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Situation Analysis

Scarsdale Village faces challenges in both communicating village news, policies and procedures, and engaging
residents in local initiatives.

There is no integrated, approach to communications, although it relies upon a myriad of public information tools.
Current efforts are decentralized, which often results in inconsistent messaging (Appendix A).

There also is no true “voice” within the community, as interaction is limited to notices, invoices, simple
announcements and formal, structured meetings

e Tradition of communicating with public at BOT meetings hasn’t evolved with changing times (e.g.,
greater transparency/informality, increased use of digital/electronic communication); and,

e Heavy reliance upon third-party coverage (print, digital and social media).

This has resulted in an immediate need to create a respectful, productive conversation within the community,
build awareness of village government activities and better inform residents about the municipal function
itself. Scarsdale’s existing public information program can serve as a foundation for this effort.




Committee Purpose/Charge

On October 13, 2016, the Scarsdale Village Board of Trustees created the Ad-Hoc Committee on Communications to
serve a one-year term, with the following purpose and charge:

Purpose

“To support the successful launch of website/communications platform; strengthen Village communications strategy
and cultivate engagement opportunities with diversity of audiences.”

Charge

L “Review new website content, functionality and user-friendliness, making suggestions for enhancements;

2 Develop a plan to gain community usage, seeking widespread adoption. As ambassadors for the new
communications platform, engage with community groups to both increase awareness and usage of the
website, and to introduce website functionality; and,

3 Drawing on expertise and best practices, provide strategies to improve village communications. Prepare
written recommendations to the Village Board identifying important community segments or audiences, linking
appropriate communication methods and channels to identified segments, and suggesting prioritization of
associated programmatic and investment needs within the context of existing fiscal constraints.”




Goals

While assessing Scarsdale Village’s current efforts, the committee outlined the following goals:

* Improve accessibility of information about village government and relevant issues;

* Improve efficiency/methods of communication, thereby improving appearance of transparency;

e Fill “communications void” and end reliance on third parties (media, resident blogs, etc.) to encourage discourse;

e |dentify residents’ preferred means of obtaining information and understand what they want from government
(aside from required notices);

e Regularly and consistently provide village news and facts, regardless if issues are routine or controversial; engage
residents by communicating BOT and village management views; and,

*  Promote residents’ involvement in issues that affect them daily.
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Progress to Date — Website Functionality

Charge 1: Review and Enhance Website

Because scarsdale.com is Scarsdale Village’s online communications platform, it is critical to continually review
functionality, content, and “look and feel” to provide residents with an efficient, user-friendly, informative resource.

* The committee first assessed the site for basic functionality, content and appearance, and made
recommendations to improve and enhance users’ experience. This included identifying and prioritizing
specific issues, and tracking how/when issues were resolved.

e  Committee members continue to work with village staff to classify and monitor proposed changes and
upgrades to scarsdale.com via the Bugzilla tool. Some problems are straightforward, others are judgment
calls that may be deferred to next major site update. There also is a need to coordinate and reprioritize issues
to be addressed by CivicPlus (bugs vs. small fixes vs. larger fixes that require reprogramming) (Appendix B).

*  Constant monitoring of resident usage is important in making determinations about content and future
improvements.

e As part of its review of scarsdale.com content, functionality and user-friendliness, the committee also
requested a demonstration of CivicPlus. Conversations also were conducted with Civic Plus “power users, to
help identify advanced features or potential issues the vendor has not revealed during system demos. Best
practices from power users can be used to provide strategies to improve Scarsdale communications
(Appendix C).
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Progress to Date — Website Promotion

Charge 2: Increase Website Awareness and Usage

Informing the public of the benefits of the new website and providing assistance in navigation is critical to the success
of scarsdale.com, and provides a foundation for improved interaction between residents and village administration.

e To promote community adoption of the new scarsdale.com, and highlight increased user-friendliness and
functionality, the committee produced a website “tutorial” video in collaboration with the Scarsdale Village and
Cable Commission.

e To support the public rollout of the video, the committee developed 1) a press release, 2) a BOT meeting
committee introduction, and 3) community group screenings (Scarsdale Forum, League of Women Voters, and
Senior Council).

e At the request of the committee, the Scarsdale Public Library offered website tutorials for interested residents.
e The primary goals of the video and related communication efforts were to

e illustrate the usefulness and relevance of the website to residents, village staff and officials; and,

e Promote CivicPlus functionality as an important proactive and reactive tool in healthy, reliable and
measureable municipal function.
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Progress to Date — Communications Strategy

Charge 3: Provide Strategies to Improve Village Communications

In developing recommendations and prioritizing communications strategies, the committee surveyed residents, village
managers and staff, as well as Scarsdale Trustees; conducted research on neighboring municipalities; and, referenced
standard communications principles and tactics.

