


Trust in utilities and the public sector is declining
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Infrastructure isn’t just 
something we need to 
invest in, it’s failing

Image credit: William Croyle, California Department of Water Resources



Social media is 
exploding, and it 

empowers consumers



Would we 
communicate 
differently if 
customers could 
choose their water 
service provider?
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Clear, localized messages that 
speak specifically to customers

Consistent outreach and 
communication focused on 
raising awareness

Diverse methods of 
communication that match 
the community
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Images speak 
louder than 

words
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Do not make 
people do 

math. 
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To provide 
balanced and 
objective 
information in a 
timely manner

To obtain 
feedback on 
analysis, issues, 
alternatives and 
decisions

To work with 
the public to 
make sure that 
concerns and 
needs are 
considered and 
understood

To partner with 
the public in 
each aspect of 
decision-making

To place the 
final decision-
making in the 
hands of the 
public
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“We will keep you 
informed.”

“We will listen to 
and acknowledge 
your concerns.”

“We will work 
with you to 
ensure your 
concerns and 
needs are directly 
reflected in the 
decisions made.”

“We will look to 
you for advice and 
innovation and 
incorporate this in 
decisions as much 
as possible.”

“We will 
implement what 
you decide.”

Source: IAP2



Traditional public meetings with a  presentation and 
public comment period frustrate consumers, 
policymakers and staff.

Open houses provide an efficient, interactive way for 
consumers to ask questions about their concerns and 
provide feedback to policymakers.




