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Purpose             

The Milam Appraisal District (MilamAD) recognizes the benefit of good public relations 

and promoting effective communication between the appraisal district and the public.  The 

district’s comprehensive plan for public relations is dedicated to helping its core 

constituencies understand the property appraisal system and addresses the role of the 

appraisal office. 

The goals, standards, and objectives outlined in the plan consistently endorse the public 

relation standards published by the International Association of Assessing Officers 

(IAAO), and are promoted in the district’s mission statement: 

We consider it a privilege to provide taxpayers and the taxing units with the highest 

quality of customer service and appraisal data.  We strive to maintain continued 

excellence in our performance, continued growth in our education, and fiscal 

responsibilities.  We will administer the Texas Property Tax Code in a fair and 

uniform manner.  We will promote the ideals of government transparency. 

Introduction             

Necessity for Public Relations 

The district recognizes the fact that a comprehensive public relations effort is essential to 

public awareness of the assessment process.  The goal of the district’s public relations 

plan is to provide more accurate and thorough coverage for the media and a better-

informed constituency.  The district’s proactive public relations program provides current 

and useful information on assessment policies and practices, as well as a means of 

responding to public opinion. 

Core Constituencies 

MilamAD has a variety of categories of property; thus the full scope of expertise within 

the district is a vital component of its ability to meet the needs of each of its core 

constituencies. 

The following primary list of core constituencies is subject to continued monitoring and 

refinement:   

 Taxing Jurisdictions 

MilamAD services 19 taxing entities within Milam County.  The entities 

are composed of the county itself, school districts, cities, and water 

districts.  MilamAD’s responsibility is to appraise real and personal 

property in Milam County while allowing the taxing entities to obtain  
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Introduction (continued)           

and certify their property tax rolls.  The level of daily communication with 

these jurisdictions is essential.  MilamAD commits significant time and 

resources to this effort. 

 Property Owners 

While state law regulates much of the communication with individual 

property owners, the district is fully dedicated to providing well beyond 

the mandatory communications. 

o Website Information  

The district maintains a website with comprehensive information 

on every major aspect of the property appraisal system and is an 

integral part of MilamAD’s communications and education efforts.  

See Public Education and Internet of this plan for additional 

information on data available on the district’s website. 

o In-house Information Services 

The district maintains a high level of customer service by training 

all personnel to respond to the general public’s broad range of 

inquiries.  This is accomplished through cross training programs 

with the staff.  Additionally, the district maintains customer service 

by providing staff to assist customers that come to the district 

office.  The district also provides computer resources that are 

available for individuals to research the district’s appraisal 

database.  The only information not available to the public on the 

appraisal database is that which is deemed confidential 

according to state law. 

 Local News Media 

The district maintains regular communications with a range of media 

outlets and understands there are two basic types of interactions with 

the local media: newspapers and radio. 

 Civic/Community/Professional Organizations 

The district has developed an active speaker’s outreach effort.  The 

Chief Appraiser contacts local community organizations such as 

chambers of commerce, professional groups, civic organizations, and 

local government agencies to publicize her availability to speak at their 

request. 
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Introduction (continued)           

The Components of a Public Relations Program 

Research, planning, communications, and evaluation are integral components of the 

district’s public relations program. 

Research to determine how the public perceives the policies, programs, and operations 

of the appraisal district has been implemented with the use of customer service surveys 

available to the public both directly through the MilamAD office and through the district’s 

website, http://www.milamad.org/milam-ad-customer-service-survey/. This data provides 

the information necessary to help the district review and improve in any areas that may 

be addressed.   Additional information on the district’s surveys is available in this plan 

under Review and Evaluation.  

Jurisdiction offices, additionally, provide feedback to help ensure the district is providing 

all the information they need and meeting their specific needs.  Meetings are held with 

the entities at the district office, at entity offices, and via phone.  Meeting discussions 

include: budgetary review, value projections, current market trends, and legislative 

issues, as applicable to specific jurisdictions. 

Planning sessions are held with the MilamAD staff to review the provided data and 

determine what professional development and/or actions may be implemented to correct 

any issues.  See further information on planning in this standard under Issues 

Management and Action Planning. 

Communications with the public should be positive, courteous, and provide education on 

the property appraisal system and are further outlined in this plan under Communications. 

All aspects of the district’s public relation program are tested, evaluated, and improved 

as required.  See also Review and Evaluation. 

