how the two community groups worked with agencies and the role and importance of linking social capital. This chapter followed from the previous two chapters which examined how and why SYFR aim to communicate with their surrounding citizens, with this chapter providing the critical evaluation with whether their approach can develop CDR.

Section 6.2 first examined that SYFR’s Twitter account was being followed by accounts self-reporting to be located across the globe, not just in South Yorkshire. This meant that any metrics used in their PICs evaluations which implied they had reached x number of people, included figures of people from outside of South Yorkshire. This is of relevance as SYFR has an obligation to communicate fire risk information to people within their geographical area. While their follower base was global, it appeared that their active interactions were with accounts which were based in South Yorkshire or locally, implying they were actively engaging with local accounts. This suggested that for SYFR to support the development of community resilience in South Yorkshire, they would first need to ensure that they were actively communicating with members of South Yorkshire. 

Examination of the community data with a focus on the high and low-risk communities (6.3) first acknowledges the challenge of categorising communities as high and low-risk due to the use of dwelling fire data as a community’s risk of disaster, and SYFR’s operations are not only related to fires, but other incidents such as floods, pandemics, and terrorism. This again highlighted the strength and centrality (Besharov & Smith, 2014) of the FRSA (2004) logic, which focuses on preventing fires. Working with these two community groups suggested a series of characteristics that influenced their resilience. The first characteristic was community composition including community assets, community mentality, and the professional logics of the community. These community assets appeared to influence the bonding social capital of the communities (Sanyal & Routray, 2016; Mayunga, 2007) and provided the social infrastructure which was utilised during disasters, suggesting the importance of developing these networks prior to a disaster has happened in order to develop resilience.

The community data highlighted the different contexts associated with different disasters, suggesting each disaster had a different combination of institutional logics, which was also influenced by the temporality of the disaster and what phase of the Disaster Management Cycle the community was in. This also influenced the community logic (Georgiou & Arenas, 2023), with levels of trust and reciprocity changing during different times of the events, such as the allocation of funds in the LR community group and the resulting community rift. In the recovery phase of the flooding, the LR group were actively developing their community resilience, whereas the HR group were still in their disaster and did not have the capacity to develop their resilience. This suggested that the recovery phase of a disaster is a crucial time to develop responsive community resilience (Nofal & van de Lindt, 2022). This was noted in the literature review, with the incorporation of new learning modes and an institutional review within the Double Loop Disaster Management Cycle (O’Brien et al., 2010). The increased focus on building resilience in the recovery phase of a disaster can be linked to PMT, with the community’s threat and coping appraisal at its highest as they have just experienced it. 

Chapter 6 also highlighted the different community and organisation experiences, with the LR community being critical of agencies but developing linking social capital (Carmen et al., 2022; Sanyal & Routray, 2016), and the HR community group actively avoiding interaction with agencies. This highlighted the importance of developing relationships with communities prior to an event and building the linking social capital to develop trust with the community.

The final element examined in the community data was the role of social media and how the community used the platforms. While the LR group utilised social media to facilitate the building and development of their community network, the HR group were affected by the digital divide, with community members struggling to afford or access the technology and services required to engage online. Thus, creating a challenge for SYFR to engage with the most vulnerable members of the South Yorkshire community via social media.

[bookmark: _Toc153488337][bookmark: _Toc156227663][bookmark: _Toc159424120][bookmark: _Toc193367268]7.3: Contributions
This project contributes to the literature in various ways, including methodologically, empirically, and theoretically. Methodologically, this thesis contributes to the transdisciplinary literature. There is a growing acknowledgement that to work towards solutions for large societal problems there needs to be co-production and collaboration between various sectors, including academic and practitioner (Klag & Langley, 2023; Cunliffe & Pavlovich, 2022). This project was created and designed in partnership with SYFR, enabling a co-production of knowledge with an English FRS which has not been seen in the literature before. This thesis builds on the methodological literature through the use of institutional ethnography  being conducted from the standpoint of an FRS communications team and the use of remote methods due to social distancing restrictions during COVID-19. This thesis will hopefully encourage future research projects to develop and utilise this approach with other FRS and blue-light agencies, not only supporting a greater examination of the role of institutions in the daily lives of workers, but also by embedding impact within projects via an enhanced sense of institutional agency within their future communication strategy. 

Empirically, the contributions focus on the research being conducted with a FRS. Firstly this project added a new empirical example to the PIC literature, examining how an FRS created and assessed their own campaigns and through examining whether these assessments were accurate. Examining the use of PICs for community resilience is also an empirical contribution to the community resilience literature. Assessing the use of PICs and SYFR’s wider risk communication strategy provided a contribution to the FRS, social media, community resilience and disaster literatures by examining whether social media can be used to develop resilience, which has wider implications for future policy as discussed in section 7.4. 

