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SESSION BEING RECORDED

This session is being recorded.

By participating in this session, you are consenting to the recording,
retention, and use of this session.

Additionally, as a reminder by asking a question verbally you are also
consenting to the recording, retention, and use of your statements.




PA LTAP

Pennsylvania Local Technical Assistance Program
Providing:

Training

* In-Person & Virtual
« Road Shows

pennsylvania

DEPARTMENT OF TRANSPORTATION
LOCAL TECHNICAL ASSISTANCE PROGRAM

Technical Support Services
* Onsite

All services are free to municipalities

° Phone/ema | I LTAP Programs Upcoming Training

About LTAP Roads Scholar Program LTAP Resources Trainin g Descri ptions Why do | need an Account? Yoooa® | TRAFFIC SIGNALS BASICS

s B
« Website: www.gis.penndot.pa.gov/Itap ﬁ
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http://www.gis.penndot.pa.gov/ltap

HANDOUTS ONLINE

» https://qgis.penndot.pa.gov/ltap/ - Training Descriptions
* Click on the course description and scroll to the bottom to download
handouts.

Handout Upload: | Choose Files | No file chosen

Course Handouts: : = File Name Date Download Delete

1 00.ClassWorkbook_2021-01-13 pdf 1/13/2021 10:23:00 ﬂ ﬂ

AM

2 01. Handout_1.pdf 1/13/2021 10-23:00 ﬂ ﬂ

AM
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VIRTUAL IN-SESSION ATTENDEE GUIDE

InteraCt With the B No active cameras v §
presenter/organizer: Settings

Z Audio

(1) Reaction Emoijis
l’:, L
Computer Phone call No audio

(2) Use the Question/Chat icon to
type your question/comment and
send |t tO the Staff/presenter. Bﬁ Microphones (Muted)

Default - MacBook Pro Micropho... v

Nobody has turned on their camera yet TBCEooR Bro MErophons (Bal

(8) If materials have been shared
such as handouts or PDF slides, you Speakers
Can access them through the Default - MacBook Pro Speakers ... ® v

MacBook Pro Speakers (Built-in) ®

Materials icon.

Automatically adjust my mic volume

Report audio issues

Audio statistics

Record React Vi Camera
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74




COMMUNICATING WITH RESIDENTS
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COMMUNICATING WITH RESIDENTS

« WWebsites
 Social Media

* Newsletters

» Electronic Signs
e Radio

« Television

o Utility Bill Inserts
 Postcards




COMMUNICATING WITH RESIDENTS

5Ws and 1H Framework
 Who?
 What?
 Where?
« When?
« Why?
« How?




COMMUNICATING WITH RESIDENTS

Principals of Communications
Integrity -l
Trust

Respect

Accountability
Professionalism

Inclusivity

Messages must be clear, understandable,
and in plain language




COMMUNICATING WITH RESIDENTS

= News Calendar Meetings Permit Applications and Guidelines  Sign-Up for E-News  Central Park Improvements (, Contacts @ Login/Create Account

Q

E FUTURE .
ot Government Departments Information Resources

@ DOYLESTOWN TOWNSHIP

Central Park Improvements’r

Coming Soon to Central Park just in time for the Park’s 3
Anniversary!

A Capital Fundraising Campmgnnsuﬁﬁerway with plenty aming opportunities!
There will be many.optionsifor. everyone to help to contrlb to thi ility & other
park improvements for Central Park!™

Capital Fundraising Campaign Info

Central Park Improvements >

~ | y
N / b

Meetings & Agendas Parks & Recreation Documents, Forms & Permits

Trash & Recycling Township Code DTMA

Pennsylvania
Department of Transportation
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COMMUNICATING WITH RESIDENTS

Social Media
« Facebook
» Instagram
« X a.k.a. Twitter
 YouTube
* LinkedIn

Edgmont Township, Delaware County, PA

399 likes + 653 followers L Ll b Like  Q Search

Posts About Mentions Followers Photos Videos More .

Intro Featured

This is the official Edgmont Township Facebook Page.

Edgmont Township, Delaware
County, PA

Page - Public & Government Service September 25 at 12:19 PM - O
Monster Dash 5K at The Bat...

