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The four year effectiveness evaluation is implemented to measure the effectiveness of the Public Awareness Program 
implemented by West Texas Gas Energy, L.P. (West Texas Gas) from the years 2014 to 2017.  The study was developed and 
implemented in order for West Texas Gas to comply with 49 CFR Part 192.616 and 195.440 and API RP 1162, and increase the 
safety of the stakeholders along, or in proximity of, their pipeline system.  

The objectives of the study are to:
1. Measure program outreach and % of stakeholders actually reached
2. Measure stakeholder’s understandability of the public awareness messages
3. Measure stakeholders’ behavior alignment with public awareness messages
4. Measure West Texas Gas’ bottom line results
5. Compare results of study against West Texas Gas PAP objectives
6. Understand key findings
7. Identify program improvement considerations.

1. Outreach

2. Understandability of Messages

3. Stakeholder Behavior

4. Bottom Line Results

• Raise the awareness of the affected public and key   
stakeholders of the presence of pipelines and increase their 
understanding of the role of pipelines in transporting energy.
• Help the public understand pipelines are a relatively safe 
mode of transportation, that pipeline operators undertake a 
variety of measures to prevent pipeline accidents, and pipeline 
operators anticipate and plan for management of accidents if 
they occur.  
• Inform the public they have a significant role in helping to 
prevent accidents that are caused by third party damage and 
ROW encroachment.
• Help the public understand the steps to take to prevent and 
respond to pipeline emergencies.  
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Effectiveness Evaluation Objectives

API RP 1162 Four Measures (§ 8.4.2) API RP 1162 Objectives
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West Texas Gas utilized an outside firm (Paradigm) to implement their stakeholder communications and surveys over the four-year period 
2014-2017. A business reply response survey program was used as a data point in the evaluation process. 

Four individual stakeholder surveys were designed to apply specific measures to each API RP 1162 audience category. Appropriate questions 
included the use of the pipeline operator name to measure specific outreach and effectiveness efforts of West Texas Gas.  Between 8 and 10 
questions, depending on stakeholder audience, were asked of the stakeholders in order to gauge their knowledge and behavior when it 
comes to pipeline safety.

When available we will compare the current knowledge, behaviors and bottom line results to those results compiled from West Texas Gas’ 
previous four-year effectiveness evaluation.  

The most current population of stakeholders was used along with the sample size of data from 2014-2017 for each stakeholder audience 
group to calculate the statistical percentages.

Margin of error was calculated utilizing 50% proportion and 95% confidence factor. http://www.rmpd.ca/en/calculators.php

Audience Population Sample Size Margin of Error

Affected Public 31,965 814 3.39%

Excavator 11,201 168 7.50%

Emergency Official 1,223 242 5.64%

Public Official 1,762 209 6.37%

Total 46,151 1,433 2.55%
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Study Methodology 

Sample Size and Margin of Error



MEASURE 1 – OUTREACH: PERCENTAGE OF EACH INTENDED AUDIENCE 
REACHED WITH DESIRED MESSAGES
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Outreach and Awareness Measurement Methodology

This is a basic measurement indicating whether the operator’s public awareness messages are getting to the intended 
stakeholders.  A baseline evaluation program should establish a methodology to track the number of individuals or entities 
reached within an intended audience.  Additionally, this measure should estimate the percentage of the stakeholders actually 
reached within the target geographic region along the pipeline. 

Baseline measure
Outreach is measured by tracking the amount of materials distributed either by, or on behalf of, West Texas Gas.  Following the 
implementation of West Texas Gas’ baseline public awareness program, or other public awareness effort, a series of reports 
are provided to gauge stakeholder audience identification.  Print materials are the baseline method of distributing public 
awareness messages, therefore, return mail is also tracked for each program and taken into consideration for outreach 
purposes.

Supplemental measures
Stakeholder Awareness is measured by asking key questions through survey efforts.  Percentage of stakeholders actually 
reached is measured by gauging recall of messages distributed by West Texas Gas.  

