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Click Unmute and Start Video

Wl g ) Re @®

Unmute Start Video Invite Participants Share Screen Chat Record

X

Click Participants
and Chat menu buttons
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v Participants (1)

List of participants \ O wexo o = Stepped away

HO

Raise hand button *
¢@ © © © © © ¢@ © © O &

bl Chat

( h a t B OX From Me to Everyone:
Example of chat here

Chat chat chat

01:28 PM

Write to everyone or another Need a break

iIndividual ~ .
To: Everyone O File

UL Local Government Commission
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fena/me /0%/56[[ by hovering on

your name and clicking “Rename”.

Chat
v Participants (2)

Ask to Start Video

:% Lee Sheng Shun (Host, me) Make Host

8 wi
Make Co-Host
,‘6; Jack Barker m m Allow Record
\ Assign to type Closed Capticn
Rename

Put in Waiting Room

Remove
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Additional Guidance

Santa Ana River

Watershed Ambassador Program
For Local Policymakers
Workshop Three: Communicating the Value of Water

Attendee Packet
June 2nd / June 4th

Table of Contents
1. Zoom Instructions

2. AgendaT
3. Speaker Bios

m Zoom Instructions
Additional support can be found at: https://support.zoom.us/

If you have never used Zoom before, you can join a test meeting to familiarize yourself.
You can aiso join our Tech Check between 12:30 and 1:00 pm. We highly recommend all
registrants log on to the call 15 - 20 minutes before it starts, as heavy user traffic on the hour
causes Zoom to slow down. This will also allow time to figure out your audio/video logistics and
settle in.

WA Local Government Commission

ZINs Leaders for Livable Communities

www.lgc.org



Santa Ana River

Watershed Ambassador Program
For Local Policymakers

Workshop Three: M °
Communicating the Value of Water Se55|0n .Io
June 2 / June 4, 2020

................................................................................ Welcome &

Organized by: Certified by:

Qoo r Introductions
//l\\\ Commission {:

Leaders for Livable Communities

Emily Finnegan
Water Project Manager
! J Watershed Ambassador Program
QLR Local Government Commission
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HEY, GUYS,

CAN YOU UM,
HL WHO JUST | connitiar | S9N | youpesnu | 'HAVETO
JOINED? | 1o evepvone? | THE CAWL SHARING JUMP TO
™ | ANOTHER CALL
(SOUND OF
SOMEONE | (LOUD, PAINFUL|  (CHILD OR nanvor | no.mssnu
TYPING, EaIY ANIMAL HEAR ME? LOADING.
POSSIBLY WITH |  FEEDBACK) NOISES)
A HAMMER)
(FOR
NEXT SUDE, | CAN EVERYONE | I'M SORRY; | OVERTALKERS) HELLO?
PLEASE. GO ON MUTE? | | WAS ON SORRY. 6O HELLO?
MUTE AEAD
SO (cuts out)
| CAN SORRY I'M | HAVE A I'M SORRY, | CAN WE TAKE
(unintelligible) | LATE (INSERT | HARD STOP | YOU CUT OUT | THIS OFFLINE?
BY (cuts out) | LAME EXCUSE.) AT... THERE.
ox?
I'LL HAVE TO | CAN EVERYONE | SORRY. | WAS | THINK SORRY, |
GET BACK SEE MY HAVING THERES A | DIDN'T CATCH
ISSUES. YOU REPEAT?

¢ E GILLIAM

' CONFERENCE CALL BINGO
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Rules of Engagement

= Mute when not speaking.

= Remain actively engaged. ;I

= Mutual respect - suspend judgement/ assume

best intentions

= Use the Chat box & Participant Features.

= Step up/Step back. Sl‘e,o 7
Ste,o 0
= Be gracious to the facilitator(s). BOCk ’

Chat

. “' Local Government Commission
Ws Leaders for Livable Communities

www.lgc.org




Virtual Session Outline - June 2, 2020

1:00-1:30 Welcome and Framing
LGC & Local Elected Host

1:30 - 1:50 Local Communication Barriers - What We Know

1:50 - 2:10 Mutually Beneficial Partnerships
Presentation by Melissa Elliott, Raftelis

2:10 - 2:40 Building Community Partnerships: A Local Perspective

Presentation by Amanda Fine, Eastern Municipal Water District

2:40 - 2:50 Stretch Break
2:50 - 3:10 Breakout Groups: Action Plan to Build and Grow Your

Community Relationships

'““""!!HI::"!!" Local Government Commission
ZINs Leaders for Livable Communities

www.lgc.org



Virtual Session Outline - June 4, 2020

1:00-1:30 Welcome and Framing
LGC & Local Elected Host

1:30-1:50 Local Communication Barriers - What We Know
1:50 - 2:10 Mutually Beneficial Partnerships

Presentation by Melissa Elliott, Raftelis

2:10 - 2:40 Building Community Partnerships: A Local Perspective

Presentation by Janet Anderson, Quail Valley Environmental Coalition & Letisia
Vazquez, Quail Valley resident

2:40 - 2:50 Stretch Break
2:50 - 3:10 Breakout Groups: Action Plan to Build and Grow Your

