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Incident Notification

Recall U.S. EPA requirements
o Each state that has primacy will align with U.S. EPA requirements

Nofification types

Message mapping

Nofification partners

Case study: North Santiam River, 2017



Recall U.S. EPA Requirements

. You must contact agency with primacy immediately  <EPA

United States )
Environmental Protection

when there is a boil water advisory S

 U.S. EPA requirements:

o Tier 1. Acute, immediate and serious adverse affect on human health (within 24
hours)
o Tier 2: Non-acute serious adverse affect on human health (within 30 days)

o Agency with primacy may determine Tier 1 notice is required
o Tier 3: Other violations (e.g. failure to monitor) (within a year)

Source: U.S. EPA Public Notification Rule: A Quick Reference Guide EPA 816-F-09-010 August 2009



Required Notification Elements

» Description of violation

 When the violation occurred

* Any potential adverse health affects, be specific

« The population atrisk (e.g. infants, people with compromised immune systems)
 Whether alternate water supplies should be used (e.g. bottled water)

« Actions consumers should take, including when to seek medical help

« What the public water supplier (PWS) is doing to correct the violation

« When the PWS expects to return to compliance

« The name, business address, PWS number to learn more information

« Standard monitoring or standard distribution language

« Multilingual requirement for areas will high percentage of non-English speakers
Source: U.S. EPA Public Notification Rule: A Quick Reference Guide EPA 816-F-09-010 August 2009



Notification Types

Informational Boil Water Do Not Drink Do Not Use
Restricted Use

Occasional Frequent Infrequent Rare

(lesser) Severity of the situation (greater)

Public requested to take immediate action

Source: Centers for Disease Control Drinking Water Advisory Toolkit Third Edition 2016



Informa’uonal Notlce

« Failure to meet drinking water @ 7 e P
STGﬂdCII’dS (ﬂOﬂ OCUTe) Or T;;averageAmerican uses about 100 gallons/day. How much H20 do
administrative requirements (CCR) i e s

« Build rapport with customers

« Emergency preparedness
education

« Water conservation (non-
emergency)

Source: Regional Water Providers Consorfium Facebook oY Like ) Camment 2 Share @~
page accessed 01/29/2018



Boil Water Notice

« Used for potential or demonstrated

microbial contamination

o Low/loss of pressure (OHA Scenario 1,2,3)

Tier 1 microbial violation

Natural disasters (e.g. flooding, hurricane, etc.)
Vandalism

Backflow incident that results in microbial
contamination

« By far the most common type of

notice

o Search engine for boil water notices on January
29, 2018 results show active or recently lifted
notices for more than 20 U.S. jurisdictions from
Ohio to Florida to Texas

o Boil Water Watch Facebook page (international)
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Source: Montecito Water District welbsite, interactive boil
water map page accessed 01/29/2018
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Do Not Drink Notice

Used for potential or
demonstrated contamination
that could cause acute health
effects:

Nitrate/nitrite MCL violation

Chemical overfeed into the water supply
(but still safe for non-food purposes)
Natural disasters (e.g. flooding, hurricane,
etc.)

Backflow incident that results in non-lethal
chemical contamination (e.g. beer, wine)

Source: www.sonomacountyrecovers.org website sponsored
by Sonoma County and City of Santa Rosa, accessed
01/29/2018

JOINT INFORMATION CENTER

SONOMA FIRES: CENTRAL LNU COMPLEX
PRESS RELEASE

Cityof

,S;mta Rosa
-

FOR IMMEDIATE RELEASE Date: November 10, 2017

MEDIA CONTACT: 707-565-3040

Do-Not-Drink and Do-Not-Boil Water Advisory Issued for Two
Specific Areas of Fountaingrove

SANTA ROSA, CA - The City of Santa Rosa Water Department has issued notices to
customers in select areas advising them to stop drinking tap water due to recent damage to the
water system resulting from the fires.

A total of 13 homes in Fountaingrove received the advisory notice after slightly elevated levels
of contaminants were detected in two isolated areas. The Department advised residents in
these areas to not use the tap water for drinking and cooking until further notice.

