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Help Us, Communications Team –

You’re Our Only Hope! 
Navigating Communications for a Multi-City Water Project 

Katy Kerklaan, 

Citizen Information Specialist, 

Lake Oswego-Tigard Water Partnership
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Partnership Overview

• Intergovernmental agreement 

signed in 2008 by the cities of Lake 

Oswego and Tigard to upgrade, 

upsize, replace water infrastructure 

for both cities

• Lake Oswego’s existing facilities 

are old, unreliable, undersized 

• Tigard needs secure, dependable 

water; system ownership

• Cost approx. $254 million

• Partnership approach saves 

money for both communities

• Total population of both cities 

approx. 100,000
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So where is Lake Oswego & Tigard?
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In a nutshell, what’s involved?
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Communications and outreach –
both strategic & targeted

• Overarching strategic 

communications plan

• Updated yearly as project 

phases changed from 

definition, pre-design and 

permitting, facilities design and 

construction.

• Six key messages about the 

system
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Targeted outreach plans

• Specific, targeted plans for construction 

in each community and for each 

package of work – incorporated “Good 

Neighbor Plan” elements

• Separate business outreach plans for 

four significant business districts 

impacted by construction:

– Bonita Road, Tigard

– Downtown Lake Oswego

– OR 43, West Linn

– OR 99E, Gladstone
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Key tools that worked well
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Leveraging existing communications 

channels 
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Creating targeted materials – emails

• Over  2,000 people 

“active” on our email 

distribution list

• Individuals separated into 

target groups – by facility 

or pipeline location

• Best way to stay informed

• Won a PNWS-AWWA 

award for best electronic 

communications in 2014
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Direct mail – postcards, mailers, flyers
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Door hangers

• Easy to distribute, particularly 

for last minute notifications / 

changes

• Targets a small area / 

neighborhood where work is 

occurring 

• Used effectively with the 

contractor for paving 

notifications
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Project hotline

• Number provided in every form of 

communication

• Answered by our team from 

8 a.m. – 5 p.m.

• After hours contact 
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Website

lotigardwater.org 

• Focused on active 

construction in the four 

communities 

• All construction / traffic alerts & 

emails posted on the website

• Helpful “work underway” 

interactive google map –

useful to show active work 

areas, closures

• Twitter feed
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Social Media
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Videos
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Meet the Contractor Meetings

• Held before construction started 

for each package of work

• Good opportunity for neighbors 

to meet project staff and the 

contractor
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Business canvassing

• Business canvassing and F2F door 

knocking before construction begins –

very effective, good feedback 

• Visited at different times when the 

businesses are open

• Obtained contact details

• Left helpful construction information
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Other useful tools

• Media – news releases, interviews, 

updates

• Signage – at construction sites, parks

• Information kiosks – at WTP, RIPS,

Meldrum Bar Park, HDD 

• Site tours with neighbors, elected 

officials, media

• Presentations to neighborhood 

associations, business alliances, 

community groups, rotaries, special 

interest groups

• Attending tabling events – Fairs, 

Farmers’ Markets, Community Festivals, 

other local events
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A special case study: 
West Linn
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Who are we dealing with?

• Highly interested and engaged 

stakeholders

• A community that has fought the 

project since day one

• Very vocal in their opposition

• Not afraid to use scare tactics

• Dialed into the local government and 

local newspaper

• Attempted to recall the West Linn Council

• Not willing to negotiate, or work together
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West Linn Conditions of Approval

• Strict land use conditions of approval for the project in West Linn

• Any violations could be enforced by a $1,000 fine, or result in a stop work 

order

• Many relating to outreach and communications:

– Logging all calls and written correspondence from West Linn citizens

– Employing an “ombudsman” to promote communication 

– Holding up to two meetings a month with residents

– Providing advanced notice to stakeholders at specific times

– Adhering to work hours at all times

– Others incl. noise, back-up beepers, truck traffic haul routes, size limit of construction 

zones, parking provisions, busing workers to and from the site, emergency access, 

pedestrian access



22

Going above and beyond 

• Daily communication with neighbors

• Majority of calls on the hotline from WL neighbors

• Thousands of emails

• Hundreds of mailings

• Multiple presentations to council

• Over 60 neighborhood construction meetings

• Ombudsman on site during pipeline construction

• A lot of hand holding

• Tours and face-to-face meetings

• Extensive business outreach plan & shop local marketing campaign for OR43 

businesses

• Thousands of dollars in car wash coupons, local gift certificates
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So, how do you keep your sanity and navigate 

through rough construction waters?

1. Plan ahead 

2. Prioritize

3. Set up a regular system

4. Divide and conquer

5. Take feedback on board

6. Rely on others

7. Build relationships with crews in the field 

8. Utilize every tool at your disposal 

9. Keep it simple and clear

10. Avoid giving specifics 
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Dealing with conflict and managing issues

1. Switch gears

2. Call the inspector!

3. Offer to meet F2F

4. Listen carefully and read between 

the lines

5. Take complaints seriously

6. Avoid making promises you can’t keep

7. Offer goodwill gestures

8. Close out the issue

9. Don’t be afraid to stand up for yourself or walk 

away

10. Remember to breathe
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At the end of the day…
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Questions? More information?

Questions?
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Recent media coverage 

“There has always been a small 

group who wants to politically 

influence every decision, from who 

gets hired to who gets fired on staff. 

That group used the LOT project as 

a vehicle to shift the city policies in 

their favor” 

“What cannot be denied, is the 

project sent ripple effects far 

beyond the confines of the 

Robinwood area where the plant 

is located” 


