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PRESENTATION OVERVIEW

| What are you really saying?
I How are you saying it? (That’s your messaging.)
| Avoid ‘Ready. Fire. Aim.’

| Strategic communications - RPIE steps



Survey Insights



SURVEY INSIGHTS
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What complicated issues do you expect to be
communicating in the coming months/years?

WhyReplacing

Money Millage

WaterRates
WWTP

Responsibslel’a_rty
LeadLevels




SURVEY INSIGHTS

What is your biggest challenge when
communicating complicated issues?

message not clearly defined
8%

lack of time _
8%

02

Other _
15%

lack of
understanding
23%

lack of
__resources
46%

“Other” responses include:

Management
Funding
Citizens
Mistrust

“When the government says
that the water is safe, there
are some that will presume it
to be a lie. Not a big number of
people, but they can be the
most vocal.”




SURVEY INSIGHTS
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Who handles messaging and communications/
marketing in your city, township or village?

communications/

marketing other
director/manager/ _administrative
coordinator role
b 38%

city
managertownship
supervisor
1%



What are you really
saying?



WHAT ARE YOU REALLY SAYING?

THE BELIEF:
you are clearly

communicating

This door hanger was left in the mailbox



WHAT ARE YOU REALLY SAYING?

- ; - I got one. | haven't called. | "heard” If yrnu’re haouse 15
Read the information they direct you too on the tag -

nothing you will need to do it would be the state and not com pliant, tI“IE'y’ will replace them for You but your
it could be years - my 1941 home was fine - too about taxes will increase.
2 minutes ﬂ 5
: Like - Repl 1
oh ok! | didn't read that! e e

THE REALITY: Are they coming to look at the water heater? | keep
seeing pipes being dug up in front yards | was

o o °
m ISI nfo rmatlon assuming that’s what this might be related to?
Wa s re peated Did anyone else get one of these? I'm kind of nervous to find out

if they are compliant in our 1920’s home...
If they are not, is this something we have to repair or the city? Do
they have to dig up our yard to repair it? Planning for the worst.

It was just a guy from the city going door to door
putting them in mailboxes no knocking. | went out to
get it and he said the water dept needs to look at my

Not high on my priority list, | will do when | can fit water heater and then shrugged his shoulders like "I

them in...I've lived here 27 years, changed out house dunno” ) o

to copper then... this is not the first time they have We just got our water heater replaced within the last
done this, | already f...ing know | have copper pipes Like - Rep Year or two so | wonder if we'll need to have this done
and so do they..@ or if they have it on record from the inspection.

Like - Reply - 2h 7 = O

I'm unclear what they are looking at or looking for?

Like - Repnlv - 4w 10



WHAT ARE YOU REALLY SAYING?

COALITIONw~ END

CHILDHOOD
LEAD
POISONING

2714 Hudson Street » Baltimore, MD 21224
(410) 534-6447 or 800-370-5323
www.leadsafe.org

SorrY WE
Missep You

from the

Coalition To End Childhood Lead Poisoning

was here to see you on at
a.m./p.m.

Please call us to make another appointment.

Note/Comments:

Is Child Protective
Services coming
for my kids?

"



W
HAT ARE YOU REALLY SAYING?

Compl .
Icate .
ol to actiod issues require clear messagin
n, access to more informati o
ion

il

RoyolOok
COH’HUH“V
DEVELOP“ENT

Waoter Service Ind!
2020 Wam Main Impmvemems project

orry we missed you

Date of Notice:

h The ciy’s contractor wil B8 \nsiating new watet “otr—
main on your street s S Dﬂ\wumm« Under the S
Michigan Safe Drinkin: Act “Lead and

Copper Rue” e oty & obn;:lod 1o roplace o 0ad
d gaivanized waler sevices O private property 8t
b 70 cost 10 e property Ovee!

