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Clean Water Protectors
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Clean Water Allies
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Jeannie Smith
Manager of Community and Media Relations
Northeast Ohio Regional Sewer District
Cleveland, OH
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COVID-19



COVID-19 EHS Key Points
EPA Enforcement Discretion Policy (March 2020)
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Compliance 
activities 

hampered by 
COVID-10 
restrictions 

may be eligible 
for 

enforcement 
discretion

Extensive proof 
and 

documentation 
requirements

EPA sued by 
some states 
and NGOs 

that oppose 
the policy

Many states 
have similar 

policies – check 
federal, state & 

any local 
requirements & 
policies where 
you operate
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COVID-19 EHS Resources
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• Force Majeure provisions in Consent 
Decrees or other agreements with 
regulatory authorities
− 10 Tips for Seeking Enforcement Discretion and 

Preserving a COVID-19 Force Majeure 
Affirmative Defense before the TCEQ

• Summary of EPA Enforcement Discretion 
Policy

• OSHA policies important to understand too
− OSHA Coronavirus Guidance for Employers 

Continues to Evolve
− Webinar: OSHA Compliance During the 

Pandemic
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B&D 
COVID-19 EH&S 
Resource Center



This presentation is not intended as, nor is it a 
substitute for, legal advice. You should consult with 
legal counsel for advice specific to your circumstances. 
This presentation may be considered lawyer advertising 
under applicable laws regarding electronic 
communications.

Questions
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Karen Hansen
Principal

khansen@bdlaw.com
+1.512.391.8040

Austin, TX
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Crisis Communications:
A Perspective from Green Bay

Tricia Garrison
NACWA StratComm | June 1, 2020



Overview
• Briefly about NEW Water

• Our crisis comms approach
• Some tricks we employed
• Some lessons we learned along the way





Pre-COVID-19:

My last handshake of 2020
Brand building during the calm of day



March 10, 2020
World Water Day event & champion award



• Crisis comms whiplash

From PFAs to floods to COVID-19



PFAs
Comms strategy: Targeted outreach



COVID-19 hits
Focus Team ~ Incident Command



COVID-19 
Focus Team



Comms
strategy 101: 
Staff FIRST





Crisis comms strategy: Peer network
• Wisconsin utilities

• NACWA colleagues

• Brown County PIO Team



Crisis comms strategy: 
County PIO Team





• Internal
• External

• Customers ~ financial working group
• Water utilities
• Partners
• Stakeholders

COVID-19
Comms strategy: Targeted outreach





Lessons learned



Crisis comms lesson: 
Stay on message



Crisis comms
lesson: 

Practice helps



Crisis comms lesson: 
Get graphic … & lean on partners



A tale of two Tweets*

* Note: Metrics are really from Facebook, but I couldn’t resist the alliteration



Emergency alert service



Thank you, NACWA
#StrongerTogether

Tricia Garrison 
@NEWWater_WI
(920) 737-3686
tgarrison@newwater.us
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– COVID 19–

Vincent Morris | DC Water Government & Media 

How the Crisis Opened a Dialogue with Customers



COVID 19:

• Unprecedented
• Misunderstood
• Omnipresent
• Deadly
• Destructive



DC Water Message:

1. Safety
&

1. Affordability



Used the crisis to 
remind customers 
water is life‐saving, 
essential & safe



Modest ad campaign –
let us take care of the 

water





AND….
Romance?



https://twitter.com/dc
water/status/1265692

912001613824



Issued press releases & social 
media reminding customers that 
COVID‐19 isn’t in the water & 

won’t ever be



“protecting public health” 
became part of message, 
including blog post on 

HydrateDC.org



Highlight 1st responders, 
explaining value & thanking staff 

for their work.



Then we found every 
option for helping 

customers!



1. No disconnections
2. Easy Payment Plans

3. Reconnect any shutoffs



We’re there for you



Sprinkle in other relevant messages

A. Wipes do not belong in your toilet

B. Our staff are taking precautions

C. We are all in this together



•Employee Emails 
•Activate IMT
•Telework
•Conference calls
•Flexibility
•Transparency

Internal 



•CEO‐led letter to 
Congress
•Briefings for 
Council staff
•Share impact with 
stakeholders

Political 
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@vincentmorris

202‐787‐2081

Vincent.morris@dcwater.com
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@neorsd #StratComm20



@neorsd #StratComm20

Humility.
Humor.

Helpfulness.
Social media in uncertain times



@neorsd #StratComm20

humility
• Know yourself, know the platforms.
• Know you are not the expert.
• Know which lines are worth walking 
and which aren’t.



@neorsd #StratComm20



@neorsd #StratComm20

humor
• Puns for dayz.
• Builds relationships, based on trust.
• Timing, delivery, sensitivity.



@neorsd #StratComm20



@neorsd #StratComm20



@neorsd #StratComm20

helpfulness
• Be a resource.
• Be conversational.
• Be responsive.



@neorsd #StratComm20



@neorsd #StratComm20



@neorsd #StratComm20

Humility.
Humor.

Helpfulness.
Social media in uncertain times



@neorsd #StratComm20

John C. Gonzalez
gonzalezj@neorsd.org
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Social Media Examples and Lessons Learned

Franchesca Thompson
Digital Communications Manager, DC Water | Washington, DC



These are challenging times that test every 
organization, employee, and contingency plan. 

#COVID19



#COVID19

Safety of our customers and employees
Planning Timeline



Our employees are here for YOU

#COVID19

and we’re in this WITH you.



People Want to See People



Source: Twitter Insights

First post highlighting our 
team working in the field 
during the Pandemic



You can count on us…



When it comes to practicing 
social distancing and wearing 
masks, we are in this 
together. 

Source: Facebook Analytics



The Power of LinkedIn



Source: LinkedIn Analytics

2% LinkedIn engagement rate is considered good, and an 
above 2% engagement rate means you are doing great.

4.02%



Source: LinkedIn Analytics



• Gradual but steady ENGAGEMENT 

• Started managing 3 months before COVID19

Insights

Source: Sprout Social



Extra “Wins”



Sometimes rare opportunities and 
moments result in great content.



Franchesca Thompson
Digital Communication Manager

(202) 322-4915

franchesca.thompson@dcwater.com
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U P C O M I N G  2 0 2 0

Conferences & Events

Dealing with Disruption: Operationalizing 
Resilience in the Water Sector Webinar 
Part 4
June 3, 2020

Hot Topics in Clean Water Law 
Webinar: Part 2
June 10, 2020

Learn More and Register at www.nacwa.org/events

Hot Topics in Clean Water Law 
Webinar: Part 3
September 16, 2020

2020 National Clean Water Law & 
Enforcement Seminar
Charleston  SC 
November 18 - November 20, 2020
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NACWA’s strength is in our members.
NACWA is the nation’s recognized leader in clean water advocacy for public utilities, 
made possible through the collective voice of our members. 

Experience the value in membership through…

 Legislative, regulatory, legal, and communications information and analysis. 
 Peer-to-peer resources exchange and support. 
 Interactive webinars and events. 
 Recognition for your clean water utility’s achievements through our national awards 

programs. 

Learn more at nacwa.org/join. 
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