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Zoom Meeting 
Technical Orientation
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Click Unmute and Start Video

Click Participants 
and Chat menu buttons
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List of participants

Chat Box

Raise hand button

Write to everyone or another 
individual

Need a break

Stepped away



www.lgc.org4

Rename yourself by hovering on 
your name and clicking “Rename”.  

Chat Box
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Additional Guidance
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Session 1:
Welcome & 

Introductions

Emily Finnegan
Water Project Manager

Watershed Ambassador Program

June 2020
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Rules of Engagement
▪ Mute when not speaking.

▪ Remain actively engaged.

▪ Mutual respect - suspend judgement/ assume 

best intentions

▪ Use the Chat box & Participant Features.

▪ Step up/Step back. 

▪ Be gracious to the facilitator(s). 
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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
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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
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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



www.lgc.org

Round 1

September 2019: 
Understanding Your Watershed

Round 2

January 2020: 
Collaborative Planning 

in the Face of Uncertainty

Santa Ana Watershed Ambassador Program

Round 3

June 2020: 
Communicating the Value of Water 
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 SAWPA Certification

Watershed 
Ambassador

Watershed 
Champion

Watershed 
Steward

Attend 1 Workshop Attend 2 Workshops Attend 3 Workshops

Virtual Mini Series Coming Soon!
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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.
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Local Host Welcome

Mayor Deborah Robertson

City of Rialto
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Local Host Welcome

Vice Mayor Jacque Casillas

City of Corona
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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 

virtual
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Getting to Know You

What do you consider your “home” water body?
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The Disadvantaged Communities 
Involvement (DCI) Program

“disadvantaged community”

• A state-defined term; not an identity.

• Avoid pronouncing “DAC” as “dack.”

• Alternate terms:

➔ underrepresented
➔ overburdened
➔ structurally disempowered
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The Disadvantaged Communities 
Involvement (DCI) Program

Interviewed:
• Local elected officials
• Mutual water companies
• Water agencies
• Tribal representatives
• Community members
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Communicating Water 
Intentions vs. Outcomes
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Lessons Learned from the Community 
Water Experiences Assessment
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Lesson Learned: 
Address Language Barriers
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Lesson Learned: 
Maintain Consistent Communication
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Lesson Learned: 
Listen and Respond to Localized Tap 
Water Quality Concerns
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Lesson Learned:
Engage Across Sectors & Jurisdictions
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Session 2:
Local 

Communication 
Barriers

What We Know 
Emily Finnegan
Water Project Manager

Watershed Ambassador Program

June 2020
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What we know
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Does it match what we heard?

1) Address Language 
Barriers 

2) Maintain Consistent 
Communication

3) Listen & Respond to 
Water Quality 
Concerns 

4) Engage Across 
Sectors & 
Jurisdictions

Lessons Learned
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Setting a baseline

Tap water is safe to drink and that there’s no need to buy bottled 
water.
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Self Assessment Checklist
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Refined Communication Challenge

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.
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Sharing Challenges
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Who do you need support from to 
address this challenge? What kind of 
support?

Are there others on this call that have a 
similar challenge as you? Anything 
surprise you in what you’re seeing on 
the chat?
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Session 3:
We're Better 

Together: Mutually 
Beneficial 

Partnerships 
Melissa Elliott
Strategic Communications Director
Raftelis Watershed Ambassador Program

June 2020



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



Better together #2
Revitalizing energy



Successful partnerships follow a roadmap

START

FINISH

Build a Coalition

Institute ChangeGain Acceleration

Enlist 
Stakeholders

Generate Wins

Form a Strategic Vision





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.
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Session 4:
Building 

Community 
Partnerships: 

A Local 
Perspective 

Watershed Ambassador Program

June 2020
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Guest Speaker

Amanda Fine

Senior Public Affairs Program Manager

Eastern Municipal Water District
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Guest Speakers

Janet Anderson

Quail Valley Environmental Coalition

Letisia Vazquez

Quail Valley resident
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Questions?
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Watershed Ambassador Program

June 2020

10-min Stretch Break
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Session 5:
Action Plan to 
Develop Your 

Mutually 
Beneficial 

Partnerships
Emily Finnegan
Water Project Manager

Watershed Ambassador Program

June 2020
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Breakout Groups: Action Plan to Enhance Inclusivity
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Breakout Groups

1) Emily Finnegan 4) Susana Villegas

2) Danielle Dolan 5) Bailey Lai & 
Zachary Gianotti

3) Melissa Elliott
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Breakout Groups

1) Emily Finnegan 5) Bailey Lai & 
Frank Lyles

2) Danielle Dolan 6) Jacqueline Garcia & 
Zachary Gianotti

3) Melissa Elliott 7) Atley Keller

4) Susana Villegas
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Session 6:
The Value of 

Inclusive 
Communications

Susana Villegas
President
SVPR Communications Watershed Ambassador Program

June 2020



The Value of Inclusive Communications

Why it matters.
How to create them.