Since the wildfires, the Water Department has increased water sampling beyond required
regulations to closely monitor the integrity of the water system and ensure high-quality
drinking water for residents. The enhanced sampling identified the contamination, and
confirmed that the contamination is isolated to two specific areas of Fountaingrove only. To
address the contaminations, Santa Rosa Water is flushing clean water through the system.

Those in the impacted area received the following recommendations:




Do Not Use Notice

POLITICS 121152016 03:53 pm ET | Updated Dec 19, 2016

This Texas City Has Unsafe Water roUse W.'Th COUT.'OH dueye ”Sk. . 0
For The 4th Time In 2 Years associated with lack of sanitation:

o Microbial, chemical or radiological
contamination with any contact is hazardous
ﬁ By Joseph Erbentraut TO pUb“C he(]”h

o Errorin treatment leading to water with a high
or low pH that could lead to chemical burns

o Backflow incident that could cause a physical
hazard (e.g. compressed air)

« Typically water system stays

pressurized

o Fire protection
o Preserve system component integrity

Corpus Christi residents can't use their tap water until further notice.

Source: Huffington Post accessed 01/29/2018



Library of Water Incident Door
Hangers

Simple door hanger template

Boil notice activation
Do not drink activation
Do not use activation
Return to service

Mobilize water station for
emergency water distribution

Date:
Address:
som

The water sy
compromised

Boil tap watt
drink it until

Harmful orga
supply. Thev
flu-like sympt
people with w
most vulnerat

BOIL WATER NOTICE

DO NOT DRINK

Date:
Address:
som

The water sy
compromised

People or pe
water until fi

Harmful chen
supply. Chemr

NOTICE

TO DRINK

TAP WATER IS SAFE

AM/PM

'e missed you.

s water

DO NOT USE NOTICE [imas

Date:

Address:

AM/PM

SoITy we missed you.

The water system has been
compromised in your neighborhood.

You should not use tap water for any
reason until further notice.

r
ave

2e in
in

1 flu—
d

5 are



Picture 1s Worth 1,000 Words

USE BOTTLED WATER FOR ALL

BOIL TAP WATER BEFORE DRINKING USE BOTTLED WATER FOR DRINKING WATER USES
Boil water to kill organisms that may be Rl L TR Y0s. Boiling tap water will not remove
e waterand canmakeyou sick chemigcal':.p Drinking tap water right now el
Directions: Bring tap water to a rolling boil. Boil can make you sick. Use bottled water when you:
for at least one minute. Let boiled water cool
before use. Store cooled water in a clean jar or Use bottled water when you: e Drink water
jug with a cover. : e Brush teeth
% Dynkwalcs + Wash fruits and vegetables
Use cooled boiled tap water or bottled water e Brushteeth €9 .
when you: Drink water, brush teeth, wash fruits « Wash fruits and vegetables » Clean counter tops and cutting
: i : — Lo boards
+ Make drink mixes, baby formula and
ice

¢ Shower, bathe or wash clothes



Idaho Templates

Easy access webpage
dashboard

Boil water advisory

o Announcing advisory

o Certification that public notice has been
issued

o Cancel advisory

Quick link fo EPA templates

o Boil water notice
o Do not drink notice (nitrates)

Spanish tfranslations

Department of Envirenmental Quality
ID O Public Notification Templates

Public Notification Templates

EPA - PN Handbooks Revised Total Coliform Rule EPA - Public Notification Templates

{RTCR) {Not for RTCR)

2010 Public Notification RTCR TIER 1 Tier 1,2, & 3 for Community
Handbook > and Non-Community Systems
i Note: Please contact your regulating
2010 Public Notification agency (i.e. DEQ or Health District)
Handbook for Tranzient RCTRTIER 2 price to tseulng a Boil Wter
Water Systems advlsory,
RTCRTIER 3 Lead & Copper

Failing to have a
Properly Licensed
Operator

Other Templates
{Not for RTCR)

