DESIGN FOR CHANGE

EPA communications driven by

social sciences & community input




Flint Residents:

Bottled or Cold Filte red Water

Protecting Your

Drinking Water

Flint Residents:
Ways : Y
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EPA recommends that all residents use either bottled water or cold wa-
ter that has been through a water water filter certified to remove “total lead”
for drinking, eooking and making baby formula until further nefice.

mimdqﬂrhwduﬂ hrmmm. hﬁmhﬂnd dlll'llﬂ‘!.

used for long periods o However, the protective coating within
the service lines is still being built up following Flint's return to water
from the Great Lakes Water Authority and the stability of this growing
mﬂuukhrdiohwhvumhmrmn

EPA and the Centers for Disease Control and Prevention believe there is
no safe lovel of lead exposure. Lead is harmful o bod!h.upoehlwor
children. While paint, dust, and seil are the most commen sources of
load, infants whe consume mostly mixed formula can receive 40 to 60
mdm:wmum&mﬁmm

Contact:

EPA's Safe Drinking Water Hdlme (800)426-4791
HHS centact or CDC contact

Gﬁly of Flint Water Nummsm .787-6537

Important Tips

+ Do not drink water directly out of the tap or a
water fountain

* Do drink bottled water or cold water that has been
through a filter

* Do not cook or make baby formula with unfiltered water

* You can wash your hands with unfiltered water

* You can bath and shower in the water

* Children under 6 and pregnant women should consider
getting tested for lead

Cold Filtered Water
or Bottled Water

Until further nofice:
u S EPA recommends that all
usa either bottled water or

cold watar that has been through

a water filter certified fo remove

“total lead” for drinking, cooking

and making baby formula. This is
ially i o

women, infants and children.

First drafts promptly changed to note diversity
and began to address the literacy challenge.
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Alerted to the language demographics. Stayed mindful of dialect, cultural
sensitivities and required modifying translation contract to accommodate crisis
communications.

Continued on with necessary translations (Chinese, Spanish, Arabic)




Partners: Experts, all levels of Govt & Community

U of Michigan
EPA ORD
White House SBST
EPA OECA

EPA Office of Public
Engagement




Flint Residents:

Information on Drinking Water

Until further notice: rebruary 5, 2016

The Emvironmental Pratecfion Agency (EPA) and the Centers for Disease
Control and Prevention agree that there is no safe level of lead expasure.
Lead is harmful to health, especially for children. While paint, dust, and seil
are the maost commeon sources of lead, it can alse enter drinking waler when
sarvice pipes that contain lead corade. Water utilities use corrosion contrel
strategies to help prevent corrosion.

Due to Flint's recent raturn to using water from the Great Lakes Water
Authaority, the protective coating within service lines is being built up te
appropriate levels. EPA is currently collecting samples o determine the
effectiveness of the corrosion control measures being token. Until sufficient
information is goined to determine when the water is safe to drink, EPA and
CDC recommend that people enly consume betiled or fillered water. Once
the water is safe to drink, EPA and CDC recommend running the water
before using it when it has net been used for long periods of fime.

Important Tips
* Do not drink water straight from a faucet.
It isn't safe right now.

* The safest choice for
six years of age is to use bottled water for dnnkmg,
cooking or making formula.

* Filtered water is a safe option as long as your filter
is certified to remove lead and you follow all the
instructions on how to use it/when to replace.

* Run water 1-2 mins every moming to flush pipes.

*» Do not cock with unfiltered water. Always start with cold
filtered water.

* You can wash your hands with unfiltered water.

* You can bathe and shower in unfiltered water;
however, babies and children should not drink
the water while bathing.

Filters

Flint's drinking water is currently
not safe to drink without being
passed through NSF-certified
filters that have been rated to
remove lead. The filiers that
have been provided to residents
by local agencies meet fhis
cerification.

Getting water tested

Flint residents can call
the city or the state for
a FREE water test,

City of Flint Water Plont
B810-787.6537,

then press 1.

Flint residents may email:
flintwater@cityofflint.com

For more information:

Visit: www.epa.gov/Flint

email: flintwater@epa.gov or
call EPA's toll-free hotline ot
BOO-426-4791

The hatline will provide simultansous
telephanic interpratation infa
Spanish and other langurages.

You and your family need water:
Here's how to make it safe
A quick-reference guide for the people of Flint

What water is safe to drink?

" a Should ONLY drink
Pregnant Breastieed Children
Wornen Women " Bables e 6 bottied water {and only
use botthed water in

B+3 %+&=5

Kids older Should ONLY drink bottled
than & Teenagers OR filtered water

fi+ dh+ o= e

How do | use a filter?
- Check that it is NSF- win the moming?
Certified to remove lead Turn on the cold water on all the faucets in your house for 2
Install it carefully, follow minutes to flush the pipes

the instructions that come ..t0 cook?

with your filter 1l

Switch the lever to make
the water flow through the
new ““rld'j! toget m"f'!d Using unfiltered water for hand washing, baths and showersis 3%
water for drinking, cooking, OK — but DO NOT let it get in your {or your kids!} mouth

and brushing your teeth

w.to wash my hands and body?

