
LSL Replacement work is a dynamic process. As rules change, your organization needs to be flexible 

enough to follow new processes to meet changing regulations. It’s important to expect the 

unexpected–you’re likely working in areas that have been served for over 100 years.You never really know 

what you’re going to encounter on a dig, so it’s important that your team is enabled with tools to be 

dynamic and adaptable.

Embrace the dynamic process
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Communication can be a huge challenge–your audience will often have limited knowledge of Lead 

Service Lines. It’s important that you provide a consistent and positive message to all customers. Think of it 

as explaining the process to your grandma–you need to be able to put what’s happening in layman’s terms 

to ensure that every homeowner understands. They may not know technical lingo, but they do want to 

know how your work will a�ect their yard and water use, and what it will cost them. Understanding your 

customer’s priorities and meeting them where they are allows you to build relationships, an important 

aspect if you’re going to be working in their homes. 

Prepare your communication strategy

With lead service line projects on the rise, new considerations for how we manage our field teams and 

data must be taken. We brought our own Erica Walker together with Marianne Bain from Greeley and 

Hansen to share lessons learned managing teams and processes that are setting the standard on how to 

execute LSLR programs. Below are 5 key takeaways from the webinar. 
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Existing information may not exist or may be minimal. Many communities have missing information, and 

no system will have perfect data. As you’re collecting information, it’s important to understand that rules 

change and customers change. Gather everything you can and centralize that information to keep it 

future-proof as regulations evolve. Look at this step as an opportunity - LSLs are typically in the oldest 

parts of the community, so this is a great chance to collect some valuable information on your water 

system. 

Collect and organize information for the future

Many buildings will have construction challenges depending on their age, size, purpose, etc. Engage with 

your community and speak directly to the customer in each building to understand specific needs, quirks, 

and purposes so that you can be prepared for any situation. You need to understand the conditions a 

contractor might encounter so that you can prepare them properly and make the construction process as 

smooth as possible. 

Understand that there will be construction challenges

It’s important to coordinate your e�orts with other projects. Think about how you’re impacting the 

community–work up front with other local agencies to see how you can work together, combine 

construction e�orts, etc, to ensure the least inconvenience to the community. Think long-term as your 

LSLR projects continue to understand what areas you’ll need to be working on and how you can 

coordinate with other agencies within your community. 

Plan, prepare, and coordinate
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