Community Relationships

www.lgc.org



Virtual Session Outline (cont.)
3:10 - 3:25 Importance of Inclusivity

Presentation by Susana Villegas, SVPR Communication
3:25-4:00 Breakout Groups: Action Plan to Enhance Inclusivity
4:00-4:10 Stretch Break

4:10 - 4:40 Communicating in the Spotlight
Presentation by Melissa Elliott, Raftelis followed by participant Q&A

4:40 - 4:50 Discussion: Summing It All Up
4:50 - 5:00 Next Steps and Resources

LGC, Closing Group Discussion

5:00 Wine and The Watershed

- Virtual “Adjustment” Hour
WL | ocal Government Commission
%\\§ Leaders for Livable Communities

www.lgc.org



Santa Ana Watershed Ambassador Program

Round 1
September 2019:
Understanding Your Watershed s
Round 2
January 2020:

Collaborative Planning
in the Face of Uncertainty

Round 3
June 2020:

Communicating the Value of Water



SAWPA Certification

SAWPA

Watershed Watershed Watershed

Steward

Ambassador
N Attend 3 Workshops

Champion

Attend 2 Workshops

A . . e . .
I Leaders for Livable Communities Vlrtual Mlnl Serles Comlng Soon!

www.lgc.org




By the end of today, we hope you can...

1. Learn best practices for effectively communicating to
the cultural, socio-economic, and linguistic diversity of
your constituents and their relationship to water;

2. Prepare to respond to “hot button” water issues; and

3. Identify opportunities for collaborative messaging
across departments and jurisdictions.

NS Leaders for Livable Communities

www.lgc.org



| ocal Host Welcome

A

=
%
B

)
-

Mayor Deborah Robertson
City of Rialto

WL | ocal Go on
NS Leaders for Liv nities
www.lgc.org




| ocal Host Welcome

A\

Vice Mayor Jacque Casillas

City of Corona

: . “' Local Government Commission
ZINs Leaders for Livable Communities
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Getting to Know You

1) ID someone you don’t know
(or have only spoken to, never met)

2) Private Chat them:

a) Biggest personal annoyance of this
new virtual world

b) Best personal silver lining of going WORKING FROM “E

virtual

WL | ocal Government Commission
Leaders for Livable Communities

www.lgc.org




Getting to Know You

What do you consider your “home” water body?

™ %.

www.lgc.org
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The Disadvantaged Communities

Involvement (DCI) Program
“disadvantaged community”

* A state-defined term; not an identity.

* Avoid pronouncing “DAC” as “dack.”

e Alternate terms: g =

- underrepresented
- overburdened
= structurally disempowered

www.lgc.org



The Disadvantaged Communities
Involvement (DCI) Program

Interviewed:

* Local elected officials
 Mutual water companies
* \Water agencies

* Tribal representatives

e Community members

CALIFORNIA STATE UNIVERSITY

FULLERTON

I Local
nmission

| Government unite
/l\\ Commission www.lgc.org

| eaders for Livable Communities
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Communicating Water
Intentions vs. Outcomes

114
2NS Leaders for Livable Communities
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Lessons Learned from the Community
Water Experiences Assessment

'"“""U.llliﬂ'f'l" Local Government Commission
ZiNs Leaders for Livable Communities
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Lesson Learned:
Address Lanquage Barriers

La Nueva Politica y Proceso de Solicitud del
Fondo Rotatorio del Estado de Agua Potable .3
de California (DWSRF) e foanke

IQUE HAY DE NUEVO! £ 21 de octubre, I Junta Estatal de Agua adoptd su manual titulado “Politica para Implementar el

Fondo Estado de Agua Potable”, [Politica del DWSRF), la cual entra en vigor a partir del 1 de enero del 2015,
Lo destacado de la Politica del DWSRF Ad di iSolicite en I |

No hay un proceso de pre-solicitud o de
+ Toma efecto el 1 de enero del 2015 invitacién.

Simplifica el proceso y los formularios de Cémo solicitar para el DWSRE
S + Llene las formas de solicitud en
Expande la elegibilidad para proyectos del
DWSRF para incluir el reemplazo de medidores
de agua defectuosos, tratamiento para Nivel
Maximo de Contaminantes (MCLs)
secundarios, reemplazo de tuberfas viejas de
transmision o distribucién de agua, pozos de
agua subterrdnea u otra infraestructura

-

¢ Useenlineala
Presentar la Solicitud de Ayuda
Financiera (FAAST) para subir las PDFs
completadas.

Financia proyectos conforme estén listos para
proceder

Ver la Politica del DWSRF completa.

+ Sistemas de agua comunitarios
+ Sistemas de agua no comunitarios, sin fines de lucro

.

