Using Social Media for
Water Conservation:
Tacoma Water’s Experience




Tacoma Water’s Conservation Program

Program Goal

 Reduce per capita water consumption 10% from 2000 to 2010
o Offer programs to assist customers with reducing water use
Program Offerings

o Offer residential customers fixture/appliance rebates;
free water-saving devices; education/training
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Tacoma Water’s Conservation Program

Education and Outreach

 Public events

Workshops and classes

Literature: brochures and posters

Annual ad/awareness campaign
Website

Programming Changes

 Raise awareness of conservation program using awareness
campaign and events

* Increase workshops to engage customers and support behavior change

* Provide workshops and events outside Tacoma
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Why add social media to the mix?

Consumer Research

 Customers outside Tacoma are less aware of & participate less in
programs

 Customers outside Tacoma/higher water users use internet more and a
majority want to use internet to get conservation information

Social Media Objectives

 Reach more customers with media they use — provide program
information

« Additional input into new goal-setting process

 Updates on upcoming events

Social Media Management

« Community & Media Services section manages social media
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Conservation Goal Development

Conservation Goal
 New goal for 2011-2017

e Customer input through online
survey and public forum

Social Media

e Online survey conducted
January — March 2010

» Facebook and Twitter posts

» Other media: bill insert,
calls to large customers

191 responses

« Announced adoption of goal

= Tacoma Water needs to know what you think about water conservation. I you
are a Tacoma Water customer, please take our short survey.

T :’..-: 2010 Tacoma Water Conservation Goal-5etting Survey
I
-

-
=]
WATE

www, tacomawater.com

TACOMA WATER Tacoma Water provides safe, reliable water to more than 95,000

AgamA FUBLIE

customers, We take our water from the Green River and groundwater
wells, We actin a sodally and environmentally responsible manner, and
serve as a good steward of our water supplies. ...

ﬂ January 28 at 9:27am * Comment - Like

' Wade Stewart Thanks just took the survey. When it comes to

conservation, one thing that would facilitate my family's interest is making
more information about water use available. When Iget my bill, I'd love
to see what my neighborhood average use is, and see how much we
might need to improve or see how well our personal conservation efforts
stack up to the average,

January 28 at 10:16am * Report

== Tacoma Water Super! Thank you. This is valuable input.
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January 28 at 12: 14pm - Report

Misty Eason Crick I'd ke to see Tacoma Water offer info andfaor offer
to purchase the new toilet conversion kits ($30 a unit) that gives your
toilet two flushing options: a half flush for™#1" and a full flush for "#27, 1
betif customers could order them in...

See Maore

March 12 at 9:07am * Report
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Awareness Campaign
Know Your H,O

e Launched multi-year campaign June 2010

e Raises awareness of conservation
program

* Directs customers to interact with
program to find an answer

e New media mix

* Bill inserts, newsletters;
Utility vehicle wraps;
Customer pay box video monitors;
Newspaper

 Website

e Social media

TIMING IS
EVERYTHING.
HOW'’S YOURS?

T
LEARN MORE —

TacomaWater.com/smart ACOMA WATER
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Awareness Campaign

HOME PAY BILL | CUSTOMER

CONTACTS NEWS CALENDAR JOBS | ABOUT PRINT

GORS

Search

HOME = WATER SYSTEM | WATER SERVICE | WATER QUALITY | WATER CONSERVATION | HEALTH & SAFETY

Water Conservation LEARN WAYS TO BE WATER SMART

Water Smart
Indoors

Indoors Ou
At Work — e

e P
Your Use
Rebates B Incentives
Waorkeshops & Events

The EnviroHouse

nviroHouse
mviranment
onservation Goal

onservation Plan

At Work

(A

Your Use

e Utilities. All rights ressrved. Site Map | Acoessibility
jice of tha City of Tacoma | Disdlaimer & Copyright | Contsct Webmaster

Website
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Revamped website for Know
Your H,O campaign

More interactive elements
Online survey

Tools to answer questions
asked in ads

Developing interactive tools
in 2011

E l
F

- I use faucet aerators.
- I use efficient showerheads

Indoors (50.0%)

Outoors (37.5%)

At work (12.5%)




Awareness Campaign

Facebook & Twitter
« Started using in 2009
» Use for awareness campaign

 Post messages every few
days

e Posts relate to recent
weather, events

* Linked account/same posts
* Develop many posts at once

e Interact with customers and
answer questions

facebook

Tacoma Water is on Facebook

Sign up for Facebook to connect with Tacoma Water.

1

T

A WATER

THIS PAGE 15 NOT MOMNITORED 24
HOURS PER DAY, FOR WATER
EMERGENCIES CALL 502-8384

We make Tacoma a better place to
live and work by providing cost-
effective, safe, reliable, high-quality
water in a sodially and
environmentally responsible manner.

Information

Location:
3628 8, 35th Street
Tacoma, WA, 98409

Phone:
(253) 502-8600

Mon - Fri:

Tacoma Water

wall
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Info Photos Events  Video Links

Filters
Tacoma Water An average household could cut indoor water use almost
in half by switching from older fixtures to new, efficient ones. Call our
conservation specialists at (253) 502-8723 or e-mail
conservation@cityoftacoma.org for smart tips and info.
23 hours ago - Comment - Like

Tacoma Water If you purchase a qualifying clothes washer, you may be able
to receive a rebate of up to $100.

