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Outline: Enfield & the Art of Public Outreach 

§  Background: 
Ø  Facts about the Town of Enfield & the sewer program 

§  Solution: 
Ø  How Enfield engaged the public to gain support 

§  Key Points: 
Ø  What are effective public outreach tools? 
Ø  Results 



About the Town of Enfield… 

§ Population ~45,000 
§ North Central Connecticut – suburb of Springfield, MA (9 miles) 
§ Median household income ~ $66,000 
§ Form of Government – Mayor with (large) Town Council 



Enfield WPCA 

§ The Enfield Water Pollution Control Authority (WPCA) 
•  Authority comprises the Town Council 
•  Water Pollution Control Facility permitted to 10 MGD 
•  Effluent is discharged to the Connecticut River 
•  Collection system built in 1938, WPCF built in 1972 
•  16 pumping stations & 250 miles of sewer pipe 
•  > 95% of the homes / businesses are connected to sewer 
 

Fun fact: Enfield is home to the U.S. headquarters of the Danish company Lego! 



Challenge: Funding Pressures 

§  Enfield funded its sewer program through a portion of the local property tax 
•  Ad Valorem tax structure 
•  Each capital improvement project put pressure on the Town’s budget and Mill Rate 

VS. 



Background: Capital Improvements Are Needed 

§  Enfield’s sewer system required significant capital improvements 
•   Portions of the collection system were installed in the 1930s 
•   A majority of the equipment at the WWTF had been in service for 40+ years 

§  Enfield funded repairs through the operations & maintenance budgets 
•  However, emergency repairs often cost 2-3 times more than planned capital 

improvements 



November 2015 Referenda in Enfield 

§ School Project ($44M in School Improvements) 
•  Security, code updates (plumbing, electrical, etc.), modernization 

§ Energy Project ($11.2M in Capital Improvements)  
•  Would be repaid by savings through performance contract 

§ Sewer Project ($36M Capital improvements) 
•  Treatment plant, pump stations, & collection system 

SEWER	has	to	compete	with	
SCHOOLS	&	ENERGY!?!?		



Solution: Solve the Financial Challenge First 

To successfully engage the public, you have to successfully answer the financial 
questions! 
§  Change the funding structure to a user fee system 

•   Usage charges are more equitable  

§  Capture funding to reduce user costs 
§  Pass a $36 million sewer referendum 

•   Rate structure included capital improvement costs 

 
To earn public support for these changes, Enfield 
implemented a diverse public outreach strategy… 



Public Outreach: Why Do Any Public Outreach? 

§  Get information out quickly 
§  Personalize your organization 
§  Reach a larger audience 
§  Be a part of the conversation 
§  Learn from your customer 
 
Public Utilities are learning the hard way: It is better to be out in front with your 
message & lead the customer.  
 
 

Who do you want leading the conversation when a crisis hits??? You, or your 
customer? 



How: Implement a Diverse Public Outreach Strategy 

Why is Public Outreach so challenging for 
utilities? 
§  Technical people prefer to work with facts & known 

quantities 
•  Wastewater professionals look to engineering, science, & 

biology  
•  Public outreach strategy is much more loose & undefined 

§  Outreach requires time, focused effort & investment 
§  Campaigns must be tailored to each situation & local 

climate 



Public Outreach: What are the Options? 

§  Develop a plan that includes: 
•  Goals 
•  Schedule 
•  Matrix of Options 
•  Responsible parties 

Research how many votes you 
need. This guides how many 
people you must reach thru the 
outreach program… 



Public Outreach: What are the Options? 

§  Options must be varied across 
multiple mediums 
•  Social media 
•  Web 
•  Email 
•  Print 
•  Word-of-Mouth 
•  Door-to-Door 
•  TV 
•  Posters 
•  and many more options… 



Public Outreach: The Accelerated Pace of Change 

Online & social media is where people are – and it’s not going away! 

§ Over 75% of all Internet users use social media* 
•  77% Facebook 
•  63% YouTube 
•  25% LinkedIn 
•  21% use Twitter 

*	h@p://www.makeuseof.com/tag/12-social-media-facts-sta0s0cs-know-2016/	

§  Facebook has over 1.5 billion monthly users 
§  YouTube has over 1 billion monthly users  



Public Outreach: The Accelerated Pace of Change 

Online & social media is where people are – and it’s not going away! 
  

§ The typical digital consumer spends 1 hour & 49 minutes /day 
 on social networks/messaging services** 
•  ≈1 in every 3 minutes spent online is devoted to social media 

**	h@p://www.globalwebindex.net/blog/social-networks-grab-a-third-of-0me-spent-online	



Public Outreach: Choose the Right Platform 

§  What about Email?  
•   72% of U.S. adults still prefer communication with organizations thru email 
•   Email is the only digital channel that outperforms old media standbys 

§  And traditional media? 
•   48% prefer postal mail  
•   34% television ads 
•   31% print media (e.g. magazines and newspapers) 

§  However…the media landscape is shifting! 
•   60% of those aged 55 and older like to communicate by postal mail 
•   29% of millennials say the same 

Source:	h@p://www.marke0ngsherpa.com/ar0cle/chart/customer-communica0on-by-channel#	



Public Outreach: Where Are Your Customers? 

*	h@ps://www.sta0sta.com/chart/1971/electronic-media-use/	



Public Outreach: Choose the Right Platform 

*	Drury	University	(#DrurySMC	Blog)	



Public Outreach: Social Media as Effective Option  

Enfield already had a Social Media 
strategy we could leverage… 

Simple Social Media idea: take a 
photo of your meeting & post it… 



Public Outreach: Other Effective Options 

§  Mailings 
§  TV 
•  Slides on E-TV, plant tour, interview 

§  News print 
§  Face-to-Face 
•  Senior Center, Farmer’s Market, etc. 

§  Posters 
•  Everywhere…even at Stop & Shop! 

§  Podcasts? – Yes, really!!! 

WPCF	Open	House	



Public Outreach: What Do You Say? 

§  Share positive stories 
§  Show off your service 
§  Support your position with images & numbers 
•  When people only hear information… 

they remember only 10%, 3 days later 
•  If a relevant image is paired with that same information… 

65% is retained 3 days later 

Remember: 
 Good stories spread 
 Visual stories are remembered 



Public Outreach: Be Prepared for a Conversation 

Customers expect a response, especially when issuing 
a complaint 
For example:  
§  70% of Twitter users expect a response from 

organizations they reach out to 
§  53% want a response in less than an hour 
§  That number jumps to 72% when they’re issuing a 

complaint 

*	According	to	Search	Engine	Watch	



Public Outreach: Enfield’s Tailored Approach  

Enfield implemented a diverse 
public outreach strategy, 
employing…  
•  Social media 
•  Website with general 

information & rate calculator 
•  Print media & mailings 
•  Television 
•  Public presentations  
•  Public event outreach  



Public Outreach: Enfield’s Success! 

Because of a strong public outreach campaign… 
§  Public was well informed 
•   Customers understand the level of 

 improvement & costs 

§  $36 million sewer referendum passed  
•  Energy Performance Contract failed 
•  School Referendum defeated 

§  The foundation is now set for a 
self-sustaining sewer utility 
well into the future 



The Art of Public Outreach within the Science of Wastewater 

Questions? 
How to contact us: 

  Jay Sheehan, Woodard & Curran 
  jsheehan@woodardcurran.com; Twitter: @jgsheehan  
   
  Tom Arnone, Enfield Councilor At-Large 
  tarnone@enfield.org; Twitter: @Arnone1 