Additional stakeholder awareness measures are included in the evaluation questionnaire as follows:
• Within the past [API RP1162 Stakeholder Specific Frequency], do you recall receiving information from West Texas Gas 

Energy? 
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6© The Paradigm Alliance, Inc.  All Rights Reserved



O
U

TREACH
AN

D
A

W
AREN

ESS M
EASU

REM
EN

T
Annual Outreach

28,867

7,899

854 1,555

29,513

8,282

1,230 1,685

28,597

8,123

1,088 1,637

31,965

11,201

1,223 1,762

Affected Public Excavators Emergency Officials Public Officials

2014 2015 2016 2017
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Baseline outreach measurement shows the frequency of distribution of messages. The following statistics report program 
outreach.  Each effort is tracked and reported following implementation of targeted distribution of print materials. 
Fluctuations in numbers are expected due to improvements in data and acquisitions of additional assets. West Texas Gas 
annually updates centerline data with the public awareness vendor to identify the appropriate stakeholders along their 
pipeline.  
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Return Mail Tracking

0.24%

0.18%

0.25%

0.08%

2014

2015

2016

2017
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West Texas Gas’ direct mail contractor began tracking return mail annually in 2010.  However, due to; 1) their annual 
distribution of targeted print materials to each stakeholder audience - including the affected public and 2) multiple methods 
of outreach, return mail tracking does not weigh heavily in effectiveness results of the overall public awareness program.

Return mail fluctuates over the years, mainly since the communications are mailed standard mail and the USPS is not 
required to return the piece to the sender. The return percentages remain well below direct mail industry standards.

2.0% National average mail return rate: Source: http://www.pb.com/docs/US/pdf/Microsite/Mail-Services/News-and-
Resources/webinars/attacking-return-mail-webinar-2012.pdf
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Emergency Official Liaison Outreach

Year States # Meetings Sponsored # Agencies Attended # Non-Attendee Mailing 

2014 TX 8 116 593

2015 LA,TX 10 141 970

2016 LA,TX 11 184 976

2017 LA, TX 10 170 1480
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In addition to the targeted mail distribution to all stakeholders West Texas Gas regularly participates in liaison events with 
emergency responders. Below is an overview of face-to-face efforts.
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Business Reply Survey Tracking
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The response surveys returned by year and audience are noted below. Although there are some slight fluctuations both up and 
down through the four-year period, the counts have remained very steady. 

192

170

203

249

38 45

17

67

44

69 67 62

30 24

45
56

2014 2015 2016 2017

Affected Public Excavators Emergency Officials Public Officials



O
U

TREACH
AN

D
A

W
AREN

ESS M
EASU

REM
EN

T
12/11/2018

11© The Paradigm Alliance, Inc.  All Rights Reserved

The map below references where each of the business reply cards were returned from. As you can see, the responses 
were from across West Texas Gas’ assets.  
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Stakeholder Recall 

12/11/2018

12© The Paradigm Alliance, Inc.  All Rights Reserved

West Texas Gas measures stakeholders actually reached through questioning recall of the message through the business reply 
survey. Each stakeholder is asked “In the past 12/24/36 months, do you recall receiving information from West Texas Gas?” 
The following chart indicates those who answered “yes” to this question. The Affected Public and Excavators maintain an 
incline in positive response over the four-year period while Emergency and Public saw a slight decrease in 2017.

57%

71%

96%
90%

69%

83%

94%
88%

67%

87%

97%

85%

76%
82%

88% 89%

Affected Public Excavators Emergency Officials Public Officials
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MEASURE 2 - UNDERSTANDABILITY OF MESSAGE CONTENT
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Message understandability assesses the percentage of the 
intended stakeholder audience that understood and 
retained the key information in the message received.  This 
measure helps to evaluate the effectiveness of the delivery 
media and the message style and content.   This measure 
also helps to assess the effectiveness of the delivery 
methods used. 
To measure understandability, West Texas Gas utilizes both 
qualitative and quantitative analysis techniques to evaluate 
the message clarity, format, media and the stakeholder’s 
understanding of the messages.  
Several drivers impact the messaging, style and format of 
West Texas Gas’ messaging, including:
• Focus Group pretest of materials
• Stakeholder feedback
• Operator personnel feedback/evaluation
• Regulatory requirements/feedback

Survey questions were reviewed by West Texas Gas prior to the implementation of the evaluation. Questions pertaining to 
understandability consist of:
• Do you know how to recognize a pipeline right-of-way?
• Are you aware of the prevention measures pipelines take to maintain safe operations? 
• Which of the following is the safest way to transport oil or natural gas? 
• Have you ever heard of 811?
• Do you know how to recognize a pipeline leak?
• Are you aware of the National Pipeline Mapping System? 

