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Your	
  Host…	
  

v 	
  Business	
  RelaAonship	
  Experts	
  

v 	
  Social	
  &	
  Growth	
  Strategists	
  	
  

v 	
  Thoughts	
  &	
  PracAce	
  Leadership	
  
v 	
  Rela%onship	
  Economics	
  

v 	
  ConnectAbility	
  

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

v 	
  Social	
  Networking	
  Best	
  PracAces	
  Series…	
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Three	
  FantasAc	
  Guests	
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Today’s	
  Agenda	
  

•  Jeff	
  –	
  Experience	
  w/	
  Social	
  Media	
  at	
  MSD	
  
• Alan	
  –	
  Secrets	
  of	
  Success	
  w/	
  SM	
  at	
  DC	
  Water	
  

• Allison	
  –	
  Jumping	
  In	
  with	
  Both	
  Feet!	
  
• David	
  –	
  Audience	
  Q&A	
  and	
  Final	
  Comments	
  



Social Media: Meeting Your Customers 
Where they Are 

Alan Heymann 
Chief of External Affairs 

District of Columbia Water  
         and Sewer Authority (DC Water) 

NACWA Social Media & Clean Water Utilities Web Seminar 
February 13, 2013 



We are the nation’s superheroes.  Now is 
the time for water utilities to rise up from 
the shadows! 



DC Water is transforming an entire 
industry by changing the way we relate to 
our customers. 



The old model:  Utilities. 



The old model:  Customers. 



The old model:  Tap water. 



Why is this a problem? 

Because we provide an essential service that 
supports every job, business and life. 

Meanwhile… 
•  Infrastructure is crumbling. 
•  Consumption is declining. 
•  Rates are increasing. 
•  Bottled water sales are at an all-time high. 
   (In 2011: 9.1 billion gallons, or four bottles a week for every man,    
   woman and child) 



Tap water is what connects us to our 
customers emotionally and physically. 

At DC Water, we deliver it and sell it. 



At DC Water, we deliver tap water and sell it. 

“DC tap water will be 
available just as it is every 
day in the Capitol.” 



Tap water marketing is just one part of an 
expanded focus on interacting with our 
customers.  

•  Rebranding (June 2010) 



… an expanded focus on interacting with our 
customers.  



… an expanded focus on interacting with our 
customers.  

•  Outreach in schools 



… an expanded focus on interacting with our 
customers.  



… an expanded focus on interacting with our 
customers.  

•  Social media 



Twitter: By the Numbers 

System	
   Followers	
  
2010	
  
Popula9on	
   Handle	
  

NYC	
  Dept.	
  of	
  Environmental	
  ProtecAon	
   5,509	
   8,175,000	
   nycwater	
  
LA	
  Dept.	
  of	
  Water	
  and	
  Power	
   4,974	
   3,792,000	
   ladwp	
  
Chicago	
  Department	
  of	
  Water	
  Management	
   0	
   2,695,000	
   N/A	
  
City	
  of	
  Houston	
  Water	
   0	
   2,099,000	
   N/A	
  
Philadelphia	
  Water	
   323	
   1,526,000	
   phillyh20	
  
City	
  of	
  Phoenix	
  Water	
   493	
   1,446,000	
   phxwater	
  
San	
  Antonio	
  Water	
  System	
   1,933	
   1,327,000	
   mysaws	
  
San	
  Diego	
  County	
  Water	
  Authority	
   64	
   1,307,000	
   sdcwa	
  
Dallas	
  Water	
  UAlity	
   0	
   1,198,000	
   N/A	
  
San	
  Jose	
  Water	
  Company	
   0	
   946,000	
   N/A	
  
JEA	
  (Jacksonville,	
  Florida)	
   230	
   822,000	
   newsfromjea	
  
CiAzens	
  Water	
  (Indianapolis)	
   306	
   820,000	
   ciAzensenergy	
  
SF	
  Water	
  Power	
  Sewer	
   4,634	
   805,000	
   sfwater	
  
AusAn	
   185	
   790,000	
   ausAnwater	
  
Columbus,	
  Ohio	
  Public	
  UAliAes	
   0	
   787,000	
   N/A	
  
Fort	
  Worth	
  Water	
  Department	
   0	
   741,000	
   N/A	
  
Charlo@e-­‐Mecklenburg	
  UAliAes	
   0	
   731,000	
   N/A	
  
Detroit	
  Water	
  and	
  Sewerage	
  Department	
   0	
   714,000	
   N/A	
  
El	
  Paso	
  Water	
  UAliAes	
   238	
   649,000	
   epwater	
  
Memphis	
  Light,	
  Gas	
  and	
  Water	
   6,736	
   647,000	
   mlgw	
  
BalAmore	
  Bureau	
  of	
  Water	
  and	
  Wastewater	
   0	
   621,000	
   N/A	
  
Boston	
  Water	
  and	
  Sewer	
  Commission	
   0	
   618,000	
   N/A	
  
Sea@le	
  Public	
  UAliAes	
   844	
   609,000	
   sea@lespu	
  

DC	
  Water	
   4,035	
   602,000	
   dcwater	
  
Nashville	
  Metro	
  Water	
  Services	
   0	
   601,000	
   N/A	
  



Talking Twitter: Why is it Useful? 