Las tasas de interés en promedio son de 2-3% y los

préstamos de 20 afios
+ Sistemas de Agua Pblicos que sirvan a 2Preguntas? iEstamos aqul para ayudar!
muni pequefias, que Contacte al DWSRF en (916) 327-9978 o en
califiquers para ok.y préstamo de 30 aflos DrinkingWaterSRF @waterboards.ca.gov
Pégina Web del DWSRF shtml
|||||||||||||"'|||||I | issi Portal de la So.ll.mud en Linea de FAAST . shent
v Local Government Commission ‘

ZINS Leaders for Livable Communities

www.lgc.org



Lesson Learned:
Maintain Consistent Communication

.
WL | ocal Go on .
NS Leaders for Liv nities
www.lgc.org



Lesson Learned:
[ isten and Respond to Localized Tap
Water Quality Concerns

114
2NS Leaders for Livable Communities

www.lgc.org




Lesson Learned:
Engage Across Sectors & Jurisdictions

"“||"|!|.||I::"!'I“ Local Government Commission
ZINs Leaders for Livable Communities
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Santa Ana River

Watershed Ambassador Program

For Local Policymakers SeSSiOn 2:

Workshop Three:
Communicating the Value of Water Loca I
June 2 / June 4, 2020

e ®
................................................................................ Communlcatlon
O ized by: Certified by: °
W Local — Barriers
| Government ' f—
ZINS C issi
Leaders forle:)rCrc::::jr:;:: SAWPA Wh at W e Kn o

Emily Finnegan
Water Project Manager

Watershed Ambassador Program
QLR Local Government Commission
2NS Leaders for Livable Communities June 2020
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What we know

negativity misperception of drought

water conservation mistrust

public misperception homelessness

reg u Iqtions political tension
engqgement misinformation  impee

terms conservation

EP—— technical jargon  watersource

tailored messaging water quality

indivi ional challenge
diversiifiing suppiies individual reg g complexity

water rate esretedpanming

language barriers  water avallablllty

covid

apathy

household conservation

reached community

virtual engagement  watershed management

institutional knowledge gap

infrastructure coordination | e

iar el ek water district maintenance

investment



Does it match what we heard??

Lessons Learned

1) Address Language

water conservation : .
public misperception m|StrUSt homelessness Ba rrl e rS
regulqtlons ublic engagement _ "
apathy o er:e\nt\@' . . 2) Maintain Consistent
Ir — . .
household conservation g g Communication
wildlife habitat
Listen & Respond to
individual regional challenge

diversifying supplies

water rate

complexity

Water Quality
Concerns

Engage Across
Sectors &
institutional knowledge gap . . .
importance of water .lLlI'ISdICtIOI"IS

watershed management

infrastructure coordination



Local
| Government
NS Commission

Laoders for Lvable Commurtivs

Participant Worksheet

Jump to

=> Session 2 - Loc
=> Session 5 - Bre.
Community

Communication Barriers

cout Groups: Action Plan to Build and Grow Your

elatio

SAWPA

ssessment Checklist

Place an “X" or “/" to answer each yes / no question. Provide an

hnation for why you selected yes or no.

=> Session 7 - Breakout Groups: Action Plan to Enhance Inclusivity = ¥
Eros es
=> Session 9 - Discussion: Summing It All Up
Do other departments within your O
agency/organization have existing
. " = " elationships with community groups? oo
Session 2 - Local Communication Barriers
Start Time: 1:30 PM P . e
s messaging coordinated within and O I
Original Communication Challenge 0SS Yo °ge”CV/°'9°"'Z‘%"°" to R Explanation:
prevent mixed messaging or information N
What is the communication challenge that you listed in your registration form? (also latigue?
emailed to you on Friday, 5/29)
Do departments within your O |
agency/organization coordinate on
nulti-ingual messaging? Explanation:
Are you familiar with the communication ] |
itrategy of other departments within
LEA Explanation:
four agency/organization?
Can you identify the community groups | I
that other departments within your
agency/organization have existing Explanation:
lelationships with2
G c vor
Have you leamed from watching other a
|urisdictions in their communications
approaches (either positively or Explanation:
negatively)?
Are you partnering with other [}
| jurisdictions on effective communication
strategies? Explanation:

WL | ocal Government Commission
Ws Leaders for Livable Communities

%

SAWPA

o answer ea & o que de
elected yes or no
Yes

exist to receive O
nity members2 v

Explanation:
o your current O
ategy is

Explanation:
o your current O
ategy is not

Explanation:
ariers that [}
communicating
prganization? Explanation:
he preferred O I
jannets for the
Fou ore Explanation:
ling?




Setting a baseline

Session 2 - Local Communication Barriers
Start Time: 1:30 PM

Original Communication Challenge

What is the communication challenge that you listed in your registration form? (also
emailed to you on Friday, 5/29)

Tap water is safe to drink and that there’s no need to buy bottled
water.