1000 Gradyville Road, Newtown Square, PA, United States,
J\ﬁ'l{ September 22 at 9:00 AM - Q

Pennsylvania
We are excited to share the official
(610) 459-1662 Monster Dash 5K medal! ¥ Medals...

edgmont.org

u

-
—

Photos See all photos

&t%'*‘

Closed now MONSTER DASK SK MONSTER DASH SK

Edgmont Township, Delaware
County, PA

September 19 at 11:56 AM - &

Pennsylvania
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COMMUNICATING WITH RESIDENTS

Newsletters
« Paper
e Electronic
* Feature Story
 News from Elected Officials
» Supervisor Commentary
« Park Updates
 Safety — Police, Fire, EMS
* Local Briefs
Local Business News




COMMUNICATING WITH RESIDENTS

Electronic Signs

» Cheapest advertising
Wi-Fi controlled
PA CoStars Contract
032-E22-060 $30,000
- LED Mobile Advertising

GRUISE NIGHT'

“—-ﬂr T ;, —

BR0VER TONNSHP F!LEHR UNITY PARK

= SEE PROGRESS >
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COMMUNICATING WITH RESIDENTS

Radio
« 30 second ad $200 — 5,000/ week
« FM Radio more expensive
« Time of day
e Sirius XM




COMMUNICATING WITH RESIDENTS

Television
 Government access station PCN
« Available on all Pa cable systems
e _https://pcntv.com/
Public meetings :

Senior citizen programs '
News & information 51,%“7

Sports vy, 1 8
History

We ath er pentv.com/75th-anniversary  QPNQ
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COMMUNICATING WITH RESIDENT

IN THE PIPELINE
Utility Bill Inserts i
« Written matter distributed
with utility bill
« Contain timely information
« People read them
» Bills get opened
 Green — piggybacking off of ———
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COMMUNICATING WITH RESIDENTS

HELPUS *.
GETTHE ...

communication since LEAD
1861 o

[ | ]
2 Eye-catcl 1INg visuals
2 f /

Pennsylvania American Water is undertaking a project to identify what material A4
customer'swater service line is made of - butwe need your help. The project will

— I l O e I lve O e O O e I l consist of reviewing existing data and conducting field investigations such as the
QR Code/Survey on the back. The information you provide will contribute to developing
a public-facing web-based isi ion.

map showing this information

Postcards
e Quick & easy

e Utility notices R
« 6" X 9" $0.51 to mail




COMMUNICATING WITH RESIDENTS
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Are we required to “communicate”

with residents?
« Second Class Township Code —
“shall notify”
e Trees & Shrubbery — notice
« PA Borough Code —
“shall notify”

 Pesticide Hypersensitivity
e 12 —72 hours in advance
« Within 500’

» Listing does not prevent applications




COMMUNICATING WITH RESIDENTS

“"Honesty is the best policy”
* Honest
* Trustworthy
 Demonstrate
 Sincerity
e Truthfulness

Honesty is the best
policy. Honesty pays.




COMMUNICATING WITH RESIDENTS

Words to Work By

» “Highway Superintendents with Backbone Needed”

1974, Roads and Streets
oyt

by A. H. Hinkle
" ;\"..,j-. L ; A
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COMMUNICATING WITH RESIDENTS

Hinkle wrote about various influences...
« Good influences

« Stimulate him to do more & better work for the money
he expends

« Be a credit to himself as well as his community

 Best possible condition of roads with limitations of
funds & restrictions

« Bad influences

» Criticized by greedy citizens for doing his duty

» Citizens with selfish interests at the publics expense
» Test of his Backbone

* Yield to selfish interests at the expense of the public -
Jellyfish

 Keep a stiff upper lip - do your duty - take the criticism

It is far better that you lose your position ...

Highway Superintendents with
Backbone Needed

The highway superintendent,
whether he be working for the state
or county is in such a position that he
is subjected to various influences both
good and bad. The good influences
are such as to stimulate him to do
more and better work for the money
he expends, or in other words to be a
credit to himself as well as his com-
munity by maintaining the roads un-
der his supervision in the best possible
condition with the limitation of funds
and other restrictions placed upon
him. The public is expecting this
from him. This is what they are
paying him for. He will be criticised
at times of course, for doing his duty.
There are greedy citizens who unless
they can have him serve their selfish
interests at the public expense will
eriticise him. However, here is a test
of his backbone. Will you yield to the
demands of selfish interests when you
know it is at the expense of the gen-
eral public or will you keep a stiff
upper lip do your duty and take the
unjust criticism? If you yield to
every selfish interest who howls and
bellows the loudest by doing that
which you know is unjust to the in-
terest of the taxpayers who are pay-
ing you, then you are too much of a
jelly fish to hold the responsible posi-
tion entrusted to you. e must have
highway superintendents with back-
bone. You will lose out occasionally
by _doing right it is true; but my ex-

als
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HANDLING COMPLAINTS

» Be Available %
- Listen & Keep Records e ————

« Respond Promptly

* Filing Complaints
Complaints
| HERE

MI /I(fl/!/l() CINEE II/




HANDLING COMPLAINTS

» Be Available H =
* Public Meetings
» Office Visits
* Telephone Calls
* Online Complaints




HANDLING COMPLAINTS

COMMUNICTION FACTORS

e Listen

e Beware of Mehrabian’s '
Communication Model 7-38-55

« 7% words we use
* 38% tone & voice
* 55% body language — facial L S
expressions
« Keep Records
 Date, time, MOM, email




