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Developing Your Downtown -
Communication is the key element

for Success

May 3, 2012

SC Community Development Association

Alternate title of this presentation:

“Tips from the School of Hard Knocks”

--- or --

“Experience is sometimes the best teacher, but
the lessons can hurt!”

Communication means listening –
as well as talking!

• Identify and define the goals of your project.

• Identify all of the potential stakeholders of your project.

• Be inclusive in listening to all of the ideas that are offered in
getting to your goal.
– Many ideas will extend beyond an actual construction project.
– Participation builds “ownership” in the project.
– Participation builds consensus of project development.
– You will never achieve 100% agreement on a project or

program: respect the persons who offer dissent and don’t
alienate them due to their opinions.
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Develop an overall
“Theme” that will convey
the intent of the
development concepts to
all stakeholders –

In Clemson’s case, the
theme was to rebuild our
Downtown area into an
attractive, vibrant,
economically viable
business district corridor
and a “seamless”
connection to Clemson
University.

Before You Start to Build:

• Gain consensus from all potential stakeholders during the planning/design process.

• Don’ assume that merchants are keeping track of what’s going on – be proactive in keeping
them informed.

• Meet frequently – not all will attend each meeting, but merchants do talk with each other.

• Use a good E-mail messaging system to keep persons (especially merchants) informed.

• Keep plans on your website – and update frequently.

• Don’t make promises that you can’t keep – some decisions will require approval from the
governing body.

• Return phone calls – an ignored person becomes an agitated person. Prompt responses send
the message that you care about the concerns of the caller.

Use more than “words” to communicate the
project and component of the project:

• Consider using small scale replica or models to
illustrate concepts or project features.

• A few extra $$ to construct models is required, but it
allows a visual presentation that may not be
conveyed with the written language.

• Full-sized models can also be effective – and can be
taken to the proposed site of the installation.
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Model way-finding signage in City Council Chamber Lobby

Model moved to the
proposed location.

Sandbags kept it
from blowing away.

Merchants and
others could visit the
site over the course
of a day and
determine whether
they liked it or not…

The
Final
Product
In
Place!!!

They really do look
good and are
effective marketing
and way-finding
signage!
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Tabletop Kiosk model:

Final product:

New directional
kiosk on
College Avenue
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When you start design & engineering processes:

• Include all utility companies on the front end of the design
process.

• Make utility companies provide written quotes for any
work to be done (so the numbers don’t change later).

• At 50% design completion – meet personally with utility
companies and review plans together. Eliminate as many
assumptions as possible.

• At 90% design completion – do a physical walk-through of
the project. Things always look differently in the field than
they do on a plan sheet.

• At Final design completion – do another walk-through with
the plan sheets in your hands. Now is the time to sweat
the details (and avoid future change orders).

• Make sure that local merchants and stakeholders have
the opportunity to participate in the final walk-through.
They will see things differently than you do.

• Get all easements and permissions – prior to advertising
the bids for the project.

• Conduct mandatory pre-bid meetings. If a contractor
does not have the time to spend prior to making their
cost estimate, do you really want them working on your
project? Schedule at least 2 pre-bid meetings, so bidders
have some flexibility in attending. Resolve bidding
questions with a distribution to all pre-bid meeting
attendees – in a timely manner.
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When You Start Construction:

• Start with a pre-construction meeting – everyone should
know the rules and their role in the project.

• All change orders should be in written form – with prices –
and approved – before the work is done.

• Schedule weekly construction meetings. This takes time, but
it keeps everyone on the same page.

• Budget for contingencies – the unexpected will happen!

• Make sure all of the work crews know who the job
superintendent is – so they can direct on-the-job inquiries to
the correct person.

• Keep your own inspector on the job at all times while
work is being completed. This allows for accurate final
drawings to be completed and keeps everyone honest.
Shortcuts will be avoided when the job is under good
supervision.

• Promptly distribute job changes to all parties involved
with the project – especially utility companies.

• When the job crew is doing excellent work – take the
time to tell them that you notice this effort. They will
appreciate the compliment and will continue to do good
work.
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During projects that are “phased” over two or more years:

• Keep all merchants involved and updated – even those who
will not see direct impact in front of their store or restaurant.
Construction impact goes beyond the extent of the scope of
construction work.

• Thank persons for their patience and understanding in the
need to phase the overall project. Thank them a second time.

• Schedule meetings during the “off season” of construction.
Schedule these meetings at their convenience – not yours.

• Keep the lines of communication open.
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Good luck in your future Downtown

Redevelopment Efforts –

Please come and visit us in Clemson!!


