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PUBLIC RELATIONS:
WHAT IS IT?

• It is the method and means by which a person or an organization seeks to promote a 
favorable relationship with the public.

• It is effective strategies for managing and disseminating information.



PUBLIC RELATIONS:
WHY IS IT IMPORTANT?

• It is one of the most effective ways to maintain a positive reputation.

• It is the art of making people like and understand you or your organization.



NEED FOR PUBLIC RELATIONS:
IAAO STANDARD ON PUBLIC RELATIONS (2011)

• A public relations program in the assessment profession provides current and useful 
information on assessment policies and practices, as well as a means of responding to 
public opinion.



NEED FOR PUBLIC RELATIONS:
IAAO STANDARD ON PUBLIC RELATIONS (2011)

• A proactive public relations program is essential to public awareness of the assessment 
process and the importance of property taxes in funding local government services. 

• A public relations program should be an integral part of every assessment office’s work 
and should describe:

• What the office does

• How it is accomplished

• Why it is done

• To whom, where and when services are provided



NEED FOR PUBLIC RELATIONS:
IAAO STANDARD ON PUBLIC RELATIONS (2011)

• An effective public relations program results in more accurate and thorough coverage 
from the media and a better-informed constituency.

• A lack of understanding regarding a process or procedure can often lead to frustration, 
especially when it’s regarding property taxes.



IAAO STANDARDS ON PUBLIC RELATIONS

• "Any communication with the public, whether written, oral, or graphic (e.g., video or 
images) should be simple, direct, and in plain language avoiding professional jargon and 
acronyms."

Clear and Simple Communication

• "Emerging issues and appropriate responses should be anticipated and appropriate 
responses should be prepared in advance to minimize adverse public reaction."

Preparation for and Anticipation of Negative Feedback

• "Measures should be taken to ensure a climate of openness and transparency. Assessment 
office personnel must understand policies and statutes pertaining to open records, public 
disclosure, and confidentiality..."

Transparent and Well-Maintained Data



THE ASSESSOR’S “PUBLIC” OR 
“TARGET AUDIENCE” (IAAO 400):

• Individual Taxpayers

• Professional Groups

• Media

• Other units of Government or Elected Officials

• Civic and Professional Associations

• Public Institutions

• Board of Assessment Revision/Appeals

• Citizen’s Groups



THE CHIEF ASSESSOR & OFFICE STAFF’S ROLE
IN PUBLIC RELATIONS

• Public relations starts with competent office administration.

• A good public relation program is the assessor’s “first line of defense”, however always 
keep in mind:

“In creating and maintaining an image, know that some people will be receptive and open, some 
impressed, some minds changed, and some will be totally resistant to anything you do. Expect it 
and be realistic.” (Joe Marconi 1996)



THE CHIEF ASSESSOR & OFFICE STAFF’S ROLE
IN PUBLIC RELATIONS

• Chief Assessor – The Chief Assessor should work toward informing and creating a 
positive identity for the office. This can be accomplished through the development of a 
public relations plan.

• The Chief Assessor should promote fair, open, and efficient administration of the assessment 
office.

• Project a well-run office.



THE CHIEF ASSESSOR & OFFICE STAFF’S ROLE
IN PUBLIC RELATIONS

• Assessment Staff – The image the public has of the Assessment Office is in part 
determined by the impressions they get from the employees. Customer service is an 
important part of a public relations program.

“Treat the public like you expect to be treated.”



THE CHIEF ASSESSOR & OFFICE STAFF’S ROLE
IN PUBLIC RELATIONS

• Employees should be well trained and knowledgeable of the various processes and 
services provided by the office.

• Employees should always be courteous and responsive to serve the needs of the public.

• Employees should be provided with written rules and procedures (possibly as part of 
their handbook) to provide a consistent message and image to the public. 

• Employees should be involved in the development of a Public Relations Plan.



WHAT ARE SOME POSITIVE OUTCOMES ACHIEVED
WITH A SUCCESSFUL PUBLIC RELATIONS PLAN?

• The public is better informed. 

• Fewer appeals are filed.

• Fewer complaints are filed. 

• A reduction of tension and misconceptions. 

• It shortens the time required to resolve problems. 

• The public is more willing to share information. 



WILL THERE BE NEGATIVE OUTCOMES?

• Good public relations cannot save a bad product, and assessments are certainly our 
product.

• Assessments need to be accurate before a public relations program can be effective.

• If something is inherently bad or fundamentally flawed, most likely it cannot be improved.



BEFORE YOU CAN SHARE INFORMATION…
THE IMPORTANCE OF LISTENING

• Effective listening is often a learned skill. 

• Listening frequently occurs without really understanding or absorbing what is said. 

