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Integrated campaign for public awareness and damage 

prevention
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“We are 
trusted to 
keep the 
public safe ─
It’s who we 
are”

“Differentiate 
our utility and 
our value to 
the 
community”“Do the right 

thing/Speak 
with one 
voice”

“Don’t get in 
trouble”

Maintain current baseline efforts

Analyze leading/ 
lagging indicators

Create additional 
short-term tactics

Develop effective full-
spectrum solutions

Goals: Satisfy regulatory requirements

Engage customers and communities

Address needs of risk managers

Demonstrate value for investors

Promote a culture of safety 

with the public and employees
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Implement customer-centric approach to public safety and 

damage prevention

Audience

Identify 
stakeholders 

who are 
relevant to 

meeting your 
safety goals

Message

Craft 
actionable 
messages 

that resonate 
with 

stakeholders

Delivery

Leverage 
channels 

preferred by 
stakeholders

Schedule

Determine 
message 
timing and 
frequency

Source

Make sure 
that the 

messenger is 
credible to 

your targeted 
audience
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Our Baseline commitments 

include reaching more than 

109,000 Excavators, in three 

jurisdictions, at least twice every 

year.

Jurisdictional commitments require 

customized messaging. 

Complete corporate brand-

alignment.

Step 1: Baseline compliance
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Maintain accuracy and 

demonstrate compliance.

We regularly analyze our 

messaging and align with our 

objectives as well as with the 

needs and expectations of 

stakeholders, policy makers, 

and regulators to ensure 

we’re meeting 

Step 1: Baseline  

compliance
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Step 2: Analyze damages and root causes to identify low-

hanging opportunities

No Calls
22%

Mismark - Locator Error (Locating 
Personnel)

13%

Mismark - Locator Error 
(Company Personnel)

2.59%

Mismark - Maps & Records
14%

Excavator Error 
(Company/Contractor)

3%

Excavator Error (Third Parties)
46%

New York State 
Root Cause Breakdown 

2019
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(Source: National Grid effectiveness research results, 2016 to 2018)

Step 2: Research public safety risk indicators to help 

support the strategy
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Develop additional segmented communications based 
on risk analysis and end-user preferences

Disseminate communication through known effective 
channels:

• Segment-specific mailings (Geography; Worker Type: Tree 
Workers, Agricultural Workers, Cross Bore, First Responders, 
etc.)

• Email Tips of the Trade to reinforce key messages

• Upgrade existing website resources with additional content

• Brand-align supplemental training materials

• Employee resources and in-person stakeholder engagement 

Collect ongoing feedback from end-users through:

• On-the-ground activities by employees

• Telephone follow-up calls 

• Integrated email survey

Plan for long-term, full-spectrum solutions

Step 3: Use data to improve short-term communications 

and messaging tactics
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Data-driven opportunities for 

improved public awareness 

outreach:

• Special educational tools for 

excavators in the Cape Cod region, 

reducing damages

• Regionally focused checklists and 

local 811/one-call wait times

• Additional damage prevention 

educational resources for larger 

excavator organizations

Step 3: Enhance regional excavator safety awareness 

materials
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Our research demonstrated a greater 

need for gas service warnings in 

downstate New York among 

stakeholders who deal with the 

permitting and performance of 

demolition and/or renovation work 

Targeted audiences include landlords, 

developers, demolition contractors, permitting 

offices, and the like

Outreach involved both direct mail and 

digital/social media outreach

Approximately 20,000 touch points annually

In development: Long Island 

renovation/demolition best practices case 

study

Step 3: Target stakeholders who are at greater risk
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Identify additional resources that 

improve message retention and 

promote safe behaviors

Quarterly “Tips of the Trade” damage 

prevention/safe excavation emails

Distributed to about 16,000 stakeholders

Topics include:

• Safe use of trenchless technology

• Working safely near cast iron pipes

• 5 steps for safe demolition

• Safe digging laws and regulations

• Working safely in winter storms

17 topics currently…and growing!

Step 3: Enhance regional excavator safety awareness
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National Grid operates one of the 

oldest utility systems in the 

northeast 

We educate excavators and policy 

makers about the risks, as well as 

about our ongoing program for 

upgrading infrastructure

Utility public safety awareness 

initiatives increase awareness among 

all stakeholders of the value of the 

company’s infrastructure improvement 

initiatives

Step 3: Focus on key issues: Cast iron pipelines
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Step 4: Enhanced and engaging damage prevention 

education

https://ngridsafety.com/when-it-comes-to-811-theres-no-kidding-around/

https://ngridsafety.com/when-it-comes-to-811-theres-no-kidding-around/
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Initiatives that promote employee 

awareness and empowerment:

• Liaison Catalog – online “store” 

employees use to request public safety 

awareness resources

• Call-center script, incorporating 811, 

odor fade and other hazard awareness 

messaging

• National Grid employee newsletter –

focused on pipeline public awareness

• Additional data mining and analytics 

Step 4: Employee-engagement tactics that embed public 

safety awareness, brand, and culture
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Overview 2020 YTD excavator activities

327,000 Excavator touchpoints year to date

Q1 Q2 Q3 Q4

Tips of the Trade 

eNewsletter on damage 

prevention

Sewer line cross bore 

safety emailing

Baseline RP 1162 

Mailing

Renovation/demolition 

mailings, targeting 

landlords, developers & 

permitting offices

Renovation/demolition 

email targeting 

Service territory 

contractors

3 Tips of the Trade 

eNewsletters on 

damage prevention and 

811

Right of Way 

encroachment warning 

mailer

811 Day email

Tips of the Trade 

eNewsletter on damage 

prevention

Supplemental RP 1162 

Mailing

Sewer line cross bore 

safety mailer targeting 

plumbers

Damage Prevention 

mailer targeting 

downstate NY 

contractors

Sewer line cross bore 

safety reminder email 

targeting plumbers

Damage Prevention 

mailer targeting very 

large Excavator 

organizations 

systemwide
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44,801 likely to change unsafe behaviors

56,710 fully read our excavator safety 
messaging

515,550 total workers potentially exposed 
to our messaging

323,301 projected* to have received 
National Grid’s messaging

* Projections based on National Grid 2020 YTD program data and nationwide benchmarking. 95% confidence 

±3.3%

Impacts: Benchmarking metrics demonstrate 

effectiveness across the service territory
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