Boil Water Adwvisory
Due to Loss of Pressure

Public Notification
Certification Form

Source: www.deg.idaho.gov/water-quality/drinking-water/pws-switchboard/




Oregon Templates

* Microbiological (boil water)
 Chemical do not drink (nitrates)

. Drinking Water Data Online

Intraduction

Health

Data Search Options - WS Name Look Up =~ WS ID Look Up | DWS Home

Data Entry:  Main Menu

Drinking Water Services Web Forms

« Operational problems

Username; |

Appears on Data On-Line: Contacts &

Password:

« Harmful algae blooms
 Problem corrected notice

 Link fo U.S. EPA Resources
 Link to State of Washington

o Translations

e October 2017 new notice web form

o Replaces contact reports
o Directly enters into searchable database

Source:www.oregon.gov/oha/PH/HEALTHYENVIRONMENTS/D
RINKINGWATER/OPERATIONS/Pages/publicnotices.aspx

Need help? Email Drnl

Advisories WORD for WORD

Lift Advisory
BOIL WATER - E. coly, Confirmed m Distribution Reguator: BYRD. MICHELLE P (DWP)
Person Contacted’ Dawvid Crtega | 541-208-8256
Begin Date: 03242017
Area Affectnd:  Syntern wide

Detalis . Bagin:  Spoke wih David 300Ul Tree £ COI posive 1epest samples tolaciad b he SsbuUlon systam - Cramer Camg - on Tharsday, March 231
Niowrg an £ coll positve rouing colecied on Tuesday, March 215t A Sigpesad sampio coflocind 3t the well on tha 2310 was colfonm

Login

asert We 0BCussed Tw DOI water NOtOR, INVeSSgaNg T SOUICe of CONBAMENGIoN, Ssniaction pIolocols and TI0w-up samping  Emaded
vt the bok wasker noBte lemmplate and Geinfection metruchons He wil contact e county hesth department on Mondsy to Gmcuss steps
20 1 the bok water nobice Comective acBon 1S Neoded, falowed by samping 10 verfly abeence of colfoms in the detnbution system
Consuttadon with county reguision

Updates: 00002017 David casled Mo thocked the system (as! week and collecied 2 ssvpike lodiry
Date Adviscry Lied: [4672017

Advisory LIl Detads:* {A sample collected oo April 3rd was colifcrs absent and
ithe boil water notite has been lifted.|

“Choose words carsfully and check for typos. Full text will apposr online when the ~Submit Data™ button Is clicked,

VWD‘TAI

Source: Advisories, the Web Form, and You, Kari Salis, P.E.,
;)Oregon Health Authority Drinking Water Services, October 17,
17 ®



Oregon Data Online: Water

Advisories
@ Drriing Water Data Oniline Health

Introduction :: Data Search Options @ WS Mame Look Up 0 WS ID Look Up @ DWS Home

Water Advisories
Resat Form

Regulating Agency County Date Range (leave blank for all dates) COther Options
All Agencies v All Counties hd Frofm to ¥ Include advisaries currently in effect
Include advisaries that have heen lifted

Advisory Type Advisory Reason Include inactive systems

All Advisory Types v All Advisory Reasons v Update Search Results

Mote: \Water advisaory tracking hegan in May, 2017, most advisaries from hefore this time will not be displayved here.