Focus groups were conducted upon initial design, or major 
redesign, of West Texas Gas’ public awareness materials, 
messages are pre-tested using focus groups consisting of 
stakeholder audience members (6-10 members) in a closed 
setting, or through in-depth interviews in cases where 
stakeholders are unreachable.   
The focus groups are organized by Paradigm, an external 
resource contracted by West Texas Gas.  The sessions are 
moderated and evaluated by a 3rd party to maintain an 
unbiased review.
• 2015 – Dallas, TX

o Audiences Targeted
 Affected Public /Farmers
 Emergency Officials
 Public Officials 
 Excavators
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Understandability Evaluation Methodology

Quantitative Analysis (Survey)

Focus Group: (Pre-test materials)
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Right-of-Way Recognition
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West Texas Gas stakeholders were asked “Do you know how to recognize a pipeline right-of-way?”. The percentages of 
those who answered “yes” are identified below. 

75%

92%
96%

100%

69%

90%
95%

0%

78%

96% 98%

0%

79%

100% 98%

0%
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Safety Prevention Measures
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West Texas Gas stakeholders were asked “Are you aware of the prevention measures pipeline companies take to maintain 
safe operations?” The percentages of those who answered “yes” are identified below. 

71%

97% 98% 96%

67%

81%
88% 88%

59%
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94% 94%

55%
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Pipeline Reliability
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When asked “Which of the following is the safest way to transport petroleum or gas products?” A high percentage of each 
stakeholder audience group understands “pipelines” are the safest method of transportation. 

84%

95%
100% 98%

91%

98% 98% 100%

85%

100%
97% 96%

79%

100%

87%
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811 Awareness
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The appropriate stakeholders were asked “Have you ever heard of 811?” This question was not asked in 2014 to the Affected 
Public and Public Officials groups but Excavators were asked all four years. The percentages below reflect those who answered
“yes” to this question.
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98%
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Leak Recognition
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The numbers below reflect those who answered “yes” when asked “Do you know how to recognize a pipeline leak?”

71%

92%
96% 96%

82%
88% 86%

95%

72%

93%
97%

94%

80%

95%
92%

88%
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The following stakeholders audience groups were asked “Are you aware of the National Pipeline Mapping System?”. Those 
who answered “yes” are noted below. 

62%

91% 90%

67%

91%

76%

41%

97%

75%

46%

93%

72%

Affected Public Emergency Officials Public Officials

2014 2015 2016 2017



MEASURE 3 – DESIRED BEHAVIORS BY THE INTENDED STAKEHOLDER AUDIENCE
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Baseline Behavior Measurement Methodology

This measure is aimed at determining whether appropriate prevention behaviors have been learned and are taking place when needed and 
whether appropriate response or mitigation behaviors would occur and have taken place.  This is a measure of learned and, if applicable, 
actual reported behavior. 

The survey conducted by West Texas Gas includes a means of assessing behavior by including questions to report on damage prevention 
activities, leak response behavior, and reporting possible ROW encroachment.

Behavior questions incorporated in the stakeholder survey include:

• If you were planning on digging, which of the following actions would you be likely to take? 
• How often do you check to see if a pipeline exists, and where it is located, prior to digging?  (Excavators)
• What would you do in the event of a pipeline emergency? 
• What would you likely do if you saw suspicious or construction activity on or near a pipeline right of way? 

As a supplement to the baseline evaluation, the following examples were reviewed as a means of assessing this measure:

• Whether excavators are following through on all safe excavation practices, in addition to calling the One-Call Center

• The number of notifications received by the operator from the excavation One-Call Center (e.g. is there a noticeable   
increase following distribution of public awareness materials?)

• An assessment of first responder behaviors, including the response to pipeline-related calls, and a post incident 
assessment to determine whether their actions would be and were consistent with key messages included in the public 
awareness communications.  Assessments of actual incidents should recognize that each response would require unique 
on-scene planning and response to specifics of each emergency. 

• Measuring the appropriateness of public stakeholders’ responses is also anecdotal but could include tracking whether an 
actual incident that affected residents was correctly identified and whether reported and personal safety actions 
undertaken were consistent with public awareness communications.

