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How to Participate Today

& File Wiew Help (=) (=[]
e Audio Modes
Audio Mode: O Use Telephone

@ Use Mic & Speakers e Listen USing Mic &
& UTED L] Speakers

Audio Setu

e Or, select “Use
Telephone” and dial the
conference (please
remember long distance
phone charges apply).

[=] Questions

Questions Log

e Submit your questions using
the Questions pane.

[Enter a question for staff]

_ = Arecording will be available
b B e et sce for replay shortly after this
GoTo\Vebinar™ webcast.
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Today’s Speakers

Hannah Reid

« Water Authority - Cayman

Travis Thompson

* Denver Water

Nate Coey

« City of Pataskala

Michele Sager

« Southwest Florida Water Management
District
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HANNAH REID
Corporate Communications Officer
Water Authority - Cayman

After successfully completing her MSc in
Environment, Science & Society from the
University College London (UK) Hannah
returned to her native Cayman lIslands and
joined the Water Authority as Corporate
Communications Officer.

“The mantra that guides my Hannah’s role involves developing,
public relations strategy is: implementing and coordinating all internal and
Early communication sparks external communications on behalf of the

effective dialogue.” Water Authority to ensure a consistent brand
image and public relations strategy.

Water Environment
Federation

Water Authority - Cayman

=k Social Utility

624 1006 547

Building Brand Equity
To Mitigate Crises

Water Environment
Federat‘lon




FLORIDA

Why is it important to integrate
social media with your public
relations strategy?

8/14/2018



« Show, through photos and videos:
1. The people behind the product.
2. The process behind the product.
3. Things that people would otherwise not see.
« Ensure your content is consistent with your core

values.

The Value of Community Who We fre, | Environmental
Water What We Do Commitment,

N

AR
Water Environment
Federation

» Decide which social media
platforms you will utilise and the
types of posts you will use each
platform for.

» Work to build and maintain your
audience.

* Be responsive to comments and
messages.

Water ronment
Fed on
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Have a plan!

- Customer Complaints - Service Emergencies - Natural Disasters -

- Take control of the narrative immediately or as soon as possible.

- Decide who will post and which platforms they will use for each incident
type.

- Ensure there are protocols established for each incident type.

.
)

wmer Environment

Water Amhority B Cayman ACCIDENTAL FUEL SPILL CONTAMINATES WATER

17 August 2017 - @

Water Authority interns Chynna Retumban and Anja van Genderen were
out in the field today helping to investigate a possible fuel spill that may
have contaminated water pipes in the area. All affected residents have
been notified and the Authority is working hard to replace the pipelines in
question. #waterauthority #waterauthoritycayman #caymanislands
#uelspill #intems #summerinterns #summerinternship

What goes
on the ground
ends up in our

8/14/2018
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@ Water Authority . Cayman added 3 new photas

N In additicn 1o taking sampies from 8 stormwater well, the Authonty alse
toak samples from the wetland where the wastewaler was being
improperly dumped and a control site at a difevent wetland, These
samples wil helg determine what, f any, contamanants are in the
stormwater well waste and what impact, if sy, the wastewater has had

o the wetland emviranment

Water Authos

eaterey ot

Cayman

Thanks for your ceetinued coverage of this story. Joa Avanyd We wil
confinue 1o keep the pubbe informed of the resulls of the sample lesting
Stay tured to our pags for updates!

- L b T -

Samples from NRA illegal discharge site sent overseas
for testing

& Gt 37 news faport 1Al axpobed Me Natissal Rasds Authorty Sagily
dacharging wel waler waste inic B wetiands ares prompts acton. Waber

o Like 2 comment £ Share

Lirsta Crwyer, Gimka wan Giadersn, Uans! Farmasdes Thomas and f sthers ke s
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Dee Blackman Thanks, as someone new to the islands this is very

useful!!
[« ]

Like - Reply - Message - 8w

We're glad to help Dee Blackman! We will be posting hurricane \ 3
preparedness tips to our social media pages every Saturday so stay b l 01"'&“
tuned for more helpful tips throughout the season! o

1

Like - Reply - Message - 8w

er Environment

Share information from other relevant
authorities.

= E.g. NOAA, FEMA, etc.

Ensure you have all necessary materials
ready and accessible on your mobile
device.

= E.g. Photos, logos, contact numbers, etc.