* InJanuary 2017, Assistant Village Manager Rob Cole polled Scarsdale Village department heads on perceptions
and practices characterizing Scarsdale communications (Appendix D).

e 71.43 percent of respondents believed that enhanced communications of their departments’ functions
would result in improved relationships with residents; and,

e When asked what communication tools not presently used would improve their department’s ability to
communicate with residents, most responded, “Employment of a dedicated staff person” and “Facebook.”

* To obtain residents’ points of view, the committee surveyed the public on their “Engagement with Scarsdale
Government.” Of the 231 respondents, an overwhelming majority supported an email newsletter from local
government; and, a significant minority felt that information provided by the village is too little, or of insufficient
quality. In addition, respondents reported that their top three sources of information were, equally, the Scarsdale
Inquirer, scarsdale10583.com and village email notifications (Appendix E).

*  Through discussions with village trustees and department heads, the committee learned more about internal
processes and noted specific recommendations/action items to improve communications with residents
(Appendix F).
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Progress to Date — Communications Strategy

e The committee worked with the village manager’s office to develop a biweekly e-newsletter, Scarsdale Official
(Appendix G).
e This well-received newsletter provides a consistent, frequent summary of important topics discussed at BOT
meetings, and is formatted for brevity and ease of reading, with links to more information posted to
scarsdale.com; and,

e Distribution is to the village “press release” subscription list, which totals 1,059.

e Scarsdale’s current communications processes were assessed, including its “Communications Matrix” and
“Communications Typography,” and drafted a new Communications “Roadmap” that summarizes communications
procedures in various scenarios (Appendix H).

e To gain feedback from residents and publicize Scarsdale’s efforts to improve the communications with the public,
the committee engaged in various publicity efforts, including drafting press releases, articles and social media
posts) (Appendix 1).

* To develop recommendations, research on other municipalities’ communications programs was conducted, which
covered digital media, staffing and budgets (Appendix J).

e  Scarsdale may very well be the only Westchester town (with similar demographics) without a social media
presence (Port Chester government does not have an official FB page, but its fire and police departments do);

e  Scarsdale is among the majority of municipalities that distribute e-newsletters; and,

* A number of neighboring towns have formal communications functions managed by staff or outside
consultants/vendors.
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Recommendations — Immediate Priorities

The committee makes these recommendations based on its work and successes over the past 12

months, and urges the village to build a formal communications function. Immediate priorities
include:

e Continue to publish/distribute Scarsdale Official.

* Establish a social media policy and utilize (one way) via Facebook, Twitter, etc. to disseminate
information (Appendix K).

e Continue promotion, evaluation and enhancement of scarsdale.com, including direct mail
marketing explaining features such as” NotifyMe.”

* Develop qualitative and quantitative data on the efficacy of all communication vehicles (website,
social media, communication tools with public, etc.) for ongoing assessment.

e Re-evaluate all current communications channels.

14




Recommendations — Short Term Priorities

The following activities require additional preparation and effort, and should be considered once a
formal communications policy is adopted and immediate priorities are addressed.

Digitize “New Resident Packet.”

* Expand content of Scarsdale Official.

* Publicize committee meetings more frequently and efficiently.

* Create online and print brochures to increase interest in serving on boards and councils.

e Renew the work of the Scarsdale Ad Hoc Committee on Communications.

15




Recommendations — Medium Term Priorities

e Create FAQs for relevant village departments.
e Publicize additional department calendars and allow resident syncing.

e Publicize department-specific services that provide convenience but may not be
widely known among residents.

e Revise and/or enhance structure of board of trustees business meetings to allow
for more meaningful dialogue with residents.

e Create a more formal process for documenting community group activities,
information and feedback (e.g., Scarsdale Neighborhood Association meetings).

e Work with Scarsdale Cable Commission Office to create/distribute boards,
councils and department highlight videos.
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Recommendations —Long Term Priorities

The committee has additional ideas that should be considered as Scarsdale continues to build its communications
efforts:

*  Ramp up functionality of scarsdale.com to include
e Digitized applications (including graphics) for meetings to alert residents;
e Transactional features (property inquiry, payments, permit status, etc.);
e RSSfeeds or email alerts — for users needing very specific updates (e.g., meeting dates);
e Specialized access to data, such as water fee prediction, for residents who want to check assessments; and,
e “Infographics” to enable deeper understanding of village trends and metadata.

e Create quarterly newsletter that can be distributed electronically and via mail.

e Ensure that institutional knowledge on communications is retained through key staff turnover by
documenting policies and procedures for future employees.

e  Decentralize social media use by department (e.g., recreation, police, fire, etc.).

e Review current staffing levels to determine if they meet communications needs/goals.

17




Recommendations —Long Term Priorities (cont.)