• As part of a successful public relations program, all staff must listen carefully!



THE TEN COMMANDMENTS OF GOOD LISTENING

• 1. Stop talking –You cannot listen if you are talking.

• 2. Put the speaker at ease – Help the speaker feel free to communicate with you.

• 3. Show you want to listen – Look and act interested; listen to understand rather than 
to oppose.

• 4. Remove distractions – Don’t doodle, tap or shuffle papers.

• 5. Empathize with the speaker – Try to put yourself in the speaker’s place so that you 
can see his or her point of view. 



THE TEN COMMANDMENTS OF GOOD LISTENING

• 6. Be patient – Allow plenty of time, don’t interrupt the speaker. Don’t start for the door or 
walk away while they are still talking. 

• 7. Hold your temper – An angry person gets the wrong meaning from your words.

• 8. Refrain from argumentation and criticism – This puts the speaker on the defensive. If 
possible, do not argue because even if you win the argument, you lose. 

• 9. Ask questions and elicit more – This encourages the speaker to keep talking and shows 
that you are listening. It helps to develop points further.

• 10. Stop talking again – There must be give and take for both parties to be understood.



ASSESSMENT REFORM TASK FORCE & 
SHAPING PUBLIC RELATION STANDARDS

• In November 2016, the General Assembly's Local Government Commission created an Assessment 

Reform Task Force.

• CCAP and AAP have been actively involved in the Task Force efforts to address the efficiency, 

transparency, modernization and fairness of the property assessment process.

• In addition to several pieces of legislation introduced during the 2017-2018 legislative session, 

various best practices and guidelines were developed by the Assessment Reform Task Force.



ASSESSMENT REFORM TASK FORCE & 
SHAPING PUBLIC RELATION STANDARDS

• Assessment Office Public Relations: Building a Spirit of Cooperation and Understanding with the 

Public:

• Provides the county governing body and county assessors with guidance on the purpose and 

scope of public relations and information, developing a public relations program, and public 

relations as part of a countywide reassessment.

• Adopted by AAP Board of Governors as best practices on November 14, 2018



ASSESSMENT REFORM TASK FORCE & 
SHAPING PUBLIC RELATION STANDARDS

• Data Collection Standards:

• Standards for gathering data on characteristics of parcels required for property valuation, 

recommended to the County Commissioners Association of Pennsylvania/Assessors' 

Association of Pennsylvania for adoption as a "best practice" and incorporation into their 

training program.

• Adopted by the AAP Board of Governors and the CCAP Board of Directors on July 13, 2018 

and August 5, 2018, respectively.



ASSESSMENT REFORM TASK FORCE & 
SHAPING PUBLIC RELATION STANDARDS

• Pennsylvania Property Assessment: A Self-Evaluation Guide for County Officials:

• Provides the county governing body, county assessors and other county officials and 

employees, and the public with a primer on the reasons for periodic review of the status of the 

county's assessment system and the broad strokes of how that review may be conducted, 

recommended to the County Commissioners Association of Pennsylvania/Assessors' 

Association of Pennsylvania for adoption as a "best practice" and incorporation into their 

training program.

• Adopted by the AAP Board of Governors and the CCAP Board of Directors on July 13, 2018 

and August 5, 2018, respectively.



ASSESSMENT REFORM TASK FORCE & 
SHAPING PUBLIC RELATION STANDARDS

• Model RFP and Contracting Guidelines for County Reassessment Services:

• Provides a template that counties can use to ensure that a reassessment is conducted 

appropriately and implemented successfully, recommended to the County Commissioners 

Association of Pennsylvania for adoption and implementation.

• Adopted by the AAP Board of Governors and the CCAP Board of Directors on July 13, 2018 

and August 5, 2018, respectively.



ASSESSMENT OFFICE PUBLIC RELATIONS:
BUILDING A SPIRIT OF COOPERATION & UNDERSTANDING WITH THE PUBLIC

• This was the final document created as part of the Pennsylvania Local Government Commission 

Assessment Reform Task Force.  A joint effort between the Local Government Commission, the 

County Commissioners’ Association and the Assessors’ Association of Pennsylvania.

• The Chief Assessor in consultation with the county commissioners should agree on a 

spokesperson(s) to develop and coordinate a public relations plan.

• Day-to-day operation of the assessment office.

