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Copyright ©MMXII The Nour Group, Inc.

No part of this training may be published, broadcast, rewritten, reproduced or redistributed in any
form or by any means, electronic or mechanical, including photocopying, recording or with any
information storage and retrieval system, without specific prior written permission from The Nour
Group, Inc.

Use of this material and associated assessment, logs, reports, templates and worksheets is subject to
licensing restrictions, including without limitation, the following:

* Individual owner is considered the user of this license and may use these materials for performance
improvement and professional development purposes only.

* User is prohibited from distributing, transmitting or publishing these materials to others, including
persons in the user’s business or organization.

* Separate licenses are required for every person who uses these materials in a single business or
organization.
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Your Hosts...

David Nour & KiKi L’'ltalien
The Nour Group, Inc.

¢ Business Relationship Experts
+* Social & Growth Strategists

*¢* Thoughts & Practice Leadership
¢ Relationship Economics

¢ ConnectAbility

s The Entrepreneur's Guide to Raising Capital
¢ Return on Impact (ASAE, 2012)

+* Social Networking Best Practices Series...

@davidnour @kikilitalien #NACWA12
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Save the Dates...
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Social media & blogs generate real customers.
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CUSTOMER THROUGH THIS

SOURCE: STATE OF INBOUND MARKETING, HUBSPOT, MARCH 2012
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Why Blog?

O

®
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S ©

Relationship Building With Rate Payers
= Regular Engagement to Build Advocacy

e Builds Credibility

(@) . . . .
e " Owning your online voice will

s provide thought and practice
leadership

Provides a Service

= What would help your audience? Provide
your constituents something meaningful

(@JsF=\Vilelale]8]g @kikilitalien #NACWA12
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Internet Marketing Influencer Map

Credibility

A

T
Buyer Industry
Blog Reporter &8
Industry ndust
Non-Industry Social Ar\]nauls Y.
Platform
Reporter Independent
Analyst Blog Social Industry
Media
Article
Enthusiast orm Non-Industry
Blog Media Article
Comments
Vendor
Corporate Executive
Blog Blog
Corporate
Website Reach
@davidnour @kikilitalien #NACWA12
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The CITY OF PORTLAND Oregon [EI3f§  Click here to give us feedback! Search PortlandOregon.gov ‘ Search ’

City Home  Government Bureaus & Offices *Aa —ha SAa
PHONE: (503) 823-7404

Portland Water Bureau FAX: (503)823-6133

From forest to faucet, we deliver the best drinking water in the world.

A m What We Do Programs & Services Water Blog

1120 SW Fifth Ave, Suite 600, Portland, OR 97204
MORE CONTACT INFO

Recent Articles Is Your Home Water Smart? Find out for FREE!
Is Your Home Water Smart? Find out Sep 10, 2012 at 3:30 PM oc ts|AddaC t
for FREE! '

The Portland Water Bureau is working with Energy Trust of
Oregon to offer customers a FREE Water Audit and Home
Energy Review.

Make Your Bike Ride Safer by
Reporting Road Hazards

Aquifer Adventure: A Groundwater

Treasure Hunt - ARRR! An Energy Trust energy advisor will visit your home and do a
walk-through to identify areas where energy and water are

Media Advisory 09/05/12: Logs typically lost, including:

Flown in to Restore Salmon Habitat

in Gordon and Trout Creeks Inefficient or leaking water fixtures — toilets, faucets,

showerheads
Portland Water Bureau Announces
izﬁefbale for WaterSense Labeled Insulation levels in the attic/ceiling, walls, floors and ducts

Regional Water Providers Heating sysioms

Consortium Practices Emergency

Water Distribution Air sealing and windows
NEWS RELEASE 08/27/12: Water Ventilation

Project to Impact Section of SW 10th

Avenue Moisture problems

Senator Merkley Introduces Water

h Old appliances
Infrastructure Bill

You will also receive free water- and energy-waving products that

R help make your home more efficient immediately (eligibility requirements apply):

Emissions

Portland Loo Named Finalistin High —performance showerheads

(@JsF=\Vilelale]8]g @kikilitalien #NACWA12
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D

