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RISK & CRISIS
COMMUNICATIONS
•Tool for communicating where fear,
anxiety and high emotions are present

•Help return conversation to reasoned
discourse and help build trust

•Based on neurological and
psychological science



Your customers
don’t care how

much you know,
until they know

how much you care



Communication Methods







Lancaster Water









AAF – Acknowledge, Action, Follow-Up





27/9/3 Rule
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Current
Customer
Concerns



Current
Customer
Concerns

PFAS
Lead
Fluoride
Challenges due to lack of
infrastructure funding
Reported SDWA violation
Affordability
Legionella
Cyanotoxins
Conservation
Water reuse
Management/fiduciary
responsibility concerns
Chloramines
Water Quality (taste, odor, look)





How to
respond to

negative
social

media?
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Switch the Mindset: �
Technical to Conversational
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Consumers want to hear from you

3X MORE LIKELY
3X MORE LIKELY
3X MORE LIKELY

- AWWA 2023 Morning Consult Study



unsafe safe
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Customers who were aware of their utility’s testing
frequency had a more positive view of tap water.

- AWWA 2023 Morning Consult Study

Perceived Safety Satisfaction Quality Trust In Utility
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Thank You

Chelsea Boozer
Executive Director  – Rogue Water Lab

chelsea@roguewaterlab.org