Results: 14 water advisories found for the selected criteria, Click on @ blue colurmn heading to sort by that field,
Regulating Agency g::'“n:g PWS PWS Hame ?;:;em Population ;::::3 Advisory Type Reason Begin Date Eﬁzd :]:Eut:ti;f:ta;:u
BEMTOMN COLNTY Benton 3714 KINGS WALLEY CHARTER SCHOCL MTHC 1580 G Bioil Water Lozs of Pressure Jan 29,2018 Open See detsils
REGIOMN 2 Coos 94283  SLEEPY HOLLOW RV PARK MP 17 Sy Bail Water Treatmernt Failure, Fitration Jan 26, 2018 Open See details
HOOD RIVER COUMTY  Hooo 92634  USFS CLOUD CAPICOOPER SPUR I 30 G Bloil Water Cither Mov 17,2007 Open See details
Rivet
JOSEPHIME COUMTY Josephine 05280 MURPHY TRAILER PARK MNP g el Bail Vister E. coli, Confirmed st GW Source Without Trestment  Mow 03, 2017 Open See details (1 followeug)
MULTROMAH COUMTY Multnomsh 06170 QDFANVL CASCADE HATCHERY MP 13 GNP Bioil Water Lozs of Pressure Qct 18 2017 Open See detsils
DOUGLAS COUNTY Dovglas o074 UMPQUA RAMCH COCP C 140 G Bioil Water Cither Aug 15, 2017 Open See details
LANE COUMT®Y Lane 94339 USFS MCKEMZIE BRIDGE CG HP #2 MIC a0 G Bioil Wiater E. coli, Confirmed in Distribution Aug10, 20017 Oper  See detailz (1 followeg)
LIMION COUNTY rion 4577 USFS OREGON TRAIL BLUE MTH CROSSIMG I 25 G Bloil Wiater E. coli, Confirmed in Distribwution Jul 26,2007 Opern See details (3 follovwops)
REGIOM 2 Curry 05381 EIGHTY ACRES WATER CO-OP MP 23 Shiy Boil Vater Treatment Failure, Fitration Jun 01, 2017 Open See details (1 followup)

® Source: Your water.oregon.gov [select “Water Advisories” from the copious hyperlinked menu ®



Washington Temnlates

May 2010

« The most complete coliform advisory Nitrate -
. . Public Health Advisory Packet
packet available in PNWS

for water sy

« The most complete nitrate advisory R R
packet in the PNWS === @irem =

Ay o gy TR | | i Public Health Advisory Packet

« Backflow incident notification e P

ot Lyt i 3312595 || cwthovior ;:‘:“.:’ﬁ:‘;m?&“ﬁ;‘ﬁ{:ﬁ“:;m'ﬂmf o
Y 4 oo, eliminase it, and determine if you need % issue a public heakh advisory.
‘v_tu-'-u-‘w\\uu 3312596 ‘E’:"‘; ::;:::amekcm:nrmwdmpciﬁ:ozwmxummmm
O o s . .
» Basic phrases tfranslated into 28 il
- Pubs Pub#
M“‘Q. Hechh ddiisory: Copem | 311790 Guidefines ;7..;;"5“...‘“ 111111 20
|O n O es mismlm.: o Mcretgant v W | o ":""‘""""::"T"" EEIRES)
g U g nitrase public sotificaticn templates o e Emergency Hotline Brochure
Tiultcaiiuiang caschiurfor Colfvms | x3n's %0 ;f:‘;:"i ‘::"‘g':‘ﬁ FHRITY
@) BOll WC]TeI' p— Emerpency Disinfecion of Swall Sysoms | 331:232 &:mﬁu D149
. i dihan * Publication slso svailable in Spanish.
O DO ﬂOT drlﬂk o — o A and Forms Pub# and Forms Pub®
BGIWMMW Nowe News Release Templane: Boill Water 131-260.2
. . . (English and Spenish) Adviory
o Important drinking water nofice, ask someone to T ey || e
Drinking Water Warsing for _ Dvinking Water Warning fe Noue
waler  watcr 8
translate for you _— =t

Public Notification Templates and Forms.
Page 2 bas wformation and instructions o usizg the

D il

Source:.www.doh.wa.gov/CommunityandEnvironment/DrinkingWater/DrinkingWate

r®mergencies/EmergencyPublicationsforWaterSystems



Washington Active Alerts

D Lealth

You and Your Community and Licenses, Permits Data and Statistical Emerdencies For Public Health and
Family Environment and Certificates Reports 4 Healthcare Providers

# Community and Environment = Drinking VWater = Active Alerts

Drinking Water Alerts

Drinking YWater

This page contains information on all active Drinking Water Alerts within YWashington State.
Active Alerts

Sortby: sl Systemn Mame Date Issued

A - Z Topics List

Jurnp to County -
Contarminants +

Disinfection + Benton County

Drinking Wvater Emergencies  + Cowville Water Association #1 lssued: 2/21/2014 Do Mot Drinlk >

FlandE In Drmkmﬂl Water + PN VR T e N PRI S NP 0 X e D | oA 8 S A, Mo hloa Faaial,



Recent Alerts in Washington State

This page contains information on all active Drinking Water Alerts within Washington State.