* Improve media relations
e Foster relationships with editors/reporters in and beyond Scarsdale, and respond to unsolicited inquires in a
timely manner. Routinely monitor what the media and residents say about Scarsdale policies and issues.
Provide official responses;
*  Get ahead of negative stories. Control the narrative by quickly releasing as much information as possible,
along with clear explanations and frank commentary; and,

* Develop press kit that includes general information/history of Scarsdale, demographics, structure of
government, summaries of key village initiatives and achievements, staff bios/photos, etc.

*  Publicize community activities in village communications and coordinate efforts when possible.

e Actively participate in community events to promote government initiatives (e.g., highlight sustainability
efforts during annual Bronx River cleanup); and,

* Install community bulletin boards in select Scarsdale locations and consider producing high-quality signage
for important recurring events/programs.

*  Consider increased community engagement initiatives, such as contests, surveys, youth activities and presence at
community events.

* Develop a Scarsdale Boards and Councils “Round Robin” blog featuring personal accounts to inform potential
volunteers and pierce the “veil” of government.

18




Laying the Groundwork

While focusing on specific needs and action items is helpful, it is important for Scarsdale Village to
establish a strong foundation for future communications efforts and protocols. All messaging should
accurately reflect the village ideology and be consistent in content, look and feel. The committee
urges the village to develop and adopt a formal communications policy that:

e cohesively brands all village communications; an effective publicity plan that defines goals,
outlines specific tactics/programs, and establishes approval processes and protocols;

e executes all messaging activities and monitors effectiveness of initiatives;
e creates a centralized, dedicated management of messaging programs; and,

e supports village management in improving efficiency and meeting organizational goals.
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Measurement

It is important to continually measure the effectiveness of implementing significant communications changes and
programs. This will allow Scarsdale Village to tailor individual efforts to ensure effectiveness, appropriateness and
value.

Stakeholders/audiences need to be assessed before and after implementation.
e Perception and satisfaction often are most critical; surveys of village processes can capture residents’ sentiments.

e For each communications program, devise/review metrics as suitable (e.g., number of subscriptions to e-
newsletter, SEO data for website, social media mentions, resident participation, etc.).

*  Monitor additional measures of communications effectiveness, such as routine phone calls to village departments,
residents’ attendance at meetings, number of issues reported via the website, number of views on cable TV,
number of active village mobile app users, voter turnout, increase in signups for specific programs (RUOK/TIPS411
and Teen Academy, etc.).

e Compare effectiveness of actual and planned communication timeframes/methods (as referenced in Appendix I).

e  Convene/maintain the Ad Hoc Communications Committee to advise, review data, propose initiatives and fine
tune processes.

* Recognize that there will be “failures.” After any unsuccessful initiative, conduct postmortem, update processes
and implement changes.
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Governance

BOT and Scarsdale Village management endorsement, input and approval is necessary in implementing a successful
communications program

e Responsibility for communications should be centralized to assure accuracy, consistency and efficiency.
e Examine legal requirements for existing and new initiatives. Look to best practices to resolve questions.
* Develop a consistent development and review process for new and existing initiatives.

* Once finalized, recommended strategies, approval process, timelines, etc. internal should be distributed to
trustees and senior management.

*  Continually assess effectiveness of communications initiatives and provide regular reporting on status of new and
existing programs.
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Appendix A— Current Communication Tools/Matrix
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Appendix A— Current Communication Tools/Matrix

Communication Matrix

All

Manager

Police

Fire

Treasurer

Parks & Rec

Cable Comm

Snail Mail
Water Bill Inserts

Target Mailings |e.g., landscapers)

Rec Program Brochure (bi-annual)

L.R

Door Knockers

U,R

Annual Waste/Recycling Calendar

Uk

Email
SMAP

UR

Recreation Registration Listserve

U,R

Adult

Elementary

High School

Middle School

Preschoaol

Senlors

Pool Pass Holders

Tennis Pass Holders

Telephone & Text

Regular inbound/outbound calls

Tips-411 (PD crime tips)

UR

Blackboard Connect

f}

Meetings
Public Issue-based Meetings

Villzge Hall Walk-ins

=

Community Groups (Board/Staff)
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Appendix A— Current Communication Tools/Matrix

Manager

Palice

Fire

PW

Treasurer

Parks & Rec

Cable Comm

Press Releases
Scarsdale Inguirer

Scarsdale 10583

Scarsdale Patch

Hamlet Hub

LoHud

Scarsdale Daily Vaice

ol ol f sl [l sl

A3 | @|@m|3| 3

Social Media
Facebook

Twitter Accounts

U,R

Pinterest

Instagram

YoutTube/Vimeo

[ VY Y Ll B

|3 |3 | =

Cable TV
Governmental migs/pub notlces

[

=

Public Access videos/pub notices

U User
R Review/Approval
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Appendix B — Review of scarsaale.com

SITE TECHNICAL

I= site indexing fully automatic, or are you able to weight certain search results?