To avold another visit fom cty personnal, we e
asking residents 10 help us dl(em\me i your watet
sem:enscuvw plastc, galvanze: a of lead. Wi
we can determne if your watef

ce needs 0% be teplaced up fothe W aater meter

Le:
ad And Your Drinking Water

We are asking resicents 'O comglete e following
wep-form by Frieay warch 13, 2020

[a vist e websit
‘l www.romigovliesdiestiod
| 5. Chek Detorming  You Have 3 Lead

water Service Lne
| 6. Fotow te Instu Luctions an0 SUBMIt Your
| % esults WITH PICTURES through e
| wevste

For hewp of more \ntormation, cal 243-2463999 |
|
1 your pma«n water servico 1€ getormined to b |
gaivanzed of lead o wil be contacted wih more N
Y00 1 siso mal fare information

|
I i
1\!nmunumummm




Messaging



Every communications plan needs solid messaging

1. Overarching message, supporting messages . ... ... ........c..ciuiurennnnnnnnnnnn,

o Clear, concise, consistent, compelling,
compassionate

Keep complicated

o Reflects your goals and objectives - Issues
2. Proactive, not reactive uncomplicated

3. Define/deliver on the purpose — Education?
Call to Action?

o Simple everyday language

14



Start with the
6@ overarching message

Overarching message

#1

Supporting
Message

#2

Supporting
Message

#3

Supporting
Message

Facts/proof points
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Messaging should be proactive, not reactive

93

Legal Notices | Calendar

g News | YourCommunity | Sports | Feature

Homeowners speak on sewer backups, what to do
in aftermath

“[WRC] recently put out

a list of do’s and don’ts

for homeowners on how WETRO DETROIT — One of he scaret stuatons tat homeouners

they can minimize their s e it 01

risk of sewer backups.” Hameoumes e ) e et
C&G News article

By: Mike Koury | Metro | Pub

water up to people’s knees, even a small amount of water can bring
headaches and damage to & house.

The Oakiand County Water Resource Commissioner’s Office listed the
common causes of sewer backups as blockages in the sewer pipes,
intense rainfall and indoor plumbing problems.

The department recently put out a list of do's and don'ts for
homeowners on how they can minimize the risks of sewer backups.
The office stated that homeowners should find where the sewer pipe is
located in their home, hire a plumber to evaluate the sewer piping, add
a special endorsement to their homeowner's insurance policy to cover
damage from water backup and install 2 backflow prevention system.

The department advised against pouring fats, oils and greases down
drains; flushing wipes, diapers and feminine hygiene products down
the toilet; and storing valuables in the basement. It also suggested that e et sewes badk L e ke i
a prospective homeowner should get a comprehensive plumbing sienace"sh‘:'rmi o ?:\m :;z;‘m in'z ;;_"“’"

inspection done before buying a home and that homeowners explore oot provid Chris

o on inteastructure options to slow down or reduce the amount of

t Royal Oak resident Christie Siegel has been

WHAT IS

A SEWER BACKUP?




Define/deliver on the purpose
— Education? Call to Action?

® WRC Drinking Water Sampling Instructions:

W SOURCES COMMISSIONER
o Jint Nash

Q!WRC

SOURCES COMMISSIONER

Tim Nash
A Shared Responsibility \ With container 2 in the sink,
i \ hold bottle 1 under the faucet.
DN O S e S AN Open the cold-water foucet.
We're Committed to... If you have a single-handle
« Protectng pubic health and wellness. faucet, turn it entirely to cold.
< Provng gecterputhcecuaton Fill bottle 1 to the neck with

the first draw of cold water.
Remove bottle 1 from under the
faucet and allow container 2 to
fill to the black line. Place bottie
3 under the faucet and fill it to

|nmnm|mh«_mmqmnynmm-n.mw
should remember to do on a regular basis:

Access to quality water is an Open the bottles 1and 3 and

important topic as ever given place near the sink within reach. e e s
Remove and Clean Your recent current events such as
Aerator Every 6 Months. the Flint Water Crisis and the

coronavirus pandemic

The aeratar & thatsemen enthe endof
AL A 8 e ot e
and dean tevery sk

Complete and sign the form below
and place it and the containers in
the plastic bag. Call for sample

Pontiac Water A ffordabmty Coalmon

SAMPLE FORM

Flush Water that Has. Replace Faucets, Fittings pick-up at 248-452-9158 or
Been Sttting In Your Pipes. or Valves From Before 2014, 248-858-1441 with the date, your
Ovemight, water 5% stagnantin your ppes. And Even I merked Seadiree; fauets, Mirgs and

name, address and phone number.
\\ Place the plastic bag with samples
Y and the completed form outside

your front door for pick-up by

akiand County Water Resources Commissioner Jim Nash formally invites you to be  part of the Pontiac
certon 'Water . Water are on the rise given aging infrastructure and
working to meet the requirements of the Lead and Copper Rules. We are coming togither to advocate for
sustainability and affordability and to educate our community on the value of our drinking water.