This thesis also contributed to the institutional logics literature by examining the role of institutional logics within a UK FRS, which is the first study of its kind. It examined how societal and field level logics can influence and shape the operations and strategy of a FRS. This institutional plurality has not been examined for a FRS, and as such is a contribution to the empirical literature. Building upon the empirical literature examining FRS is of importance due to the growing NPM and neoliberal pressures on public sector agencies such as the FRS, as understanding these processes can better support active transdisciplinary partnership between academic institutions and practitioner organisations. This has practical implications for organisations such as SYFR as it can support them to develop strategies and solutions to combat future demands and challenges that they will face, such as the growing threat of disasters due to climate change.

The research conducted with the communities also provided contributions to the literature. It assessed the different experiences held by communities in South Yorkshire and the challenges they face in engaging with organisations with a specific focus on developing linking social capital prior to an event and its impact on their sense of resilience. 

This project contributed to the theoretical literature through the combination of institutional theory and communication theory. The blending of these two theories to examine how and why an organisation communicates adds to the literature surrounding institutional messaging. 

[bookmark: _Toc156227662][bookmark: _Toc159424119][bookmark: _Toc193367269][bookmark: _Toc153488336]7.4: Implications for future policy 
The findings from this thesis suggest that for social media to be fully utilised for CDR, there needs to be an understanding of the audience at risk, the risks they are facing, their relationships to organisations, and their use of social media. 

With these findings and conclusions in mind, what can agencies such as SYFR do to further support communities to develop CDR, both on social media and in offline environments? First, there needs to be an acknowledgement that community resilience is a vast concept, and one organisation alone cannot create community resilience, but they can work towards elements of resilience. However, for this to happen there needs to be a shared understanding of resilience, either bouncing forward or back or viewing resilience as a process or an outcome (Fenxia, 2022; Cox & Perry, 2011; Norris et al., 2008; Mayunga, 2007). Collaboration is stipulated in the CCA (2004) which created a statutory obligation for organisations to collaborate and support communities (Murphy & Greenhalgh, 2018; Murphy, Greenhalgh, & Parkin, 2012), however, it appears that the LRF’s primary focus is on proactive resilience (Carmen et al., 2022) in terms of organisational response, as they do not have a statutory obligation to promote community resilience (Cabinet Office, 2013).

Within the LRF, there is a division of responsibilities linked to governmental institutional logics, such as the EA’s responsibility to warn and inform of flooding, and the FRS to prevent fires, which suggests a disaggregation of the disaster management sector due to NPM logics (Svärd, 2019; Coule & Patmore, 2013; Hood, 1995). While this disaggregation may be required for efficiency, there needs to be more of a focus on the multifaceted nature of community resilience, and the need to include a range of community stakeholders within discussions of resilience. 

Community engagement by FRS is encouraged, such as the HMICFRS and their encouragement for FRS to include the community voice in a variety of different aspects of their work. However, while central government is developing a normative logic for increased community engagement, there are not the resources or guidance to support this increase in engagement. As noted in the literature review (chapter 2), between 2010 and 2020 the central government funding for the FRS reduced by £137 million (Waring, Bromley, & Giles, 2022). To conduct the level of community engagement required to support CDR, there would need to be additional funds and capacity built into the FRS budget.

This research suggests that for organisations such as SYFR to support communities to develop community disaster resilience via social media, there needs to first be a building of rapport, trust, and linking social capital with communities. The HR group noted the fear of outsiders, suggesting that this change and rapport needs to be built from within the community. For the FRS this could be conducted by firefighters who have community engagement within their job description, however, while the regulative institutional driver is present, the cultural cognitive elements of the institution have not caught up yet, with push back from some firefighters and the FBU for role changes within their profession. 

Once this foundation of trust and rapport has been created there needs to be an assessment of the community’s assets (physical and social) as well as the risks that they are facing. From this stage the risk communication could be designed and structured around the community, supporting the development of threat and coping appraisals. While this would be the idealised plan, organisations such as SYFR do not have the resource or the capacity to take on this role. Creating an institutional challenge for SYFR who have the drive and logics to support communities, preventing fires and saving lives, but without the resources needed to prevent the structural disasters from happening. 
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This project had a series of limitations, some due to COVID-19, and others due to the research approach and method. This section provides an overview of these limitations. 