HANDLING COMPLAINTS

COMPLAINTS OR INFORMATION

DOVER TOWNSHIP
2480 W. CANAL ROAD
DOVER, PA 17315
(717) 292-3634

« Respond Promptly
* Public Meetings
» Office Visits
* Telephone Calls
* Online Complaints
« Reference to laws,

FROM DATE
ADDRESS TIME
PHONE NUMBER RECEIVED BY.
DOES CALLER WANT RETURN NOTIFICATION? __ YES ____ NO

NATURE OF COMPLAINT: [] HIGHWAY [] WATER [_|] RECREATION/PLAYGROUND EQUIP.
[] SEWER [CJTRASH [JFACILITIES [] POLICE
[] CODE ENFORCEMENT / ZONING [[] BLDGS & GROUNDS
[[] STORMWATER

)‘e

ACTION TAKEN:

ordinances, specifications

BY. — — ______DATE

DISTRIBUTION: WHITE / YELLOW / GOLD - SUPERVISOR PINK - MANAGER




HANDLING COMPLAINTS

* Filing Complaints
 Street Names
« Address Files
» Electronically
By Subject — Year
* Record Retention

ISSUED FOR THE LOCAL GOVERNMENT RECORDS
COMMITTEE BY THE
PENNSYLVANIA HISTORICAL AND MUSEUM
COMMISSION
BUREAU OF THE PENNSYLVANIA STATE
ARCHIVES

HARRISBURG
APPROVED DECEMBER 16, 2008
(as amended March 28, 2019)




LIABILITY NEUTRAL LANGUAGE

* What not to say
* What not to do
« Words and phrases to avoid

Better Insufficient
Clearly Is needed
Concern Mandatory
Danger/Dangerous Obstade
Deficient Poor
Edge/Shoulder Drop off Problem
Ensure Require
Essential Risk/Risky
Excessive Shall
Hazard Should
Hot Spot Trap
Imperative Unsafe
Inadequate Worse




LIABILITY NEUTRAL LANGUAGE

Reworking

to be
Liability
Neutral

ROADWAY CLEAR ZONES GUIDANCE

“On rural local streets and rural collector routes the clear
zone shatl-be6-feet provides a benefit to the driver. and
oxn- On rural collectors the clear zone shall may be 11 feet.

Rural local streets have a clear zone of 6 feet, subject to the
geometrics of the road and engineering judgment.

Where hazards objects are within the clear zone, guardrail or

barrier wall shall-beprevided should be considered at least 6
feet off the traveled way.

For urban sections, the clear zone 1s 4 feet from face of curb.
On urban local streets the clear zone may be reduced to 2.5

feet wadervwnusualconditions as determined with the

application of engineering judement.

Documentation of anvy departure from this guidance by the
roadwav designer should be kept with the project file.”




LIABILITY NEUTRAL LANGUAGE

DANGERQUS
INTERSECTION

Pennsylvania

Department of Transportation




LIABILITY NEUTRAL LANGUAGE

Ww2-2

SIDE ROAD SIGN

The Side Road Sign (W2-2) shall be authorized for use in advance of a side road intersection. Its
use should be restricted to intersections with roads that are improved to such an extent that there is
likely to be a fairly large volume of traffic entering the through route and where poor sight distance or
obscured entrances make it advisable that the intersection be called to the motorists’ attention.

Too frequent use should be avoided, When an offset of two intersecting roads is more than
50°, two side road signs should be used.

DIMEMSIONS — IN
SIGN SIZE B c MAR- | BOR- BLANK
A xA GIN DER STD.
187 x 187 3 0.4 0.6 B3-18
307 x 30" 10 5 0.5 0.8 B3-30
38" x 367 12 6 0.6 0.8 B3-36
48" x 48" 16 B 0.8 1.2 B3-48

Pennsylvania
e/ | Department of Transportation



LIABILITY NEUTRAL LANGUAGE

Be Sure to Taste Your Words Before You Spit Them Out

.,,:

Your WOrds_‘,,i

)
~

can build or
destroy..
: :‘;
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SUMMARY

- Communicating with Residents
» Websites, Social Media, Newsletters, Electronic
Signs, Radio, TV, Bill Inserts, Postcards
- Handling Complaints
- Listen, Respond, File
- Liability Neutral Language

« What not to say
« What not to do




CONTACT LTAP

Address Pennsylvania

Pennsylvania Department of Transportation ' Department of Transportation
Bureau of P|anning and Research Local Technical Assistance Program

400 North Street, 6th Floor S

Harrisburg, PA 17120

Website: https://gis.penndot.pa.gov/Itap/

Phone: 1-800-FOR-LTAP
Fax: 717-783-9152

Email: ltap@pa.gov

Copyright © 2025 by the Commonwealth of Pennsylvania. All rights reserved.
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