Replace the lids tightly on bottles 1 and
9 Water affordability advocacy starts with water customers understanding what it is they are paying for. When 3 Dokir the Wt ot of contalner 2! a’xs&"zfﬂ;ﬁﬁ:r@z":w

the importance of the provision of water service is at the forefront of the community, the power of multiple Place bottles 1 and 3 (standing upright) b
voices Initiates changes. Changes are needed at the state and federal levels of govemment to e cortaines 2k lastic bo €.
provide funding for affordability programs to ensure everyone has access to drinking water. Without ahd contalner 2 in o plastic bag.
funding, whether it is through state and federal programs or through payment of water bills by customers,

Ditnkand Cook  Or¥usecobfwatrt kg crcocing awater system is not sustainable. Sustainabiliy is necessary for the continued provision of drinking water.

With Cold Water Hot water can st for kong pancds of time In a hat

RS s uk ol daslved meteh, Pontiac Water Affordability Coalition’s Virtual Kick-off Roundtable
Meeting email invitation to follow. mirm o S Purely Resourceful
Purely Resourceful T JmNe

Call for pickup for water samples

www.oakgov.com/waterquality

18



Avoid ‘Ready. Fire. Aim.’



THE FOUR STEPS

Take a step back to move forward. Ask Why?

EVALUATION RESEARCH

Strategic
Communications /
RPIE

IMPLEMENTATION PLANNING

Adapted from the Public Relations Society of America, the Universal Accreditation Board
and the Study Guide for the Examination for Accreditation in Public Relations

20



Research



RESEARCH

POLL

Do you do research before
you launch a communications
campaign?

Always
Sometimes
Rarely
Never




RESEARCH

Background and benchmarking

Don’t overthink it! Research does NOT have
to be time consuming, expensive or always
formal (scientific sampling)

® Quantitative or qualitative
® Primary (firsthand) or secondary (by others)
® Informal - nonscientific
o content analysis - identify trends/themes,
misunderstandings, misinformation and
any red flags
B social media, community forums
B media coverage
B communications audit
o  “pulse” from front-line workers
customer service inquiries/comments
O  surveys (email, online, phone)

@)




RESEARCH

WHAT?

What are the opportunity(-ies) or
issue(s) you’re trying to solve?

® Educate and increase awareness, persuade
public opinion

® Alleviate and address fears about lead,
mistrust of government and concerns about
unauthorized repairs

24



RESEARCH

WHO?

Who do we want to reach (audiences)?

Identify primary and secondary audiences

Who needs to know or understand?
Who will be affected?

Who should be involved?

Who are the advocates and critics?

Examples: residents, businesses, community and neighborhood
organizations, elected officials, internal (employees), board members,
media (to reach key audiences), influencers/advocates, block clubs, critics

25



RESEARCH

WANT?

What do you want audience(s) to
do (intended result/outcome)?

® Educate (awareness, understanding)
® Feel (attitude)
® Act (take action, change behavior)

26
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The /ast word on
research?

Don’t overthink it.



Planning



PLANNING

WE ASKED:
Does your city/township have a communications plan?

not sure
23%

no
39%

yes
38%

29



PLANNING

WE ASKED:
Where do you believe residents get most of their

information about city/township/village matters?

TViradio
8%

our
emails/newsletters/
mailings
15%

social media
69%

30



PLANNING

WE ASKED:
What is your No. 1/top preferred way to reach residents?

news (TV, newspaper,
radio) stories
8%

social media_

8%
Other

3%

postcards/door _
hangers
15%

newsletter _ -
15% _public meetings

23%

31



PLANNING

Planning is everythin

1.

2.

3.

Define goals
Set measurable objectives

Develop strategies and
tactics

2020 IN REVIEW

A Purely Resourceful year

QW WRC

WATER RESOURCES COMMISSIONER

Contributing to economic prosperity

LOCAL
WATER SYSTEMS

serving 270,000 people

1,300 MILES

of water mains

OUR REACH

REGIONAL
SEWER SYSTEMS
senving 1.5 mittion

m, ASOMILES

faciiites

water treatment sewage Dumo
plants stations.