The data collection for this thesis began in 2019, which means that it was greatly impacted by the COVID-19 pandemic and social distancing restrictions which took effect in 2020. Prior to the COVID-19 lockdowns, I had been visiting SYFR’s headquarters and had been building a relationship with the Communications team and other departments in SYFR. However, when the lockdown was announced I had to change my research plans. Due to the collaborative nature of the project, I had developed a strong relationship with members of SYFR prior to the lockdowns. This meant that the data focusing on SYFR and their operations was able to fully engage and answer the research questions. Sadly, I had not been able to develop a relationship with the communities prior to the lockdowns, which meant this element of the project was greatly impacted.

My initial plan for the research was to conduct a Participatory Action Research project (PAR), working with a series of communities across South Yorkshire and conducting a detailed analysis of their perceptions of their community resilience. I had been planning to conduct Futures Workshops, which would have brought key stakeholders together to discuss community resilience and try and develop collective action from these events. I was unable to do this due to not being able to visit the community sites and build rapport with the wider community prior to data collection. Thus, the community element of this research had to be reduced considerably as I was only able to recruit participants from social media, which meant I was not able to analyse the impact of the digital divide in detail. 

Due to the time constraints of the PhD, and not knowing if social distancing measures were going to ease, I pivoted the community project to recruit people online. As discussed in the methodology, recruitment for these community sessions was incredibly difficult, with very little engagement to my social media posts. While I was only able to recruit 2 participants for the focus groups, I felt incredibly grateful to have anyone engage in the research, especially due to the timing of the research and the growing fatigue of online meetings. During the data collection, and the COVID-19 lockdowns, it was not clear whether “normal” life would be able to resume, therefore I had not planned to conduct additional community research. When the lockdowns ended and people were more confident to socialise indoors, I was then pregnant and told to self-isolate due to the high-risk nature of my pregnancy (twins). This meant that in the time frame of the PhD, I was unable to conduct additional in-person research. 

There were also limitations to the research related to the data collection. One example of this was with the social media data. 
 Initially, I had wanted to collect data from Facebook, due to its popularity within communities for organising and communicating, however, this was not possible due to Meta’s strict policies on research conducting on its platforms. This meant that I had to collect data on Twitter instead, which although used by community members, research suggests that it is not as popular as Facebook (Ofcom, 2022). Another limitation of Twitter data was discussed at length in Chapter 3 including the challenges of using the self-declared account locations as location data. The following section explores how this limitation could be mitigated with further research.

Another limitation of the research was the small sample size of the focus groups. As this project was focusing on community resilience there could have been more community voices. While this project was using an interpretivist approach it would have been beneficial to get a greater sample. The data collected was predominantly from white women, which the research suggests have the highest levels of community belonging (Spialek & Houston, 2019). The research highlights the importance of an intersectional approach to community work (Spialek & Houston, 2019; Pfefferbaum, Pfefferbaum, & Van Horn, 2018; Ripberger et al., 2014; Sellnow & Sellnow, 2010). The self-selection of white women could indicate that the approach to recruitment could have been flawed. The post focused on “your community” which means people will have only signed up if they already had a sense of community identity. Any future studies would benefit from framing the recruitment materials around a geographical location rather than “community”.  While this data is limited, it still supports research question three (who is engaging with SYFR’s content on social media and what implications are there for community resilience?) as it provides some contextual information for the communities as well as the participants interpretation of their community’s resilience. 

The aim of this research was to critically evaluate the use of social media and its ability to develop community disaster resilience (CDR). While the community data and social media data was limited, the thesis was still able to evaluate the use of social media. It would have been beneficial to included additional community voices, however the criticism of social media use for community disaster resilience was still evident from the data collected.
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Throughout this research there have been areas that could lead to further research. First, further research could be done examining the social media accounts of SYFR, due to the limitation of time and scope within this project, an in-depth analysis could be conducted of SYFR’s followers on their different social media platforms. This research could examine who is following their accounts, and then conduct a deeper qualitative study to assess if there is a link between their PIC and risk communication and any self-reported behaviour change. 

Second, due to the limitations from COVID-19, further research could be conducted with the communities of South Yorkshire. A Participatory Action Research project could be conducted to view community resilience from the perspective of the communities. This research could assess the risk communication they receive from a wider range of stakeholders, and then bring together all the community stakeholders to develop a plan to support the development of the community’s resilience.  Conducting research starting with the community’s perspective would enable an assessment of the role of the digital divide on community engagement, as well as if, and how, risk communication is shared with them via offline methods. 

