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Communication Action Plan  
Moments of Opportunity 
  
FWEAUC’s member utilities lead the way at the state, regional, and local levels to deliver 
innovative and reliable wastewater solutions. This unique position offers FWEAUC’s member 
utilities, in partnership with legislators, regulators, and educators, the opportunity to share 
customized and timely messaging with a variety of audiences.  

Introducing proactive statewide moments of opportunity will support FWEAUC’s member 
utilities by increasing awareness of important issues facing the industry, providing a unified 
voice, and showing the impact utilities have on Floridians and our state’s natural resources.  
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The chart below highlights at-a-glance moments of opportunity for FWEAUC and its 
member utilities. These moments should complement, not compete with the statewide 
utility efforts.  

Month Issue/Topic Audience Approach 

January/ 
February (or 
committee 
weeks) 

Key Issues 
(TBD each year) 

Legislators One-on-one meetings with Legislators   

March (or 
following 
Session) 

Legislative wins 
impacting 
users/customers 

Customers/
Key 
Audiences 

Media event at the capitol to discuss 
outcomes of legislation - unveil FWEAUC 
policy statement for Asset Management and 
Potable Reuse  
Send Session updates to Utilities for 
dissemination to key audiences. 

TBD FWEAUC Board 
meetings 

FWEAUC 
members 

Templated update capturing Board business 
that can be shared with current FWEAUC 
members featuring updates on agenda items. 

May Hurricane 
Season Prep 

Media/ 
Everyone 

Show and tell.  Show a wastewater treatment 
plant and tell audience what has been done 
to prepare.  This can be done in partnership 
with a local utility and include a statewide 
message.  

June World 
Environment Day 

Media Focus: How utilities across the state are 
protectors of the environment-Local appeal 
with a statewide approach? 

TBD Wastewater 
Professionals 
Appreciation Day 

General 
Public 

FWEAUC to proclaim Wastewater 
Professionals Week and provide a tool kit to 
utilities with ideas and resources to honor 
these professionals. This effort will elevate the 
profession and assist with recruitment efforts. 

 

  



FWEAUC Asset Management and Potable Reuse Tool Kit 

3 
 

Crisis Communications Best Practices  
For the millions of Floridians who rely on clean, safe, and affordable wastewater, FWEAUC has 
the responsibility to have a crisis communications strategy in place to be prepared for a variety 
of statewide issues that can arise. Understanding best practices, roles and responsibilities, 
audiences, and procedures will assist the organization with transparency and being recognized 
as a trusted source of clean wastewater and a protector of the environment. 

The following are best practices that apply to all crisis situations.  

 Time is of the essence. It’s important to get ahead of the issue so FWEAUC can control 
the message. Delays in communication can come across as non-transparent.  

 Sometimes you may have to respond before all information is available. Make sure to 
balance timeliness with accuracy.  

 Communicate with one, clear and consistent voice. Stick to your key messages and 
talking points.  

 Your spokesperson designation sets the tone for crisis communication. 
 Avoid censoring criticism. Avoid a defensive tone.  
 Express empathy. Acknowledge the feelings people might experience (for example, 

“This is a stressful time.”).  
 Be helpful. Provide relevant, up-to-date information using simple, easy-to-understand 

phrasing. Share official, verified information that provides clear direction and aligns with 
other authorities’ messages. 

 Use plain language. Use words that are easy to understand, free of jargon and 
acronyms to meet the needs of people of various age groups, education levels, cultural 
backgrounds, etc. 

 Avoid clichés. These are phrases that have become meaningless through repeated use.  
 Promote action. Highlight specific things people can do to take charge of their 

situation and stay safe. Keep this information simple to avoid overwhelming audience 
members. 

 Promote collaboration. Emphasize teamwork and the importance of a whole-
community effort for effective disaster response and recovery. Share information and 
reference community partners.  

 Conduct practice regular drills, tabletop exercises, and other opportunities to test and 
refine the overall crisis response.   

 Protocols are key to efficient implementation and resolution. 
 Communicate frequently in predictable intervals. 
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Roles and Responsibilities   
The best time to prepare for a crisis is before it happens. By understanding the crisis 
communications process and establishing a team with clearly defined roles and responsibilities, 
FWEAUC will be positioned to respond to a variety of crises in a timely and efficient manner.  

Overview of the crisis communications process: 

 

 
Each year, the FWEAUC board will appoint members to serve in crisis communications 
leadership positions. The chart below will be updated each year as appropriate.  

Role Responsibility Appointee  

Identify Crisis Become aware of or identify a crisis and contacts 
the board president  

FWEAUC members  

Determine 
Crisis Level 

Assess the situation and determine if FWEAUC 
will become engaged in the crisis and in what 
capacity 

Board President, 
Public Messaging 
Chair and other board 
members as needed  

Develop/Issue a 
Holding 
Response 
Statement 

Craft a holding statement using basic information 
while further information gathering, and 
verification occurs 

Public Messaging 
Chair or their 
designee. This 
individual will be the 
point of contact. 

Information 
Gathering  

Gain additional information including:  
 What happened and where? 
 When did this happen? 
 Who is involved? 
 How did it happen?  

Public Messaging 
Chair or designees 

Identify Crisis
Determine Crisis 

Level
Notify Members 
and Partners 

Communication 
Management

Monitor and 
Adjust

Recovery
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 What is currently being done? 
Role Responsibility Appointee  
Verification of 
Information 

Verify information 
 Do you have all the facts (to the best of 

your knowledge)? 
 What other information do you need to 

put the event into perspective? 
 Has the situation been confirmed? 
 Was your information source(s) credible? 
 Is information consistent from several 

sources?  

Public Messaging 
Chair or designee 

Notification of 
Members 

Prior to release of follow up statement, FWEAUC 
members will be notified by email as to the 
council’s position  

Board President or 
designee  

Notification of 
Partners  

If needed, FWEAUC partners will be notified by 
email related to the council’s position  

Board President of 
designee 
 

Communication 
Management 

 Issue statement 
 Provide updates to board president 
 Identify if additional messages are needed 

to resonate with other audiences 

Public Messaging 
Chair of designee  

Monitor and 
Adjust 

 Monitor crisis and provide 
updated/adjusted messaging as needed 

 Maintain crisis inquiry log. This will assist 
with follow up and serve as an 
opportunity to build relationships with 
statewide media 

Public Messaging 
Chair of designee 

Recovery  Update members and partners when the 
crisis moved from response to recovery 

 Provide a summary for the crisis and the 
council’s response  

 Debrief on the effectiveness and efficiency 
of the response  

 Acknowledge and thank all those involved 
in the crisis 

Public Messaging 
Chair of designee 
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Fact Sheets 
 

 

  



FWEAUC Asset Management and Potable Reuse Tool Kit 

7 
 

Graphic Assets 
 

 

 

 

 

          



 

 

 