Cancel all current advertising
campaigns and scheduled posts.
= Or, if possible, modify them accordingly.

Keep your messaging consistent and
reinforce the messaging of other
authorities.

= Preempt panic by providing updates at

regular intervals until you are no longer
able to do so.

ronment
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e upison 3y
060972017 a 154pm sterday 1t read
e yeste
none messad
| received @ P

C;yman Islands advis
the message that is Cl
PLEASE DISREGARD!

Like - Reply - 47W

4 Fake News: The Port Auth

\ )
. w’ _ | -
7 - . = advises thatit will remain open tonight contrary

rculating ©

. are
1a“d5.e5\denls d
. o Cayman = il likety be foo
«Advisory notice £ tomorTow here will Il
Advisory natice: N Adviso W be closed 33 .‘L“ and consumables as !
e ; ; Mian -
N Pl ) liepotdle -
| : *\ pnc_mlraqed M
| | Seckioon 0y | shortages com! -
items, mabies \ . shortag Advisory notice-
port Authofly * Tha o
e s ’:Eg’dl Aiami, in Miami, FL. will be closed as
:3‘.! = ;;Sf’ ;H;b e B dnde idents are E€Ncouraged 1o stock of tomorrow, Cayman
e last bost vl be i tonigh ONsumables as there vy Nesly be f P 0N non perishaple flems, meat
United States ¥ b€ food shortages coming from the
Port Authori
Y Cayman Isjang
be in tonight s Will also close as of
ONight. The Iast by
oat will
0%
D * Comments 4 Shares
Like ‘
o] (I Comment 2 $h
== =——— ° —__ lare
ority in the

n Facebook and whatsapp.

[+

Water Environment
n

» Your customers/the public are on
social media, so should you be.

 Build brand equity through
authentic, consistent
communication.

» Take charge of the narrative as
early as possible.

« Consistent, relevant content
is key during crisis
situations.

8/14/2018



Travis Thompson

Public Affairs manager

E)) DENVER WATER

100 %5252

Social Media Revolution

8/14/2018
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What is at risk?

Your number one asset!

It takes 20 years to build
A reputation and five
minutes fo ruin it.

If you think about that
you’ll do things
differently.

-Warren Buffett

8/14/2018

11



8/14/2018

Miracle on the Hudson

Eyewitness photo * Appeared on front
L pages

Tweeted to 170

followers = v ¢ Twitter followers

grew to more than
Not sent to news . ¥ 10,000

outlets

Interviewed on
Probably the first national TV 34

image to appear minutes after
after flight landed posting photo

Water ronment
Fed on

Two faces of Twitter
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Pretty bird

Most useful social media tool for disaster
response.

Establish credible voice immediately.

Get pertinent information out quickly.

Conversation with (or without) you.

Angry bird

ANGRY
TWEETS

Trolls

Spread of misinformation

Doesn't stop

Conversation with (or without) you.

8/14/2018

13



What do you do? f’

Have a plan
Establish credibility

Monitor

Practice makes perfect

What's changed?

8/14/2018
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Sam Gullickson

k of the night

Denver Water working on their

D Denver Water

Ave, 8" break @ W

r 0% Kirsten Boyd

q nver\Wat teady ¥ s at W Evans and Tejon, but is not seeing
anything Is this confirmed as a watermain break?

Denver Water
D Kirste yd teadyCa am Still heading out there. Will let you

Water Environment

-
FOX31 s momc woen reomsmsovensd cosoar vievsur cowrssrs eaasQ moms - wuan & 4F

McMeen Elementary students dismissed due to water
main break

QUBLICT:
& %)
s 2
3 Z

D) Demver water -

Water Environment
Federation
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BrandonRittiman ™ LTIp4 v

p Lol |
5

Shout-out to the social media team

! Thanks for helping to

de-funk my water so quickly

Water Environment
Federat‘lon‘

When something bad happens

“It’s handled. Management brought in a team of Hashtag Gurus.”

Water Environment
Federat‘lon‘

8/14/2018
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TORNADO W
lormadoes

www thedenverc! - tormado t
t tormado
hree tornadoes ! h dOow
Y ! .I‘ *

6 reported tornadoes touch down in metro Denver - 9News

VeIV

5 tomadoes, haillstorms hammer Denver area

8 tornadoes touch down in Denver metro area; hight damage from

Water Environment

Water main break shut off after 5
hours near DU; intersection still
closed

T

Car D_ri\(esll_nto Water Main Break Repair Zone

Happy New
Years!