23 svnsmmens
¢ ool TS
IS oML

Maintaining reliable, high-quality service
69,000 1%924 [Z_§]BA T 585 w163

Preserving natural resources and a healthy environment

CLINTON RIVER WATER RESOURCE RECOVERY FACILITY REDUCES CARBON FOOTPRINT AND ODORS

3 miliion completed
gations drain projects
of stormwater ang
5

sarary sewage each cay

1016545, 2 MILLION

2% S0%GED

n voiime of biosolids  in g Gisposal costs

Protecting public health & safety

and universities

@ Worked with Oakiand County Health

G Depsriment on the COVID-19
Wastewster Surveillance Project

to sample and analyze

1o detect the virus.

VYT Provided wastewater samples to
Michigan State University from
=77 three WRC locations for COVID-19

sampling and research

DURING THE COVID-19 PANDEMIC

CAREER INFORMATION

Are you looking for a career opportunity where you can make a difference?

To see current W

water and sewer bill
Through a statowide program funded by the Michigan
Department of Health and Human Services

= 88170002

for WRC customers in nine communities.

I
dﬂd res(oved ‘water to
) B e

FINANCIALS
To review our 2020 expenditures,
st oakgiov.com/yir.

stings, visit oakgov.com/careers or call (248) 858.0530.

2020 IN REVIEW

Ensuring the value of investment

A Purely Resourceful year

;T orains & Water & Sewer ¥~ Lake Level
]
e completed compe mpleted
= I e [ Yo i [ o BN
3
3 under construction under construction under deeiopment
2 g totaliing $66 million 7 totaling $25 million 5 totalling $790,000*
5
s under Gevelopment RORp—
3 8 totalling $48 million* |2 totalling $11 million*
Oakland-Macomb Interceptor Drain ﬁ 1-75 Flood Prevention Project
Biotrickling Filter, Detroit 7" with MDOT, Madison Heights
Filter installed 10 relieve odors and corrosion in the Operate and maintain new pump station to
system, which serves 830,000 residents in Macomb transport 1-75 runoff for treatment nearly 100
@«  andOakiand counties and includes 21 miles of feet to the nearby George W. Kuhn Retention
5 largediameter pipes Treatment Basin
g
&  ,06 Evergreen-Farmington Sanitary Drain, Huron-Rouge Sewage Disposal
8 <= various Commi System Storage Facility, Novi
5 Newly established Chapter 20 dram and regional Underground storage facility and pump station
5 system improvements to transport wet weather fiow with 5-million-galion-per-day capacity to store
- through the system excess flow from heavy rains.
Upper Straits Dam, West Bloomfi
Township
Controls the water levels of Upper Straits Lake and
restores the area’s wetlands
Ce ity t

9

DESPITE THE YEAR'S CHALLENGES. WE WERE A VISIBLE PART OF YOUR COMMUNITY.

&)
&, civing Back

120 Census Partnership

+ Michigan State Fair

+ Oadand County Parks
and Recreation Kiosks

+ Glesners Giving Campaign
(approvimately $15,000 rai

« Kics’ Clean Water
Calendar Contest

/f Ongoing Outreach

« Commisssoner Nash's Water
by The Quarter Show

 WRC Library Discussion Series:
Water infrastructure 101

@ Awards

+ Water Resources “Utsty of

the Future Today” Recipient

« National Association of

Great Lakes Now Shows

« Water Roundiatle Discussions
With Community Leaders

() SHARE OUR YEAR IN REVIEW VIDEO: oakgov.com/yir

| J

Counties Achievemant Recipient

32



PLANNING

Goals are your road map

1. Future-focused, longer-term, broad
2. Provide direction and focus

3. Should be shared internally

Examples:

“To become the trusted resource for residents to
understand and take action on the city’s lead line
replacement program...”

“To become a compassionate community partner.”

LET’S KEEP GOING

WE’'LL BE THE DIFFERENCE TOGETHER.

Your water and sewer bill payments enable
us to deliver clean water, make stormwater
improvements, clean catch basins to reduce
street flooding and perform upgrades to our
100-year-old system.

of water mains and lining pipes for sewer
collection. Additionally, we have reduced
street flooding in Detroit neighborhoods by
cleaning 30,000 catch basins.

Together, we can make a difference when
you pay your monthly bill. Please continue
to do so. Your payments help maintain this
important work for you and your neighbors.