More widely, research could be conducted into the role of Local Resilience Forums, and if any LRFs across the UK are conducting risk communication with their surrounding communities. This research could examine any barriers or challenges associated with conducting this level of community engagement, which could be then used for future policy change. 
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This chapter has provided a summary of the thesis, drawing out the main findings and themes which have been interpreted within this research. It delved into the research aim and questions and suggested that social media can facilitate the development of community networks which support the building of community resilience. However, agencies such as SYFR must be mindful of communicating on social media, due to the digital divide, as well as the challenges associated with linking a communication strategy to the business model of the social media companies. This thesis highlighted that community resilience is such a large and amorphous topic that linking risk communication from one agency to a community’s resilience is extremely challenging.

This chapter noted implications for future policy, including an increase in collaboration between agencies working toward the community’s resilience, not just the resilience of the LRF agencies. This then led into sections exploring the contributions and limitations of this project, and finally ending on suggestions for future research.

This thesis has examined how, and why, SYFR communicates risk via social media and whether it can impact a community’s resilience. One of the larger themes of this research was the larger institutions which influenced this, namely the role of state and the growing influence of neoliberalism. This research has examined the impact of neoliberal policies and the consequent vulnerability of a community.  There is an increased risk of disasters for the future  with climate change increasing the risk of hazards, such as flooding and droughts (IPCC, 2022; Bosomworth, 2018), combined with increased population putting pressure on resources (Robards, 2022). This suggests that while community engagement is more costly and time consuming, it is important to invest in our communities to limit the future challenges that they may face.
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	Participant
	Date of interview
	Length of interview
(minutes)
	COVID-19 restrictions

	











SYFR
	Communications team member interview
	29.11.19
	30
	Prior to COVID-19

	
	Community Safety Officer interview
	20.07.20
	35
	Minimal lockdown

	
	Emergency Planning Officer interview
	10.12.20
	65
	Tiered lockdowns

	
	Campaign Manager interviews
(7 interviews: 2 – in person (2019), 5 – telephone)
	07.08.19
	67
	Prior to COVID-19

	
	
	29.11.19
	30
	Prior to COVID-19

	
	
	23.03.20
	21
	Lockdown 1

	
	
	21.04.20
	28
	Lockdown 1

	
	
	29.06.20
	38
	Social distancing (rule of 6)

	
	
	06.10.20
	38
	Social distancing (rule of 6)

	
	
	29.11.20
	28
	Lockdown 2

	
	Strategic manager interviews
(12 interviews: 2 – in person (2019), 10 – telephone)
	30.07.19
	33
	Prior to COVID-19

	
	
	25.11.19
	49
	Prior to COVID-19

	
	
	20.03.20
	21
	Lockdown 1

	
	
	03.04.20
	22
	Lockdown 1

	
	
	15.05.20
	34
	Lockdown 1

	
	
	23.06.20
	27
	Social distancing (rule of 6)

	
	
	07.08.20
	
	Minimal lockdown

	
	
	18.09.20
	45
	Social distancing (rule of 6)

	
	
	30.09.20
	22
	Social distancing (rule of 6)

	
	
	08.10.20
	11
	Social distancing (rule of 6)

	
	
	23.11.20
	26
	Lockdown 2

	
	
	21.04.21
	40
	Leaving lockdown

	
	
	22.09.21
	33
	Restriction ended

	
	Progress meeting (SM + supervisors)
	2019
	66
	Prior to COVID-19

	
	
	2020
	43
	Prior to COVID-19

	High Risk Community
	Community workshop
	24.06.21
	74
	Leaving lockdown

	Low Risk Community
	Community member interview
	01.11.21
	49
	Restriction ended

	
	Community workshop
	17.11.21
	60
	Restriction ended


[bookmark: _Toc193367276]Appendix 2: Information Sheet
Participant Information Sheet
03.04.20

1. Research Project Title
Social media and community disaster resilience: a process-based study of South Yorkshire Fire and Rescue.

1 Invitation paragraph
You are invited to participate in a research study which looks at the role of social media in community disaster resilience. Before you decide whether to participate, it is important for you to understand why the research is being done and what it will involve. Please take time to read the following information carefully and feel free to ask me if you would like more information or if there is anything that you do not understand. I would like to stress that you do not have to accept this invitation and should only agree to take part if you want to.

Thank you for reading this.

2 What is the project’s purpose?
This PhD study will be looking at how the Fire and Rescue Service and the surrounding communities in South Yorkshire use social media platforms to develop community resilience to disasters. 

3 Why have I been chosen?
The research aims to gather information and opinions from individuals from South Yorkshire, to better understand how organisations and communities interact online and offline. As a member of the South Yorkshire community, your opinions and ideas are relevant to the study.