Public Relations Plan           

The district’s plan provides a means for dealing with public issues by: 

 Identifying issues and trends through research 

 Evaluating their impact on the district 

 Determining the district’s position and developing an action plan 

 Implementation, evaluation, and update of the plan as needed 

  

http://www.milamad.org/milam-ad-customer-service-survey/
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Public Relations Plan (continued)         

Public Relations Officer 

The district’s official spokesperson and public relations officer for the district is the Chief 

Appraiser.  The Chief Appraiser may delegate other staff for response if that staff member 

has explicit knowledge and experience to fulfill this duty.  The officer is charged to develop 

and coordinate the district’s public relations program. 

The district has specific personnel assigned the duty to coordinate all communications.  

One person is designated as the custodian of public records and is responsible for 

accepting requests that are defined under the Public Information Act for the State of 

Texas.  All such formal requests are routed, tracked, and recorded through this individual.  

The public information officer and business manager work together, under the supervision 

of the Chief Appraiser, to coordinate non-statutory related requests for information or 

response to inquiries made by the news media or individuals.  Both individuals coordinate 

with each other as necessary, and have the responsibility to ensure that the Chief 

Appraiser is kept fully informed on all such requests. It is the responsibility of the Chief 

Appraiser to determine on a case-by-case basis how to respond to such requests. 

Listening 

The district expects personnel to perform their duties at the highest ethical standards and 

sets standards of conduct for interactions between the district and the general public. 

The district has also developed feedback mechanisms and receives input from its core 

constituencies through customer service surveys, correspondence, emails, and other 

sources.  Problems are routed to departmental management as needed and professional 

developmental actions are implemented to correct any issue(s).  Surveys are presented 

and reviewed at the board of director and staff meetings as needed. 

Issues Management and Action Planning 

MilamAD has established various plans of action, dependent on the specific issue.  These 

plans serve to ensure appropriate responses and actions, to minimize adverse public 

reaction, and to properly resolve issues. 

Crisis Plan 

The district maintains a written plan for handling crises affecting the MilamAD building, 

daily operations, or personnel and coordinating with other governmental agencies. See 

Disaster Plan.  The Chief Appraiser is the final voice of decision on all crises  
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Public Relations Plan (continued)         

communications.  At her discretion and depending upon circumstances, she will perform 

the communication tasks personally or delegate it to specific individuals as appropriate. 

The district will take steps to assure that no information is released by employees who 

are not specifically designated to speak with the media.  A briefing may be held to avoid 

the release of conflicting or contradictory statements. 

The designated spokesperson will stick to facts that have been verified and authorized 

for release to media.  She will avoid answering questions that require speculation and 

opinion. 

The district maintains cross-training of key employees which offers a stable transition in 

the event of the loss of key personnel in current positions. 

Criticism 

MilamAD formally incorporates the IAAO standards when faced with criticism using the 

following recommended actions: 

 Respond quickly, honestly, and openly 

 Identify key constituencies and pay special attention to their views 

 Involve all staff from top management down 

 Prepare and preserve complete written documentation of the criticism 

and the solutions proposed or adopted 

Every effort will be made to respond quickly and provide correct and realistic facts about 

the controversial or catastrophic event.  The district’s goal in this is to minimize confusion, 

speculation, and rumors.  It can also minimize the consequences of unfortunate incidents 

and prevent stories from being dragged out over an extended period of time with 

corrections and additions. 

Communications 

MilamAD’s goal is to implement and maintain quality communication with the public by 

using proven marketing techniques and tools.  The Internet is used to facilitate a wide 

range of services, including the filing and resolution of certain protests and developing a 

feedback mechanism through the online survey (more detailed information on this is 

notated in this plan under Review and Evaluation). 

Direct communication is used with constituents to explain the role of the assessment 

office and services MilamAD provides.  The district uses the following available media to  
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Public Relations Plan (continued)         

communicate with constituents and incorporates the principles and standards defined by 

the IAAO in its section on “Communication”: 

 Newspapers, media press releases 

 Professional publications that provide specialized information  

 Brochures designed to provide general information and address specific 

issues 

 MilamAD website, www.milamad.org, to provide convenient access to 

information, records, and various forms and applications 

 A dedicated computer in the district’s office to provide convenient access 

to information and records 

 Local speaking engagements with core constituencies and professional 

associations that target specific areas of interest or issues 

MilamAD additionally incorporates the IAAO communication requisites within this section 

to include the following: 

 All public communications whether written, oral, or graphic (video or 

images) shall be simple, direct, and in plain language avoiding 

professional jargon and acronyms 

o MilamAD correspondence (letters, email, etc.) will be issued 

using the approved MilamAD logo/letterhead 

 All public communications shall be edited and proofed prior to media 

distribution or posting online 

Review and Evaluation 

The district is dedicated to evaluating efforts that facilitate the public relations program.  