Are site stats being kept? Of interest include: most-accessed pages, paths through site, search terms, user time
on site, clicks on frst page, referring sites, matrix of days and times most active by page, accessing devices, top
exit pages, how many users establish accounts [conversion rate).

EDITING FUNCTIONALITY FOR SITE

Warks fine, no substantive comments.

SITE LAYOUT AND DESIGN

Front Page

Do you hawe empirical evidence that the new site's front page provides one-click access to a very high
[90-95%) proportion of the destinations /tasks that users sought in the old =ite? ['d recommend focusing the
widgets on these tasks, adding more if necessary. Efficiency on the site can be measured by the proportion of
rezident needs accessed by a single click.

As site stats are pathered, the one-click widgets on the front page should be refreshed to reflect the most often
requested services and information.

The image gallery on the front page is pretty but wasted space. Did you give thought to moving Village
Highlights up, replacing the gallery?

The Connect with Us area is overemphasized. A simple icon would suffice and indeed already is present - in
the multilink widget next to the search box. Place the Connect With Us page in a Highlight Panel?

Menu

The Volunteer panel should not be on the menu drop downs. [t takes too much space and also causes more of
the longer menu items to wrap onto twa lines. Move the Volunteer panel to one of the "Village Highlights".

Departments drop down menu should be multiple columns; it's just one and oo long.

Once the menu iz open, there doesn’t seem to be a way to close it without clicking on 2 menu link, which may
rezult in navigation away from the current page.

Other Pages

The widgets should not be at the bottom of every page. For example, 1 think it's pretty obvious that if someone
came o look at Written Correspondence, they don't need to see a widget for online payments.

The navigation line is not always accurate or is missing middle or category depth. For example, for the
“Sustainability Initiatives & Sustainability Education” page, it shows "Home » News Flash”. That bar should be
something like "Home = Highlights = Sustainability” letting the user click up to the category. At other times,
such as for http:/ fscarsdale.com /190 Board-of-Architectural-Review the navigation line is full and correct.

All external links should open a new browser tab. This includes Pay Parking Ticket. Property Tax, Utility, and
3rd party sites shown on the Community page.

The View All’ link is useless and should be removed from any pages that contain it.
Left side bar / Navigation

There needs to be a fixed rule gowerning use of the red vertical links bar on the left hand side of pages and, if
there is, various links need to be fixed. The Fire Department pages seem to best indicate their use as
consistently presented links within a section. Unfortunately, the Agendas and Minutes pages are not similarly
well-formatted; these all show a link to the Cable TV Stream? Meanwhile, the Written Correspondence page
shows links unrelated to anything in its section. The general rule seems to be. for any page, the left bar should
show links for any pages within its menu section, When there are no subpages in the menu, the left bar should
show all parent pages for the entire menw. An example of the latter rule would be Information Technology,
which has no child pages and so [correctly] links to all other parent pages within the Departments menuw.
Currently, most pages follow this rule, but at least the CAC and Sanitation pages do not - they both have a left
side bar containing subtopics.

Another way to consider this is in tiers. The Scarsdale site has basically 4 tiers of pages [below). Tier 2 pages
should feature other tier 2 pages in their left side bax, and tier 3 pages should show only tier 3 pages. For any
tier 3 page that also has tier 4 pages, those should be displayed as an expanding menu in the left side bar; in
Figure 2, the mocked up "CAC Projects” illustrates this. Note that "CAC Projects” is just a placeholder for the
actual tier 4 pages below.

Boards and Councils Pages

The right column for Board and Council pages should always include a link to "Volunteer to Serve On A
Citizen Board"

Contact Us

As with Departments, all Boards and Councils should have a Contact Us section. Instead of emails, these
should link to forms, as the CAC link now does only the resultant form should be specific to the Board or
Council, not general as it now is.

Content

Community Menu

Community should feature any nonprofit supporting Scarsdale residents, for example, the Scarsdale Forum.
Explore Menu

Explore is being used for the wrong purposes. Indeed, the majority of what it covers already is within Parks
and Recreation, while Community Events iz covered in Community, etc. Rather, Explore is an opportunity to
create better citizens through education and enlightenment with topics such as:

»  Where Your Taxes GoHistory of Scarsdale
» The Non-Partisan System
#  Participating in Civic Life

= Sustainability
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Appendix B —Review of scarsdale.com

» Preparedness and Resiliency
= Culture - concerts and music, etc.
#  SeniorServices

= Multicultural Outreach and Events

Create An Account

[ don’t think having an account is terribly useful at this point other than for very specific purposes. It's just
another thing for users to manage. I therefore recommend it be removed from the top of the site, where it's all
too prominent given the relatively minor return on obtaining an account.