Le PuBLIC UTILITIES BLOG

ABOUT

ONLINE EXCLUSIVES But excludes higher rate of return on equity

City of Edmonds Website A Maintenance

Home '~ Government '~ Services '~ Visiting ~ Search

PSE RATE INCREASE INCLUDES ADVANCE RECOVERY OF WIND |

@cm OF RICHMOND % £ 0
m% . Natural Gas

Comfortable. Respor:
FRIDAY, SEPTEMBER 7, 2012
Trash Cleanup at Bellemeade
As part of the Walkable efforts, the Ri Utility has p:
with the James River Association for a trash clean up for the Bellemeade neighborhood including the
creek.

4. Filtration

This is the fourth stop on the Tour

1. Source and History
This is the first stop on the Tour

be

Home

eturn to Map Page

Retum to Map Page
tration is an important step in maintaining the quality of our drinking water.

Move your mouse over these photos to identify details. If the ¥
Wate pointer turns to a hand you can dick to leam more about a
specific area on the picture.

The City of Everett purchased the water rights to the Sultan
\Wat; Riverin 1915. The first eartnen rock dam was buit 10 1,360
feetin 1965 and raised 10 1,450 feet in 1983, The Spada
Reservoir collects the rainfall and is the primary hoiding facility
for the water before it is fitered and treated at the Water
City Filration Plant. See ifyou canfind the following areas by

moving your mouse over the photos on this page.
the « Spada Reservoir
deliy « Culmback Dam

Z Overflow Drain
drin « Sultan River Watershed

) « Cascade Mountain Range
Dist  Sultan River
« Intake Structure

the

> There are eight filters. The
filters are 40-feet wide, 40-feet

through 52 inches of anthracite
= coal. Each piece of coal is less
than 1/8-inch in diameter. One
filter can process more than
700,000 allons of water every
hour.

loca

east Sultan River Watershed and Spada
Reservior

thro

the When all the filters are working at

the same time, a total of 120 million
gallons of water can be filtered in a
single day.

In 1983 the dam on the
Sultan River was raised
2nd the Filtration Plant
was built to ensure the

This picture shows an empty filter.
You can see the right and left bays
with a concrete trough running

down the micdle.

Trash Cleanup

Come out and help clean up the
stream and streets of Bellemeade!

Saturday, September 15
9:00 am—Noon

We will be meeting at the park entrance located at Minefee Street
and Gunn Street. Please wear sturdy shoes or boots and clothes
that you don’t mind getting dirty. Gloves, grabbers, and trash bags

o will be provided.

ater"line and any pipe, vessel, or

| or gas allowing possible entry to

include, but is not limited to,

servoirs, plumbing fixtures, or any

ved water supply system may

afe quality. Bypass arrangements

eover devices are considered to

1 direction of flow in a piping
wo different points within a
iid of lower pressure. Backflow

Drinking Water Source and Service Area

@davidnour

@Kkikilitalien

#NACWA12

EMERGENCY?

Call 311 or 646-7000 for water, sewer, or natural
gas emergencies 24 hours a day, seven days a
week, 365 days a year.
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Anytime Looking for Help, Looking for ¢ Anywhere
Access Information, and Transacting Access

SMART
™, CUSTOMERS

MAR

CU 9 _ SEGMENT MODULARIZE ANTICIPATE REWARD TRANSFORM

uldnls - customers productsand the needs of employees touchpoints,
by needs capabilities customers for win/win and make

behaviors them smart

Win
ONLY INTELLIGENT
COMPANIES WILL i\ and value

THRIVE, AND HOW
TO BE GONE OF THEM

HAW BRUCE K

DISRUPTIV
FORCES
Social Pervasive Digital . Physical
Influence | | Memory Sensors Web

(@JsF=\Vilelale]8]g @kikilitalien #NACWA12
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Smarter Touchpoints...

JUSTTHREE KINDS OF TOUCHPOINTS
DELIVER CUSTOMER EXPERIENCE

<]

STATIC
Static touchpoints
allow information to
flow one way: from
the touchpoint to
the customer.
Customers have to
take action.

