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Agenda – What You’ll Learn

• Why Consistent Communications Matters

• Telling the Project Value Story 

• The Benefits of an Integrated Outreach Approach and Messaging 

• Key Take Aways and Lessons Learned



• Formed in 2020 by Gresham City 
Council and Rockwood Water

• Historic partnership to build and 
operate an independent, safe, and 
reliable groundwater system

• Signed IGA for design, construction, 
and O&M of existing and future 
groundwater infrastructure 



Water System Overview

City of Gresham Water serves 74,000 people

Rockwood Water serves 66,000 people

Both Portland wholesale water customers

Partnership owns existing wells and are developing more 

Water rights providing access to millions of gallons per day





CGA Partnership Approach
• Biweekly communications meetings
• Joint communications planning and 

messaging
• Team alignment and information 

sharing 
• Common communications channels 

• Reinforces benefits
• Builds community trust
• Reaches broader audience
• Alerts partners about potential 

issues or misinformation



Big Picture: Regular and Consistent 
Communication Matters
• Only communicating with the public 

about construction disruptions is 
a missed opportunity

• Consistent communication with 
the public, businesses, and 
policymakers before, during, and 
after construction builds trust, 
reduces disruption, and ensures 
the public understands—and 
values—the project.



Key to Project Success - Integrated Outreach 

Think of it as a continuum: 
• Before → Builds understanding, trust and 

support
• During → Maintains confidence and 

reduces disruptions
• After → Proves value
If any phase is missing:
• No early comms → Creates speculation, 

opposition 
• No ongoing comms during design, 

construction and transition→ Fuels 
rumors, frustration, backlash

• No post comms → Undervalued 
investment



Consistent Themes and Messaging Benefits
Use of consistent slogans and themes increases 

message retention by up to 30% 
Source: Nielsen Norman Group  

Consistent branding and messaging improves public trust and 
perception of transparency by up to 23% 

Source: Edelman Trust Barometer 2023

Organizations using campaign themes and message frameworks report 21% more 
efficient content development processes

Source: Content Marketing Institute 

Repeated exposure improves message retention, with research suggesting that around 5–7 
repetitions (especially when spaced over time) significantly enhances recall and credibility 

Source: Fazio et al., 2015; Kang, 2016



Telling the Value Story



Strategies 
• Start with a plan 
• Use simple, consistent messaging and a 

proactive campaign approach
• Be opportunistic – tie communications to key 

milestones, themes, existing community events
• Know your audience and their specific 

communication needs
• Remember internal team members are your 

best messengers
• Repeat messaging across existing channels
• Rinse, lather, repeat



• Logo
• Brand colors
• Messaging pillars
• Graphics and photo suite

Unifying Umbrella



Guiding Messaging Pillars

Our water. Our future.

Messaging tied to community values and project benefits



MESSAGING

PROJECT 
LITERATURE

VIDEO & 
DIGITAL ASSETS

WEBSITE

EVENTS

ADVERTISING/P
ROMOTIONS

SOCIAL MEDIA

LOCAL PRESS

BLOGS & 
NEWSLETTER

Campaign messaging 
keeps communications 
clear, consistent, and 
aligned—helping 
people understand the 
project, trust the 
information, and 
maintain support.



Internal Teams Are Your Best 
Messengers
• Train staff on messaging and why it’s 

important
• Keep team updated about key 

project milestones and benefits
• Equip them with tools to effectively 

answer customer questions and 
know when to escalate 

• Meet them where they are – get 
their feedback on training 

• Monitor and track trends to address 
potential issues before they turn 
into a crisis 



Internal Team Training & Tools

Consistent and ongoing communications keeps customer 
facing teams up-to-date, prepared and on message.



Integrated communications 
campaign began in 2019 
and is ongoing
• Website 
• Newsletters 
• Social Media
• Events
• Direct Mail  
• Utility Bill Inserts
• Business Outreach

Repetition 
reinforces the 
project’s value 
across channels



Integrated Messaging Campaign

Social Media

Newsletter
Fact sheets



Targeted Communications to 
Residential Customers Since 2019

Bill Inserts to both Rockwood and Gresham customers

47 newsletter articles 
reaching 67,000 
households each edition



Targeted Communications For Businesses

1,100 letters sent to Significant 
Industrial Users (SIUs) and 
commercial establishments



Community Events

Participated in 
more than 20 
community events



CGA Events

Water tasting and 
ribbon-cutting 
events



Results

• Internal teams aligned and 
equipped to transition to 
groundwater

• Solid community awareness
• Positive support from 

leadership and the public
• Little to no opposition



• Starting early with a campaign approach to tell your story 
pays dividends

• Partnership is key 
• Align messaging across organizations
• Leverage each other’s strengths
• Share what you’re hearing in the field and lessons learned

• Customer service team members are your best messengers
• Train your team on messaging
• Stay in step with them
• Enlist them to share intel on customer experience

Key Take Aways and Lessons Learned 
During Transition



Questions?



Rockwood Water People’s Utility District
Nyla Clark
Phone: 503-665-4179
Email: 
nclark@rwpud.org

City of Gresham
Tam Driscoll and Taylor Long
Phone: 503-618-2525 
Email: 
tam.driscoll@greshamoregon.gov
taylor.long@greshamoregon.gov

Consor
Tammy Menkerud
Phone: 503.330.5987
Email: 
tammy.menkerud@consoreng.com

Thank You!
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