Etc.

The text under Library Renovation is not official; it's the Library Board's. | recommend it be paraphrased, and
[ also recommend that more materials be devoted to it, such as a direct link to the plan and pictures from it -
the consultant’s document itself is ponderous.

The Sustainability landing page from Village Highlights has paragraphs that each start with a question; simply
substitute the question marks for periods.

Some Board and Council pages list all members while others [the CAC) do not; | added the CAC members
myself.

The Sanitation page should have Quick Links to all the flyer sent to residents. For example, the PDF of the
Sanitation recycling list currently is impossible to find.

The Request Tracker logon page does not have header formatting consistent with the rest of the site.

The CAC submenu [see Boards and Councils pages) should move Landscape Guidance and Solar Central to its
submenu,

Service requests are made by "good Samaritans”. Many might be put off by having to create a site login in
order to submit the request. For submitting concerns such as street light outages, tree issues, etc. there should
be an option to submit a concern without having to log in.

TIATIVES

New Resident Welcome

in the Highlights panel; I'd beL.tha: some current residents will be enlightened too.

= Parks
»  (Organizations
= Recycling Info

s  Signup

» Landscape Guidance
*  Permits and Laws: Need to Know

# Local Neighborhood Association

Blog

Start a blog cycling through all senior staff, trustees, boards and councils. It could be updated every 2-3 weeks.
The blog would permit each person their soap box, to talk about achievemnents and concerns, initiatives,
hopes, kudos, you name it. Push the blog automatically to the press, to encourage the development of a
virtupus feedback loop in which the blog’s content= are continually referenced.

Volunteer Requests

Would it be possible to maintain a service that connects the community with pools of volunteers (houses of
worship, voluntary organizations such as Lion Heart and VolunteerNY, etc?]

“Love Your Stuff” (Explore menu)

Provide a resource that guides residents to proper reuse and disposal of items, from Church yard sales to
swaps, from medicine disposal to textile recycling and so on. This is may be the next CAC project and we will
coordinate with the Village on this when ready.

Social Media

We'll have to discuss this more, but [ think social media links for our purposes, at least initially, should be used
strictly as additional channels to deliver messages from the Village that aren't fully delivered via email or that
are less critical than Blackboard Connect. Other aspects of social media are of secondary interest at this point,
particularly given Village governance issues. Anything of general interest can go out equally across all social
media: alerts, road closures, surveys, etc. The purpose of social media should therefore be explained to users
and provided as an option alongside other communication options. It is not sufficient to simply provide a link.
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Appendix B —Review of scarsdale.com

scarsdale.com: Items for Discussion

Largely “stay the course.” Most comments concerned minor issues, often of formatting. For the
committee to explore:

*  How should and can village policy be updated to permit a variety of outside links and content, such as an
explanation of the village non-partisan system?

* Is the Home page optimally designed given current constraints? This includes Calendar, View All,
translation and bread crumbs, and whether the frontispiece image is too dominant. Are we too ‘glitz’ and
insufficiently ‘portal’?

*  Menus: Should the Explore menu be reinstated with more of an educational bent? For example, New
Resident, Senior Citizens, Volunteering, Recycling and Reuse. Can the Services menu items be subsumed
into the other menus? Should the ordering of menus be changed?

* The How Do | menu can continue to benefit from input. Ask the community?

*  Can we expedite the integration of online business services, perhaps starting with arms-length payment
services?
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Appendix B —Review of scarsdale.com

scarsdale.com: Suggested Higher Priorities

Three individuals voted their priorities versus staff priorities. Shown are topics for which
median voted priority significantly varied.

*  Develop social media links

*  Develop a Newcomers page

*  More prominent links to Sign In, How do | and commonly requested features (e.g., a quick link to online
payments up front rather than further down)

*  Make Select a Language more prominent

*  Front and Template Page Layout

Stock photos take up too much of the page

Design seems to struggle between the 'down the page' layout, which is more identified with creative
firms, versus the standard portal layout

Need tighter fonts and less whitespace. Layout needs to be tighter with left to right reading
The logo should be tighter to the left corner — that's where people's eyes go to first

Interior page template is very narrow... should make use of some more of the wider space. Red bars
awkwardly overlap on stock photos and are too wide

Mouse overs shouldn't have ‘ads’ or pictures in them. They distract from the purpose of using them
and make it harder to find things

*  Profile pages: Potential usability issues
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Appendix C - CivicPlus Capabilities

On August 15, 2017, Scarsdale’s CP account manager Jerred McKee performed a remote demo and provided
recommendations for enhancing Scarsdale’s use of the system. Following are items of interest for consideration by
village staff.