4 Do I have to take part?
It is up to you to decide whether or not to take part. If you do decide to take part, you will be given this information sheet to keep (and be asked to sign a consent form). You can withdraw at any time during the project without any negative consequences, however when the anonymised data has been deposited into the UK Data Service data repository it will not be possible to withdraw your data.  If you want to withdraw from the project you do not have to give a reason. If you wish to withdraw from the research, please contact Alex Ricketts (aegricketts1@sheffield.ac.uk)

5 What will happen to me if I take part? What do I have to do?
If you choose to take part in the research, you will be invited to attend an interview or workshop, either in person, on the phone, or using an online video software, such as Skype or Zoom. The information collected from this session will then be used within the researcher’s PhD thesis, and associated publications, such as journal articles and conference proceedings.

6 Will I be recorded, and how will the recorded media be used?

If you are happy to be recorded, the recording will be transcribed and analysed by the researcher (Alex Ricketts) using NVivo or NVivo transcription. The recordings will be stored in a format protected by passwords or in a locked space. The recordings made during this research (interview or workshop) will be used only for analysis and for illustration in conference presentations and lectures. No other use will be made of them without your written permission, and no one outside the project will be allowed access to the original recordings. 

7 What are the possible disadvantages and risks of taking part?
Participating in the research is not anticipated to cause you any disadvantage or discomfort. No potential physical or psychological harm or distress is expected. 

8 What are the possible benefits of taking part?
While there are no immediate benefits for those people participating in the project, it is hoped that this work will help to improve the understanding of community disaster resilience within South Yorkshire.

9 Will my taking part in this project be kept confidential?
All the information that we collect about you during the course of the research will be kept strictly confidential and will only be accessible to members of the research team.   You will not be able to be identified in any reports or publications unless you have given your explicit consent for this. If you agree to us sharing the information you provide with other researchers (e.g. by making it available in a data archive) then your personal details will not be included unless you explicitly request this.

10 What is the legal basis for processing my personal data?
According to data protection legislation, we are required to inform you that the legal basis we are applying in order to process your personal data is that ‘processing is necessary for the performance of a task carried out in the public interest’ (Article 6(1)(e)). Further information can be found in the University’s Privacy Notice https://www.sheffield.ac.uk/govern/data-protection/privacy/general.

11 What will happen to the data collected, and the results of the research project?
The data collected will be transcribed and analysed by the researcher (Alex Ricketts) using NVivo or NVivo transcription. The anonymised data will be accessible to members of the research team for the duration of the project. After the project has been concluded the anonymised data will be deposited in the UK Data Service data repository so it can be used for future research and learning. 

Due to the nature of this research it is very likely that other researchers may find the data collected to be useful in answering future research questions. We will ask for your explicit consent for your data to be shared in this way.

12 Who is organising and funding the research?
This research is being organised by the researcher who is funded under the White Rose Doctoral Training Programme, supported by the Economic and Social Research Council.


13 Who is the Data Controller?
The University of Sheffield will act as the Data Controller for this study. This means that the University is responsible for looking after your information and using it properly. 

14 Who has ethically reviewed the project?
This project has been ethically approved via the University of Sheffield’s Ethics Review Procedure, as administered by the Management School.

15 What if something goes wrong and I wish to complain about the research?
If you would like to raise a complaint please contact the lead researcher (Alex Ricketts), or the Primary Supervisor (Dr Martina McGuinness).

[bookmark: _Hlk501377071][bookmark: _Hlk501377070]Lead researcher	                                                               Supervisor 
Name: Alex Ricketts	                                                                             Name: Dr Martina McGuinness
Email: 	xxxxxxxxxxxxxxxxxxxxx                                                            Email : xxxxxxxxxxxxxxxxxxxxxxxxxx 
	                                                                                                  Work Telephone: xxxxxxxxxxxxxxxx

If you feel that your complaint has not been handled to your satisfaction, please contact the Dean of the Management School (Professor Rachel Finn).

Dean of the Management School
Name: Professor Rachael Finn 
Email: xxxxxxxxxxxxxxxxxxx
Phone number (Reception): xxxxxxxxxxxxxx
Address: Sheffield University Management School, Conduit Road, Sheffield, S10 1FL

If your complaint relates to how the participants’ personal data has been handled, information about how to raise a complaint can be found in the University’s Privacy Notice: https://www.sheffield.ac.uk/govern/data-protection/privacy/general.

16 Contact for further information

If you have any additional questions or comments, please contact the lead researcher or the primary supervisor.

