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Build Social Intelligence

Stop talking ‘at people’   Start talking ‘with people’ 
Deliberate Relationships and Intentional Actions 



The Ask – Provide feedback on new
lead service line replacement program

Will it work for you? 
What will make the program attractive?



Oh, I get it. That works for me. 



Ongoing Community Conversations

Strategic Plan Action Item



Propose . Listen . Understand . Deliver

From Feedback to Outcome



Customer Appreciation

Community Ambassadors

Citizens Water Academy 
Participants



Thanks for your time and attention!

Cathy Bernardino Bailey
Cathy.bailey@gcww.cincinnati-oh.gov
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