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How do you feel when you read the following 
information about PFAS?

















How Community Trust is Challenged





The water industry has had a history of 
continuous improvement without panic

Contaminant 
Candidate 

List
UCMR Proposed 

Regulation
Promulgation

Effective 
Date

Arsenic Rule 2000 2001 2004

LT2 ESWTR 2003 2006 2012

Stage 2 D/DBP 
Rule

2003 2006 2013



Today, people 
have become 
fearful about 
water



Our most vulnerable 
customers are most 
affected by fear

Focus groups of low-income 
households show they are:

 Less satisfied with the quality of 
their water

 More likely to have experienced water 
quality issues in their home

 More likely to be taking actions to 
address water quality risks, including 
boiling their water and using an 
alternate source (even drinking soda 
to avoid drinking tap water!)

 More concerned about contaminates 



Building & Maintaining Trust



You are starting from a place of trust

AWWA June 2022 poll, “Public Perceptions of Tap Water”



Caring Message   Action Message   Perspective Message 

A Risk Communication Guide for 
Water Utilities (AWWA, 2019)

Environmental Protection Agency (EPA) 
Meaningful and Achievable Steps You Can Take to Reduce Your Risk

https://www.epa.gov/pfas/meaningful-and-achievable-steps-you-can-take-reduce-your-risk


Be flexible and adaptable in your response

Staff

PublicStaff

Regulators

Elected 
Officials

PFAS
Communication

Keep elected officials informed 
on the topic and actions 

underway to address the issue.

Educate and train staff 
about PFAS and how to 
speak with customers.

Use engaging and informative 
communication tools and methods.

Be the primary source of 
information on PFAS issues.

Prepare for public notice requirements. 

Engage credible third-party experts to 
help tell the story.



Questions?
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