Sortby.  County systern Name

13062018 Maple Hill Parls, Island County Do Mot Drink ?
12542018 shoqualmie Fass Utility District, King County Boil Water Z
1172018 WSP Kennewick Detachment, Benton County o Mot Drinke 4
11172018 Hart Creek Summer Homes, Yakima County Boil Water 2
1/3/2018 ShWE - Columbia Crest Winery, Benton County o Mot Drinke 4
1201142017 Golden Yalley Water Assn, Grant County Do Mot Drink 2
10182017 Eullman Beach, Clallam County Boil Water Z
10/9/2017 Rivers Edge Lodde, Chelan County o Mot Drinke 4
9232017 My Place Bar and Grill, Spokane County Boil Water :

Q2082017 Fleasant Valley Whatcom County BEoil \Water »




Principles of Message Mapping

Limit number of key messages using as few words as possible (nine second

sound-bite or 27 words)
o Should work as a stand alone message (because that is what is often used in the media)

6 — 8 grade reading level (ho matter the education level of the reader, the

stress of an emergency causes confusion so the lower grade level the better)
o Hemmingway Editor and Word scores OHA & EPA templates at grade 9+)

Most important message first and last in a list

Cite credible 3 party sources

Provide caring and compassionate context, personal stories as appropriate
Develop graphics and visual aids (infographics)

Avoid use of absolutes (no, not, never, always)

Tell me, tellme more, tell me again

Provide support information that addresses outrage and fear factors



Sample Boil Water Message Map

Beil Water Watch
Jhrs @

WW

Retweeted KDHE (@KDHE):

Boil Water Advisory Issued for the City of Thayer, Neosho Co.
https:/#t.co/7pFy6BRew?

Boil Water Advisory Issued for the
City of Thayer, Neosho Co.
TOPEKA, Kan. —The Kansas Department of Health

— Boil Water Watch
Fhrs - @
Retweeted KDHE (@KDHE):

Boil Water Advisory Rescinded for Neosho County RWD 3 in Neosho Co.
https:#t.cofMyXbing 1t

s

Boil Water Advisory Rescinded for
Neosho County RWD 3 in Neosho
- Co.

| TOPEKA, Kan.—The Kansas Department of Health
and Environment (KDHE) has rescinded a boil...

R KHAPZ KDHE STATEKS.US

o) Like () Comment

&> Share &~

Source: Boil Water Watch Facebook page 01/29/2018
( J

Boil water for drinking
and cooking.

Contamination suspected/found
in tap water. Take action before
drinking or cooking.

Routine tests performed
last night confirm the
presence of E.coli bacteria
in the water serving
residents of [x] county.

Fill 3 pot with water.

Your risk of iliness

Heat the water until

bubbles come quickly
from the bottom of the
pot to the top,

after drinking this
water is increased.

The water utility s

Keep heating the water
for one more minute.

Increasing the disinfectant
levels and flushing the

distribution system to
eliminate the problem.

Turn off the heat source
and let the water cool.

Testing will continue until

Pour water Into a clean,
sanitized container with
a cover for storage.

the problem Is resolved.
You will be informed
of progress.

If you cannot boil

water, disinfect it.

If water Is clear: Add 6 drops or
0.5 milllizers of unscented
household bleach (with a
concentration of 8.25%) per
one (1) gallon of water, mix
well, and then allow the water
to stand for at least 30 minutes.

If water is cloudy: Filter it, Add
12 drops, 1 milliliter, or 1/8
teaspoon of unscented
household bleach {with 2
concentration of 8.25%) per
one {1) gallon of water, mix
well, and then allow the water
to stand for at least 30 minutes.

Store disinfected water in a
clean container with a cover.