Lead researcher	                                                               Supervisor 
Name: Alex Ricketts	                                                                             Name: Dr Martina McGuinness
Email: 	xxxxxxxxxxxxxxxxxxxxx                                                            Email : xxxxxxxxxxxxxxxxxxxxxxxxxx 
	                                                                                                  Work Telephone: xxxxxxxxxxxxxxxx
17 Copies of your documents

You will be given a copy of the information sheet and, if appropriate, a signed consent form to keep.

Thank you very much for taking part in the project.



[bookmark: _Toc193367277]Appendix 3: Consent Form
Social media and community disaster resilience: a process-based study of South Yorkshire Fire and Rescue
	Please tick the appropriate boxes
	Yes
	No
	

	Taking Part in the Project
	
	
	

	I have read and understood the project information sheet dated 03.04.20 or the project has been fully explained to me. (If you answer ‘No’ to this question please do not proceed with this consent form until you are fully aware of what your participation in the project will mean.)
	
	
	

	I have been given the opportunity to ask questions about the project. 

	
	
	

	I agree to take part in the project.  
	
	
	

	I understand that taking part in the project will include semi-structured interviews - either in person, on the phone, or using an online video software, such as Skype or Zoom
	
	
	

	I understand that taking part in the project will include attending and participating in workshops - either in person, on the phone, or using an online video software, such as Skype or Zoom
	
	
	

	I understand that taking part in the project will include being recorded via audio.
	
	
	

	I understand that taking part in the project will include photos being taken of any work I share or produce in interviews or workshops.
	
	
	

	I understand that my taking part is voluntary and that I can withdraw from the study at any time; I do not have to give any reasons for why I no longer want to take part and there will be no adverse consequences if I choose to withdraw. 
	
	
	

	How my information will be used during and after the project
	
	
	

	I understand my personal details such as name, phone number, address and email address etc. will not be revealed to people outside the project.
	
	
	

	I understand and agree that my words may be quoted in publications, reports, web pages, and other research outputs. I understand that I will not be named in these outputs unless I specifically request this.
	
	
	

	I understand and agree that other authorised researchers will have access to this data only if they agree to preserve the confidentiality of the information as requested in this form. 
	
	
	

	I understand and agree that other authorised researchers may use my data in publications, reports, web pages, and other research outputs, only if they agree to preserve the confidentiality of the information as requested in this form.
	
	
	

	I give permission for the transcripts and materials shared or created in the sessions that I provide to be deposited in the UK Data Service data repository so it can be used for future research and learning
	
	
	

	So that the information you provide can be used legally by the researchers
	
	
	

	I agree to assign the copyright I hold in any materials generated as part of this project to The University of Sheffield.
	
	
	

	
	
	

	Name of participant  [printed]
	Signature
	Date

	
	
	

	Name of Researcher  [printed]
	Signature
	Date




143
290
image3.png
Organisational Structure

o
South Yorkshire

o oo | FREARESCUE
Delivery.
T 1
Gt ) (pengotsant] (1T 80080
[ soee [
o —
i, |
Making
SOUTH
VORKSZ:E
SAFER
STRONG





image4.jpeg




image5.png
( ® Risk

communication

® Risk
communication

Response

e Crisis e Crisis
communication communication





image6.png
Citizen control

Degrees
of

Delegated power
citizen power

Partnership

Placation

Degrees
of
tokenism

Consultation

Informing

Therapy

Nonparticipation

Manipulation





image7.png
New aming Emerging approach o disaster
management with focus on

pre-disaser planning
Resience Energent uradiam
ilding - changing word view

S

Produced
[EtSt—

Transionsnd
Icaming zo0¢
Conine rsine
emergncy vens,
Response
Migaion andreeovery
Routinesngieoop Conventional disaster

eaming. management cycle

~— Prparcdnss +—




image8.jpeg
Government Representatives,
Authority Figure, NGOs.

Bridging

' Social Capi
Community Member (betiween two comn
unities)

Bonding Social Capital
(within community
members)

Community A Community B





image9.png
Flood Forecasting Centre
@FloodForecasts

Working partnership between UK's @MetOffice & @EnvAgency providing flood risk
guidance for England & Wales. This is a monitoring account only. (... ;5. 4%

© Exeter @ gov.uk/government/org... E) Joined August 2011
674 Following 2,326 Followers

@D Followed by Juliet, Environment Agency, and 2 others you follow

Posts Replies Media Likes

11 Flood Forecasting Centre reposted

Met Office & @metoffice - Aug 18

The satellite 5, and radar sequence shows the showery outbreaks of rain
 which have been spreading northeast today