Another distribution channel for work zone alerts, press releases, etc. 

Workzone update: 5743 26th Street NW   
http://www.dcwater.com/workzones/listings/
workzone2539.cfm 

Customers can report problems.  With photos! 

Here is a closeup of the loose sewer 
@dcwater in front of 1638 U street SE! 
Update please-Thanks 



Talking Twitter: Why is it Useful? 

Sometimes, people just 
complain… 



Talking Twitter.  We jump into conversations.  



Talking Twitter: We have fun with our customers. 



Connecting with customers costs money.  
Yet you can’t afford not to do it! 

DC Water External Affairs: 
•  Media relations 
•  Publications 
•  Community outreach 
•  Government relations 
•  12 FTEs, $2.2 million annually 
•  13 cents on the average water bill! 



But… 
(Yes, it’s a big but.) 



Connecting with 
customers is useless if 
your operations don’t 
back up your press 
releases, tweets and fancy 
water drop mascot! 



DC Water does the fundamentals… 

•  618,000 residents 
    Some more notable than others 

•  18 million workers and visitors 
•  130,000 metered accounts 
•  1,300 miles of water pipe 
•  1,800 miles of sewer pipe 
•   World’s largest advanced wastewater  
   treatment plant 
    153 acres, 370 mgd 



But fundamentals are only the beginning for 
an award-winning utility. 

•  August 5, 2011:  Standard and Poor’s lowers the   
  U.S. Government’s credit rating from AAA to AA+ 
•  March 7, 2012:  Standard and Poor’s upgrades 
  DC Water’s credit rating to AA+ (senior) and AA    
  (subordinate) 



Upgrading the system faster. 

•   Average age of water mains = 77 years 
•   Water main replacement rate was 1/3 percent/year 
•   Water main replacement rate is 1 percent/year 
•   National average is 1/2 percent/year. 



The next big thing:  waste to energy. 

•   Digester project will generate 13 MW. 
•   One third of plant’s total energy use. 
•   First installation of thermal hydrolysis in North America. 



The next big thing:  waste to energy. 

•    Largest installation of thermal hydrolysis in the world. 
•    Generates Class A biosolids – less and better! 
•    $440 million project. 
•    Completion: 2014 



The largest public works project since Metro. 

•    Clean Rivers = $2.6 billion to reduce combined-sewer  
    overflows to three waterways by 96 percent. 
•    First tunnel in progress. Runs 100 feet deep, 23 feet in  
    diameter and 13 miles long. 



But what if an all-tunnel solution isn’t best? 

•    Green infrastructure pilot program aims to reduce or    
     eliminate tunnels for later phases of project. 
•    Similar to programs EPA has already approved in other  
     cities. 
•    Permanent on-surface features in neighborhoods, instead 
    of invisible tunnels. 





Pilot project – additional benefits. 

•    Could save money.  Tunnel system will drive average water/ 
     sewer bill over $100 by decade’s end. 
•    Neighborhood greening and visibility would be the newest,  
     biggest way DC Water connects with its customers. 



Be proud.   
Be essential.   
Be visible! 



Questions? 

Alan Heymann 
Chief of External Affairs 

District of Columbia Water and Sewer Authority (DC Water) 

alan.heymann@dcwater.com 
(202) 787-2616 
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We’ve	
  Come	
  a	
  Long	
  Way…	
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Clean	
  Water	
  UAliAes	
  AcAve	
  on	
  Twi@er	
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Leveraging	
  OrganizaAonal	
  Profiles	
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Clean	
  Water	
  UAliAes	
  on	
  Facebook	
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Internet	
  Video	
  &	
  Wastewater	
  Industry	
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5	
  Ways	
  to	
  Learn	
  More…	
  

1.  Read	
  Return	
  on	
  Impact	
  Book!	
  

2.  A@end	
  the	
  Webinar	
  Series	
  consistently…	
  

3.  Subscribe	
  to	
  Monthly	
  Newsle@er	
  

4.  Return	
  on	
  Impact	
  Group	
  

5.  Follow	
  @davidnour	
  



David	
  Nour	
  
The	
  Nour	
  Group,	
  Inc.	
  

888-­‐339-­‐1333	
  
NourGroup.com	
  