CivicPlus Usage, Capabilities and Recommendations

e There were 164K website visits to scarsdale.com this past calendar year, but can't identify number of unique users
in CP reporting. Google Analytics may be used to to identify the number and where traffic is coming from. Easy for
CP to turn on Google analytics, just need approval from Scarsdale. Complicating factor in determining unique
visitors is that each device has its own IP address, so same person could access site with different desktop and
mobile devices. However, data still may be useful. CP reports that, typically, mobile traffic outpaces desktop traffic
across its client base; this is not the case in Scarsdale.

e |tis possible for Scarsdale to post important, time-sensitive news across banner.
*  Scarsdale can use the “Facilities and Reservation” module to permit users to schedule rooms in village hall.
e |tis relatively easy to turn on social media, such as Twitter and Facebook, in CivicSend.

e Consider creating separate calendars for meetings and events.
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Appendix C—CivicPlus Capabilities

CivicPlus Usage, Capabilities and Recommendations (cont.)

Dan Hochvert may be interested in participating in a “Mayor’s Corner” blog, like similar government leaders.

“Newsflash” is the best way to drive traffic to the website; Jerred recommends posting at least once each day
(e.g., 10 ways to avoid mosquitoes). When asked to prioritize CP features that Scarsdale should consider, it would
be to take” Newsflash” to the next level to drive traffic to the website.

Jerred also advises to condense categories in “Newsflash,” and use “Request Tracker” to create general forms for
feedback/general questions (and place at top of webpage as a separate category).

CivicMedia can be used for live streaming of meetings and accept video uploads.

The “Opinion Polls” module is to be “sunsetted” (discontinued), but there are free third-party polling products that
seamlessly integrate with CP.

To further assist in Scarsdale’s efforts, Jerred will 1) email CP colleagues throughout the country for “New
Resident” webpage examples; 2) provide “power user” contacts throughout the country (Plattsburgh, NY, New
Rochelle and Maricopa Valley/ Phoenix); and, 3) send examples of pages highlighting different businesses each
month using the “Resource/Business Directory” module.
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Appendix C - CivicPlus Power User Practices

MARICOPA COUNTY (PHOENIX)

*  One such power user is Maricopa County in Phoenix. Carol Silverman and Barry Meiselman spoke to Karen
Connelley and Chris Johnson from the IT department of Maricopa County on August 29, 2017. Below is a summary
of the conversation with suggestions in bold. It is hoped that a similar conversation can be held with New
Rochelle’s staff, as they also are long time users of the system.

e Maricopa County rolled out CP on Feb 14, 2017 to replace an old site. It since has worked with CP on needed
enhancements

e Found difficulties in publishing news events in “Newsroom.” Initially, the module listed events only in date
order; now Maricopa also may choose alphabetical order; and,

e  Feel that “Notify Me” has search limitations and confusion on how searches occur (on content, title or
metadata? ). CP will roll out changes to address issues.
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Appendix C - CivicPlus Power User Practices

Maricopa County (cont.)

*  Worked with CP on Google Analytics hooks to better track specific items because it is better than CP’s internal
reporting tool. Now collecting great data. Leveraged advanced javascript on page to capture and report back info
to Google Analytics. Google Analytics was not sufficient out of the box; Maricopa gave CP rights to its Google
Analytics to accomplish changes. Suggestion: determine what data is most desired to measure Scarsdale user
activity and work with CP on developing code to capture data through Google Analytics. Ask CP what they did
for Maricopa.

* Included custom development hours in their agreement. Suggestion: on yearly contract renewal, negotiate 5-10
free development hours, or 10 hours at an extremely reduced billing rate.

e  Working with CP on automating process of loading and retrieving thousands of county vendor contracts.
*  Maricopa’s building department uses Accela product for permits, with a link in CP to the Accela system.

*  Working with CP to develop an intranet site for all county employees, with a consistent look and feel, and
containing a robust policies library and comprehensive phone directory. CP has a designated web development
team working with Maricopa. Suggestion: Scarsdale should consider this.
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Appendix C - CivicPlus Power User Practices

Maricopa County (cont.)

e  Other comments include:

e CP has a nice agenda center, but not for larger committees; SIRE product should be used for larger groups;
and,

*  “Form Center” has limitations, including no security encryption around forms, which limits certain
transactions/forms that require health and credit card information.

e #1 driver for traffic to Maricopa site has been “Animal Care and Control/Finding a Pet and Adopting a Pet.”
Parcel/GIS information in top five. Human services and Public Health Items (e.g., death and birth certificates)
another important driver. Building permits, community development, scheduling inspections also high demand
areas, along with public records requests, air quality, regulatory and water department information. Online
requests for GIS data for property tax information (for development companies that purchase aerial photography)
are another high traffic area, along with communications with the assessor.

e  PlO often posted on social media to promote new website, along with conducting a photo campaign and contest.
Maricopa still relies heavily on social media. Suggestion: start using social media for site promotion and ongoing
communications.
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Appendix C — CivicPlus Power User Practices

Maricopa County (cont.)