Some thundery downpours ... developed, mainly near to the English
Channel coast

#StormBetty is gathering to the southwest

= Met Office





image10.gif
ncerpresism

scholsrsnip

Transdisciplinary

approach

Data collsction

outh vorkehire

Conferances o Semistructura

bk Obsarvations




image11.png
X Edit profile

Name
Alex Ricketts

13/50

|

Researching #socialmedia #communityresilience #disasters ~ *
#fireandrescue. @WRSSDTP forum rep & Women's
Champion. ol |

155/160

Location

Sheffield, England

Website
https://www.womeninacademia.org.uk/





image12.png
All Dwelling Fire Rate + ( All Dwelling Fire Casualty
Rate x 4) + (Mosaic Based Fire Rate x 2)





image13.png
South Yorkshire
FIRE & RESCUE

201

7

or —
OLDER PEOPLE KITCHEN FIRES

JAN | FEB MAR APR | mMaAY JUN AUG SEP oct | Nov DEC
[SATURDAY. Gariens i T
|sunpay = z 1 = 1
MONDAY 1 3 ousha w1 2 2 ottty
TUESDAY 1 Mo Yo oy 2 “ 'z 3 1 o Pt Doy 3
WEDNESDAY 3 1 5 cwre |3 4 2 “
THURSDAY 4 2 6 | & 1 5 3 5
FRIDAY 1 1 5 8 7 I's 2 6 4 1 6
|SATURDAY 2 2 8 4 8 |8 8 2 5 2 7
|SUNDAY 3 £ {2 5 (bt O Dot V7 D 8 8 Gudorenti Doy 3 8
MONDAY swossims |4 4 8 6 | frmnien 10 8 5 [N - K . 1)
TuEsoAY I o 7 | bl 11 5 . R .
== s 8 Akt 10 8| 2 10 7 1 o 8 1
THURSDAY |10 7 7 1 o 18 1 s 12 7 12
== 11 s 8 ity 12 10] 10 12 o 1 8 1
|saTurDAY |12 D D 13 1’ 15 13 10 1 D 1
|sunpay. 13 10 10 14 fuits 12 Gudialy 16 14 " 15 15
MONDAY 14 n n 15 13 7 15 12 Camie 16 16
Tuespay |15 2 2 16 A monn |18 16 13 7 7
WEDNESDAY  [16 13 13 7 MBIl A==" | 8 7 14 18 18
THURSDAY 17 14 Wbty 14 18 16 | 20 Gopets 18 16 fuke bt 19 10
FRIDAY 18 15 15 19 Geutrrdey AT v 21 19 16 20 20
|saTuRDAY |19 16 16 20 18 22 20 a7 21 21
|SUNDAY 20 7 A7 QhwidiDey 21 GsmGody 19 FT 23 21 18 22 2
MONDAY 21 18 T —y 20 R 2 19 23 2
Tuesoay |22 1 19 23 @lmily 24 25 2 20 2 o I 24
WEDNESDAY  [23 20 Am 20 2 2 2 2 2 2 #9225 ey
THURSDAY |26 21 21 25 2 27 25 2 2 | 26 sy
FRIDAY 25 2 2 26 24 » 2 23 27 | 2
|saTURDAY |26 23 23] 27 25 20 27 2 28 | 28
|SUNDAY 27 et it 28 24" 28 26 30 28 25 20 ik e Your | 27 Doat 24 v 20
MONDAY 28 25 2 20 M= g 2 2 0 28 25 20
Tuesoay |8 26 2 30 28 30 27 2 2 3 Mo Horte
WEDNESDAY  [30 27 27 2 31 28 30 27
THURSDAY  [31 28 28 30 20 3N b 2B
FRIDAY 20 30 20 e
|saTuRDAY 20 81 30
|SUNDAY. 31





image14.png
>

uTH
YORKSHIRE

2020

: 3
i g
N
$
x
S
A
Sy €
g
NE
i~
SR
Aﬂ”
NE
4k
<
N
e
&

Firee > I (Deln'éeratc fire rcttiugj c Businece

orted where poccible

Cooking

aigne that chould be ¢

trical fire cafety S C

¢ Elee

Thege are national ¢





image15.png
CAMPAIGNS CALENDAR 2021

FEBRUARY

Moking

SOUTH
YORKSHIRE
SAFER
STRONGER

EEEF [

¥
i
¥
1

1

HEEDEEEEEEHENNEEEHE

8

liluzusu!