• Countywide reassessment



ASSESSMENT OFFICE PUBLIC RELATIONS:
BUILDING A SPIRIT OF COOPERATION & UNDERSTANDING WITH THE PUBLIC

Developing a Public Relations Program:

• Research

• Anticipate and interpret public opinions /attitudes

• LISTEN

• OBSERVE

• TEST



ASSESSMENT OFFICE PUBLIC RELATIONS:
BUILDING A SPIRIT OF COOPERATION & UNDERSTANDING WITH THE PUBLIC

Developing a Public Relations Program:

• Action Planning:

• Formulate an action plan

• Respond quickly, honestly and openly

• Identify key constituencies and pay attention to their views

• Involve all staff from top management down

• Keep written documentation of the criticism and the proposed solutions



ASSESSMENT OFFICE PUBLIC RELATIONS:
BUILDING A SPIRIT OF COOPERATION & UNDERSTANDING WITH THE PUBLIC

Developing a Public Relations Program:

• Communication

• Procedural Manual

• Printed/Electronic Information

• Assessment Office Website



ASSESSMENT OFFICE PUBLIC RELATIONS:
BUILDING A SPIRIT OF COOPERATION & UNDERSTANDING WITH THE PUBLIC

• Assessment Office Website

• Welcome page

• General county information

• Office location, hours and contact information

• Important dates and deadlines

• Links for online property search (GIS, etc.)

• Links to assessment programs and applications

• Q & A’s about market value, assess value, county base year, etc.



ASSESSMENT OFFICE PUBLIC RELATIONS:
BUILDING A SPIRIT OF COOPERATION & UNDERSTANDING WITH THE PUBLIC

• Assessment Office Website (cont.)

• Names & mailing addresses of each taxing district within the county

• List of millage rates

• Appeal forms

• Exemption information & forms

• Current tax collectors & contact information

• Adopted data collector/assessor standards & procedures

• Land use codes

• Fee schedules



ASSESSMENT OFFICE PUBLIC RELATIONS:
BUILDING A SPIRIT OF COOPERATION & UNDERSTANDING WITH THE PUBLIC

• Assessment Office Website (cont.)



ASSESSMENT OFFICE PUBLIC RELATIONS:
BUILDING A SPIRIT OF COOPERATION & UNDERSTANDING WITH THE PUBLIC

• Assessment Office Website (cont.)



ASSESSMENT OFFICE PUBLIC RELATIONS:
BUILDING A SPIRIT OF COOPERATION & UNDERSTANDING WITH THE PUBLIC

• Evaluation

• REVIEW

• MONITOR

• ADJUST



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• Comprehensive Public Information Program

• Media releases

• Informational literature and handouts

• Direct mailings to all property owners

• Television and radio

• Podcasts

• Website

• Social media

• Oral presentations



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• Comprehensive Public Information Program

• Media releases



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• Comprehensive Public Information 
Program

• Informational literature and 
handouts

• Tri-fold brochures



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• Comprehensive Public 
Information Program

• Direct mailings to all 
property owners



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• Comprehensive Public Information 
Program

• Website



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• Comprehensive Public 
Information Program

• Social media



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• Comprehensive Public 
Information Program

• Social media



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• Comprehensive Public Information Program (cont.)

• Individual presentations

• Property owners in various community locations

• Target demographics

• Businesses and professional organizations

• Chamber of Commerce

• Service clubs

• County, municipal and school officials

• Consumer groups

• Local agricultural organizations



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• The goal is to promote public understanding of the reassessment process. Careful 
thought should be given to possible public relations challenges that may exist.

• Are there certain areas of the county that may see a larger increase in values?

• What are the potentially negative issues and red flags that may require preparing 
special information or a crisis response in advance?



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• A public relations program should include time frames and methods. 

• Contract signing

• Public information meeting schedule

• General project information

• Data collection (property visitation schedules)

• Inventory mailer

• Assessment disclosure/informal review

• Project status updates



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

Explaining the goals of the reassessment
Initial

Start-Up

Explaining why and how data collectors will be presentData Collection 
& Field Review

What to expect when you see a new value and
how to interpret it effectively

Communicating 
Values

Ongoing 
Throughout



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• The following points should be addressed as often as possible:

• Significance of real property tax

• Necessity of the project

• Purpose and methods of the project

• Role of county and assessors

• Role of project revaluation company

• Necessity of data collection

• Caliber, training and identification of data collectors (Data Collector Standards)



PUBLIC RELATIONS AND
COUNTYWIDE REASSESSMENTS

• The following points should be addressed as often as possible:

• Basics of valuation

• Cooperation of parcel owners is key to success

• Rights of property owners including appellant rights

• Assessment disclosure aspect throughout the project

• Statutory “anti-windfall” provisions that apply to taxing districts

• Ongoing nature of system



A GOOD COMMUNICATIONS PLAN COMES 
DOWN TO FOUR BASIC QUESTIONS:

• What are you trying to say?

• Who needs to hear it?

• How will the information be presented to them?

• Who will communicate it to them?

Patti Hall, Fair and Equitable