Over the past few years, we have been
working to improve service delivery to you
and your neighbors by replacing several miles

EASY WAYS TO PAY
ONLINE

PHONE MAIL

detroitmi.gov/water 313-267-8000 Board of Water Commissioners
City of Detroit
P.O. Box 3271

KIOSK

50+ locations around the city (7 days a week) Detroit, Ml 48232-071

Water & Sewerage Find one near you at detroitmi.gov/DWSDkiosk "
Department

33



Objectives should be ‘SMART’

| SMART |

/b N T

Results-
(outcome)

Time-

Measurable Achievable

_ Specific
oriented
Knowing what you Knowing that Generating outcomes, Knowing when
will do and how it’s attainable not outputs you will do it

Example:
“Achieve 90% compliance of residents who agree to replace the private portion of their lead line by year-end.”

34



PLANNING

Strategies are the blueprint.
Tactics are the building materials

Strategies

Ex: Partner with community
advocates to explain
benefits of the program

Ex: Leverage relationships
with block clubs to
distribute information

Tactics

advertising

educational materials
information packets
digital media

media relations
neighborhood meetings
brochures

YOU'RE INVITEDTO
ABLOCK MEETING

%P

The Detroit Water & Sewerage Department (DWSD) is
replacing the water main on STREET between STREET and STREET.

house ipe connecting the water main to your plumbing)
may be made of lead. If it is lead and you're a homeowner, DWSD has a program
to replace it at no cost to you.

nnnnn

WATER & SEWER
' BILL PAYMENTS

- CONTINUE

TO MAKE AN IMPACT.

35



PLANNING

Tactics follow ‘PESO’ Paid Owned
Media Media
‘PESO’ model:
PESO
1. Paid - examples include social and digital advertising, Eornec Todel
sponsored content Media Shared
Media

2. Earned - media relations
3. Shared - your content that is shared on social media
4. Organic - the content you create and that you own — everything from

blog posts and videos to white papers. Under the PESO model, it's the
foundation of everything you say as an organization.

36



PLANNING

Tactics follow ‘PESO’

WORKING
HARD
FORYOU.

WORKING
HARD =0 [
FORYOU. B J b o

CLEAN WATER,
DELIVERED.  \

WORKING HARD FOR YOI..I,"'
313-267-8000 detroitmi.gov&Sﬁ =

A8
Al




PLANNING

The /ast word on
planning?

There’s more than one
way to reach people.



Implementation



IMPLEMENTATION

Yes, finally!

Implement the plan




IMPLEMENTATION

The innovation of collaboration

OAKLAND-MACOMB SEWER INTERCEPTOR SYSTEM AND PUMPING STATION

Tactics achieve your strategy

WRC

WATER RESOURCES COMMISSIONER

Jim

We’re Replacing Lead Service Lines
WHY?

WHAT?

The Michigan Lead and Copper Rule states that
all lead service lines need to be replaced within
the next 20 years. Through our Water Service
Line Replacement Program, we're replacing lead
and galvanized steel service lines in your area.

Service lines carry water from the water main under
the street up to your home. If you have a lead service

line, a full is ni ry. A full
entails removing the entire service line on both private
and public property - at the water system’s expense.

WHERE?

/@Q PRIVATE
PUBLIC

|
1
1
1
—
|
1
|
|

| Property
| Line

! o

[
,\ Curb Box
|

Viater Main

Water Service Line

WHEN?

Our Water Service Line Replacement Program targets areas that fall within upcoming planned construction.

To schedule an appointment for an inspection of your service line, please call (248) 858-4324.

How does this process work?

1. The WRC Water Maintenance Team will need to enter your home to verify service line piping material

and meter location.
a. If your service line s not lead or galvanized steel, no further action is required.

b. If your service line Jg lead or galvanized steel, our team will work with you to schedule an
appointment to replace your entire service line, from the water main to your water meter.

»

The Temporary Use Agreement included in your packet must be signed prior to any work.
Please read it over and return your signed copy as soon as possible.

[

The WRC Water Maintenance Team and WRC-approved contractor will come onsite to replace your
existing service line with a copper service line.

>

All property will be restored.

L

Please call (248) 858-4324 to schedule an appointment as soon as possible.

The portion of the service line between the curb box and your home will continue to be your property.

LIFESPAN

50+

YEARS

ouTCOME

Maintain reliable,
high-quality service

ssrald Onee i lity will provide
sewer ssivics throughout the region.

d smart These updates already are in progress and featurs the
Iatest tachnology available, which includss replacing aging
pipe to extend the sewer s for several decades. These,

B and some of cur cther innovative restorstion methods,

r have been nationally recognized.