"“||"|!|.||I::"!'I“ Local Government Commission
ZINs Leaders for Livable Communities

www.lgc.org



Self Assessment Checklis

Local
Government
ZINS Commission

Laaders for Livable Commurnties

SAWPA

Self-Assessment Checklist

Pa ace a 0 o answer ea es / no questio ovide a
explanation fo ou selected yes or no
Cro: C Yes No
6 | Do other departments within your O O
agency/organization have existing o
relationships with community groups? Exprmation:
7 | Ismessaging coordinated within and [m] | [m}
across your agency/organization to z
prevent mixed messaging or information | BPianaten:
fatigue?
8 | Do departments within your O | O
agency/organization coordinate on
multi-ingual messaging? Bplanation:
9 | Are you familiar with the communication a I a
strategy of other departments within =
AT Explanation:
your agency/organization?
10 | Can you identify the community groups O l O
that other departments within your
agency/organization have existing Explanation:
relationships with2
Cross « Yes No
11 | Have you leamed from watching other a [m}
jurisdictions in their communications N
approaches (either positively or Explanation:
negatively)?
12 | Are you partnering with other |m} [m}
jurisdictions on effective communication B
strategies? Explanation:
I ..
LA Local Government Commission

ZINs Leaders for Livable Communities

www.lgc.org




Refined Communication Challenge

Refined Communication Challenge

Now that you've completed the self-assessment to identify strengths and weaknesses
in your current communication efforts, how can you refine your communication
challenge to be more specific?*

We need to expand partnerships with local groups (schools,
churches, etc.) to provide education and resources about the tap
water quality, AND provide a clear communication channel for
customers to share and address their water quality concerns.

*Once finalized, please share your communication challenge in the Zoom chat.



Sharing Challenges

"“||"|!|.||Iil|'!"“ Local Government Commission
ZINs Leaders for Livable Communities
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Are there others on this call that have a
similar challenge as you? Anything

surprise you in what you're seeing on
the chat?

Who do you heed support from to

address this challenge? What kind of
support?

A overnment Commission
ZiNs Leaders for Livable Communities

www.lgc.org




Santa Ana River

Watershed Ambassador Program

For Local Policymakers
Workshop Three:
Communicating the Value of Water
June 2 / June 4, 2020

Organized by: Certified by:
"Il Local

.| Government
//l\\\ Commission
Leaders for Livable Communities SAWPA

Melissa Elliott
Strategic Communications Director
Raftelis

'““""!!HI::"!!" Local Government Commission
ZINs Leaders for Livable Communities

Session 3:
We're Better
Together: Mutually
Beneficial
Partnerships

Watershed Ambassador Program
June 2020
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We’re Better Together

Building Mutually Beneficial Partnerships for
Effective Communication

Melissa Elliott, APR
Director of Strategic Communications
melliott@raftelis.com



Reason #1:

Pressure to limit
rate.increases or
cut costs




Reason #2: A regional
education campaign is
more effective than
dozens of local
campaigns




Partnerships and
coalitions can be
more successful
than going it
alone



Better together #1
Securing funding







Successful partnerships follow a roadmap

®
I ;i;

5%

Build a Coalition Form a Strategic Vision

Q '

Enlist

Stakeholders “xorore
_Z” I —

Gain Acceleration Institute Change

Generate Wins



OI;; Water
OneWatershedPlan

Update 2018
| Moving forward together
Santa Ana River Watershed




What'’s
the first step?




Getting the
partnership
flowing




What causes

partnerships to
fail?




Partnering highlights

 Partnerships should bring mutual
benefits

» Water agencies and local
governments have many reasons to
partner

* Partnerships can address a common
messaging need a growing concern

* Celebrating short-term wins is
critical to energizing your partners

* Thinking through your own lessons
learned from previous partnership
can make your next one more
successful.




Santa Ana River Session 4:

Watershed Ambassador Program

For Local Policymakers BUiIding

Workshop Three: M
Communicating the Value of Water Co m m u n Ity
June 2 / June 4, 2020

................................................................................. Pa rtnerships:

Organized by: Certified by:
" rf A Local
//l\\\ Commission °
Leaders for Livable Communities SAWPA P e r S p e C t ’ ve

.| Government

Watershed Ambassador Program

'““""”HI::"!!" Local Government Commission
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Guest Speaker

/7

D

EASTERN

MUNICIPAL
W WATER
DISTRICT

Amanda Fine
Senior Public Affairs Program Manager

Eastern Municipal Water District

www.lgc.org



Guest Speakers

Janet Anderson Letisia Vazquez

Quail Valley Environmental Coalition Quail Valley resident

'““""!!HI::"!!" Local Government Commission
ZINs Leaders for Livable Communities
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Questions?

A Local Government Commission

2NS Leaders for Livable Communities

www.lgc.org



Watershed Ambassador Program

we Local Government Commission
ZINS Leaders for Livable Communities June 2020
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Santa Ana River .
Watershed Ambqs:::qdor Program Se55|on 5:

For Local Policymakers

Workshop"fh'r;;: ...................... ACtIO n P I a n tO

Communicating the Value of Water

June 2 / June 4, 2020 Develop YOu r

Organized by:
"Il Local

.| Government
//l\\\ Commission

Leaders for Livable Communities

Emily Finnegan
Water Project Manager

'““""!!HI::"!!" Local Government Commission
ZINs Leaders for Livable Communities

Certified by: M Utu a I Iy

’f Beneficial

Partnerships

Watershed Ambassador Program
June 2020
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Self-Assessment Checklist

SAWPA

a ace @ 0 o answer e & o que de a

explanation fo ou selected yes or no
Cross-Depart ol s Yes

6 | Do other departments within your O
agency/organization have existing =
relationships with community groups?2 Exprongtion:

7 | Is messaging coordinated within and O
across your agency/organization to =
prevent mixed messaging or information | B®1enation:
fatigue?

