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Discussion Topics 

• Need for Community 
Conversation regarding 
Critical Infrastructure 
Risks to Public Health 
and Safety 

• Strategy for Public 
Engagement Initiative 
Development 

• Overview of the Public 
Engagement  

• Lessons Learned 
 



Need for Community Conversation on Critical 
Infrastructure Risks to Public Health and Safety 

• Entered into federal consent decree to abate CSOs 
and eliminate SSOs in August 2005 

• Initiated condition assessment of all wastewater, 
drainage and flood protection assets after a 
decade of deferred maintenance in fall of 2014 

• Experienced public outcry for flood mitigation 
after significant countywide floods during 2015 

 



Need for Community Conversation regarding Critical 
Infrastructure Risks to Public Health and Safety 

Reliable flood 
protection 

Wastewater collection and 
treatment 

Stormwater and 
drainage 
management  

Projects focused on public and employee health and safety, 
regulatory compliance, environmental protection, property 
protection, sustainability and economic development 

$4.3 Billion  
over 20 years 



Consent Decree Obligations Through 2024 

Morris Forman Water Quality 
Treatment Center 

 



More than $400 
million invested 
over the past 
decade 

~$500 million more 
necessary to reach 

completion by 2024 

Typical CSOs along Beargrass Creek 

Logan St Basin Construction 

  



Need for Community Conversation on Critical 
Infrastructure Risks to Public Health and Safety 

• Acrued $2B debt 
• Diminishing bonding capacity 
• Limited authority to raise rates 

– MSD Board can raise rates 7% 
– Revenue increase only addresses 

continued Consent Decree 
compliance projects, basic 
operations and debt service 

– Metro Council approval of higher 
rate increase required   

 



Louisville’s Reality 
• Operations: bandaid 

approach not 
sustainable 

• Finances: cannot 
initiate non-Consent 
Decree compliance 
initiatives 

• Risk: catastrophic 
system failure 
becoming more likely  



Need for Community Conversation on Critical 
Infrastructure Risks to Public Health and Safety 

• MSD’s outreach in 
2016 did not reach 
broad audience 

• Council members 
understood issues, 
but reported 
constituent concerns 

• Mayor and Metro 
Council said “Tell the 
story” then try again 



Outreach Program Framework 

A strategic outreach 
approach of: 
• Messaging 
• Direct 

Engagement and 
Input 

• Communication 
Tools 

 



Outreach Program Framework 

• Relatable message 
• Broad community 

audience 
• Two-way 

conversation/dialog 
• Well documented 

results 
• Mostly staff effort 

Key 
Components 

of the 
Community 

Conversation 

Identify 
Audiences 

Identify 
Community 

Partners 

Develop 
Relevant 

Messages 
Develop 

Communication 
Materials & 

Identify 
Channels 

Identify 3rd Party 
Communication 

Channels 

Implementation 

 



MSD’s Critical Repair & Reinvestment Plan 
Addresses Public Health and Safety Risks 

 



Meeting Strategy 
• Wet Weather Team 

Stakeholders 
• MSD staff  

– Reaction to message 
– Service improvements 

• MSD public meetings 
– Project 
– Special events 

• Metro Council district 
meetings 

• Community Organization 
meetings 
– Professional organizations 
– Advocacy groups 
– Neighborhood groups 
– Faith-based leaders 

 

 



• Libraries 
• Newsletters 

– MSD Streamline 
– Metro Council members 
– Other 

• Metro TV 
– Tony Parrott video 
– Metro Council 

Intergovernmental Affairs 
Committee meeting 

– “Rusty Bucket” spots 
• Bill Insert 
• Newspaper Articles 
• Radio and TV news stories 
• Pop-Up Banners and Handouts 

Communication Pathways 
Print and Electronic Media 



• MSD web page 
– Six risk areas 
– Story map 
– Video links 

• Email blasts 
• Twitter 
• Facebook 
• Social media analytics 
 
Flood Protection Video Link 

Communication Pathways 
Internet and Social Media 

https://youtu.be/JztXlQPGOw0
https://youtu.be/JztXlQPGOw0


Community Input Documentation 

• Community Input 
Form analytics 

• Documented 
questions and 
concerns from the 
public 
– Email 
– Letters 
– Live meeting 

discussion 
 



Community Input Form Results 
Question 1 – Understanding of Risks 

• Representative Comments 
– We can't continue to defer on repair 

and replacement to critical 
infrastructure...that's what got us to 
this point in the first place. 

– This investment is critical for a greatly 
under priced resource largely taken 
for granted. In a world where we pay 
2 dollars for 12 ounces of bottled 
water and 5 dollars for warm milk 
from a coffee shop, 30 cents a day is 
not too much to ask for the children 
and for our future. 