They can include:
* Products

* Retail Stores

* Newsletters

* Coupons

* Print Ads

* Packaging

* Billboards

* Media Articles

o™
i
HUMAN

Human touchpoints
allow information
to flow two ways,
through “voice-to-
voice” conversation,
either in person,
online, or by phone.
They can include:

* Sales Reps

* Call Center

* Service Personnel

* Industry Experts

* Angry Customers

* Retail Clerks

* Delivery Drivers
* Competitors' Staff

DIGITAL
Digital touchpoints
are interactive, and
allow information
to flow any way.
Companies and
customers interact
on an ongoing basis.

They can include:

* Phone Apps

* Corporate Web

* Tablet Apps

* Social Media

* Twitter

* Extranets

* Competitor Blogs

* Online Reviews

ilitalien

ACTING STUPID

To see what your
competitors do,
then try to catch
up

In siloed
databases, and
do not analyze it
to drive insights

Deny mistakes,
keep customer
feedback private

Existing business
models and

don’t worry about
the app economy

#NACWA12

ACTING SMART

Sensors into
your products
and services

As a primary
source of
competitive
advantage

Help customers
share, fix
mistakes, be
open, without
“spin”

Business models
to thrive in a

linked world, not
just a linked web
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Blog Strategy Elements

Audience
6}@ = Who is your primary, secondary audience?

= Who influences your audiences already?

Purpose

" How does your blog make
your audience’s lives better?

m ist?
Tactical Why does your blog exist:

s Who will own it? Write it?
=" How will you market it?

(@JsF=\Vilelale]8]g @kikilitalien #NACWA12
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7 . Who is your audience?
. LB

Demographics & Psychographics

Further understand your

audience with Quantcast, Lijit,

or Google Analytics

(@JsF=\Vilelale]8]g @kikilitalien #NACWA12



What is your blog’s

purpose?
WIIFM?
What are your readers’

needs and wants?
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*  Who will own your blog? Write the stories?

*  How often will you post?

*  Who will moderate comments?

*  What kind of measurement will you take? How often will you
review stats?

*  How will the blog be marketed?

*  Where will you get content?

(@JsF=\Vilelale]8]g @kikilitalien #NACWA12
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Utility Blogging Best Practices

Find Your Focus
Share Your Utility’s Perspective

Create (not just distribute) Compelling Content
Establish Your Thought pr Practice Leadership
Know and Cater to Your Target Audience (Rate Payers, Legislators, etc.)
Your On- and Off-line Presence Must be In-line

Provide Options / Links to Learn More

Moderate Commenting

0 Dol N e e

“Build It and They’ll Come” is a Failed Strategy
10. Aim for Quality vs. Quantity
J Bonus: Get an Independent Perspective

@davidnour @kikilitalien #NACWA12
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With Us ForesterPress About Forester

 BIC s Subscribe to Water Efficiency Magazine for Free!

Cutright,
Elizabeth

More from this blogger

Needed: 100 More
Colorado Rivers

When 125 Equals 3,000
Food, Energy, and Large-
Scale Water Storage
Funding, Ballots, and the
Million Dollar Typo
Mending the Funding Gap
Water Without Backup

A Modern Dust Bowl
Post-Fire Watersheds and
Corporate Water Scarcity
Deep Blue Pockets

Smart Irrigation Systems
Breaking News: Atlanta
Wins the Water War
Power in Numbers

All Aboard for ACE 2012
ACE '12 Is Just Around the
Corner

Do You Rate Blue?
Proactive Resource
Management

Struggling in the Heartland
Waking Up to a Crisis
Water Scarcity and a

Water Efficiency Email Updates!

Get weekly news and updates through
RS our email newsletter!

Tuesday, August 14,2012 10:13 AM

N
Wastewater As “Want”-water »

Privacy Policy

By: Cutright, Elizabeth | @9 Comments sae
4
[ § sShare BV [ share| |9 Tweet |17 WATER EFFICIENCY MOST POPULAR
Print
ﬁ Most Viewed Emailed Commented
1 Articles: Calfornia Senate Committee Takes M...