T[E[E[E[E[E[5]%

[E[E[R[E[B[E[E[S[%[®

Saaa8aaauag





image16.jpeg
yiire govauk/reports,

SouthYork. | B RS Livi
g 8 050891 epors e » D
vie- x & RSIVE

) Tuitter

No. of Incidents  Deliberate primary  Deliberate primary ~ Deliberate

22 (excluding vehicle fires)  vehicle fire  secondary fre | Deliberate Fires Analysis
9 609 o
SYFRDistrict B X
R Disti ©  Station Name Lol Authorty(T) WordNeme

<

All Al - :
@ rerre

o sermoa e 08

e A6l .

Incidents by Shift

g Day Shift :
o e2ig ncidents by Hour

Incidents by

Year

Incidents by Day

v 2 7 09 =
. 519
Treescru nchudes s
k | i} |
4 g o
-
<
X K

Grassland, pasture, grazing

Incidents by Street

Year ©2019





image17.jpeg
1vms syfire.gov.uk/reports/vie

fSounYor. ¥ wsive

8 Rwswaon

No. of Incidents

289

SYFR District

Station Name

& All ~ All <

Ignition Source

Year ®2018

Electricity supply -
Not known

Naked flame - Light

Electricity supply -
Matches and cand.

Smoking related - C

Smoking related
Cooking appliance
Industrial equipme.
Heating equipment

Cooking appliance

Cause of Fire

Heat source and co.
Fault in equipment
Fauity fuel sUpply =~

(Overheating, unkno_

@ WRsuvE

Non Domestic Fire Anal)r/sisw

® Local Authority

All

Alarm Present

Not Known
108373

Top Property Types
Year @2

Incid

b All v

jents by Year, Month, & Week

) Twitter 0

(@) Posteode

Search

Ward Name

N1 1RE

Incidents by Hour

Yes
181 (626.)

.
-l

ok-ro Not  bis et SRR

Viible  appiica. locked M""‘;“ o

concems




image18.jpeg
50

0 R
& o <& & &3
\a& <(€°‘\> W W A\
.
Incidents by Occupancy Y @ 0 ;
Year 2018
Inciden
>0 500
9 % 1
re I A oo
Lone Lone Couple Lone Couple 3or Not Couple Other 3or 0
pers... pers... with... pare.. both... more... known one... more...

Contents Page Incident Overview Primary Fires Analysis




image19.png




image20.png
Count

SYFR Followers - Top Locations

Not Declared -

Sheffield, South Yorkshire -
Doncaster, South Yorkshire -
United Kingdom -

England, United Kingdom -
Bamsley, South Yorkshire -
Rotherham, South Yorkshire -
Yorkshire and The Humber, England -
London, England~

South Yorkshire -

Leeds, England -
Manchester, England -

North West, England -

Hull, England -

West Yorkshire -

Chesterfield, England -
Nottingham, England -
Wakefield, England -

York, England -

East Midlands, England -

5000 10000
Location




image21.png
SYFR Twitter Followers

® 1000
® 2000
@ 3000
® w0
@ s000




image22.png
Latitude

60-

SYFR Twitter Followers - UK

it

Harabu
¥

Amsterdam
2
Nihtance
e goa
geiom L.
Loy

2 i e

22205, Gl kot s

a0 0ta £2920 Gecses,
-10 0 10
Longitude

n
® 1000
® 2000

® 3000
@ 000
@ 5000




image23.png
SYFR Twitter Followers - South Yorkshire

=t

Sefimione o
7 ok

® 1000
® 2000
® 3000
@ 000
@ 500




image24.png
Location

Mentions of @SYFR - unique locations

Yorkshire and The Humber, England -
York-

West Hartford, Cramlington -
United Kingdom -

UK &lreland -

South Yorkshire -

Sheffield, South Yorkshire UK -
Sheffield, South Yorkshire -
Sheffield & Derbyshire -
Rotherham, South Yorkshire -
Rochester, Kent-

Right Here Right Now -

Not Declared -

Northern Ireland -
Moreton-in-Marsh, England -
Hove, West Sussex-
England, United Kingdom -
Doncaster, South Yorkshire -
Coventry -

Copenhagen, Denmark-
cheshire -

Bolton, England -

Bamsley, South Yorkshire -

50

s
&
3

Number of accounts




image25.png
Location

SYFR Followers - Top Mention Retweet Locations

Not Declared -

Sheffield, South Yorkshire =

Rotherham, South Yorkshire -

Bamsley, South Yorkshire =

South Yorkshire -

Doncaster, South Yorkshire -

United Kingdom -

Moreton-in-Marsh, England -

England, United Kingdom -

3

Number of accounts




image26.png
Social media performance [

PERFORMANCE STATISTICS

NEW FOLLOWERS o

@ e T -ﬁ
2019

800k am ¢

INTERACTIONS





image1.png
The
University

Sheffield.





image2.png




