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WHY COMMUNICATE?



THE WHY?

•Risk prevention

•Crisis happens…be prepared!

• If you don’t communicate - someone will 
communicate for you

•Your agency has relevant information 

•Proactive is better than reactive



RISK PREVENTION

•Learn about potential issues before 
they become a crisis

• Implement solutions to problems with 
early identification

•Reduces claims

•More likely to have customers 
engagement / buy in



CRISIS HAPPENS

•Crisis can be in all forms: 

1. financial malfeasance

2. sexual harassment

3. labor relations

4. incidents can become larger

5. employee death



IF YOU DON’T COMMUNICATE –
SOMEONE WILL DO IT FOR YOU

•“No Comment” = admission of wrong-
doing/guilt

•Voids cause media and customers to fill 
in the blanks

•Do not give up your right to tell your own 
story



• Board members love to feel pride about their 
agency

• Employees love to feel pride about their 
agency

• Customers love to feel pride about their rates 
going to responsible organizations

• There IS a return on investment!

BECAUSE YOU HAVE GREAT NEWS!



PROACTIVE COMMUNICATIONS VS.

• Proactive = controlled communications

• Reactive = someone else is in control

• Builds awareness

• Sets expectations for customers 

• Raises your organization’s credibility

• Creates positive public perception

• Increases customer trust 



THE DREADED…
PROPOSITION 218 NOTICES



Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep

Workshops & Pre-Design

2/16 – Board Selects Rates

3/6 – 4/20 45 Day Notice

4/20 – Hearing to set Sewer Service Charge

6/1 – Public Budget Meeting

DEVELOP A CALENDAR

7/20Place SSC on Tax Rolls



DETERMINE YOUR KEY MESSAGES

• Aging Infrastructure 

• Long-term Planning

• Environmental and
Regulatory Requirements



TELL YOUR STORY

Remind
customers who you are and what 

you do for them

Share your previous successes 

Build trust with your customers

Communicate your agency’s vision/messages 

Explain why you need a rate increase 

Commit
to customers what you will do with 

additional monies



PERSONALIZE YOUR AGENCY



DEVELOP VISUALS - SERVICE AREA



VISUALS: WHAT DO I GET?



VISUALS: WHAT DO I GET?



VISUALS: WHAT DO I GET?



WOULD YOU READ THIS? OR…



WOULD YOU READ THIS?



AVOID JARGON

Force Main

Hydro

Lateral



SUMMARIZE THE TAKEAWAYS



EVENTS! THEY ARE HARDER

THAN YOU THINK



WHY HOST AN OPEN HOUSE?

• Customer research indicated a need to build 
connection with our brand/services

• Positive connection before major infrastructure 
improvements/rate increases

• Engage your customers with interpersonal 
contact - they are 70% more likely to be 
supportive of your work



EXCELLENCE IN COMMUNICATIONS

• Treat communications work like other Central San 
work

• Include strong strategic communication 
plan/metrics

• Implement a comprehensive communications 
strategy

• Focus on the uniqueness of your customer base



RECOMMENDED BEST PRACTICES

1. Develop a budget

2. Set clear goals/objectives: attendance, 
recognition, tours, branding/advertising & 
activities

3. Plan well in advance

4. Obtain Board/employee buy-in

5. Incorporate a theme



RECOMMENDED BEST PRACTICES

6.   Play to your agency’s strengths

7.   Include food

8. Anticipate safety hazards

9. Have staff represented volunteers, 
including the Management Team

10. Buy a one day extra coverage insurance       
policy

11. Have a fantastic Communications Team!



VIDEOS



OUR WORK NEVER ENDS