What if we could change the paradigm? What if instead of Email 2 Aricles: Crime Stopper...
compartmentalizing our water resources—wastewater here, portable water
there . .. some allocated for irrigation, other for drinking, manufacturing, or )X( 3 Arficles: Stopping Loss, Saving Funds...
medicaltechnological pursuits—we created a more holistic approach?
The water cycle is not so much splitinto sections, as itis a mere evolution L 4 Articles: Advanced Adoption...
of water from one state to another. What would it look like if we took nature 5 (P Ty
as an inspiration and treated all of our water resources as part of one cles: Quidoors bul Not Dutof Bounds...
larger cycle?

Of course, that type of water resource management is already happening in many
places throughout the globe, either by design or necessity. But a concerted effort to
change the way we view wastewater in particular could upend our ideas of demand,
supply, and what constitutes efficient water use.

In a special issue of Science released this month, in a report titled *Taking the ‘waste’
out of wastewater for human security and ecosystem stability,” a team of 16 authors
from a variety of universities and research facilities combined their efforts to take a
closer look at the potential of wastewater treatment, development, and reuse. At the
heart of their inquiry was the question of how human behavior and outside-of-the-box
resource management can not only reverse the damage done to the ecosystem and
our water resources, but can actual restore, rehabilitate, and re-imagine our water
resource landscape.

The report focuses on successful projects and programs already in proaress. All

(@JsF=\Vilelale]8]g @kikilitalien #NACWA12
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rpy

we pledge, we deliver

ROCHESTER PUBLIC UTILITIES | BLOG

Hydrant Flushing Routes Starting Monday, September 10

Blog Home | Contact Us

Account

Log in

Rochester Public Utilities will be flushing fire hydrants in the areas mapped below (within the red area) between 8:00 a.m.

to 4:00 p.m. over the course of the next two weeks. Fire hydrants are flushed to remove mineral deposits and sediment

from the water mains and to ensure proper operation for fire protection.

During hydrant flushing operations, it is not unusual for customers to experience rusty water, and or pressure changes.

Subscribe

Entries RSS
Comments RSS

Rusty water does not pose a health issue, but may affect the aesthetic quality of the water. Customers are encouraged to

check their water for discoloration prior to using hot water or doing laundry, as rusty water may stain clothing. If rusty
water is present, customers should flush their household plumbing by opening cold water taps and flushing until clear.

About

About RPU

Outdoor watering or using exterior hose outlets can also flush customer piping while still using water efficiently.

If you do experience any clothing staining, rust remover is available free of charge and can be delivered to you by calling

RPU at 507-280-1500.

@davidnour

@Kkikilitalien

Post Categories

ACSI (1)

Awards (16)

Budget (6)

CapX2020 (1)

Community Partnership (13)
Customer Service (51)
Education (12)

Energy Conservation (36)

#NACWA12
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Pagina de pomire Cum facl bani cu readbund?

Persoane Interesate

Readbud vi oferi o ocazie unici de a te implica intr-o experienta online, e Arhiva blog

exclusiv in cazul in care suntefi plitit pentru a citi articole. -

(@JsF=\Vilelgle]0]g @kikilitalien #NACWA12
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If you are interested in participating in the
Alexandria Water Taste Test Challenge, please
review the following vendor guidelines.

My vendor guidelines are available here.

(@JsF=\Vilelale]8]g @kikilitalien #NACWA12
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“Whether your goal is professional or personal,
blogging well builds credibility and creates a
readership of devotees.”

— Rand Fishkin

(@JsF=\Vilelale]8]g @kikilitalien #NACWA12
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ggge Affordability, Financing. and Funding &

THE NAOWA NETWORK Group | 40 members | 1 resource | 3 discussions | 0 events | 0 subgroups

David Nour's profile | Report Feedback | Logout

i NACWA is working to ensure EPA and Congress understand the financial capability and
Getti ng Started My Home G roups Content Ale affordability challenges of its members. Using critical information from its members. ...

Stormwater Management o

Group | 39 members | 6 resources | 6 discussions | 0 events | 0 subgroups

Stomwater runoff is a growing environmental concemn. Many clean water agencies are

participating in manag 1t activities. NACWA is the leading national...
Getting Started
New to NACWA Engage? For help, go to Getting Started with Engage in Six Easy Steps.
Biosolids Management +

Group | 31 members | 3 resources | 2 discussions | 0 events | 0 subgroups

byproduct of the clean water procass and provide important

Getting Started with Ei in Six E Share vis Emai
o = nange LRy 'om soil enhancement to energy production. NACWA is working to...

