
Improving Customer Service (Public Relations Activities) 

To carry out sewerage activities efficiently, it is vitally important to have 
public cooperation and understanding. Public interest in the sewerage system 
tends to be forgotten after the entire system is completed and disseminated. Thus, 
public relations and interview activities are essential in order to carry out the 
appropriate operations and maintenance work, including ongoing works and 
new projects. The Bureau of Sewerage strategically implements public relations 
and interview activities and strives to improve its customer services. 

From FY2004, the name of the wastewater treatment plants was changed to 
Water Reclamation Center. 
 
 
1. General Public Relations Activities 
(1) Integrated Campaign 

Under the slogan, “If you want to lead a comfortable lifestyle, please don’t 
drain your cooking oils down the sewer”, a campaign to prevent the outflow of 
white solid substances in public water bodies is presently underway. Individual 
public relations activities, distributing leaflets, putting up posters and other 
activities are carried out. 

The month of June was designated as the “month to strengthen 
countermeasures against floods”, since it is just before the onset of the full rainy 
season and various countermeasures such as inspecting sewerage facilities and 
working with relevant institutions and the citizens of Tokyo are carried out with 
the goal of ensuring safe sewerage facilities and to raise public awareness about 
disaster prevention measures by distributing leaflets and putting up posters. 
 
 
(2) Using the Mass Media 

We actively provide the mass media with announcements, notably 
newspapers and television and radio stations that are highly trusted by the 
general public. In addition, we provide information directly to the public 
through the Tokyo metropolitan government sponsored television programs to 
disseminate news about the sewerage works as well as the latest information 
about the sewerage system. 
 
 
 
 



(3) Cooperation with the “General Learning Hour” 
A tutorial manual and copies of “Everyone’s Sewerage System” are 

disseminated to all schools on request as supplementary educational materials. 
These are provided as part of the educational materials for the “General 
Learning Hour” program introduced in FY2002. “Catered lessons” or school 
visits are also carried out mainly for elementary schools. 
 
 
(4) Website 

We also started our own website to enhance our mutual public relations 
activities. The aim is to provide information about our activities and to field 
opinions and requests from the general public. 

In addition, as part of the rainfall information system and Tokyo Amesh, 
there are two radars that monitor rainfall conditions in the Tokyo area, and 
rainfall volume is measured through rain gauges that have been installed in 153 
locations throughout the city. As part of our customer service, this information 
has been posted on our website since FY2002, and it can also be accessed 
through cell phones as well. In addition, as part of our effort to make our 
operations transparent and to provide responsible explanations, project budget 
related revenue and expenditures, account settlements and other management 
information, planned work orders for sewerage works, the results of tenders, 
information about contracts, and other information are also available on our 
website. 
 
 
(5) Facility Tours 

Tours of water reclamation centers are conducted to raise the public’s 
information level about the workings and functions of the sewerage system. As 
part of environmental education, facility tours for parents and their children and 
workshop activities where junior high school students act as reporters are also 
held. 
 
 
 
 
 
 
 
 



(6) Public Relations Activities of Events 
A wide range of public relations activities is carried out on September 10, 

“Sewerage Day”. A variety of events and facility tours are held, posters are put 
up and a many other activities are carried out. We also participate in events held 
by the wards, panel discussions, flower arrangements, and “Metro 
Renga”(Metro Brick), distribute pamphlets and products recycled from sludge, 
and provide explanations about the diverse activities of the sewerage system and 
the effective use of treated water and sludge. 
 
 
(7) Publications 

As part of the general public relations activities, leaflets and pamphlets are 
published on a regular basis (“Sewerage in Tokyo”, “Tokyo’s River Basin 
Sewerage System”, “News about Tokyo’s Sewerage System”, and others). Other 
publications are also put out as needed. 
 
 
(8) Producing PR Movies and Lending 

The Bureau also produces PR movies that are lent out to the general public in 
Tokyo. These films are also used to explain sewerage works and in facility tours. 
 
 
(9) “Niji no Gesuidokan”  

The “Niji no Gesuidokan”, an exhibition area, has been created on the fifth 
floor of the maintenance building of the Ariake Water Reclamation Center. This 
facility educates the general public about the mechanism of the sewerage system 
and its role through a large-screen movie theater and exhibit area. 
 
 
 
2. Individual Public Relations Activities 
 
(1) Presentation Meetings about Sewerage Works 
Presentation meetings about the role of the sewerage system, details about 
sewerage works, the construction period, and the scope of the works are held for 
the residents living in the area where sewerage works are planned. The meetings 
are held before the construction works begin and the cooperation and 
understanding of residents are promoted. 
 



(2) PR Bulletin Boards 
PR bulletin boards are put up where explanations about the role of the 

sewerage system and details of the planned construction works are posted to 
promote the image of the construction works. A contest to improve the image of 
construction works that are carried out in the area is also held annually. 
 
 
(3) Events Sponsored by the Sewerage Office and the Water Reclamation Center. 

To promote mutual understanding about the sewerage system and works 
among the community residents, events are held with the participation of 
residents, the Sewerage Office and the Water Reclamation Center and the future 
image of the community and its facilities are concretely presented. 
 
 
 
3. General Q & A 
(1) Sewerage Monitoring System 

The sewerage monitoring system was established after 1997. The aim of this 
system is to increase communication between Tokyo residents and the Bureau 
and allows us to hear and understand the opinions and demands of Tokyo 
residents. The information that is gained is actively adopted in sewerage 
operations. 

As of 2004, a sewerage monitoring system using the Internet was also started, 
where the responses to questionnaires, information about facility tours, and 
reports and opinions are solicited. An outline of the system is as follows. 

1. Qualifications: Anyone over 20 years of age 
2. Term: 1 year 
3. Work: Submit responses to questionnaires, reports, and others 
4. Number of people: 1,000 

 
(2) Questionnaires Distributed at Events 

Effort is made to collect opinions about sewerage operations from the visitors 
in facility tours base on the their experience of the tour. The findings that are 
obtained are used to improve the operations of the sewerage system. 

Simultaneously, service related opinions and demands are collected through 
the forum, “Proposals from Community Residents”, that are reflected in 
sewerage operations as much as possible. 

 
 



(3) Committee to Promote Customer Service 
Due to the changes in the urban environment in recent years, a variety of 

service related restrictions and issues have arisen. As a result, we have received 
many diverse opinions, demands, and complaints from community residents. 
Customer complaints are promptly sent to the appropriate department where 
action is taken efficiently. The diverse opinions and demands are sent to the 
Committee to Promote Customer Service for further review. Thus, we strive to 
reflect customer opinions in our service and in our company principles. 
 
 
(4) Introducing a Sewerage Support System 

As a result of the sewerage monitoring system, environmental awareness and 
concerns related to the sewerage system have greatly risen. After monitoring has 
been completed, nearly 20 percent of the volunteers ask for more opportunities 
to participate in sewerage related volunteer activities. Thus, in FY2005, the 
Bureau of Sewerage created a system of sewerage supporter activities. 
 
 