8 | Do departments within your O
agency/organization coordinate on -
multi-ingual messaging? Explangtion:

9 | Are you familiar with the communication O
strategy of other departments within z

e Explanation:
your agency/organization?

10 | Can you identify the community groups O
that other departments within your 5
agency/organization have existing Explanation:
relationships with2
P R RO T Yes

11 | Have you leamed from watching other a
jurisdictions in their communications -
approaches (either positively or Explanation:
negatively)2

12 | Are you partnering with other O
jurisdictions on effective communication :
strategies? Explanation:

www.lgc.org




Breakout Groups: Action Plan to Enhance Inclusivity

Breakout Rooms

The host is inviting you to join Breakout Room:
Breakout Room 1

we Local Government Commission
ZINs Leaders for Livable Communities

www.lgc.org




Communicating the Value of Water
Facilitation & Note Taking Guide

Session 5 - Breakout Groups: Action Plan to Build Your
Community Relationships

Identify a notetaker and timekeeper (which can be yourself as facilitator) in each breakout
group. Identify one participant who will “report back” to summarize the conversation.

18 min total

Reflecting on Part A of your Self-Assessment and the presentations, where are there opportunities to
build partnerships across jurisdictions or across departments to address your communication challenge?

What would the first step look like in building those partnerships?

IR Local Government
NS Leaders for Livable Ce

www.lgc.org




Breakout Groups

1) Emily Finnegan 4) Susana Villegas

5) Bailey Lai &

2) Danielle Dolan Zachary Gianotti

3) Melissa Elliott

e overnment Commission
ZINS Leaders for Livable Communities
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Breakout Groups

o 5) Bailey Lai &
1) Emily Finnegan Frank Lyles

6) Jacqueline Garcia &
Zachary Gianotti

3) Melissa Elliott 7) Atley Keller

2) Danielle Dolan

4) Susana Villegas

WA Local Government Commission
ZINS Leaders for Livable Communities

www.lgc.org
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Santa Ana River

Watershed Ambassador Program

For Local Policymakers

................................................................................. SeSSiOn 6:

Workshop Three:
Communicating the Value of Water
June 2 / June 4, 2020 The Value Of

.Ol;glc-:nizeld by: Certified by: I n CI u Sive
’f Communications

o | Government
ZANS Commission

Leaders for Livable Communities

Susana Villegas

President
SVPR Communications Watershed Ambassador Program
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The Value of Inclusive Communications

Why it matters.
How to create them.

Susana Villegas, President, SVPR Communications

-~







Inclusive communications
go deeper and make a
connection that welcomes
people into your world
and invites them to
engage and participate
with your agency

-~

SVPR

COMMUNICATIONS

©




Appeal to a broader group of people



http://www.youtube.com/watch?v=ElCct7U34bM
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Inclusive Processes, Inclusive Communications



x Facily sana /
Agua del grifo

(Easy and healthy / Tap
Water)

v Aguadelallave:
sanayalalcancede

todos
(Tap water: healthy and
available to everyone)



Linguistic
Competence

WILL CALL ||

Nl| EXPRESAR LLAMARA

Cultural
Competence







Part B - Place an "X" or V' " to answer each yes / no question. Provide an

explanation where possible.

Community Member Yes No
Communication

1 | Do clear channels exist to receive ] ]
input from community members?e

Explanation:

2 | Can you identify who your current ] ]
communication strategy is
reaching?

we Local Government Commission
ZINs Leaders for Livable Communities
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Session 7:
Breakout Groups - Action Plan to
Enhance Inclusivity

The host is inviting you to join Breakout Room:

Breakout Room 1




Report Out

e WO minutes each group to report:

o Opportunities to partner across jurisdictions or

departments on communicating about water / the
value of water

o Opportunities to improve inclusivity of messaging
(shared resources, lessons learned?)

"“||"|!|.||I::"!'I“ Local Government Commission
ZINs Leaders for Livable Communities

www.lgc.org



10-min Stretch Break

Watershed Ambassador Program
Local Government Commission June 2020

2NS Leaders for Livable Communities
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Santa Ana River

Watershed Ambassador Program
For Local Policymakers

Workshop Three: ' o
Communicating the Value of Water Sess I o n 80

June 2 / June 4, 2020

................................................................................ Communicating
Organized by: Certified by: in th e Spotlig ht

"llll Local
‘ SAWPA

.| Government
//l\\\ Commission

Leaders for Livable Communities

Melissa Elliott
Strategic Communications Director

Ra.ftehs Watershed Ambassador Program
WL | ocal Government Commission

2NS Leaders for Livable Communities June 2020
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Communicating in the Spotlight

Communicating effectively when public confidence is at risk

Melissa Elliott, APR
Director of Strategic Communications
melliott@raftelis.com



In the past engagmg the publlc was easy.
< g \ -; !

\ e A




That simpler paradigm
of one messenger to

many receivers existed
for more than 50 years.
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Has yoar égency been rﬁding in Jéigight?
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This choice to
be silent left
the door open
for others to
steal your
opportunity!



