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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.​

SESSION BEING RECORDED



Pennsylvania Local Technical Assistance Program

Providing:

Training

• In-Person & Virtual

• Road Shows

Technical Support Services

• Onsite

• Phone/email

• Website: www.gis.penndot.pa.gov/ltap

PA LTAP

http://www.gis.penndot.pa.gov/ltap


• https://gis.penndot.pa.gov/ltap/ - Training Descriptions

• Click on the course description and scroll to the bottom to download 
handouts.

HANDOUTS ONLINE

https://gis.penndot.pa.gov/ltap/
https://gis.penndot.pa.gov/ltap/


VIRTUAL IN-SESSION ATTENDEE GUIDE

Interact with the 
presenter/organizer:​

(1) Reaction Emojis 

(2) Use the Question/Chat icon to 
type your question/comment and 
send it to the staff/presenter.​

(8) If materials have been shared 
such as handouts or PDF slides, you 
can access them through the 
Materials icon.



•  Old

•  Young 

•  Tech Savvy

COMMUNICATING WITH RESIDENTS



•  Websites

•  Social Media

•  Newsletters 

•  Electronic Signs

•  Radio

•  Television

•  Utility Bill Inserts

•  Postcards 
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5Ws and 1H Framework
•  Who?

•  What?

•  Where?

•  When?

•  Why?

•  How?



Principals of Communications
•   Integrity 
•   Trust 
•   Respect 
•   Accountability
•   Professionalism 
•   Inclusivity 

Messages must be clear, understandable,
 and in plain language
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Websites

COMMUNICATING WITH RESIDENTS



Social Media

•   Facebook

•   Instagram

•   X a.k.a. Twitter

•   YouTube

•   LinkedIn
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Newsletters

•   Paper

•   Electronic

•   Feature Story

•   News from Elected Officials

•   Supervisor Commentary

•   Park Updates

•   Safety – Police, Fire, EMS 

•   Local Briefs

•   Local Business News
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Electronic Signs

•   Cheapest advertising

•   Wi-Fi controlled

•   PA CoStars Contract

    032-E22-060 $30,000

•   LED Mobile Advertising
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Radio

•   30 second ad $200 – 5,000/ week

•   FM Radio more expensive

•   Time of day 

•   Sirius XM
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Television
•   Government access station PCN
•   Available on all Pa cable systems
•   https://pcntv.com/
•   Public meetings
•   Senior citizen programs
•   News & information
•   Sports
•   History
•   Weather

COMMUNICATING WITH RESIDENTS

https://pcntv.com/
https://pcntv.com/


Utility Bill Inserts

•   Written matter distributed

    with utility bill

•   Contain timely information

•   People read them

•   Bills get opened

•   Green – piggybacking off of

    regular mail
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Postcards 

•   Quick & easy 

    communication since

    1861

•   Eye-catching visuals 

    – no envelope to open

•   Utility notices

•   6” X 9” $0.51 to mail
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Are we required to “communicate” 
with residents?
•  Second Class Township Code –
   “shall notify”
•   Trees & Shrubbery – notice

•   PA Borough Code – 
    “shall notify” 

•  Pesticide Hypersensitivity
•   12 – 72 hours in advance
•   Within 500’
•   Listing does not prevent applications
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“Honesty is the best policy”

•   Honest

•   Trustworthy

•   Demonstrate 

•   Sincerity 

•   Truthfulness
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Words to Work By

• “Highway Superintendents with Backbone Needed” 
by A. H. Hinkle, 1924, Roads and Streets  

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 …
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• Be Available

• Listen & Keep Records

• Respond Promptly

• Filing Complaints

HANDLING COMPLAINTS



•  Be Available

•Public Meetings

•Office Visits

•Telephone Calls

•Online Complaints 
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•  Listen 

• Beware of Mehrabian’s 
Communication Model 7-38-55

• 7% words we use

• 38% tone & voice

• 55% body language – facial 
expressions

•  Keep Records

•Date, time, MOM, email
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•  Respond Promptly

•Public Meetings

•Office Visits

•Telephone Calls

•Online Complaints

•Reference to laws, 
ordinances, specifications 

HANDLING COMPLAINTS



•  Filing Complaints

•Street Names

•Address Files

•Electronically

•By Subject – Year

•Record Retention 

HANDLING COMPLAINTS



•What not to say

•What not to do

•Words and phrases to avoid 

LIABILITY NEUTRAL LANGUAGE
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Be Sure to Taste Your Words Before You Spit Them Out

LIABILITY NEUTRAL LANGUAGE



•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

SUMMARY



Address : 
Pennsylvania Department of Transportation
Bureau of Planning and  Research
400 North Street, 6th Floor
Harrisburg, PA 17120

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

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

Email: ltap@pa.gov

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

CONTACT LTAP

https://gis.penndot.pa.gov/ltap/
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