Surveys, received communications, and publications are reviewed to help evaluate the 

district’s public relations program’s effectiveness. 

Received negative feedback is reviewed by the Chief Appraiser and solutions are 

proposed and addressed as appropriate in each situation.  Adjustments are made as 

necessary. 

Procedural Manual 

The district recognizes that employee demeanor in serving the public is important in 

maintaining good public relations.  Each public contact is viewed as an opportunity to 

improve the district’s image and all MilamAD personnel are provided education, 

resources, and training to understand the policies and procedures pertaining to the 

relations.  The plan acknowledges that a primary focus must include a consistently high  

http://www.milamad.org/


 

10 
 

Public Relations Plan (continued)         

quality of personal interaction with taxpayers.  Staff training to ensure the attainment of 

these goals and standards continues to be a requisite responsibility within MilamAD. 

The district focuses on effective communication of content and has implemented a Public 

Relations Procedural Manual.  Each employee is given a copy of the PR Manual and is 

required to act accordingly. 

Public Records            

The district takes great measures to ensure a climate of openness and transparency, 

while adhering to policies and statutes pertaining to open records, public disclosure, and 

confidentiality.  A public information officer is assigned and approved by the board of 

directors.  See further information in this policy under Public Relations Officer. 

Standard operating procedures for public information requests are established and 

provided to staff for awareness and compliance issues and timeliness. 

Printed Information and Correspondence        

The district maintains the following uniform standards for public correspondence; 

addressing form, content, clarity and language, and compliance with The Texas Public 

Information Act and the district’s local record retention schedules. 

Correspondence 

All district correspondence shall follow specific guidelines: 

 Letters and email shall be forwarded to staff when the correspondence 

received is directly related to their job function. 

 If in question, the Chief Appraiser will determine who should receive the 

correspondence. 

 Answer letters and email promptly and acknowledge those that cannot 

be responded to immediately, and in compliance with The Texas Public 

Information Act. 

 State information clearly using common words and phrases, avoiding 

using common industry acronyms that may not be familiar with the 

public. 

 All correspondence shall be issued using the approved MilamAD logo 

and letterhead. 

 Respond to all relevant questions. 

 Add a personal touch whenever appropriate. 

 Convey a professional image. 



 

11 
 

Printed Information and Correspondence (continued)      

 Correspond positively. 

 Policy issues must cite rules, statutes, or professional standards. 

 Responses to criticisms shall be addressed promptly and resolved in a 

uniform and fair manner. 

 Retain a copy of all correspondence for future reference and in 

compliance with the district’s local record schedule. 

 Be consistent with the office’s style. 

Assessment Notices 

Assessment or Appraisal notices shall meet all the requirements under The Texas 

Property Tax Code Sec. 25.19, Notice of Appraised Value. 

The district will have staff available, in person and on phone, to answer questions 

regarding the Appraisal notices.  The staff’s primary duty during this time is customer 

service.  This time is referred to as “Informal”.  This period will last from the date of notice 

mail out until certification of the current appraisal roll.  

Special Purpose Message 

Special-purpose messages, such as announcements of field inspection, are implemented 

and disseminated to the public to help them be aware of changes that could affect them.  

The district has made great strides in enhancing its website to include providing a current 

events board, “News”, on its Home page, to provide relevant current events and 

familiarize the public with important time-sensitive assessment information. 

Forms and Questionnaires 

The district shall maintain paper and/or electronic media formats of forms, questionnaires 

and letters for recurring events; such as appeal forms, exemption applications, sales 

questionnaires, correspondence on policy and personal property forms.  A majority of 

these forms are available on the districts website as well as in the district’s office in a 

paper format. 

