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SETTING THE STAGE
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Dandridge, tn

• 2nd oldest town in TN
• < 3,500 customers
• Distribution System:  
• 135 miles water lines (primarily PVC and 

ductile iron, sized 2” to 12”)
• 7 water tanks with 2,012,000 total capacity
• 3 water suppliers
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SOURCE CHANGE DECISION

• Inconsistent Water Supply
• Seasonal Outages
• Lack of Communication from Wholesaler
• Hard Water #1 Complaint 
(Side note:  there will ALWAYS be a #1 Complaint)
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Process of change

• Performed Engineering Study
• Options: 

• Partner with nearby utility
• Extend water supply to new source
• Build water plant

• Decision:  Extend Water Supply Line
• More cost effective
• Deleting “Middle-Man”
• Increased control of service and cost
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WATER QUALITY POTENTIAL ISSUES

• Differing
• Water Source
• Water Quality
• Treatment Process (Corrosion Control Method)

• Discussed with new supplier was reassured no issues should 
arise in transition of mixing of sources
• Historical transition of similar/nearby utility had no issues
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Construction Obstacles

• Approximately 11 miles of 12” laid
• Change orders completed without prior approval
• 1 year PAST contract time
• 1st time accessing liquidated damages
• Concession made to complete project
• Agreement with existing source
• OBSTACLES FACED=UNHAPPY TOWN CLIMATE
• NEW WATER SOURCE IS FINALLY ONLINE!
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…or so we thought.
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• Customer outcry about unusual 

color

• Concerns of unsafe water

• How do you gage exaggeration?

• No accountability for factual 

reporting

NEW CHALLENGES
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TDEC ASSISTANCE

• OCC-Optimum Corrosion Control for Lead & Copper
• Town volunteered to take additional Lead & Copper 

to aid with confidence in OCC
• TDEC performed sampling in oldest, worst locations 

known, along with a single established site, and 
maintained chain of custody

• Third party testing 
• Results validated OCC values
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Regulatory partnership

• TDEC added credibility to approach
• Regulatory authority was available at public 

meetings for questions and to show awareness
• Responsibility is on utility to openly communicate



LDAEngineering.com

TDEC focuS/VALUES/ROLE

• Primary Concern-New Water Source-What is 
required?  Source also blended with other 
wholesaler.

• Luckily, source only new to Dandridge, years of 
historical data for OCC evaluation.  (Flint, MI)

• Concerns = Consolidation Agreement, Return to 
Standard Pb/Cu Monitoring (40 Sites), Burden to 
System, Connect Galvanized Line Routinely. 



LDAEngineering.com

TDEC social media

• Significant rise in use of social media by systems 
over past 2-3 years.

• TDEC loves it, informs greater # of customers 
while limiting calls and time spent on providing 
same information multiple times (for systems 
and TDEC).  Approximately 2 calls to Knox TDEC 
by Dandridge customers.

• Misinformation still concern (outside posts).
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SOCIAL MEDIA STORM
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SOCIAL MEDIA STORM
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SOCIAL MEDIA STORM
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Managing negative social media

• Be proactive, not just reactive when possible
• Identify key issues for citizens & areas for 

improved customer service/communication
• Control the conversation, be the trusted news 

source for accurate information  
• Meet them where they are:
• Social media
• Newspaper
• Public Meetings
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Managing negative social media

• Facilitate conversations around the topic, 
encourage participation 

• Know when or how to censor
• Use resources available:
• Embrace regulatory assistance/partnership
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Billing Inserts

Website

Facebook
Customer calls/site visits to follow-up on 

known site from Bill Adjustment Source 

(filter demos)
Public Meeting (TDEC Present)

Customer education
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Bill inserts/customer handouts
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WEBSITE
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Presentation to group
Q&A session 

after 

Maps provided visual component  to 

increase customer engagement

Accurate data was made available
CMMS allowed for specific, customizable 

results

Public Meeting
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Ice pigging
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Major Rehabilitation Program

29

Provided quick response 

Ice pigging

Outside of the Box Attempt

Showed customers a willingness to try new concepts

Ultimately, not as successful as desired
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downfalls

• “Soap Box” Avenue (may or may not be 
educated or accurate)

• “Topix” mentality
• Dictated change in customer service approach
• Negativity can weigh heavy on 

management/operators
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perks

• Customers know to call & have options
• Platform for discussing ideas
• Easy outlet for information (cost effective)
• Understand the reasons and process
• Access to educate (leaks, project updates, etc.)
• While some will never understand or take the 

right approach, the majority do and just want to 
be informed and government transparency
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Social media crisis plan

• Have a media crisis plan in place
• Identify key team members and resources
• Know the chain of command
• Use communication channels effectively
• Educate staff to ensure consistent message
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Identification
Social Media Crisis Plan

• Determine real “issue” and “solution”
• Identify what sources to monitor and how often: social 

media pages, news, or websites
• Know what your plan is if your crisis goes viral
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Escalation
Social Media Crisis Plan

• What to KNOW for negative, vulgar, threatening or 
accusatory posts

• What impact does this have on your department?
• Is there concern for public or employee safety?
• Has it already been picked up by the news?
• Does this require response? 
• Can it be deleted or hidden from your social media?
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Communication
Social Media Crisis Plan

• Communication is VITAL
• Provide official statement on your sites and for media
• Keep communication open 
• Arrange after hours communications
• Give frequent updates



LDAEngineering.com

Documentation
Social Media Crisis Plan

• What to Document?
• Screenshots of individual posts or discussions
• Who has shared? Major pages, news sources, etc. 

and what is their reach for your area?
• Customer information of documented calls and posts
• News articles
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Create a disclaimer 
about removing posts 
& comments.

Post publicly, in 
Facebook or on 
website, if 
appropriate

Post Deletion &  

Retention Disclaimer
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