. Maricopa has developed a consistent look and feel for its site, including guidelines on unified theme; colors, image sizes, logo
and fonts. There is a publishing owner in each of 50 departments who add content to the site; only exceptions are infrequent
home page change requests that must come through the PIO. Suggestion: consider decentralizing content additions to site
by each department once standards are developed.

. Ms. Connelley is one of six members of CP’s customer advisory board, which pretty much qualifies this client as a super user.
Suggestion: Chris O’Brien and/or Rob Cole should be active in the CP user group, peruse user blogs to pose questions to
experienced users. and gain insight on system functionality.

New Rochelle

. New Rochelle is working through the second redesign of its site, and another update is planned for the first quarter of 2018.
The new site will have an edgier look to complement New Rochelle’s new branding program. The administration is looking to
create a more vibrant, exciting look and feel, and will review navigation, drop downs content (videos) and other core
elements. The hope is to reflect New Rochelle’s revamped brand/image, and continue to attract new developers and
business to the city. Suggestion: check if scarsdale.com design is consistent with other village communications, and/or
modify other communications materials as needed.

. New Rochelle views its website as both a resource for residents and staff, and a marketing/communications tool in business
development/promotion. However, local government uses Facebook and Twitter as primary means of communicating with
the public, not the website. It has a social media policy that is under review and being revised as needed. Suggestion:
Scarsdale should implement a social media policy allowing for quicker communications.
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Appendix C — CivicPlus Power User Practices

New Rochelle (cont.)

Administration is putting a lot of effort into building up intranet capabilities for employee use, to include features
such as a document center, photo and video gallery, MS tutorials, administrative regulations and department
information.

Most website content for New Rochelle is not managed/administered centrally; 11 departments create/post their
own content within relevant sections of site. In fact, the police department has its own subsite with a different
look and feel. General information, such as items for Newsflash, is centralized. Department pages are positioned
based on preferences of staff who interact with public.

New Rochelle communications staff notes that many municipalities are designing sites for mobile access first, then
desktop view. With this in mind, it is important to optimize appearance for mobile users by reviewing how new
items affect mobile view and ensuring consistency in web elements (e.g., “highlights” should have a uniform
height to optimize appearance for mobile users).
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Appendix D—Department Head Survey on Communications

Q3: Do you believe that enhanced communication of your
department’s functions/activities would result in improved
relationships?

37




Appendix D—Department Head Survey on Communications

Q1: Tools Staff Use to Communicate with the Public

n=14}

Twltte
Telephone
12%
Uther

Mingling at Speclal Events

Ermail: Routine
Correspondence
13%

Email: Listserve lemall blasts)

Facebook
1%

Mailings: Letters
11%

Mailings: Village Bill Inserts
5%

Meetings: Attending Regular
Community Organization/Group
Meetings

Meetings: In-Office
10%

Meetings: On-5ite in
the Enmmu nity

Meetings: Village Hall
11%

Meetlhus Invited Public
Speaking Engagements
B%
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Appendix D—Department Head Survey on Communications

Q8: Village Communications Efforts
Staff Perceptions of Resident Ratings

Very Good: Accessible (n=14) Not Sure What Residents
When/How | Want Think of Qur Efforts
29% ) I‘ 2B%

\\ {
\_“_
Good: Can Find Info | Need —_—
I6%

OK: Good 'nuf for Gov Work

7%
B Absolutely Abysmal: They're Clueless! @ Terrible: Staff Not Responsive

O Not Very Good: Must Ask for Help O Meh: They Seem to Try

O Not Sure What Residents Think of Our Efforts 0O OK: Good "nuf for Gov Work

O Good: Can Find Info | Need O Very Good: Accessible When/How | Want

B Stellar: They're the Best !
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Appendix E—Resident Survey on Engagement with
Scarsdale Government

Q3: In the past 3 years, have you participated in a Village Government
Board, Council, Committee, or Neighborhood Association?
Answered: 227 Skipped: 4

Q4: Rate the QUALITY of information you receive from Village

I S

Angwaned: 227  Skipped: 4
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Appendix E—Resident Survey on Engagement with Scarsdale
Government

Q5: Rate the QUANTITY of information you receive from Village
government

Argwered: 222 Skippad: 9

C
Q6: Do you believe there is adequate opportunity for residents'

input in major Village decisions?

Answered: 215 Skippad: 16
! : _
o _
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Appendix E —Resident Survey on Engagement with Scarsdale
Government

Q7: What are your top 5 sources for information?

Angvenrad; 230 Sipped 1

Scarsdale
Ingquirer

Scarsdalel0583.
com

Village
website...