– There are no market forces that act 
to keep you in check or to force you 
to be more efficient.  You tell a good 
story here- but is this the full story?  
or in 5 years will you be back for yet 
more money?...  Not buying it. 
 
 



Community Input Form Results 
Question 2 – Urgency of Need 

• Representative Comments 
– Catastrophic failures are already 

occurring, and they will continue at a 
higher frequency if MSD is not 
provided the adequate funds to 
address these public health and 
safety issues. 

– Putting off our required investments 
only kicks the can of obligations and 
needs and increases the costs to 
taxpayers.  

– We do not need any additional 
charges at this time. One project at a 
time should be sufficient.  

– We have spent phenomenal amounts 
of money because of the decree.  
Let's take a break, and reevaluate 
after this massive spending is 
complete.  



Community Input Form Results 
Question 3 – Support for Additional Funding 

• Representative Comments 
– $10/month is a small price to pay 

compared to the public health and 
safety risks. I fully support the higher 
rate.  

– $10/month extra is a minimal 
investment when you look at it in 
regards to how much people spend 
on cellular and television services, 
two items that aren't critical for 
sustaining life like clean water is.  

– I only had 2 choices so I had to pick 1, 
but I need more information.  

– We can take our chances.  Scare 
tactics don't work for most people. 

– I do not support an increase in 
residential rates at all. I believe that 
we are often overcharged as it is… 
I'm sure there are plenty of profits 
that are made every single time a 
resident pays a bill;  



Community Input Form Results 
Question 4 – Low-Income Rate Relief Support 

• Representative Comments 
– It is necessary to ensure the impact 

of necessary increases are muted for 
those already feeling the sting of 
other utility increases, and associated 
burdens.  Criteria beyond the federal 
standards should be examined to 
offer further support to citizens 

– Rate assistance programs have 
laudable goals and good intentions, 
but are misguided.  The utility bill is a 
bill that should be paid first.  People 
who need assistance should get it 
through other government hand out 
programs 

– How can you justify raising the rates 
of others to pay BILLIONS of dollars 
for improvements, and how do you 
figure you can give relief to others?  

10% 



Examples of Comments from the Community 
• We can't continue to defer on repair and 

replacement to critical infrastructure... 
that's what got us to this point in the first 
place. 

• This investment is critical for a greatly 
under priced resource largely taken for 
granted. In a world where we pay 2 dollars 
for 12 ounces of bottled water and 5 dollars 
for warm milk from a coffee shop, 30 cents a 
day is not too much to ask for the children 
and for our future. 

• There are no market forces that act to keep 
you in check or to force you to be more 
efficient.  You tell a good story here- but is 
this the full story?  or in 5 years will you be 
back for yet more money?...  Not buying it. 

• Catastrophic failures are already occurring, 
and they will continue at a higher 
frequency if MSD is not provided the 
adequate funds to address these public 
health and safety issues. 

• Putting off our required investments only 
kicks the can of obligations and needs and 
increases the costs to taxpayers.  

• We do not need any additional charges at 
this time. One project at a time should be 
sufficient.  

• We can take our chances.  Scare tactics 
don't work for most people 

• It is necessary to ensure the impact of 
necessary increases are muted for those 
already feeling the sting of other utility 
increases, and associated burdens.  Criteria 
beyond the federal standards should be 
examined to offer further support to citizens 

• How can you justify raising the rates of 
others to pay BILLIONS of dollars for 
improvements, and how do you figure you 
can give relief to others?  
 



MSD’s Message Reached a Broad Audience 
November 2016 through May 2017 

• 413,000 + social 
media impressions 

• 9,165 web page 
views 

 
 



MSD’s Message Reached a Broad Audience 
November 2016 through May 2017 

• 593 MSD employees 
– 151 LIUNA 
– 128 NAGE 

• 1,500 meeting 
attendance 
– 35 meetings 
– 60 groups 

 

 



Overall Conclusions 

• MSD’s Community Conversation 
initiative touched a large number of  
our customers through a diverse 
outreach strategy 

• People who took time to learn 
about the Critical Repair Plan 
– Understood the critical 

infrastructure investment needs 
– Supported starting work 

immediately to address needs 
– Indicated support for additional 

funding up to $10/mo 
– Supported expansion of low-

income rate relief program 
• The Community Conversation must 

continue to build trust and 
demonstrate progress 



http://louisvillemsd.org/CriticalRepairPlan 



Lessons Learned 

• Make your message relatable 
• Engage with your community 
• Utilize multiple media sources 
• Involve your staff in the program 
• Meet people where they already 

are 
• Have conversations with your 

customers 
• “Seek to enter into a long term 

relationship with your customers, 
a few dates wont build sufficient 
trust” 
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