TPU Power Clothes Washers
2 tmyurl.com
“ You'll load up on savings and earn a rebate of §50, $75 or 5100 when

you buy a new qualifying Energy Star dothes washer and install itina
home in the Tacoma Power or Tacoma Water service area.

&J] October 113t 9:30am - Comment - Like

&1 Rob Manairhuff likes this.,

Tacoma Water Calculate your drip against water waste with AWWA's
WaterWise Drip Calculator.

Courtney Anderson-Love Are there any rebates offered for homeowners who
purchase water saving toilets?
| December 20, 2009 at 12:07pm * Comment - Like - Flag

T__: Tacoma Water Hi Courtney! We don't currently offer a toilet rebate
—. Program, BUT if an “average” household {2.64 people) replaces a toilet
that was made between 1950 and 1980 (uses 5 gallons per flush) with a 1
gallon per flush high-effidency teilet, that household would save more
than 1,600 gallons of water per month. That equals a monthly savings of
about §9.90. If the toilet cost $160, the paybacdk period for the toilet (not
including installation cost) would be less than 18 months.

December 21, 2009 at 9:33am * Report
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Awareness Campaign
YouTube

* Developing short TV vignettes for PSAs and YouTube
* Will begin using in 2011

 Know Your Power campaign began posting vignettes in late 2009

MyTPUtube (2| 12 videos  Subscribe

But she saved

$250
on a new,

efficient
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Awareness Campaign

L i n ked In an d B I O g S Linked[[jj Home Profile Contacts Groups Jobs Inbox (1) More.. [ Companies -

Companies BeTa = Tacoma Water

« Began LinkedIn account in
September 2010

* Using Facebook posts as a | |
L|nked|n “ blog” New Hira (1) | Emplayees (1)

Asset Management
Shannon R.

¢ BIOgS belng used by Others to - (:Irsniiilr:ulting,LLC,VicePres\dent
network teachers, provide
information to special interest

Tacoma'Water: Switch old fixtures to new, efficient ones to save on indoor water use. Call 253 502 8723
g rO u p S or e-mail conservation@cityoftacoma.org.
Qct 18, 2010

ﬁ Tacoma Water has a proud tradition of operating and maintaining one of the
[ country's oldest municipally owned water systems. The utility serves 95,858
s customers in the cities of Tacoma, University Place, Fircrest, Federal Way,
TACOMA WATER
TAEDUA suRLIE UTILITIED Puyallup and other parts of Pierce County. We provide safe, reliable

... more

TacomaWater: If you purchase a qualifying clothes washer, you may be able to receive a rebate of up to
5100 http=/tinyurl_com/26hj5wo
Cet 11, 2010

TacomaWater: Learn about natural yard care Oct. 1 and do a water use analysis Oct. 2 during these free
workshops: http:/itinyurl.com/2apjrwe.
Sep 30, 2010

TacomaWater- Capturing rainwater in rain barrels or cisterns makes great sense for home gardens.
http:ftinyurl_com/2cuso2v.
Sep 27, 2010

TacomaWater: Don't miss the Misqually Watershed Festival Sat., Sept. 25, 10 am. to 4 p.m.:
http-/itinyurl com/23sqg8b.
Sep 22, 2010

See all blog posts »
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Workshops and Events

facebook

® Advertlse WorkShOpS and m Tacoma Water is on Facebook
C I aS S eS Sign up for Facebook to connect with Tacoma Water.

—— Tacoma Water 3 uike |
=

* One to two weeks and just =
before event

wall Info Photos Events Video Links

Saturday, September 18
Rain Gardens Class

-

Where: The EnviroHouse - 3510 8. Mullen St., Tacoma
When: Saturday, September 13 from 10:00 am to 11:30 am

 Facebook, Twitter, Website,
Email listserv

Sunday, September 12

Rain Barrels Class

Where: The EnviroHouse - 3510 S, Mullen 5t., Tacoma
When: Sunday, September 12 from 2:00 pm to 3:00 pm

Saturday, September 11

Home Composting Class

Where: The EnviroHouse - 3510 5, Mullen 5t., Tacoma
When: Saturday, September 11 from 11:00 am to 12:00 pm

Saturday, July 17

Natural Landscape Design and Plant Tour

Where: The EnviroHouse, 3510 5. Mullen 5t., Tacoma
When: Saturday, July 17 from 10:00 am to 11:30 am
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Where do we go from here?

Increase interactivity & engagement

e Currently limited engagement from customers

Continuing with slow roll-out of features/multi-year campaign

Website interactivity

» Calculators & features | Customized tools & recommendations

Facebook

* Build fan base | Contests | Posts

Increase appropriate use of social media

Identifying how people are learning about website/program

Maintenance of tools

Network with Us

TWITTER. FACEBOOK  LIMKEDIM
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Thanks!

Diana Smith

Water Conservation Program
Tacoma Water
dlsmith@cityoftacoma.org
(253) 396-3152

tacomawater.com/smart
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