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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

CAS CA D E operate an independent, safe, and

GROUNDWATER ALLIANCE reliable groundwater system

GRESHAM : ROCKWOOD » Signed IGA for design, construction,
and O&M of existing and future
groundwater infrastructure




Water System Overview

’H’H‘H‘ City of Gresham Water serves 74,000 people

’H’H‘H‘ Rockwood Water serves 66,000 people

g Both Portland wholesale water customers

',,,f“ Partnership owns existing wells and are developing more

& Water rights providing access to millions of gallons per day
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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

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

Organizations using campaign themes and message frameworks report 21% more

efficient content development processes
Source: Content Marketing Institute




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




Unifying Umbrella

* LOgo

« Brand colors

» Messaging pillars

» Graphics and photo suite




Guiding Messaging Pillars

Our water. Our future.

OICI ey

WATER BEST LOCAL EMERGENCY
QUALITY VALUE OWNERSHIP PREPAREDNESS

Messaging tied to community values and project benefits




BLOGS &
NEWSLETTER

LocAL PRESS

SociAL MEeDIA

PROJECT
LITERATURE

VIDEO & |
DIGITAL ASSETS

MESSAGING \ WEBSITE

EVENTS

ADVERTISING/P
ROMOTIONS

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
iNnto a crisis




Internal Team Training & Tools

WATER QUALITY
TASTE AND ODOR

The customer describes the taste and odor of their water as stagnant, earthy, tasting or smelling of
chlorine, or other descriptions. They may also just describe it as bad or unpleasant.

POTENTIAL ¢

Transitioning.
and groundw

groundwater 'WATER CUSTOMER SERVICE
Transition To
Cascade Groundwater

Cascade Groundwater Is Coming Online
Transition will begin in late fall 2025

: ::\f,:;fy‘ = 100% Cascade grouncwater will happen over several months
+ Useafilte = Cascade groundwater is from deep, naturally protected Sand and Gravel Aquifer
¢ Makeitof © Year-round safe, reliable, high-quality drinking water source
. Z'gi:;'i‘c‘ = Protected by a nationally recognized Groundwater Protection Program and regularly
tested to meet state and federal standards
Customer experience during the transition
o Ifitisate = Consistent high-quality water year-round as compared to the current mix of surface and
« Ifthe bad groundwater
o If t:e =U:' = Atthe beginning of transition, it is normal for some customers to experience aesthetic
and conta

changes (color, taste, odor and hardness)
= Potential impacts are due to the transition from the current blend of surface and
groundwater to the future use of only Cascade groundwater.

Water will continue to meet safe drinking water standards

Water will continue to meet all state and federal safe drinking water regulations and
continue to be safe to drink.

Gresham and Rockwood Water are preparing now to control and minimize any
temporary aesthetic changes, including cleaning out pipes and conducting studies to
determine the best way to manage the water distribution system.

Before, during, and after the transition, Gresham and Rockwood Water will also be
continually testing and monitoring our water quality.

CASCADE

Update: Transition to Groundwater

Tam Driscoll
To DES Admin Assistants; GAP; Utility Billing; Comms.Services

[©| 5 Reply | & Reply Al | —> Forward l

Tue 3/31/2026 1:00 PM

Cc  Brian Staley: Mike Whiteley: Steven Walker: Taylor Long
e

Qur amazing Water Department and Cascade Groundwater team are pleased to sha
this marks our move to running on 100% groundwater going forward.

This step comes after several weeks of system stress-testing, integration work, and re
and with our partners at the Rockwood Water District.

For most, this transition will not change day-to-day operations. The water team will
share updates as work progresses.

Thank you to everyone who contributed to reaching this milestone.
As a reminder, here are the call routing instructions to ensure consistent tracking ai

Primary line for water related calls: x2626
(Debbie Pryse & Katelyn Hogan — Operations Center)

Secondary Transfer Line: 2525
(Addie Gothro, Eric Jones, Heather Wendler, and Sarah White — Environmental Servi

This Water Quality Frontline Team will be tracking all water quality-related calls duriny

Resources

For background information and FAQs, please reference:
Groundwater Alliance Project

Water Quality

Thank you!

rites ) Cascade Groundw.. [ csdmerwal () MHelp @ Office 365§ Walter

om/Pages/ResponsePage asprtid =NLaFGBC2IUSKecOdWnIN DhJarl1 ZBC NYKgOvkG bIUNEMOUVNTNKkgZMTVERINSOECSESCSOFRTSQIQCNOPWeu

CASCADE GROUNDWATER ALLIANCE CALL LOG

When you submit this form, it will nat automatically collect your details like name and email address Unless you provide it yourself