Source: Centers for Disease Control Drinking Water
Advisory Toolkit Third Edition October 2016




CDC Water Adv1sory Toolbox 2016

Previous toolbox versions were
Drinking Water AdVISOI‘Y exclusively about boil water notices

Communication Toolbox - 2016 version updated to include do

not drink and algae bloom notice

o Frequently asked questions are provided, to be
used for developing messaging

« Still no advice or support for do not
use notice (very rare)

 No advice or support for water
source notice other than algae
blooms (e.g. spill, wildfire)

« U.S. EPA public notfice requirements
apply to all types of drinking water
quality notices

Updated 2016




Water Source Notification

« Splill that reaches surface water:

o Oregon Department of Environmental Quality (spill reporting requirement, oversees clean-up)
o Oregon Department of Fish & Wildlife (if fish or animals could be affected)
o Oregon Department of Transportation (if spill takes place on a highway)

« Wildfire in your watershed:

Wildfire Incident Command

County Emergency Manager
Oregon Department of Forestry
Oregon Department of Fish & Wildlife
o U.S. Forest Service

* The water utility is responsible for customer notification about water
quality as defined by U.S. EPA and Oregon Administrative Rules

o If water quality is not affected, there is no requirement to notify and no specific timeline

o The ufility can issue nofification even if not required (recall the informational notice to build rapport
with customers)

O O O O



Notification/Response is a
Shared Responsibility

Though water utilities are required to notity, don't go it alone!

All incidents:

o County health department is required by the Oregon Health Authority to monitor and advise
businesses that serve the public during a water quality emergency (e.g. restaurants, health care
facilities)

Incidents affecting a large population:

o Emergency managers are required by FEMA to be the gatekeeper for FEMA reimbursable funds, so
should be in the loop regarding water utility response and notification

Incidents affecting populations across jurisdictions:

o Joint Information Center is required by Incident Command Protocol to coordinate notifications, so
should be in the loop regarding the response and notification conducted by each water utility

Share responsibility but maintain your role as drinking water expert



Notification/Response Partners

Oregon Health Authority

County health deparfrment(s)

Neighboring utilities

Utilities that share a water supply/watershed
Emergency managers (counties, cifies)
Emergency responders (fire, police, hospital)

Subject matter experts (e.g. wildfire responders, chemical spill
responders, testing laboratories)

Major customers



Be Informed, Make A Plan, Build A Kit

Before an Incident

« Organizing for Drinking
Water Advisories

+ Collaborating with Partners
+ Developing a Message
« Conducting Exercises

» Tools and Templates:
Before an Incident—
Preparing for an Advisory

After an Incident

During an Incident

« Initiating an Advisory « Reporting Requirements

« Preparing an Advisory + Debriefing an Incident

+ Distributing an Advisory + Conducting an Evaluation

« Modifying Standard
Operating Procedures

« Ending an Advisory

+ Tools and Templates:
During an Incident—
Issuing an Advisory

« Improving Public Outreach

+ Tools and Templates:
After an Incident—
Evaluating an Advisory



Collaborate With Partners

Reach out to
nofification/response partners

Include partners in message

development

o Unified messaging
o Build trust and expertise

Rely on partners to share
notification received from the
warter utility

o Learn about each partner’s network

o Utilize the communication tools available to
each partner

Conduct joint exercises

Public Health

Prevent, Promote. Protect.

North Central Public Health District

“Caring For Our Communities.”




Case Study: North Santiam River

« Gas tanker tfruck crash closed a
portion of OR Highway 22

« Crash occurred late on Friday
evening December 15, 2017

« Media reports that gas was seen
INn the river, booms deployed

e Santiam River is a water source

for several utilities

o DEQ completed water and air sampling at
utility intakes by Sunday

o Results showed no gasoline




North Santiam Incident Notification

Incident required to be reported
to Oregon Emergency Response
System (OERS) within 24 hours

OERS Notifies DEQ and OHA

OHA Notifies water utilities
o DEQ may coordinate directly with water

utilities
Utility specific response (not
directed by OHA)
If public nofice issued, it will be
posted online by the utility (new
in October 2017)