- e 2
=81vios to residents and business.

41



IMPLEMENTATION

Tactics achieve your strategy

e
iy

£sSF
; L sTePPROCE,

HAIN REPLACEMENT PROGRAM
) | g TRUCTIONS
DWSD CUSTOMER ALERT a8 SO seriics R

Water
| making up Water during and after u..,":'-'.'.c'&'.f'.f b
i

Worago Dopartment

(DWSD) s rapy,
e connact Placing the watar m,
o 2DWsD mmﬁ: 0thewator main may e mag
g UNE S EERC youarnd P8 matetals o crnking w2 MbHoro o
T crorall IO v an soloodpartectares n- 82t Construction can
e o an PO Vater s safe for s :’;;’:ﬂ"“ Usa the fife g
o sk and other uses, oy
EAD S E va CE I N E’ E opeet? jinewilt peinstaied "& 3nd maintaining the flrgr fow
L L riice e ¥ your
® -~ 2. A cnPPf;:w watet ain Y
Sty . i
fram
) . ) rete )
While the Detroit Water & Sewerage Department (DWSD) is on your street | watef ilbe reirsiatied
replacing the water main, if our workers discover you have a lead service line ot water mete’ Denhotwat
(the pipe from the water main to your house), DWSD will replace the lead pipe o repaced it plato thase. ;:‘p‘:’lsnvusexem .
with a copper pipe with your permission, at no cost to you. crorwiheesore O Wt tirons,
Y R i YOURE INVITED TO
. s i
igh the agreement and 5 Yo“w\\\c“’““ino(the ‘e"\at::w i O your hause. ™ “AMNgon ; A BH!.BOCKMEF"NG
return it in the enclosed envelope. ) EP?EZ\N‘QWW“t:j\\c;:a{ante:m‘i UtOS at the fast tap yo el ¥ LEAD SCRVICELINE REPLACEMENT PO AL
i
rmx(:m © 2 loag ;:huﬂ‘e‘ ‘@n‘:e {or one¥e e ‘;‘;ﬂ;}mwm"c
Service s . . -
e stops 'vﬂndqu Plsi. %;',",':e line7 DWSD will not replace your portion of the service line (from the curb watst 5;“;‘” placerner™
et 00 e oty box te he ithout ission. Refusing lead ice i e
T i o your house) without your permission. Refusing lead service line
L0k ot ,m“"”’m replacement could result in elevated levels of lead in your drinking water. DWSD as possitte: nthe
v
o P9 i g O ity a3 e tate
=z e miagret st oy g POTE cannot reconnect your lead service line to the new water main, so if you choose per A wsn et o
Syt PO gy ¥ Otto replace your lead service line, your water service will be interrupted. oo SOOI an
oo g face o stoets jous 129 qunng S48 T, i
150 1 g T g 2 Py b e S gy
e, 't st 2 coin, . . . s ot reptac ke 40 LE, e %
& gy s g e DWSD Lead Service Line Hotline: o e ko L a0 REI?D SERVICE Ling f T
Vitmpy, 0 andg acag 3296/ any 0 CE; e e s STRCET .
R 313-964-9300 o LACEMENT PROGRAN | il
, i o v e s gt
g b6 tapracey PRI ineg 'l - Ao, 100 cot oy 0 npace
Cacise hay 930 ——— e T
o i i . o s s
ityoy ;:f,’;/hb;ngum,;w’;:ﬁzsruamwmn . The free lead service line replacement will only be done while DWSD’s 3‘\3‘9“ T G e 5 o o A 0% G,
srmmgat,,s’h?“ysﬁeamsmn,i”aﬂ;suga contractor is on your street. This offer will not be available after construction is et s 4 o ey o
10 Contractey e oA complete. This notice applies only to the houseswhich received the flier on their o % % ws0a
Wilstiyg P dpp i the desionated proieet 9300
loors In the designated projectarea.
1 M
[/ y
Y WORKINGHARD s
oetiarr

-9300
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IMPLEMENTATION

Remind, reinforce and repeat

First — 2 Week Notice Second - Water Interruption Due to

Third - Completion Notice
Service Connections/Tie-Ins P

IMPORTANT INFORMATION Flush your pipes after

from Detroit Water water utility work
and Sewerage Department

Flush your pipes after
IMPORTANT INFORMATION ssolovisy
from Detroit Water
and Sewerage Department

water utility work IMPORTANT INFORMATION
b from Detroit Water
and Sewerage Department

Temporary Interruption
Water System Upgrades

i

WHO TO CALL:

Servicy Line quosinn.

s
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IMPLEMENTATION

The /ast word on
implementation?