* Required

Water Provider *

™~

Customer service representative (who is taking the call) *

Enter your answer

b

Customer Name *

Enter your answer

=

Customer Type *

() single famity residential customer

C) Mutti-family residential customer

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

CASCADE

GROUNDWATER ALLIANCE
GRESHAM + ROCKWOOD



Repetition
reinforces the
project’s value
across channels

Integrated communications
campaign began in 2019

and is ongoing

* Website

* Newsletters

e Social Media

* Events

* Direct Mail

e Utility Bill Inserts
* Business Outreach




Integrated Messaging Campaign

Raise a Glass to the
Water Professionals
Who Ensure Safe
Drinking Water

Drinking Water Week
May 5-11

Social Media

Newsletter

CASCADE

GROUNDWATER ALLIANC
GRESHAM + ROCKWOOD,

Protected Water Quality from Source to Tap

Qur top priority is delivering safe, high-quality drinking water year around.

Cascade

Ground Water Source

for qualit

A new water
system is coming

 tarting in 2026, Gresham and

Water
Treatment

contaminants.In fct, our tap water
is tested for more contaminants than
bottled water.
'Our water is safe to drink and meets
unde

Storage
and Pipes

water will be
ed to homes

O-0-

Stats

Environmental Protection Agency and
Gregon Health Autharity just ke Bull
Run surface wateris.

When switching to this new high-

rthe
Safe Drinking Water Act” said Mike

system will provide 25 million gallans of

Whiteley, Water irect
We test your water al year long. We

safe,

As your public water providers, we
are required to follow strict testing
and treatment rules for possible

Safety continued from Page 3
« Be visible. With shorter daylight hours
remember to use your headlights and
wiear refiactive clothing when walking ar
biking
« Prepare your home. Test smoke and
carbon menaxide detectors, inspect
heating systems, and use space heaters
safely.
+ Clear walkways. Keep steps and
sidewalks free of leaves, ice and snow to
prevent falls.
+ Use caution with candles and
decorations. Keep flammable items
away from heat sources.
+ Hever leave your car running
unattended or valuables in plain sight.
It makes your vehicle an easy target for
thigves.
+ Prepare for severe weather by
reating a communication plan and
updating your emergency/go kit

Stay safe, stay warm, and help look out
for one anather. Far emergencies, call
911 For non-emergancies, call
503-623-3333.

source and again from the

y . some customers
may notice a sight difference in taste at
first, mast will not.

The move to the new wiater system
will begin in late fall for

From sourt

Learn more at GreshamOr
Cascade-Grounduwater-Alliz

water pipeline as it travels gl
neighborhood to your tap.

Groundwater is regulated by the
A safe space to make
an exchange

e Gresham Police Department's

*Safe Exchange Zone” at City
Hiall i a safe space for neutral child
custody transfers, private property
‘and e-commerce transactions such as
Facebook Marketplace.

Water q
continuously tested and monitored
before, during and after the transition.

Pasitioned in the City Hall parking lot,
in:a wel-lit area within view of the Police
Department’s frant doors, the parking
spaces are clearly marked and under the
unblinking ayes of multiple surveillancs
cameras.

1 you cannot make the exchangzin
the Safe Exchange Zone, Gresham Police
recommend these tips ta better ensure a
safe transaction.

« twoid being alone or outnumbered;
take a friend or twa with you.

« Find a public and populated place to
make the sale of purchase.

- Arrznge for the transaction to happen
during daylight hours.

« Don't bring extra cash or apen your
walletin front of people.

- Dan't use or accept checks or gift cards,
- Den't offer too much persanal
information

* Remembes, if the deal sounds too good
0 b true, it probably s

Safe drinking water from source
10 tap: Leam more in our 2025
Drinking Water Quality Report.
Read itat
GreshamOregon.gov/2025WQR.
Request paper copy or translation
by calling Environmental Services,
503-618-2525.

Seven Things to Know About

the Quality of Our Groundwater

The City of Gresham and the Rockwood Water People’s Utility District will pump water from the
Sand and Gravel Aquifer (SGA) in the Portland Basin to expand our source of high-quality water
for the 138,000 people we serve in East Multnomah County.

Groundwater is a safe, reliable source of drinking water

Groundwater is fresh water from rain, melting ice and snow that soaks into the soil and
is stored in tiny spaces between rocks, particles of soil and sand. Groundwater is
commonly used and supplies 35% of the drinking water in the United States according
to the US Geological Survey.