12/11/2018
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Supplemental Behavior Measurement Methodology
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Damage Prevention 

Damage prevention behavior is measured by what a stakeholder would do prior to beginning a digging project.  Noted below 
are those stakeholders that said that they would call 811 and One-Call as appropriate options when asked, “If you were 
planning on digging, which of the following actions would you likely take?”

79%

100%
94%

88%
93%

100%

83%

98% 98%

81%

91%
94%

Affected Public Excavator Public Official
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Excavator One-Call Compliance

West Texas Gas’ Excavators were asked “How often do you check to see if a pipeline exists, and where it is located, prior to 
digging?” Below are those who said they always check prior to digging.

89%

93%

85%

95%

Excavator

2014 2015 2016 2017
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Emergency Preparedness

The appropriate stakeholders were asked “ What would you do in the event of a pipeline emergency?” Below we are 
reviewing those who answered “call 911” , “call the pipeline company” or “flee the area”.

(stakeholders were asked to check all that apply therefore may have multiple answers)

92%

49%
68%

87%

46% 46%

89%

57%
76%82%

46%
67%

Call 911 Call the Pipeline
Company

Flee the area

2014 2015 2016 2017

84%
53%

76%
95%

64% 57%

96%

54% 63%
92%

50%
71%

Call 911 Call the Pipeline
Company

Flee the area

2014 2015 2016 2017

85% 70% 57%

Call 911 Call the Pipeline Company Flee the area

2014

2014

96%
61% 78%

Call 911 Call the Pipeline Company Flee the area

2014

2014

Affected Public Excavator
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Emergency Preparedness

The appropriate stakeholders were asked, “What would you do if you saw suspicious activity or construction related activity on or 
near a pipeline right of way?” the most popular responses are charted below. Calling 911 is the most positive response for this 
event. Emergency Officials were only asked this question in 2014. 

50% 47%
57%

10%

58% 55%
45%

5%

64% 56%
36%

6%

66%
52%

41%
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Call 811 Nothing

2014

56% 60% 58%
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64%
45%

64%

0%

77%
57% 49%
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64% 56%
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0%

Call 911 Call the Pipeline
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MEASURE 4 – ACHIEVING BOTTOM LINE RESULTS
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API RP 1162

One measure of the “bottom-line results” is the damage 
prevention effectiveness of an operator’s Public Awareness 
Program and the change in the number and consequences of 
third-party incidents.  As a baseline, the operator should 
track the number of incidents and consequences caused by 
third party excavators.  This should include reported near 
misses; reported pipeline damage occurrences that did not 
result in a release; and third-party excavation damage 
events that resulted in pipeline failures.  The tracking of 
leaks caused by third-party excavation damage should be 
compared to statistics of pipelines in the same sector (e.g. 
gathering, transmission, local distribution).  While third-
party excavation damage is a major cause of pipeline 
incidents, data regarding such incidents should be evaluated 
over a long period of time to determine any meaningful 
trends relative to the operator’s Public Awareness Program.  
This is due to the low frequency of such incidents on a 
specific pipeline system.  The operator should also look for 
other types of bottom-line measures.  One other measure 
that operators may consider is the affected public’s 
perception of the safety of pipelines.

Operator Measures 

• Findings from reported incident tracking via PHMSA    
website

• Third party damages
• One-Call ticket trends

Stakeholder Survey:
• How well informed are you regarding pipelines in your 

community?

Additional Measures

• Stakeholder survey data trending to track key message 
effectiveness improvements 

• Compare the current West Texas Gas stakeholder 
responses to those responses received in previous 
effectiveness evaluation completed in 2014 for the year’s 
2010-2013.
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Bottom-Line Results Measurement Methodology
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Reporting Encroachment Behavior

How well informed are you regarding pipelines in your community?

26%
34%

42%

65%
49%

56%
48%

0%

22%

44% 34%

31%

21%
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67%
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Public 2017

Excavators
2013

Excavators
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Emergency
Official
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Emergency
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Public
Officials
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Officials

2017

Very Informed Somewhat Informed
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One-Call Ticket Trends

13,803
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Incident Behaviors

There are no recorded incidents according to the PHMSA website for the 2014-2017. The third party damages that were 
reported to the state of Texas for distribution assets during the same timeframe are charted below.    