Follow the plan.



Evaluation



Evaluate the outcomes, not just the outputs

1. Measure against objectives
- Objective: “Achieve 90% compliance of residents who agree to

replace the private portion of their lead line by year-end.”

2. Ask yourself:
- Which residents have been reached?
- What actions have residents taken?
Example: “100% of residents agreed to have the city replace the
private portion of their lead service line by year-end.”

3. As needed, adjust messaging, strategies, tactics
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EVALUATION

The /ast word on
evaluation?

Review, Refine =
Refresh.



o1 B

Ask yourself and others: What are you
really saying?
Use clear, concise, consistent, compelling,
compassionate messaging - overarching
message and supporting points
Avoid ‘Ready. Fire. Aim.’
o Ask why? Do your research and
planning before implementing
o Set goals and measurable objectives
(outcomes, not just outputs)
Be proactive, not reactive
Evaluate - review, refine = refresh

48



Making Hargq. Maklng Harq.
TIPSHEET

» Communrcevon plennmq beg:ns with Goals ang ob/acwss.
Plan (reme, 5 Tollovgy by Strategigg nd tactjcs.
r
rstandable m:;r; (remembe; right Show,
ST e mn g
Issues 0

the Iongel-l@'m‘

n Do Your researcy,
understa"d ! Understandl S * Resoargy, 900Nt e tobey, Suming, XDonsiye
Hard-t¢ Tormay 3 < 6 oM from et I meg nd oo, ity forym,
Making Ise Media coye,  and ompy
derstand Iss Undwstan  Peopje 2lreag, knoy, 3bout 5 Issug _
Hard- Un 1 What the,y think the,, know,
ing [ - Know yypyey YU Say, uno Youry > Askyoyr,, m,nopponumry O issues e trying o
a d ol
M rstan Know what y here s Say it o 2nd whepe You'l say Solve _ ¢ naucato ang incroasg AWarongses Persuagg Pubiic
Unde! say it to ?j't?m‘: tota Dopy Jstjump o tactics emays, oplhwn’Allevlate fears OF Mistnyqpy
oN't jus;
u'll say, wi DJ,,';,;,‘,SL clal me. °°”"':"5l’~ STh’a:.;”:;d’a ‘z’fl'si > Then ask yp YOU wang o reach (youraumoncos) 2nd what yo,,
Know W"a'dv:,here you 5121&0 etc. That's v\;’nee: C;‘f"ff.lun/ia ”ng‘?cmpl}/’ca""'; Want thom g do Tor exampye. D%erstan 00/, togg ctiop,
ik 'O;‘i?ump i ta:,t 3 When commupycaty Issues,
4 you'l say. Don'tjus S Issies, e n Startyour
¥ re e olle H at's
o :;"aand w;‘fc, e o Er'mln.:atmg You can 122’;? ”a'f Issues
L d n co Ssues uny
ont ’\u;lu“' ta o5 B o (i reptegic . have
B e, That's € = ce hard-to-  haye
© collateral, 57 i ake ha
e & = You can m:
Ay W8S g Yo
ST
ey

heen corm e
e Tesues. e
“Ec"'ac‘\e“ (=28 ake ha (remember
‘\«\ed et u can "]der pag
@ NN
=
jssu

\Nw“anax
o2 5 gl Ot Lt
e s yate

N
o

> Set 9oals t focus o,
ard-
qnda Her:

> Mayg Your. ob/ecuves Pecific, Moasurable.
A:mevabls. Reaijsy "d Time. 'ecific,
eVeiop Strat, Oles to reach Your ob/scuves ang tactics to
llnDl?mW
T
ha' membe H
\ pian (ref 2 Cloary, hculaty ., Mossage

A0

@0 pght Deve, "9 Messag0 ang PO 10 5ppory it

o * Use simpy

ive 3
. Imp!ement Your Plan (ves, ﬁna//yo

Use mnelmes to heip Yoy manage Your tactics ang
ds/rvomblos.

» D@l@qale to-go ftoms Nd trg ey th

313.481.4/0L



Questions



IMCCI

MARKETING

WWW.MCCICORP.COM

mmartin@mccicorp.com