Clean the screen weekly

You can get free ...to wash dishes?
bottled water, NSF-
certified filters, and

test kits!

Unfiltered water is OK — but use filtered water to wash baby
bottles and kids’ cups
cevery week? ghaghy
Clean your faucets! (23]
Please see locations for
pick-up on the back of
this sheet.

What do | do...

Use filtered water T

...t brush my teeth?
Use filtered water \

Flint Residents:

You and Your Family Need Water
Here’s a Quick Reference Guide to Making it Safe

rr'd'l’llat water is safe to drink?

age 6

kids older than 6, teenagers & adults

‘-.: =,
= = 3

should ONLY drink
bottled water and use
bottled water for with
baby formula

R
FEETE

should ONLY drink
bottled or filtered wulerj

What water can I use?

unfiltered filtered
water water

@ to cook with
(@ to brush teetn

Boiling Water Does
Not Remove Lead

What else should I do?

( Every morning

Run unfiltered (see back)
cold water for 5 minutes
to flush the pipes.

Every week

Clean the aerators in all
faucets and clean the
screens in your filters,

After collaborating with Social & Behavioral Sciences Team (SBST) we focused on
minimizing text, replacing with graphics when possible.

Targeting ACTIONS: WHO, WHAT, HOW & WHEN.




This increase in communications
and feedback alerted us to
community having difficulty
installing filters and confusion on
when to change them.

The "HOW TO/WHEN"
instruction had to take into
consideration: NSF filter product
certification, breaking down your
aerator for cleaning, filter
installation, etc.

How do I use the filter?

» First, check that it is NSF-Certified*
to remove lead.

» Follow the manual that comes with
your filter for correct installation.

» Do not run hot water
through the filter.

» Start with cold filtered water
then heat to cook.

» Your hot water heater tank
should be flushed reqularly.
Follow manufacturer’s instructions or

contact a licensed professional for
assistance.

You can run Turn lever for
unfiltered water  filtered water
with the filter to flow from under
aftached. the cartridge.

unfiltered from
under faucet

Change filter when
indicator turns red.

Clean Faucet Aerators Weekly

@ Unscrew the end-piece of your faucet where
the water comes out. This is the aerator.
(Make note of how the pieces come off, to
put back together. Parts vary.)

@ Remove the screen and rinse out any dirt
that has collected.

® Screw it back on.

=
=

*The 5. EPA coes et enclorse NSF Infernatonal, its
[prodcts, servces, of any product or permce that disolys the NGF
LS EPA US P is

) organiza
fiown that certibes thede products, aed that there are ctber third party
festing sanvices mchuding UL and Q4

Important Resources for Flint Residents

Medical Questions

Rashes: You can contact your primary
care provider, or call 2-1-1 or
Michigan Toxic: 1-800-648-6942

Blood tests: You can contact your primary
care provider, or call 810-257-3833

Appearance or odor of your water
Call Flint Water Plant: 810-787-6537

Questions about safe water

» email flintwater@epa.gov

» visit www.epa.gov/Flint

» call EPA’s hotline: 810-434-5122

M) @EPAGreatlakes
li facebook.com/EPAGreatLakes




How Do
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Ochno-Phosphates

Trayendo agua potahble a Flint

Como esta el sistema ahora El 12 de marzo de 2016

Los residentes de Flint estan utilizando agua filtrada o embotellada
para el consumo.

red de distribucién

-s. o un antic o " Se afade desinfectante Elmm&nummalamammw

v p 108 nivedes de
‘que ayuden a construir una capa de de .

proteccldn en las tuberias. deslnlm:t:lfm:;I la eficacia del control de la corrosion.

Como dehe ser el sistema ya recuperado

Se verifica que la estacion potabilizadora o
LN WASLR PLANT

tenga los recursos necesarios agua potable limpla

Se mantleﬂe el sistema ! r

3 /\) correctamente

3} trata adecuad, L
agua!ee:laplam:a amente 5 trol Ia(alldaddet hl

Vea mis informacién al dorso de esta hoja (B)

El plomo en el agua potahle

El plomo enfra en el agua potable cuande las tuberias y ofros P e pl io que i ploma se
corroen. Las empresas de suministro de aguo ufilizan estrategios de contrel de la corrasion para proparcienar una
copa profectora - que confiene ortofostatos — en las tuberias.

Debido a que Flint regress a ufilizar ogua de lo Autoridad de Agua de los Grandes Lagos recientamente, lo
capa protectora dentro de las lineas de servicio se acumulard con el fiempo hasta llegar a los niveles odeasados.
La EPA esta giend: stras pora d la eficacia de los medidos de contrel de la corresion que se
estan realizando.

éComo cubren y protegen los ortofosfatos a las tuberias de agua?

