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SO WHY ME?

So what is a “customer”?

Who are our “customers”?
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Internal
&

External

Internal MUST Come First!!

• Elected Officials
• Career Staff
• Volunteers

Everyone has a role in BOTH 
developing AND communicating 

our

WHY?
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THEN
we can begin to look

Outside…

HOW?

Do we know what they REALLY want or need?
&

Are there ways to find out or confirm?

There’s great risk in

Miscommunication
&

Missed Expectations
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Maybe 
Customer 
Service Isn’t A 
Broad Enough 
Focus…

Maybe What We 
Really Need Are...

Partners

What’s The Real Difference?

Customers 
vs

Partners
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Equity

1.Ownership

2.Fair and Impartial Treatment

How Do We “Build Equity”?

1.Seek Input
2.Engage with the Community
3.Develop Partnerships
4.Embrace the “Abuse”

Getting Input…

1.Station Visits
2.HOAs
3.Citizens Committees
4.Partner Agencies
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Engagement and
Partnerships…

1.Show Up
2.Leverage Media of All Types
3.Over-Share
4.Be Creative

About that “Abuse”…

1.Set the Tone
2.Be an Advocate
3.Own & Address Failures
4.Celebrate Successes
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One Thing is Required for 
Customers & Partners….

Trust

Let’s NOT

Screw it Up!

Any Questions, Comments, 
or Snide Remarks?

Thank You!

www.laceyfire.com sbrooks@laceyfire.com


