Building Public Trust to Reduce Inflow and Infiltration

Tuesday, April 7
1 PM CST

AGENDA  


Meeting Objective: To share lessons learned from MMSD addressing inflow and infiltration, as well as strategies and best practices for building public trust.  

1. Welcome and Introductions				

2. Overview of MMSD’s I&I programs	

3. Best Practices for building public trust 
a. Shifted to involving the homeowner at the design phase, so that homeowners would have a better understanding of what was happening in their home. Also made sure homeowners knew of their options, and decisions being made
b. Shared case studies in which they visited homes, tried to find the lateral, and had more open communication that led to much more accurate bid results based on information they gathered, as well as limited change orders
c. One decision to make is the cost of a consultant’s time versus the cost of change down the road
d. Another successful strategy is to identify places (in the case of CCTV inspections) where homeowners already know they have a problem
e. Addressed a bottom up approach in order to increase communication
i. Community organizer identified communication with public works, who connected with the utility. All is easier with the homeowners engaged!
ii. Homeowners don’t see this as I&I prevention, they see it a flood mitigation. Make it more relevant to them. 
f. What do residents need to help these projects actually happen? 
i. Residents need to understand how they are connected to the sewer system
ii. Build trust between key City staff and residents
g. Lessons Learned
i. Getting the outreach effort out into the community- show people what is happening, engage the community, allow them to participate
h. Droppy: logo for all of these projects that created a common narrative and a recognizable brand. Very successful! 
i. Know the community you are working in! How much do they perceive and understand the problem? That shapes your approach. 
j. Contractor vetting, and again a lot of transparency to the homeowner so they are able to see it as well. However, a con is that vetting and training contractors requires a lot of work and time! 
k. Often work with renters, but then do have to go directly to the homeowner
l. Overall takeaways for building public trust: 
i. Investigate
ii. Design/Outreach
iii. Construct
iv. Monitor
v. Other: 
1. Understand the community landscape
2. Build trust with education
3. Think outside the box, one size will not fit all
4. Consider when doing work in ROW already
m. Thinking about starting your own? 
i. Start a pilot project; start small
ii. Use that to springboard into the next program
iii. Make sure your homeowners in the decision making process
iv. Homeowner should be engaged throughout! 

4. Discussion/Q&A
a. How did you deal with renters vs homeowners? Did you have to engage both? 
b. How did you build these “soft skills” that are essential? 
i. Sort of throwing into the deep end! Tim had a natural interest in understanding people’s problems. 
ii. Being able to communicate in non technical language to the homeowner is important
c. Can you speak to the efficacy of the program in terms of I/I abatement?
i. Ongoing problem and issue we have been trying to tackle, which has historically been a funding issue and makes the size of the solution differ across the types of communities affected
ii. Residents, field staff, etc. Have noted fewer emergency events, fewer backups, less of an impact on the communities
iii. Work to collect GIS information, work to collect self reporting from county and municipal partners, and create maps to see how it changes over the years, and overlay with maps to see reductions
d. Did it seem that homeowners prefer to have the CCTV investigation performed in order to have better bid results or to save on the cost of CCTV with instead the use of poor condition knowledge based on home/lateral line age? 
i. Homeowners weren’t responsible for any costs, which made feedback hard. When CCTV is done on the front side, you can and do get feedback from the homeowners.
ii. Lead water service replacement also brings in homeowner engagement, as well as greater public trust and understanding
iii. Get familiar with the needs of your community and their desire for understanding in order to get them signed up
iv. We see a higher rate of turnover in that area, who are deciding they don’t want to be part of the program
v. This program is limited by funds
e. How did you initially communicate to community members that this program exists? 
i. Mailer notification, public information meeting, mailers/phone calls/door knocking