Many
influencers
use
fear-based
messaging

3




The
spotlight
is on. The
mic is hot.
You've got

to be
ready, and
equipped
to talk.
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Ehe New JJork Times

U.S. Now vlv'*las More
Known Cases Than Any
Other Country




CORONAVIRUS UPDATE . &

AIRLINE STAFF "Sgs4" “g8

DIAGNOSED | " 17"
B I ‘.

v "‘ ’
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Trust Happens When... \ s | \ |

*Promises are filled i e

*Expectations are met

*\Values are being lived




AYY 4
Yourself

What would
reasonable people
appropriately

expect a responsible
organization to do
in this situation?







Heightened Emotions Block Discourse




We need to
move our
audiences
from this
heightened
emotional,
fear-based
state, back to
one of reason




Trust
Determination
Theory:

When people are
concerned, stressed,
upset... They want to
know that you care
before they care what
you know

< RAFTELIS

Typically
Listening/ assessed
Seliney in first 9-30

Empathy/Compassion
50% seconds

Competence/ All

Expertise Other Factor

15-20% 15-20%
Honesty/

Openness
15-20%

Credit: Covello / Inst for High Concern Communication



Mental Noise
Theory:

When people are
concerned, stressed,
upset... They have
difficulty hearing,
understanding and
remembering
information; they focus
on what they hear first.




Negative
Dominance Theory:

When people are
concerned, stressed,
upset... They often focus
more on the negative
than on the positive

Credit: Covello / Inst for High Concern Communication

< RAFTELIS



Risk Perception
Theory:

When people are
concerned, stressed,
upset... The gaps
between risk
perceptions and
reality often become
wider

Credit: Covello / Inst for High Concern Communication



_ . * Provide information at four or more grade levels below
Respond INg IN the average for the audience

times of great * Balance bad news/negative with at least three

uncertainty constructive messages

* Be brief and concise in your first response



Follow the
27-9-3

Rule

27

words

The human brain can
effectively process NO
MORE THAN 27
words, that can be
spoken in 9 seconds,
that have 3 (or fewer)

9 & pieces of informatio

seconds

Source: Dr. Vincent Covello and the Center for Risk Communication
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price $150

Would we
communicate
differently if
customers could
choose their water
service provider?




Customers/stakeholders must
hear from you consistently

* Go where the key influencers are

* Build content on your website and
social media that shows how you are
improving the water system

* Open your doors to tours

* Consider using customer surveys,
focus groups

* Invite the public to help you
understand what they want




Green infrastructure is intended to
support the District’s 2035 Vision for
zero basement backups and
overflows and improved stormwater
quality by capturing stormwater near
its source and allowing it to soak into
the ground, be filtered by vegetation,

or evaporate instead of entering
Message sewers and contributing to sewer
. overflows, water in basements, or
Fra mi ng discharging pollutants to waterways.
OR

Green infrastructure will help our

community eliminate basement
backups and have cleaner rivers by
2035.




Images speak
louder than

words

WATER RATES

Fund More Than Just the Water...

$0.27 $0.03 $0.13 $0.25 $0.17 $0.15
Administration costs Customer Infrostructure Purchase of odditional Water distribution Water service
(Technology, public outreach, service improvements and water supplies system mointenance  (storoge, treatment,

ety and overhead) replocements and repair and delivery of water)

| 1 | Il Il

1T 1T 1T 1T 1T

Eom  aEmeeen
L L
fe] Wiier

b

1916
b What

o .

Water rates have not increased since 2015.

SWEETWATER AUTHORITY
IS CONDUCTING A
RATE STUDY TO DETERMINE Sweetwater Authority charges
o less than a penny fo deliver a gallon of
HOW TO PAY FOR: Itreo':;d wcn:r to YYO:H homee :4?7.";65
{based on average 17,000 gallons/bimanthly)

190,000 people

Replacing agin Dam safe! Water quall in Chula Vista, National City, and Bonita
pplpesgan: - 4 |mp,°v:men"y, rely on Sweetwater Authority for their water.

delivery systems

COST OF SERVICE

Rate studies ine how fo

recover costs from customers in main for main for
jproportion fo their use of the AVERAGE DAY  PEAK DAY
water systemn. demand demand

Some customer classes couse higher peaks in water demand than
others. The rate study will identify these customer dasses
and assign costs based on their demand needs.

Because it must provide water on
demand, 24 hours-a-day, 7
doys-a-week, Sweetwater
Autharity must size and maintain
a water system that's capable of
meeting peak demands that occur
primarily during hot summer doys.




Indoor Budget = Persons per household (number of permanent residents)
x 55 gallons per person per day x number of days in the billing cycle / 748
conversion factor (conversion factor to calculate budget in HCF)

Outdoor Budget = Irrigable area (square footage per parcel) x
Evapotranspiration (actual daily plant water loss) x 0.7 plant factor (based on
a combination of native plants and turf per guidelines provided by state law)
x 0.62 / 748 (conversion factor to calculate budget in HCF)

|NDOOR WATER Persons per Household Number of Days in Billing Cycle

iil < B < () - 748

748
55 Gallons Conversion
Per Person Factor

rigable Area 0.7 Plant Factor

W x £3 x0.7x0.62+748

0.62 748
Monthly Conversion Conversion
Evapotranspiration Factor Factor




We can do this!