Water Advisories
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Utility Specific Response
 December 16 City of Salem

1 e R switched to back up
groundwater and reservoirs

o “There was not an immediate concern of
threat. | believe they made the decision to
ease public concern. We have days and
days of supply outside of the river...”

o Rescinded December 19

« December 18 City of Stayton

Salem'’s Drinking Water Remains Safe
Following Weekend Gas Spill on North switched o CITy well water
Santiam o Asks for conservation measures

— UPDATE: December 19, 2019 o Still posTed, not rescinded online

The City of Salem opened its drinking water intake at the Geren

bl bl 1



Tlmmg Issues

Accident occurred shortly after
11:00 p.m.

« OERS on a list of emergency
numbers
o Required noftice within 24 hours
« OHA notified in the middle of the
weekend
o Whois on call?
« Uftility noftified in the middle of
the weekend
o OHA only has one utility contact number
* News stories dated mid-day
Saturday December 16




Recall: No Requirement to Notity

OHA requires notification only
when the water supply does not - 8 & 4
meeT SOfe Drinking WOTer ACT i-.fl'i_rt:i,"lhi‘lr:‘l';‘."_]'_{'! Remains Safe Following Weekend Gas Spill on North

North Santiam River Incident did
not affect drinking water quality

Recall: The uftility can issue

nofification even if not required
(recall the informational notice
to build rapport with customers)

If it is In the news, best to tell your
own story

e

cg//(/}/ Zes

TN 5uyions Lotest News
Tor w0 o e vh 1A P
Pt n nz
Gty of Sayton Drnking Water - Responss to Fust in North Sartsm River




Case Study: Eugene, OR

« Boil water notice door hangers issues
early morning to a very limited area
o Noft usually newsworthy

* The morning news reader for @
television station received one of the
door hangers

e The news reader then announced
on the morning news that a boill
water notice had been issued

 Many calls!




Case Study: Troy, NY

» Clear communication helped

accurate media coverage

o Caused by loss of pressure
o What the ufility was doing about it
o When test results were expected

 Media did not include EPA
required notice information
even though the press release
provided the information

o Symptoms
o Risk population

« Clear notice of rescinded notice
on the website

Source: TimesUnion (Troy NY) Troy issues boil water
advisory October 17, 2017 accessed 02/26/2018



Notification Considerations

SRR S « Once you have created the

| Boil Water Notice messaging, should it be out
_ F:’eq}ulenlliynkedquesﬂom 'I'here O” 'I'he 'I'imee
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timely, but have a limited
audience

« Keep contact lists updated




Do’s and don’ts of notification

« DO’s
o Principles of message mapping
Notification intervals
Assign one and only one spokesperson, preferably media trained
Manage the media
Notify when the unsafe condition is resolved

« Don'ts
o No comment is never acceptable, but the comment should come from the Public Information Officer
o Consent to a media interview without prepared messaging, then do stick to the message

o lgnore crisis recovery, share lessons learned & urge customers to take action (It ain’t over, ‘il it's
over...and even then it might not be over)

O O O O



Common Notification Errors

« Before

o Failure to send a message on time or at all
o Solution: Maintain internal and external incident contact and on-call list

« During
o Incorrectly composing message
o Solution: Develop EPA compliant templates, review/update templates at least annually

o Mistakes in messaging, perhaps due to inadequate template
o Solution: Correct the mistake in a timely manner (we all make mistakes sometimes)

e Affer

o Not rescinding the nofice
o Solution: Include rescinding in the demobilization checklist



Common Notification Feedback

You should have sent a noftification...

You should have sent it quicker...

You didn’t include enough information...

You send to many nofifications...

| don't know what | am supposed to do with this information...
| already goft this from the news...



Notification bottom line

By failing to prepare, you are preparing to fail

Educate your Public Information Officer if not a water ufility expert

o Make sure the PIO knows OHA requirements
o Use backflow and other case studies to create a feachable moment

Make a written plan if you can

Keep your media costume in your office
o Tie and clean shirt
o Utility branded jacket or polo shirt
o Thisis not ajoke!



Thank you!
Any questions?