Steps
He"o, Davldl What are you d( D w0 043
V[gﬂ m ﬁ'b Lss!yadl-dtr/ izabeth Striano on May 21, 2012 d P I i P g
Edit my settings o 1d Pollution Prevention o+
COCIDEOO 3 :
Share LI s 1 0 resources | 3 discussions | 0 events | 0 subgroups
als at clean water agencies play & vital role in -mplememlng the National
View [ Comments ) protect treatment p and the.
L David Nou
ﬁ My Home = P Excited 10 | Getting Started with Engage in Six Easy Steps +

hitp://ow.l  Her!Are younew o NACWA Engage?

organizatiq  Here are sixsimple steps to get started. The links wil open in a new window 5o that you can toggle back to these s | 2 resources | 3 discussions | 0 events | 0 subgroups

My Messages instructions. Or at any time, click Getting Started in the menu to come back to this guide: lities will continue to play a b hip role in the development of sound
1. Hyou 50, 3 utrient pollution. All nutrient sources,...
My Content Alerts 2 Subarv o ortant Al o gt gl vt ot for oSyl th i 10 ubrbe
My Groups FILL OUT YOUR COMMUNITY PROFILE tary Sewer Overflows e

. . est Co Memberlnlo. SocialHetworks - Pheto. | s 11 resource | 2 discussions | 0 events | 0 subgroups
My Discussions 5 7 s
; & significant cost for communities and a prionity enforcement area for

Add interests below that best represent what is important to you. Once selected, your

My Groupsl Events @féfl"v';l!‘:f,iif"e':;:,:n":em"°°mm Selecting items below will maximize the epproaches and green...
There are n( e reors
My Saved ltems - | = o TR
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NACWA Social Market Leadership Webinars

*  Oct. 10— Why You Should Get Proactive on Twitter Now!
*  Nov.7—Are You Really LinkedIn?

* Dec. 12 — Leveraging Facebook for Utility Organizations

* Jan.9 —YouTube and The Power of Online Video

* Feb. 13 — Emerging Social Applications — Foursquare,

Pinterest & Storify

@davidnour @kikilitalien #NACWA12
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ReturnOnlmpactBook.com

2 It’s time to Rethink and Reinvent ROI.

return  * Together!
onimpact

e

Home ROI@Work Break It Corporate IMPACT David Nour Impact Videos Book Partners Community

Beyond a Social Construct

We've all read really interesting books that theorize how something should or could be done. Much of it sounds fascinating and we
can’'t wait to jump in and try some of the ideas. Two challenges: first, beyond our every desire, we simply may not have the
knowledge or the ability. Second, beyond our every intention, reality sets in with pesky details like competing priorities, resources

invent

(time, human, capital), buy-in from senior leadership or the board as well as those across business units, geographies, or other wf"'e :llll m;:;::“tga A
functions. Hence the fundamental difference between strategy formulation and strategy execution. a::z; l?ow something
should or could be done.
Much of it sounds fascinating
and we can't wait to jump in
and try some of the ideas.

join the community

Social = Listen Louder! 1 to Everything

[ What is IMPACT? ]

click here to find out more

Follow Us!

in Rit! AN
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5 Ways to Learn More...

U

than hitting the sweet spot of vale”

‘e, 1 73 ..
®oo- \‘%.'5
-‘\ ...‘-.“o
;. @

Read Return on Impact Book! pact

The Age of Connected Relationships
DDDDDDDDD

Subscribe to Monthly Newsletter
Return on Impact Group Linkedm@

. Follow @davidnour or @kikilitalien Ewikker
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8 Keys to Building Strong Partnerships
with Your Colleagues

"~ and Your Customers
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Leadership Strategies For
The Age of Connected Relationships

DAVID NOUR
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David Nour & KiKi L’Italien
The Nour Group, Inc.

888-339-1333
NourGroup.com