« What you do is as important as what
you say

« Start with empathy
« Remember that being first is important
» Follow the 27-9-3 Rule

« Templates make communication
consistent

« Make it easy for people by using
images

« Words matter when we promise
engagement




Questions?

.

'““""!!HI::"!!" Local Government Commission
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Santa Ana River

Watershed Ambassador Program
For Local Policymakers

Workshop Three: ' o
Communicating the Value of Water Sess I O n 90

June 2 / June 4, 2020

................................................................................ Summin g lt
Organized by: Certified by: AI I U p

"llll Local
‘ SAWPA

.| Government
//l\\\ Commission

Leaders for Livable Communities

Melissa Elliott
Strategic Communications Director

Ra.ftehs Watershed Ambassador Program
WL | ocal Government Commission

2NS Leaders for Livable Communities June 2020

www.lgc.org




Reimagining Engagement
during COVID

-] 3

%N Leaders for Livable Communities

www.lgc.org
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LR Local Governme
NS Leaders for Livable

Session 9 - Discussion: Summing It All Up
Start Time: 4:40 PM

What is one next step that you will take following this workshop?

What groups are you struggling to reach, and what's the first step that you can take to
get them engaged?

What are common messages or communication needs across departments and/or
jurisdictions? What are the opportunities to partner with others on resources, staffing,

www.lgc.org
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Santa Ana River

Watershed Ambassador Program

For Local Policymakers

Workshop Three: ' o
Communicating the Value of Water Sess I O n 90

June 2 / June 4, 2020

................................................................................. Resources and
Organized by: Certified by: N eXt Ste ps

"llll Local
‘ SAWPA

.| Government
//l\\\ Commission

Leaders for Livable Communities

Emily Finnegan
Water Project Manager
Local Government Commission

'““""!!HI::"!!" Local Government Commission
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Watershed Ambassador Program
June 2020
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Key Considerations

for effective virtual engagement

1 Embrace the Virtual World, Embrace Humanity

Resist the urge to simply convert an in-person event to a virtual
one. It's almost apples and oranges; you will need to completely
re-evaluate the engagement - the structure, interactions and results -
as a whole.

What would you normally do in an in-person setting,and how can
you provide a similar experience or value in the virtual environment?

= Flip charts and stickies vs. virtual white-board, comment box.
> Small-group discussions in physical space vs. virtual breakout rooms.

= Informal networking and talking with one another during breaks vs.
providing prompts for individuals to connect one-on-one via chat:

“Find someone whom vou don't know, and private-chat

www.lgc.org




= CivicSpark

g L.A. County Water-Energy Nexus

Civi cSpark Los Angeles County Office of Sustainability — Environmental Initiatives Division

Project Overview

Energy Efficiency & Clean Energy Zero Waste
Bty hmark, Report & Analyze City Richmond High School About L.A. The L.A. County Office of Sustainability (COS), part of the Internal Services Department, coordinates sustainability programs for
Facilities’ Energy Perf or"" e 3 Stream Recycling i County COS County facilities, including energy efficiency, renewable energy, water efficiency, and other green building services programs. With
The City of Richmondis 8! approximately 1,200 facilities in the County’s portfolio, there are significant opportunities for water savings in County operations.
I;::;i:;zi;r;';::zfit: & ""‘"';y s""s'z‘:g shops fockree CivicSpark CivicSpark member Erin Brewster was tasked with supporting COS’s new water conservation program through the development of
West Contra Costa County. ome ystes New Recycling Facilities Along Public Right-of-Ways Member a comprehensive water conservation cost-benefit analysis tool to identify and prioritize potential water savings opportunities at
ity « &High-Use Parks County facilities. The tool uses basic information provided by facility managers to estimate potential water savings from plumbing
The City iscommitted to Project 2 £ 5 : )
addressingissues impacting fo 5% et rojec fixture upgrades, advanced water treatment for cooling towers, and replacing ornamental turf with drought-tolerant landscaping.
environmental and public New Organics Recycling Programat [ In addition to estimating water savings, the analysis tool quantifies the co-benefits associated with water conservation projects,
health. The project focused Richmond’s Community Centers including cost savings and GHG emissions reductions. After the Governor’s April 1° Executive Order on the drought, Erin also used
on two of the City's primary this tool to help analyze the financial impact of the emergency water use regulations on the County’s building portfolio and
climate actioninitiatives: = s ﬁ '7 B identify new priorities for water conservation projects.
improving energy efficiency | x g o i
of City facilities; and A LY Newuke;vdl'lﬁ mma'::l: U""p'
impl i 1 Affordable Housing Nevin Apartment Complex . . . .
top e\;":;::f;;‘faf:j‘ 2 More than just a drop in the bucket... Creating lasting change
£ The water conservation cost-benefit a i e
= Z analysis tool was used to estimate the  Annual Potential Water Savings The Cot_urrty Wt‘Jte! use. analysis led to the following recommendat'lons
H 1 h I ] ht S 9 i * Prohibit the installation of new ornamental turf at all
potential water savings at all County- ‘% h County facilities unless non-potable water is used for
and d gy effidency The Governor’s Office of Planning and Research selected the City of Richmond for owned facilities. The results suggest a i FinueUpgades 22A50MG irrigation and encourage drought-tolerant landscaping.
at 10 Community Centers, 3 libraries, and 7 Fire Stations. a Best Practices Pilot Project- Phase 1. total potential savings of 10-15% from g « Replace all noncompliant plumbing fixtures in County-
Led outreach, steyiaks; sign-up Led City Council approval of $415,000 recydling enhancement & public art project proposed upgrades, or 195-280 % Cooling Towers 100 MG owned buildings by 1/1/2019.
workshops for free home solar systems. A total of 62 and 35 21 h b - 201 illi I Iy, Thi ] .
were submitted. of 210 City trash bins starting October 2016. willlon gallens annually. is: - « Upgrade water treatment systems to conserve water in
+ Implemented organics recycling in 3 Community Centers * Designed and procured 7,700 muitilingual reusable bags to promote recycling and represents $1.7M in avoided costs Drought-tolerant Additional cooling towers, if applicable.
. c i for2C Center Summer Youth foster civic pride and more than 300 MTCO.e of GHG « ' Landscaping i . I a Countywide beh: | water
Camps. + The CDP selected the City of Richmond to be included as a case study in the CDP emissions reductions annually. e conservation outreach program.
« Implemented recycling program at the 144 Unit Affordabl Nevin omplex. cities global report on b i e R st inability projects.