W Twoet 5 = 0 5nare (R

Water Environment

8/14/2018
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Practice makes perfect

Nathan Coey

Director of Utilities

8/14/2018
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Pataskala Demographics

« The City of Pataskala Ohio consists of 29
square miles by area with a population over
15,000

« 11,000 people are served by public utilities

« Two water providers - two school districts -
two identities

= Strong rural agricultural identity
» ‘bedroom’ community

» Often conflicting expectations of local
government.

Public Communication Efforts

» People tend to not pay attention to
traditional bill stuffers
= We still use traditional print for project

notification due to 65% of customers pay
with traditional check and stub

» This is utilized as a tool to mainly catch
the non-digital customers

» Two local small community newspapers
are utilized

8/14/2018
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How we reach our residents
» Facebook 5,091 followers

Twitter 355 followers

E-newsletter 991 subscribed

Community alert system 1,700
subscribers

Quarterly paper newsletter to all
residents

Water Environment
Federat‘lon

° Cify of Pataskala, Ohis added ¢
Guess what is making a retum visit thru Pataskala on Saturday August il
AT

PELOTONLAINN Staning at 7:00 am and tasting until about 1 pm and
these will b2 bikes everywherel Pleass be patient whils passing thru
these areas as ihe Pataskaka PO will be out helping direct trafic. The
routes can be found by visiting hitp:/pelotonia. argrid ies.

(MInkRefugee 1o Summe Ra, Norh on Summit to Cabke wi
at Licking Hesghts High School, continues east on,.. See More

=S SN e

{j

bl »

o Like [ Commen t

Tess Antoenmarchi DusonbarTy, Maced Houghie, Tom Sowd and 45
omors i this

Environmen
Federat‘lon
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Learning your audience

 Digital communication may not always be

applauded.

City of Pataskala, Ohio

P

November 2, 2017 - @

Check out this video our Water Department didt
htips:/fwwwyoutube.com/watch?v=FENJSDBpINU

Pataskala Water Reclamation

Treatment Operators Protecting the Environment

YOUTUBE.COM

Connie Medaniel, Linda Mills Shriver, James W Garrison Jr and 7 others like
this.

3 Brad Taylor Here we go, More wasted money!

Y 1 Reply

(I Comment £ Share

City of Pataskala, Ohio
November 16, 2017 - @

Where does your water come from?? Watch the video and find outl!
htips:/fyoutu.be/JGhMAG2thNE

Pataskala Water Treatment

| Where does my water come from? Questions call 740-927-4134
or ncoey(@eci pataskala.oh us

YOUTUBE.COM

) Like () Comment £ Share
Oldest » Brenda Sams, Deirdre Carter, Steve Friebe and 3 others like this. Oldest »

18hare

e Brenda Sams Thank you for everything you do

36w

Water Environment
Federation

* In the event of
service disruptio
Facebook seems
to provide the
most outreach

signed up for the
voluntary
notification
system

* Not all customers

Notification Examples

City of Pataskala, Ohio
Iy 17 at 10:01 AM - @

During work on Creek Rd, a water main valve was hit. This has cause River
Forest to lose water. The crews are in the process of fixing the break and
water should be back on to the area around 'dinner time'. There will be NO
BOIL ALERT once the repair has been fixed. Thank you for your patience
while the crews are doing their best to fix this issue!

oS Like () Comment

Lee Stewart, Jerry Powell, Bobbie Bussey and 2 others like this. Oldest -

14 Shares

? Kenneth Skip Rockey Oh . My
2

2w

Water Environment
Federation

8/14/2018
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City of Pataskala. Ohio
December 15, 2017 -

UPDATE: Water is back on as of 3:50 pm. Drinking Water Advisory is not
needed at this time. Thank you for yvour patience in this matter!

During our efforts to replace a failed hydrant, a main line valve Tor the
hydrant has started to slip off the main. We arse gathering materials and
letting the folks in the area know we are planning to shut the water off at
noon. WWe hawve no choice in the matter to prevent a dangerous situation for

the crew.

Folks affected are Broad Street from Conine “Willage to Linden Awe. This will
include residents and businesses in the area. We anticipate an outage for
saeveral hours but do not anticipate a boil alert. Please spread the word.

o™y Like

) Comment

Tina YWalker Winegardner, Jackie Baker-English, Jennifer Jezorski and 3 Cldest -

oihers like this.

