
The Unexpected Is Coming: Are You Ready to Communicate 
to Key People in a Water or Water Quality Emergency?

Know who will speak for the utility:
• Does staff know when to alert the General Manager 
of an event?
• Does the General Manager know when to alert the 
Board of Directors?
• Has the Board approved an Emergency Communi-
cations Procedure empowering the General Manager? 
• Does the General Manager know when and how to 
involve the Board of Directors?
• Do you have an emergency management plan that 
includes a core group of people who will function as 
your emergency management staff? 
• Can your emergency management team function if 
you are not there?
• Do employees know utility business cannot be dis-
cussed on their social media?
• Do employees know whether they should answer 
news media questions at the site? 

Know and practice the order of communications:
• Are written procedures in place for alerting  
regulators and health authorities?
• Are procedures in place for notifying elected  
officials?

• Are procedures in place for alerting employees?
• Are procedures in place for alerting customers?
Can you put a message on at least two social media  
channels within 30 minutes day or night?  
 
Know what to say in public statements – and what not 
to:
• Do you know when to empathize with those affected?
• Do you know when to say, “I don’t have the answer. We 
are working on getting good data. We will let you know.”
• Do you know how to coordinate with the region’s  
Emergency Management Coordinator (often the County 
Judge in rural counties) and can you reach them 24/7?
• Do you know how to time-bracket restoration when 
there is a service delivery issue 

Know your customers’ news media:
• Do you know what your customers consider reliable, 
local news sources?
• Do you have a recent and accurate list of key news  
media? Are you connected on social media?
• Does your list include radio and TV?
• Do you know the Five W’s that news media need to 
write a story?

Now is the time to become better prepared for the unexpected. You’ll be glad you did. 
 

All check marks? Perfect. Now practice. Half of boxes checked? Make a plan to expand and improve your 
emergency response. Only a few? Make this a priority for 2021 for your Board and the staff you most rely on.  

The safety of drinking water will continue to an important concern for your customers. From Flint, Michigan, 
to East Texas, from oilfield fracking to agricultural chemicals, public concern over the safety of drinking water 
remains high. Sometimes it hides behind timely concerns such as economic conditions and the pandemic, but 

when someone gets sick or something else bad happens, the problem can easily accelerate into a crisis.  
Communications must be perfectly executed. Are you ready to deliver? Ask yourself these questions:

Prepared for the Texas Rural Water Association by Robert Cullick Communications. 
Robert Cullick has handled electric and wet utility communications in Texas for more than 30 

years and speaks at TRWA conventions.  He is an independent consultant operating out of Travis 
County, Texas,and will respond to your questions at Robert.Cullick@gmail.com