Local Government Commission
Leaders for Livable Communities

www.lgc.org




CALIFORNIA

GROWIN&AIER SMART
THE WATER-LAND USE XUS
GUIDEBOOK ===

ENSURING A PROSPEROUS FUTURE AND
HEALTHY WATERSHEDS THROUGH INTEGRATED
WATER RESOURCES AND LAND USE PLANNING.

|II||||||||E il Local
‘Q i‘ Praf Government
BABBITT CENTER #ZINS Commission

FOR LAND AND WATER POLICY SONORAN léaders fOI' ble e
Ca af the Lancols Instkure of Cand Palcy INSTITUTE




July 9, 2020 | 9:00 AM - 12:30 PM
Virtual Policy Briefing
Coordinated Planning in Public Engagement for
Equitable Integration of Water & Land-Use

lgc.org/water-and-land-use

co-hosted by

.. Local
! .1 Government
mm Commission

Leaders for Livable Communities

NATURE
FORALL

PROTECT « CREATE « CONNECT

[fresnoland :
: : ' 0 FA N Z /W SMART GROWTH
ekt  ClimatePlan  eorreco) S éhiikokia

www.lgc.org




IRWM Disadvantaged Community and
Tribal Involvement

2020 Statewide Lessons Learned Virtual Summit
Fall 2020

LU M Local
=il Government
ZANS Commission

Summit Facilitator

SAWPA

Summit Organizer

"“||"|!|.||Iil|'!"“ Local Government Commission
ZINs Leaders for Livable Communities

www.lgc.org




Missed a Workshop?

Virtual Mini Series Coming Soon!

Watershed Watershed

Watershed

Steward

Champion Ambassador

11/
%\\g Leaders for Livable Communities

www.lgc.org



Today’s Objectives - How did we do?

1. Learn best practices for effectively communicating to
the cultural, socio-economic, and linguistic diversity of
your constituents and their relationship to water;

2. Prepare to respond to “hot button” water issues; and

3. Identify opportunities for collaborative messaging

across departments and jurisdictions.
Complete the Workshop Feedback Survey:

aenmenscommision NEEPS: //WWW.surveymonkey.com/r/BB5RTJD

NS Leaders for Livable Communiti

www.lgc.org



https://www.surveymonkey.com/r/BB5RTJD
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Transition to Virtual Happy Hour

'““""!!HI::"!!" Local Government Commission
ZINs Leaders for Livable Communities

www.lgc.org



Morning Mad Libs! The Original#1Mad Libs
MAD&LIBS

Fill in the blanks... type your responses into the

‘everyone” chat box! Wk s Sneatest Word. Same.
1. Virtual workshops are because :iNn-person
workshops are , but
2. The Santa Ana watershed is the region that
because it and
3. Being a Watershed Ambassador means because
and

A supersilly way to fill in the
PLURAL NOUN

IIIIIIIIIIIIIIIII'!'I" Local Government Commission
ZiNs Leaders for Livable Communities

www.lgc.org



Name That Tune (er, challenge)!

e Share your water related challenge from today.
e Participants can ask up to 3 clarifying questions.

) e 1Point: Anyone from a different jurisdiction
struggling/ed with the same or similar issue.

e 2 Points: Anyone who suggests a viable solution.

e 3 Points: Anyone who identifies a specific,
relevant resource.

"“||"|!|.||:il|'f'l" Local Government Commission
ZINs Leaders for Livable Communities

www.lgc.org



MakeAGIF.com

WL | ocal Government Commission
i

yllm Leaders for Livable Communities
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