Over 1 million people in the Portland Basin drink ground water

The City of Gresham and Rockwood Water as well as other cities in the region including
Fairview, Milwaukie, Portland, Troutdale, and Wood Village already use groundwater as a
source of drinking water for at least part of the year.

The Sand and Gravel Aquifer is naturally protected from human-caused contamination
The Sand and Gravel Aquifer used as our groundwater source is the deepest aquifer in the
Portland Basin. It is naturally protected from human-caused contamination by two deep
layers of clay and silt. In addition, groundwater for the Alliance will be pulled from
700-1400 feet below the ground, which makes surface-level contamination unlikely.

Public drinking water Is regulated more than bottled water sold in stores

O As a public supplier of drinking water, the Alliance must adhere to stringent water

quality standards set by the Environmental Protection Agency (EPA) and the Oregon
Health Authority (OHA) under the Safe Drinking Water Act.

The Alliance is committed to high-quality water that meets or exceeds state and
federal drinking water rules

The City of Gresham and the Rockwood Water test for more than 300 regulated and
unregulated substances in the groundwater to ensure it is safe for everyone.

New treatment facilities will treat the groundwater

As part of the Cascade Groundwater Project, new treatment facilities are being built to
ensure the water tastes great and to address future regulations. Most of the
groundwater will be treated at the new Cascade Water Treatment Plant. It will treat 25
to 30 million gallons per day and is expandable to meet increased future demand.

Nationally recognized for programs protecting our drinking water

Portland, Gresham, and Rockwood Water have robust programs in place to jointly
protect our shared groundwater resources and prevent chemical spills that could seep
into the ground and pollute drinking water.

Fact sheets

CASCADE

GROUNDWATER ALLIANCE
GRESHAM + ROCKWOOD



Targeted Communications to
Residential Customers Since 2019

A new water system is coming soon fj G RESHAM 47 newsletter articles

Gresham and Rockwood Water will begin moving to all groundwater in late fall 2025 A NEWSLETTER FOR RESIDENTS SPRING 2026 reacC h N g 67, OOO
Our groundwater comes from the deep, naturally protected ~ Our Water. Our Future. ‘%it:::iiﬁmr“orgﬁxfmﬁ?mifr = g ..
Sand and Gravel Aquifer. It's a year-round source of safe, Water at the tap will be 100 percent groundwater in June 2026. Aoy e ot s o h ouse h (@) I d S eacC h e d |t on
reliable, high-quality drinking water used by Rockwood, Your water will be continually tested and monitored before, o o st o i o
Gresham, and other local communities. during, and after the transition and will continue to be safe to e etaion 1008 ;.'Zmr.-mmnmmaam.
! ool b0 anpte e bl o e st
I dinallday,evry dy BEtine, hferime
Starting in late fall 2025, Gresham and Rockwood will bl .

Mayor Travs Stovall "On tima and on ‘groundwater often requires less
atment

About the Cascade Groundwater Allial isonto provideuatat independerty

start delivering groundwater from the new Cascade
Groundwater Alliance facilities with the goal of 100

i i o R The Cascade Groundwater Alliance isa s ptfgernest bt i e v
percent groundwater by June 2026. These earthquake- partnership between the City of Gresham and o i - Saier,
ili il it il e S High- rround. andsilt.
re_sthent fa.(llmes will deliver 25 million ga_llnns of safe, Rockwood Water People’s Utility District to » rauly goundr g S nsattanan
high-quality water a day for our community. Some build and operate an independent, safe, and s o
= cuctamare mav natice clioht differencac in theirweater Al o e
! »Loca conlovarwiterdcions.  orca 13618263
i Treatment
Qur water, our future st Eemc i B g
Benefits to you, our water customer : el system
treatment facility can produce 25 ‘and federal funding, plus more than
] 550 mion

. gows.
« High-quality, safe groundwater year-round. [ 10] City of Gresham e i
=44 Phone: 503-618-2525 T ear o wterowing benesthus The Sand
+ Locally owned, controlled and operated for customers in °a3f [ ail: WaterResources@GreshamOreqon.qov nelp 5
East Multnomah County. - gong e s WAt tne”

WATER BEST Web: GreshamOregon.gov/ e
. . o groundwaterprotection
QuALITY VALUE +Shared ownership, costs and resources mean long-term Cascade-Groundwater-Alliance e L i CASCADE
> forprert g contaninatonand SN AL
stable and predictable costs for Gresham and Rockwood protectng e qualty. = =~ Y
HE H H INSIDE THIS EDITION
customers. 710 Rockwood People’s Utility District g Geantrongn — e TS SN
.l Facebook.com/CityofGreshar .
I } Phone: 503-665-4179 e 0 s WNOISND TVISOd Rayangatecon,
+ Modemn water treatment facilities with capacity to Email: Cust : (G) Intagam.com/yoesam s S e G ana an,
P mail: Customerservice KeamiGryof @vaes . e :
expand builds resilience and prepares us for current and =Wm:m:;2mmw Tosmia oy,
LOCAL EMERGENCY future water needs. Web: rwpud.org/cascade-groundwater-alliance "
OWNERSHIP PREPAREDNESS

