Charlotte-Mecklenburg Storm Water Services
Joint Agency Public Relations Plan
“The Umbrella”
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Section 1 - Goals, Guidelines & Policies

Background

Charlotte Storm Water Services (CSWS) and Mecklenburg County Storm Water Services
(MCSWS) are two distinct agencies. One is operated by the City of Charlotte and the other by
Mecklenburg County. Jurisdictions for each agency are separate in function and management.

However, when it comes to matters of public affairs, little difference exists between the agencies.
Education knows no jurisdiction. When citizens request service, it matters not where it comes from
as long as the service is complete and helpful.

Both CSWS and MCSWS also have NPDES (National Pollutant Discharge Elimination System)
Permit requirements for public education and public involvement. There are a number of
educational efforts that are required to satisfy the NPDES Permit conditions. Several of the
education efforts are conducted within the City and Town limits.

For these reasons, it is critical to combine the public relations efforts into one joint plan (the
Umbrella) that represents Charlotte-Mecklenburg Storm Water Services.

Goals

The overall goal of the Umbrella is to plan strategic methods of communicating with the public to
maximize effectiveness and avoid duplication of efforts. All communication methods for both
agencies should be included in the plan.

Another goal of the Umbrella is to outline and incorporate methods for appearing seamless to
public. The public should perceive one joint, cooperative Charlotte-Mecklenburg agency rather than
two separate agencies. The goal is to provide good customer service, not change the operations of
an agency.

Communication methods shall be planned to achieve the following goals:
1. Demonstrate to the public that Storm Water Services benefits the whole community;
2. Change public behaviors to reduce sources of water pollution;
3. Change public behaviors to protect lives and property from flooding; and
4. Create awareness among employees that they are part of a joint agency.

Measuring Success

The effectiveness of our public relations and public information efforts must be analyzed at least
annually. The staff responsible for implementing this Public Relations plan will meet in January of
each year to review the attached Implementation chart and determine if the measurable for that
item was achieved. The staff will also decide how the success or lack of success in meeting each
measurable will impact public relations strategy and spending on that line item for the next fiscal
year.
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A major component of measuring success toward meeting each goal will be the annual public
opinion survey. Questions in that survey should be designed around the four major goals in this
Public Relations plan. The timing of the public opinion survey should change to November each
year starting in the fall of 2006 to allow the staff to consider survey results when making budgetary
decisions for the following fiscal year.

Guidelines

Storm Water Services staff should consider public relations staff as a resource whenever dealing
with the public. The public relations staff will be the most familiar with other public interactions and
campaigns. This includes media requests, brochures, signage, public speaking engagements, web
information, project communications, etc.

Storm Water Services staff should carry out business with the public as though they worked for a
joint Charlotte-Mecklenburg Storm Water Services agency. This includes practicing seamless
customer service between City and County staff.

Storm Water Services staff should always seek opportunities to get educational messages across
to the public. Always look at an interaction with the public as an opportunity to share our message.

Policies/Protocols

Policies are in place to determine the procedure for certain situations. Five policies exist and
should be referred to by Storm Water Services staff for guidance. The policies are:
= Charlotte Storm Water Services News Media Protocol,
= Mecklenburg County Storm Water Services Guidelines for Working with News Media,
= Charlotte Storm Water Services Project Communication Plan,
= Mecklenburg County Storm Water Services Capital Project Communication Plan, and
= Mecklenburg County Water & Land Resources Communicating in a Crisis Plan.

While each of the above policy documents was written by and for a specific agency within Storm
Water Services, the documents are consistent with the goal of a seamless department.
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