Community Education Strategy

CE - Current Challenges

Water services
unexciting

Wellingtonians (and media)
take services for granted and
are typically disingaged unless
they see a problem

Levels of Service

We don't have levels of service
for community education, to
guide investment decisions

Regional Alignment

We're not well aligned

across councils in shaping

and delivering 3-waters

community education:

- some duplication, some gaps

- investment varies between
councils

Behavioural Impact
We have variable
understanding of the size
of impacts that different
behaviours have on 3-waters
networks and receiving
environments, and so which
issues and audiences are
most important to address

Programme Impact

We don't have robust tools to
measure the impact 3-waters
community education on
outcomes

What motivates change
We have variable
understanding between
waters and issues

Collaborative View of Actions
(Nov. 2015)

- Understand behaviour
- Raise awareness of behaviour effects on target outcomes
- Enable councils to engage to change behaviour

This approach applied to:

- stormwater entering wastewater

- blockage-causing material in wastewater systems

- water use

- runoff

- waste and contaminants to stormwater

3-Waters Strategy

As Wellington Water develops its 3-waters strategy, this will shape the Community Education strategy.
Our current view of 3-waters performance gaps is:

Current Community

Education View
Where are we not performing so well
Stormwater
- Variable LoS across our councils (etc)
- Variable understanding of where flood risk is
- Stormwater &I contributes to wastewater network issues
Wastewater
- Network not coping in places, treatment plant overflows
and bypasses, pump station overflows
- Cross-connections contribute to problem in stormwater
- Lack of resilience to major event
Water Supply
- Lack of resilience to major event
- We don't have desired level of redundancy in dry conditions

Client council strategic priorities

- Stormwater impacts (public health, environment)
- Discharge quality (Whaitua/NPS-FM,
proposed NRP)
- Quantity (flood protection)
- Wastewater impacts (public health, environment)
- Network capacity
- Stormwater/wastewater interaction (I&l)
- Resilience (water, wastewater)
- Climate change
- Shock events
- Ability to respond to change (demand etc.)
- Customer understanding of networks

Portable water (42% of budget)

- Best for content, understanding and coordination
- Least need to change performance
Stormwater (41% of budget)

- Sector action varies by city

- Little mass-audience work

- Limited evidence for messaging

- Need to change performance

Wastewater (1% of budget)

- Opportunistic. Need to change performance
Waters’ macro view (15% of budget)

- Only schools targeted

Themes and new focus (June 2016)

Extra focus

- What people know about and value in relation
to water (research)

- Awareness of 3 waters’ connectedness etc.

- Emergency water

- Flooding

- Quality of stormwater discharge

Themes

Lower water demand

Emergency water & wastewater readiness
Contaminants into Stormwater

Cross-connections & private faults (1&l)

Blockages to wastewater network

Impacts of flooding

Customer awareness of 3 waters’ connectedness, service
levels, risks and limitations (priming LTP engagement)

CE Strategy — Principles

Customer-centric

Understand what audiences
value and engage on those

Evidence-based actions
- Build knowledge of the
impacts that specific

Collaboration

Build a education programme that utilises
collaborations (with client councils and

More Consistent,
Coordinated,

Regional View
(opportunities

Enabling

Ensure that the “how”
of actions and “what” of

and issues)

Prioritise a regional

(4 cities) view,
considering risk, urgency,
customer value and the
effectiveness and value-
for-money, in the context
of a suite of potential
responses (asset and
policy/regulation options)

Comprehensive
Align methods in use

in - including styles, key
messages and timing -
where-ever practical,
and to build a more
comprehensive shared
suite of advice and
engagement tools

organisations and groups with overlapping

interests) to increase the depth and/or

reach of engagement, including:

- Share the best of what's being done
locally by/for our client councils

- Learn from other service providers’ work

- Seek to build influence and work with
others where there is common interest
or mutual benefit

behaviours cause, and what

works to change behaviours,
- We'll review, evaluate,

report and refresh

Strategy

terms

materials are available,
affordable , desirable and
practical to do

Show people the connection between their use of/impact on water services and what they value. To do this we propose to
- Reveal values related to water and what people know about water services
- Connect people to water services and impacts using “reveal” learning

Implementation Plan to come
(2018—onward)