Susana Villegas, President, SVPR Communications
June 2, 2020



Not a simple exercise in looking diverse



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



Appeal to a broader group of people

http://www.youtube.com/watch?v=ElCct7U34bM








Inclusive Processes, Inclusive Communications



      Fácil y sana  ⁄  
Agua del grifo
(Easy and healthy / Tap 
Water)

      Agua de la llave: 
sana y al alcance de 
todos
(Tap water: healthy and 
available to everyone)



Linguistic
Competence

Cultural
Competence



ROI
It’s about real influence
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Session 7:
Breakout Groups - Action Plan to 

Enhance Inclusivity
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Report Out
● Two minutes each group to report:

○ Opportunities to partner across jurisdictions or 
departments on communicating about water / the 
value of water

○ Opportunities to improve inclusivity of messaging 
(shared resources, lessons learned?)
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Watershed Ambassador Program

June 2020

10-min Stretch Break
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Session 8:
Communicating 
in the Spotlight

Melissa Elliott
Strategic Communications Director
Raftelis Watershed Ambassador Program

June 2020



Communicating effectively when public confidence is at risk

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



In the past, engaging the public was easy. 



That simpler paradigm 
of one messenger to 
many receivers existed 
for more than 50 years.



Has your agency been hiding in plain sight?



This choice to 
be silent left 
the door open 
for others to 
steal your 
opportunity!



Many 
influencers  

use 
fear-based 
messaging



The 
spotlight 
is on. The 
mic is hot. 
You’ve got 
to be 
ready, and 
equipped 
to talk.



500 million 
stories daily 
per 
platform











Trust Happens When…

•Promises are filled

•Expectations are met

•Values are being lived



Ask 
Yourself

What would 
reasonable people 
appropriately 
expect a responsible 
organization to do 
in this situation?



IN TURBULENT TIMES, 
PEOPLE CRAVE REASSURANCE

96



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 

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



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



Responding in 
times of great 
uncertainty

• Provide information at four or more grade levels below 
the average for the audience

• Balance bad news/negative with at least three 
constructive messages

• Be brief and concise in your first response



Follow the 
27-9-3 
Rule

The human brain can 
effectively process NO 

MORE THAN 27 
words, that can be 

spoken in 9 seconds, 
that have 3 (or fewer) 
pieces of information.

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

27
words

9
seconds

3
pieces of 

info



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



•

•

Message 
Framing



Images speak 
louder than 

words





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
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Questions?
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Session 9:
Summing It

All Up

Melissa Elliott
Strategic Communications Director
Raftelis Watershed Ambassador Program

June 2020
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Reimagining Engagement
during COVID
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Session 9:
Resources and 

Next Steps

Emily Finnegan
Water Project Manager
Local Government Commission Watershed Ambassador Program

June 2020
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lgc.org/water-and-land-use
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Watershed 
Ambassador

Watershed 
Champion

Watershed 
Steward

Attend 1 Workshop Attend 2 Workshops Attend 3 Workshops

Virtual Mini Series Coming Soon!

Missed a Workshop? 
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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: 

https://www.surveymonkey.com/r/BB5RTJD

https://www.surveymonkey.com/r/BB5RTJD
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Transition to Virtual Happy Hour
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Morning Mad Libs!
Fill in the blanks… type your responses into the 
“everyone” chat box!

1. Virtual workshops are ______ because _____; in-person 
workshops are ______, but _______.

2. The Santa Ana watershed is the _________ region that 
_______ because it ______ and _______. 

3. Being a Watershed Ambassador means ______ because 
_______ and ______.
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Name That Tune (er, challenge)!
● Share your water related challenge from today.

● Participants can ask up to 3 clarifying questions. 

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

● 2 Points: Anyone who suggests a viable solution.

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