Para mas informacion en espaiiol, llame al 503-618-2525. [InA nonyuetua fononHUTeNbHON MHdOPMALMM Ha Pycckom a3bike 3B0HUTe 503-618-2525.

Bill Inserts to both Rockwood and Gresham customers

CASCADE

GROUNDWATER ALLIANCE
GRESHAM + ROCKWOOD
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Targeted Communications For Businesses

Rockwood Water

e ey D

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

IMPORTANT NOTICE ABOUT YOUR WATER SUPPLY

August 1,2025

Dear Customer,

In 2020, Rockwood Water People's Utlity District
{Rockwood Water) and the City of Grasham
formed the Cascade Groundwater Alliznce (CGA)
to expand the groundwater supply for the
138,000 community members we serve in East
Multnamah County and ensure 3 safe, relisble,
and sffordzble source of drinking water for the
futurs.

Gresham and Rockwood Water trz

to 100% groundwater in progress What bUSinesses ShOUId dO

to prepare for the transition CASCADE

GROUNDWATER ALLIANCE
GRESHAM - ROCKWOOD

Construction of the expanded Cascade
Groundwater System is in the final stages and
will replace the City of Portland's wholesalz
water supply by 2028. The system will include
three existing wells, five new wells, two new
transmission lines, three new treatment facilities,
twi new storage tanks, and the refurbishment of one existing tank. Get Ready — New System is Caming Online

Operations System Checklist

If your business uses any of
manufacturers’ yser guide o

5tarting in Movember 2025, we plan to begin transitioning customers frem the current blend of groundwater 3
surface water to 100 percent groundwsater by June 20265. The transition will happen over several maenths and v
be in two phases. Before, during, and after the transition, Gresham and Rockwood Wwater will be continually

testing and maonitoring our water quality. Water quality will continue to remain in compliance with all state ang
federal drinking water regulations, but there will be some differences in the assthetic character of the water th

["] Boilers ang hot water systems
[ chillers and cooling towers
] Commercia dishwa

may be noticezhle.

Anticipated Water Supply Transition Schedule

MNovember 2025
Phase 1: Transition from wholesalz unfiltersd surface water and to Cascade

shers, coffee Mmachines,

and ice makers B

Scan for water
hardness information
and other water
quality details

Retain currznt chloramine disinfection.

[} Commercial laund
O Steamers, humigj
] Manufacturing or
["] Medical devices s

'Y and cleaning systems
fiers, or sterilizers

what to expect: Minimzl azsthetic changs. Water is more mineralized with potential of hardness
and silica scaling.

March 2026
Phase 2: Transition Cascade Groundwater disinfection from chloramine to free chlarine.

Process water systems

uch as dialysis equipment

What to expect: Potential taste and odor associated with free chlorine. The potential for hardness

and silica scaling.

We’re Here to HEIP ) Rockwood Water People’s Utility District

We want to make this transition smooth for everyone. Please contact = Web: rwpud.org/cascade-groundwater-alliance
us or visit our website for additional water quality information, FAQs, Phone: 503-665-4179

and other information about the transition to groundwater. . Email: Customerservice@rwpud.org

vl
==
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Community Events

Participated in
more than 20
community events

4 cAscADE
NF= GROUNDWATER ALLIANCE

GRESHAM + ROCKWOOD




CGA Events

Water tasting and
ribbon-cutting
events

4 cAscADE
NF= GROUNDWATER ALLIANCE

GRESHAM + ROCKWOOD




Results

e Internal teams aligned and
equipped to transition to
groundwater

* Solid community awareness

* Positive support from
eadership and the public

* Little to no opposition




Key Take Aways and Lessons Learned
During Transition

e 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




Questions?




Thank You!

Rockwood Water People’s Utility District  City of Gresham Consor

Nyla Clark Tam Driscoll and Taylor Long Tammy Menkerud

Phone: 503-665-4179 Phone: 503-618-2525 Phone: 503.330.5987

Email: Email: Email:

nclark@rwpud.org tam.driscoll@greshamoregon.gov tammy.menkerud@consoreng.com

taylor.long@greshamoregon.gov
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