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AWWA Standard

This document is an American Water Works Association (AWWA) standard. It is not a specification. AWWA standards describe
minimum requirements and do not contain all of the engineering and administrative information normally contained in specifi-
cations. The AWWA standards usually contain options that must be evaluated by the user of the standard. Until each optional
feature is specified by the user, the product or service is not fully defined. AWWA publication of a standard does not constitute
endorsement of any product or product type, nor does AWWA test, certify, or approve any product. The use of AWWA standards
is entirely voluntary. This standard does not supersede or take precedence over or displace any applicable law, regulation, or
codes of any governmental authority. AWWA standards are intended to represent a consensus of the water supply industry that
the product described will provide satisfactory service. When AWWA revises or withdraws this standard, an official notice of
action will be placed on the first page of the classified advertising section of Journal AWWA. The action becomes effective on
the first day of the month following the month of Journal AWWA publication of the official notice.

American National Standard

An American National Standard implies a consensus of those substantially concerned with its scope and provisions. An Ameri-
can National Standard is intended as a guide to aid the manufacturer, the consumer, and the general public. The existence of
an American National Standard does not in any respect preclude anyone, whether that person has approved the standard or
not, from manufacturing, marketing, purchasing, or using products, processes, or procedures not conforming to the standard.
American National Standards are subject to periodic review, and users are cautioned to obtain the latest editions. Producers of
goods made in conformity with an American National Standard are encouraged to state on their own responsibility in advertis-
ing and promotional materials or on tags or labels that the goods are produced in conformity with particular American National
Standards.

CauTioN NoTIce: The American National Standards Institute (ANSI) approval date on the front cover of this standard indicates
completion of the ANSI approval process. This American National Standard may be revised or withdrawn at any time. ANSI proce-
dures require that action be taken to reaffirm, revise, or withdraw this standard no later than five years from the date of publication.
Purchasers of American National Standards may receive current information on all standards by calling or writing the American Na-
tional Standards Institute, 25 West 43rd Street, Fourth Floor, New York, NY 10036; (212) 642-4900, or e-mailing info@ansi.org.

All rights reserved. No part of this publication may be reproduced or transmitted in any form or by any means, electronic or
mechanical, including photocopy, recording, or any information or retrieval system, except in the form of brief excerpts or
quotations for review purposes, without the written permission of the publisher.
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Foreword

This foreword is for information only and is not a part ofANSf TAWWA G420.

I. Introduction.

LA.  Background. The AW WA Standards Program is designed to serve water
and wastewater utilities and their customers, owners, service providers, and government
regulators. The standards developed under the program are generally intended to
improve a utility’s overall operations and service. Among these programs is a specific
effort to establish formal management and operations guidelines. These guidelines
identify the appropriate practices, procedures, and behaviors whose implementation
will provide effective and efficient utility operations, and contribute to the protection
of public health, public safety, and the environment.

AW WA'’s standards process has been used for more than ninety years to produce
ANSI-approved standards for materials and processes that are used by the water and
wastewater utility industries. These standards are recognized worldwide and have been
adopted by many utilities and organizations. Likewise, this performance standard is
developed using the same ANSI-recognized formal process. Volunteer standards com-
mittees establish standard practices in a uniform and appropriate format.

Formal standards committees have been and continue to be formed to address
the individual standard practices for the diverse areas of water and wastewater utility
operations. A formal standards committee was created in November 2006 to create
this standard for communications and customer relations.

AW WA has developed a series of utility management standards, designed to cover
the principal activities of a typical water and/or wastewater utility. Some examples of
the individual topics in this series include those for water treatment plants, distribution
systems, and source water protection. Others under development include topics such
as utility management system, emergency planning, security, and business practices.
More topics will be added over time, including those for wastewater utilities.

I.LB.  History. 'This is the first edition of this standard.

I.C.  Acceptance. There is no applicable information for this section.

II.  Special Issues.

ILA.  Advisory Information on Application of Standards. This standard

includes only those requirements that are limited exclusively to establishing effective

* American National Standards Institute, 25 West 43rd Street, Fourth Floor, New York, NY 10036.
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communications and public relations for operation and management for a drinking
water or wastewater utility. Separate standards adopted by the Standards Program
will cover in more detail utility programs such as water treatment plant operation
and management, distribution systems operation and management, source water
protection, utility management system, security practices, emergency preparedness,
financial management, and other business systems.

III.  Use of This Standard. It is the responsibility of the user of an AW WA
standard to determine that the products and provisions described in that standard are

suitable for and compatible with the user’s intended application being considered.

HI.A.  Options and Alternatives. It is anticipated that options and alternatives to
this standard may be identified during the pilot process.

HLB. Modification to Standard. There is no applicable information for this
section.

IV.  Major Revisions. This is the first edition; as such, there are no major

revisions.

V.  Comments. If you have any comments or questions about this standard,
please call the AW WA Volunteer and Technical Support Group at 303.794.7711, Fax
at 303.795.7603, write to the group at 6666 West Quincy Avenue, Denver, CO 80235-

3098, or e-mail the group at standards@awwa.org,.
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SECTION 1: = GENERAL

Sec. 1.1  Scope
This standard covers the essential requirements to effectively manage com-

munications and customer relations.

Sec. 1.2 Purpose

The purpose of this standard is to define the minimum requirements for
establishing an effective communications and customer relations plan for a water
and/or wastewater utility. An effective plan enhances the general public perception
of the utility through frequent and focused communications with utility customers
and stakeholders. Among the many benefits of a communications and customer
relations plan are increased understanding and support of sustainable rate struc-
tures, greater tolerance for service interruptions, better cooperation to keep con-
struction projects on schedule, and improved response to customer-billing issues,

resulting in timely payment of bills.

Sec. 1.3  Application
This standard can be referenced in establishing and maintaining an effective
communications and customer relations plan for water and/or wastewater utilities.

Because each utility’s issues, audiences, and organizational structure are unique,

1
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