48 Shares

Water Environment
Federat‘lon

City of Pataskala, Ohio
November 22, 2017 - @&

@B November 15, 2017 - @

This is a brand new program launching in the city!! Check out the informatiolr UPDATED POST: 10:45AM - Thank you to everyone that has called in. The

and lock out for the YouTube video to go along with it!!

City of Pataskala Utility Department

Program Details

The City of Pataskala Ut

Department provides wa

10,000 people through nearly 58 miles of main line pipe

Di
are in place to uti

ribution System includes nearly 600 fire hydrants.
e water to extinguish fires in the even

cies. While hydrants often remain unnoticed, during em¢

tions they are vital. We need your help in the vi

y

tions of the hydrants. We ask participants in the ADOP
to be the eves and cars in the distribution sys

citizens and businesses are welcome (o participate.

Program participation program will include the following
« Participants ensure visibility of the hydrant by the el
weeds or grass. This also includes eliminating any

snow from around the hydrant.

task

Participants paint the hydrant once every 5 to 10 years
Department will provide instructions and supplies

01

Participants notify the department in the event of ob

with the hydrant. This includes physical damage to

arms watar laake

leak has been found in Highland Hill Subdivision

Dear customers, we need your help locating a water leak. We are aware of a
water loss in our system east of Oxford Drive (north and south). The amount
of water that is being lost would have surfaced if it was a main issue or tap
failure in Beech Wood Trails. This leak is in a subdivision and the water is
being absorbed by the storm water system. If you have noticed a significant
water pressure 10ss since Sunday or if you hear the sound of water running
in a storm catch basin near your home, please notify us at 740-964-6275,
740-927-2021 or at the emergency line 740-927-6867

I

ity of Pataskala, Ohie
. B

() Comment

Water Environment
deration
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ity of Pataskala, Ohio added 3 new photos
anuary 5 - @

City of Pataskala, Ohio

We would like to thank he crew for battling the elements to repair a late
1940's 4inch main line today. There was a circumferential crack that allowed
them to repair it live which resulted in NO BOIL ALERT being issued. Thank
youll

CITY OF PATASKALA
UTILITY DEPARTMENT

ks,

* Consider having your water

shut off by the Uty Departmest |
o discs

Additional ___Efforts

e i

* The_Water_Jedi is my
personal handle on
twitter to encourage
more use of social media mwes ™ T

» Goal is to provide weekly :
updates to educate =

« Desire to be in (‘
communication, not just — ’
during emergencies

TR

« Creative in house videos,
storm water is in the que

8/14/2018
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Michele Sager

Lead Communications
Coordinator

Southwest Florida
Water Management District

WATERMATTERS.ORG - 1-800-423-1476

Water Environment

Southwest Florida
Water Management District

Mission:

* Protect Water
Resources

¢ Flood Protection

¢ Ensure Public’s Water
Needs are Met

. = -
Water Envi
e
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Social Media Platforms

Crisis Communications

8/14/2018
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Emergency Operations

Water Environment
Federation
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Active Wildfires
State of Florida
Moy £, 2017 F:38 a.m

Wildfires State Jurisdiction
B 27 FLForest Service Active wildiires Over 100 Acres.
27.417 Acres

® 125 Total FL Forest Service Active Wikdfires
31.434 Acres

Total Year-To-Date State Wiidlies 5,393 Acres

Wildfires Federal Jurisdiction

§ 4 reders wildlires Over 100 Acres
157,725 Acres
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B ST GHENTE fharlacton

BN IR SEP.9-11, 2017
ISR DEPRESSION

o ALTERNATE TRACK A:
ALTERNATE z [4mpa VeroBeach ATLANHC COAST
OFF G_UI.F COA ;

FortMyers: ETEepor
Naples i
Miami

Nassall

Key West

The
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TRACK
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Kit Stocked?
ximately four hours without power.
million custormers for seven days.

STEER CLEAR of

FI10O0DED RNADS

Water Environment
Federat‘lon‘

Hurricane Irma

- Before the storm: Advertised our social sites
and used video to show storm preparations

* During the storm: Provided updates from our
EOC about closures and answered questions
from the public in real time.

» After the Storm: Promoted our flood hotline,
answered residents questions, posted updates
on properties and used video to show our
response

Water Environment
Fedel n

8/14/2018
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