Recursos importantes para los residentes de Flint
|

Preguntas médicas:

Erupciones: Usted puede comunicarse con P?g_“n'“ mfm: del u%“ segura

su médico de atencion primaria, o llame al > nvie un email a Hinhw epa.gov

2-1-1 0 a Michigan Toxic: 1-800-648-6042  *>Visite www.epa.gov/Flint

anbu: de sangre: Usted puads »Llame la linea gratuita de: 810-434-5122
con su lico de io 3 @EPAGreatlokes;

primaria, o llame al 810-257-3833 en espanol twitter.com@EPAespancl

La apariencia o el olor de su agua 7 facebook.com/EPAGreatLakes; en espariol:

Lame a la Planta de Agua de Flint: 810.767.6537 | aceback.com/epasspanol

Triple Whammy: Complex messaging, scientific content, in multiple languages.

Oh yeah... and ASAP.




#FlushforFlint campaign in
May 2016 (electronic billboards,
bus wrap graphics) encouraged
residents to use their water.
This was critical in coating lead
pipes throughout the system.

#FlushForFlint

The state will cover this cost

v'5 minutes \/14 days in May
visit www.epa.gov/flint




Shared information without ownership

»
[

Governor Rick Snyder & @onetoughnerd - May 12
RECAP: At today's press conference, we encouraged the #FlushFerFlint
campaign and more —> 1.usa.gow/1Xn0rs0

Flush for Flint #FlushforFlint
Take These Steps to Flush Pipes and Aid in Flint Water System Recovery
Flushing pipes is very important to remove loose lead particles and to coat pipes.

Lead line replacement is the long-term goal. The state will cover this cost.
Residents will receive a credit on their water bill.

Step 1 Step 2 Step 3

Run cold water at the Run cold water at the Do this every day for

highest flow in the bath- highest flow from the 14 days in May.
kitchen faucet for 5 minutes.

(@) e |

; %, EPA Great Lakes (@EPAGreatlakes - May 4
F1 #Flint residents - have you started 14 days of #FlushForFlint? Take
= these steps to flush your pipes:

Flush for Flint epa.govFlint
Tale These Steps to Flush Pipes and Aid in Flint Water System Recovery

Step 1 Step 2 Step 3

Run cold water at the Run cold water at the Do this every day for
highest flow in the bath- highest flow from the
kitchen faucet for 5 minutes.

(5

May 101k

]

2 Follow

#Flint Residents: You can help the water

system recover with these 3 steps —
go.usa.gov/cuUve #FlushForFlint

Flush for Flint
Take These Steps to Flush Pipes and Aid in Flint Water System Recovery

Flushing pipes is very important to remove loose lead particles and to coat pipes.
Lead line replacement is the long-term goal. The state will cover this cost.
Residents will receive a credit on their water bill.

Step 1 Step 2 Step 3

Run cold water at the Run cold water at the Do this every day for
highest flow in the hath- highest flow from the 14 days in May.
tub* for 5 minutes. kitchen faucet for 5 minutes.

Fiip lever to bypass iller | Walch the water draining
or remave fie frst, to avoid averflow of sinks
then reinstal file, or tubs.

RETWEETS  LIKES

8 8 ECREMPAEE--

11:13 AM - 3 May 2016

“« th e L ]

Michigan DEQ € @MichiganDEQ - Apr 19
DEEL zFiint residents - please flush your pipes to help speed up the recovery.
1.usa.gov/1WbHqCI

Flint residents should run the water in their homes and businesses
to speed the recovery of the Flint drinking water system. There will be no
associated cost to residents related to this flushing program.

HOW TO DO IT?

The fallowing steps are recommended for residents to Aush out particles and to help build
the coating in pipes:
Step 1: Run cold water at the highest flow in the bathtub

for 5 minutes. Do not use the showerhead because it has a
lower flow rate.

Step 2: Bypass or remove your filter, then run cold water
at the highest flow from the kitchen faucet for 5 minutes.
Remember to turn your filter back an or reinstall it when
done. EPA testing has shown filters are effective at
removing even very high levels of lead.

Step 3: Do this every day for 14 days.




Experts in:

Environmental Sciences
Communications

Social Sciences

Policy

Language Translation
Social Media

Technical lllustration

Printing

Flyers
Press Releases

Media Advisories

Door hangers

Social Media Posts
Church Bulletins
Invites to Open House
Bus Wrap Graphics

Electronic Billboards




| essons Learned

« When translating to other languages, be mindful of cultural practices and dialect.

e Discovered mods needed to be made to translation contract to accommodate
very tight turn-around (change existing SOPs).

« Rely on experts (NSF, ORD) for accuracy and community leaders and social science
data to organize & reinterpret complex messaging.

« Flyers were determined to be the appropriate means of mass communication.

« Hundreds of door-to-door visits were necessary to gather feedback, gain trust,
sample, install filters, delivering water, education ops.

« Open House forums provided ops to engage with community and visit both simple
and highly technical public health issues.
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