
Context
• The City of Melbourne, which covers 37.6 square kilometres, is a 

dense city with a diverse population and up to one million daily visitors.
• A disruptive event is any displacement or discontinuity that  

prevents the normal functioning of the city, including emergencies, 
non-emergencies and planned events.

• Disruptive events challenge a citizen’s sense of safety and community.

Findings
• There is significant evidence of cross-agency collaboration during 

major events, but there is a growing need for increased data sharing.
• Population growth and the increased risk of simultaneous disruptive 

events are major challenges for emergency management.
• There is a need to shift from a “broadcast communications” mentality  

to targeted, personalised information, especially in the social media era.
• Personalised communication will help create more resilient, self-reliant 

communities.
• Melbourne needs to better understand its many diverse communities 

(both geographic and virtual) and the ways in which they communicate.
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Melbourne, Australia
The challenge: Develop a roadmap to help the City of Melbourne minimise the impact of  
disruptive events on health and safety, infrastructure, transport and economic activity. 

Vision
Use technology to deliver the right information to the right person at the right time, helping Melburnians  

become more resilient before, during and after disruptive events.

www.smartercitieschallenge.org

Executive summary

Expected outcomes

Improve planning to optimise  
on-site resources

Reduce event severity and 
improve recovery time

Maintain communications  
during outages

Reinforce coordination  
and collaboration among  

local agencies

Help all Melburnians  
increased their self-reliance 

during disruptive events

Minimise citizen distress by  
delivering clearer messages

Decrease community recovery 
time from disruptions, shocks 

and stresses

Summary of recommendations

Implement a personalised 
communication network using 

cognitive computing

Improve social media effectiveness 
during an emergency — both  

broadcast and response

Leverage social media  
analytics to learn and improve 

communications

Leverage technology to tap 
community intelligence and 

enhance cross-agency  
collaboration

Optimise IT infrastructure  
for high availability, in a  

prioritised manner

Leverage cognitive  
computing to reduce the  

impact of disruptive events

Enable fast and  
coordinated use of data  

across sectors
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