Annual Reports 

The district develops local annual reports summarizing activities and accomplishments 

and provides statistical information including: the total number of parcels, total value, uses 

of property, types of property, exemption data, appeal data, ratio study analysis, new 

construction and legislative changes.  The report also includes information describing 

increased efficiencies in the operation and achievement of higher degrees of 

professionalism. 
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Media Contacts            

The district maintains an active news media contact list and is updated as needed.  District 

media contacts are: 

 The Cameron Herald 

 Rockdale Reporter 

 Thorndale Champion 

 Temple Daily Telegram 

 KRXT, and 

 KMIL 

News Releases 

The district uses news releases as a valuable tool to promote activities, communicate 

policies, and inform the public of assessment issues and events.  Clerical staff is 

instructed to notify the Chief Appraiser of a phone call received from the media.  Calls will 

be returned as soon as possible, keeping deadlines in mind. 

News releases will be sent to the media in a manner that allows the media time to prepare 

for release.  All local media are to be treated fairly and provided with the same information.  

The IAAO standards for news releases are adopted as standard operating procedures by 

the district as outlined below: 

 Information is newsworthy (timely, unique, or significant) 

 Public-relations industry-recommended format followed when practical 

 Contact information provided for inquiries or additional information 

 Length not to exceed two pages 

 Online media releases short and concise as possible 

 Information should be localized 

 The release should be proofread 

 Most important facts should appear first 

 Deadlines, editing procedures, and other requirements of the media 

should be accommodated 

 All staff should be given copies of the release 

 Those mentioned in the release will be notified prior to release 

All news releases shall be distributed through the business manager.   

 

 

 



 

13 
 

Printed Information and Correspondence (continued)      

Interviews and Conferences 

The Chief Appraiser or designee will provide interviews and hold conferences as deemed 

necessary by the Chief Appraiser and will be conducted in accordance with IAAO 

standards in this section. 

Public Service Announcements 

Public service announcements will be sent to local newspapers and radio stations.  

MilamAD will also make use of its website’s news board, for informative and beneficial 

public announcements.  The district website will provide the public with links to 

instructional and informational online videos related to assessment. 

Speaking Engagements           

The Chief Appraiser is making an outreach to engage in outside speaking engagements 

with the full range of core constituencies and professional associations.  This includes, 

but is not limited to, elected officials, including councils, board members, and other local 

officials as well as local civic groups, and service organizations.   

Contacts with other Public Officials         

The district maintains effective working relationships with other agencies and officials at 

all levels of government.  Affected policymakers shall be notified before public 

announcements or news releases.  Taxing entities will be informed of activities or 

situations related to district operations, budget and appraisal information. 

Appeals Process            

The district’s website provides property owners and their representatives, the rules and 

procedures for appealing assessments, as well as a link to the Comptroller’s videos.  

Additionally, the district provides online appeal functionality for homesteaded property, 

allowing a more convenient appeal filling mechanism. 

Public Education            

The district’s previously noted standards define the goals, objectives, and means of 

accomplishing the standards of the public relations plan.  The district’s website, 

www.milamad.org, provides the public and its core constituencies with a broad range of 

information involved in the property tax assessment system and serves as a powerful 

public education resource.  Significant emphasis is placed on educating the public about 

the appraisal process, the information available for review, procedures for filing an appeal, 

and filing deadlines.   

http://www.milamad.org/
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Internet             

The district incorporates the internet principles and standards defined by the IAAO, with 

the exception that no social media sites are currently used.  The district will maintain at 

least the following on its website: 

 A welcome by the district 

 Office hours, location, and contact information 

 Property information, including ownership, property characteristics, 

sales history, valuation, and tax history 

 News releases 

 Mission statement 

 An explanation of the appeals process 

 An assessment notice explanation 

 Exemption information 

 Assessment Cycle Timetable 

 Frequently Asked Questions 

 Maps 

 Taxpayer forms 

 Links to other relevant Web sites 

 Copyright statement 

The district website provides innovative tools and programs to provide educational 

services and assessment information for the community, and includes: 

 Instructional and informational videos relevant to the field of property tax 

assessment 

 Relevant current events to familiarize the public with important time-

sensitive assessment information 

 Online protest submission of homesteaded property 

 GIS interactive mapping system 

 Online survey that allows the district to identify any area(s) of needed 

improvement, to provide professional development, to ensure the district 

provides exemplary public services, including feedback mechanisms for 

both staff services and website services. 

 Calendars and a News section to apprise the public of upcoming time-

sensitive events and deadlines. 

The district is committed to providing public transparency and enhanced communication 

and continually reviews its website form and content for further enhancements. 
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