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Tucson Has 3 Water Resources

Groundwater Colorado River Water
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Decades of Good Planning &
Investment = Water Reliability
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Tucson’s Water Future
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A Path to a Recycled Water
Resource
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Key Factors In Successful
Communication

1. Research

o Statistically Valid Phone
Surveys

e Customer Focus groups

e Special Interest Groups
Discussions

* Briefings and Presentations
Feedback




Statistically Valid Telephone Surveys

Baseline 2012 — Annual Tracking through 2015

Key Customer Metrics -

Terminology and Approach Make a Difference

High or very high comfort with purifying wastewater for
groundwater replenishment 2012) | 49%

water (2013)

High or very high comfort with purifying wastewater for drinking ‘

High or very high comfort with purifying reclaimed for .
drinking water o1s) | 4%



Focus Groups

Customers-

e Are more comfortable with
purification of ‘reclaimed
water’ than ‘wastewater’ or
‘effluent’

e Want oversight and
reassurance from health
professionals



Education & Terminology Make a
Difference

Customer Research Results TUCSON [ 2

Agree that current technology can further purify
reclaimed water to make it safe for drinking

62% o T71%

2013 2015



Key Factors in Successful
Communication

2. Messaging

Bilingual




Goals of Utility Branding
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Building customer:
* Awareness
 Understanding
* Involvement

e Trust



The Utility Brand Message

Water Reliability
Supply Operations
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Branding Recycled Water

Research informs strategy

Audience targeting

e English & Spanish
speaking customers

e Tucson Water employees

e City of Tucson employees
and leadership

e Economic leaders

e Environmental leaders

e News Media




Multiple Platforms for
Communication

Influencer Briefings & Presentations

Social Media

Printed materials

Employee Education

Broadcast Media

News Media




Key Factors in Successful

Communication
3. Maintaining Trust

W
e ] &
TUCSON -

WATER




Information Transparency

NITORS WATER QUALITY

ERFORMED A YEAR
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Doing the Right Thing for
Ccustomers

* TARP
* AOP
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3 Key Factors In Successful
Potable Reuse Communication
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Learn more about it so you can share information
with customers, friends and family.

w

Information cards to give to customers are available
from the PIO. Call 4331 or stop by La Entrada,
3 floor, NW corner.

-

Look at our website at Tucsonaz.gov/water.
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If your division or group would like a presentation
about Recycled Water, contact Fernando Molina,
PIO, at 4331,

Volume |: Master Plan
Cecemper 2013
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Customer Outreach for Tucson’s
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Questions?
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