Source: https://primis.phmsa.dot.gov/comm/reports/operator/OperatorList.html?nocache=769

37

37

19

13

Third Party Damages

2014 2015 2016 2017
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Key Findings

Measure 1 – Outreach: Percentage of Each Intended Audience Reached with Desired Messages
• Stakeholder outreach numbers over the four-year period was very comparable but the responses returned have decreased across the board. 
• From the map you can see that West Texas Gas has a very good collection of data for this study across their entire asset footprint. 
• Recall with stakeholders have made progress over the four-year period in the Affected Public and Excavator audiences. The Public Officials have remained steady 

while the Emergency Officials took a dip. The largest increase was in Affected Public at 19% and the Emergency Officials had the largest decrease with 8%. 

Measure 2 - Understandability of Message Content
• When asked about understanding the prevention measures that West Texas Gas takes to keep operations safe, there was a quit a fluctuation over the four-year 

period with Excavators and Public Officials. The Emergency Officials and Affected audiences both took a negative turn. They had a significant decrease in positive 
response of 16% and 24%. 

• When asked the safest way to transport products, again the Affected Public and Emergency Official audiences declined in positive response.
• On the topic of 811 the Excavator group has great understanding of 811 which is important. The Affected Public however, lost traction in this area.  
• Excavators have the best response that they know how to recognize a pipeline leak. The Affected Public had a nice increase over the period while the Emergency 

Official group stayed steady. The Public Officials are showing an 8% decrease in this area. 
• Understandable the Emergency Officials audience knows about The National Pipeline Mapping System. The Affected Public audience had a significant decrease from 

the first two years to the next two and we again see a decrease in positive response in the Public Officials audience group. The decrease is 18% from 2014 to 2017

Measure 3 – Desired Behaviors by the Intended Stakeholder Audience
• Calling 811 before planning to dig has remain steady with Affected Public and Public Officials but the Excavators saw a slight decrease in positive response. 
• Although they had a slight decrease in the previous question, Excavators still seem to know the importance of always calling before they start an excavation project.
• Calling 911 in the event of emergency has remained steady through the review period. 
• Calling 911 on any suspicious behavior on the right-of-way made some progress over the years as well. 

Measure 4 – Achieving Bottom Line Results
• The feeling of being informed has had an impressive increase in every group other than Public Officials. From 2013 to 2017 Public Officials were 10% less likely to feel 

“very informed”. 
• One-Call tickets have increased over the years while third-party damages reported has decreased. This shows a very positive response overall for public awareness. 

12/11/2018

33© The Paradigm Alliance, Inc.  All Rights Reserved



CONSIDERATIONS

12/11/2018

34© The Paradigm Alliance, Inc.  All Rights Reserved



C
O

N
SIDERATIO

N
S

Considerations

The following considerations are meant to provide West Texas Gas direction for improving their public awareness program 
outreach.  These considerations do not guarantee increased results.  They are simply Paradigm’s identification of areas for 
improvement and application of our experience through the implementation of public awareness programs.  

• Consider a targeted communication to Public Officials and Emergency Officials. This audience group had the only overall decrease in positive 
response in a majority of the questions. Consider identifying targeted titles in the audience group in order to make it feasible to deliver a more 
targeted approach in your communication. You might also consider adding something personal to each outreach effort such as a map of the 
city/county identifying any parks or golf courses in the area. The more personal the message the more intrigued they might be to engage. This 
could be accomplished by email, phone, or meeting.  If delivered by email or phone, consider an online survey to capture responses after the 
contact. 

• Consider supplementing outreach either in April (safe digging month) or August (National 8/11 Day) for stakeholder with messages that target 
general excavation safety practices to further educate on damage prevention messages. 

• Continue working with industry groups and regulatory agencies to encourage stronger enforcement of one call laws.

12/11/2018

35© The Paradigm Alliance, Inc.  All Rights Reserved



QUESTIONNAIRES

12/11/2018

36© The Paradigm Alliance, Inc.  All Rights Reserved



A
FFECTED

P
U

BLIC
Q

U
ESTIO

N
N

AIRE
12/11/2018

37© The Paradigm Alliance, Inc.  All Rights Reserved

Affected Public Excavator
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Emergency Official Public Official