Q8: Would you subscribe to an emailed summary of Village news,
calendar and highlights?

Angwamnd: 220 Skipped: 3

Facebook

Village email
notification...

Village bill
inserts (wat...

Neighborhood
associations

Village Board
meetings

Telephone with
staff

Scarsdale Forum

League of
Woman Voters

Scarsdale
Cable TV and...

MNeighbors and
friends

Other (please
specify)

0%  10% 20% 30% 40% 50% B0%, TO%a 80%: 90% 100% 42




Appendix F — Takeaways from Interviews with Trustees and

Village Staff

Recommendations

Category

Priority/Value

Effort/Cost

Create flyer(s) to include in water bill mailings to
promote “Notify Me” and other important village
services

Content Creation/Distribution

High

Low

Develop guidelines/criteria for what information is
distributed to public, means, frequency and priority
(e.g., emergencies, construction, seasonal
reminders)

Policy

Medium

Medium

Publicize committee meetings more frequently and
consistently

Meetings

Medium

Low

Create print/online brochure about village boards
and councils to publicize activity and engage
potential volunteers

Content Creation/Distribution

Medium

Medium

Encourage departments to communicate via social
media (see fire department FB page/ police
department Twitter page) OK if done via VMO

Policy

Medium

Medium

When scheduling monthly meetings with trustees,
include experts and department heads to discuss
specific topics and allow residents to raise related
concerns

Meetings

Medium

Medium
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Appendix F — Takeaways from Interviews with Trustees and

Village Staff

Recommendations

Category

Priority/Value

Effort/Cost

Create an opportunity for residents to have better
understanding of the BOT’s decision making process
(e.g., host monthly “meet and greets” which will
allow public to voice concerns)

Meetings

High

Medium

Create print/online FAQ documents for all
departments to improve communication and
efficiency, as well as reduce wasted staff time (e.g.,
“top 5 errors” for tradesmen, “permit conditions
sheet” for residents)

Content Creation/Distribution

High

High

Draft social media policy that allows for one-way
dissemination of information

Policy

High

Medium

Use Notify Me and social media, in addition to third
parties, to regularly inform residents of news and
important developments (e.g., police activity, road
closures, etc.)

Communications Channels

High

Low

Link more information to Scarsdale Official, so
residents who want more information are able to
access it easily

Content Creation/Distribution

High

Low

Assess robocall capabilities and usage to improve
efficiency

Communications Channels

High

Low
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Appendix F — Takeaways from Interviews with Trustees and

Village Staff

Recommendations Category Priority/Value Effort/Cost
Publicize village department calendars and expand Communications Channels Medium Medium
the number of departments that participate (e.g.,

sanitation calendar), perhaps, via Burbio

Document policies, procedures and anecdotal Policy/Administration Medium High
information related to day-to-day village hall

functions to provide “roadmap” for new and future

staff

Create more formal process for documentation and Meetings Medium Medium
proactive follow up for neighborhood association

meetings (e.g., via shared Google document)

Broadcast additional village meetings while being Meetings Medium Medium
cognizant of possible negative impact on frank/open

discussion

Publicize R-U-OK, TIPS 411, Teen Academy and Communications Channels Medium Low
similar services

Create quarterly newsletter to include in water bill Content Creation/Distribution Medium Medium
mailing to reach residents who prefer “snail mail”

Create informational videos on various village Content Creation/Distribution | Low High
departments

Hire/allocate staff to maintain department calendars, | Staffing Low High

FAQs, etc. and answer related resident questions
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Appendix G — Scarsdale Official

5 OF By

S Tl ¥y
= = i
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— Est. 1701

Scarsdale Ofticial

VILLAGE NEWS AND INFORMATION

August 23, 2017

And the Survey Says . . . High-Rise??
Ewer think, " #inw, [ should have said something when T had the
chanee?™ Could the Fraghtaay Site become & modemn high
rise, of perhaps an owtdoor concert venue — how about both?
Ma? Well, new is your chancs to weigh-in on the Sie's futare!
Cammplete the Freightway Sorvey, which will orly he availablz
until mid-Seplember, Also, consider joaning tbe Fraighbaay
Saeering Comanittes & the planning tearm for & walking touar at
ithver BD0 AM or 9:30 AM on Tieesday, Semtember 12th

REVF using freightwaystody/E scarsdale. com

Like and Follow Scarsdale Fire

Check il oul: The Scarsdale Fire Depariment is now om Face-
boak and 1astapeam| Please skow them some Move? with a Liks
an their Facebook pape, EScarsdalzFire, and a Follow on their
Instagram, (@ ScarsdnleFireDepartment. *We hape to educate
our reaidinls om Baow 1o sty sl sod what to do = an eanes-
pency, as well as provide a public window inso the Fire Depar-
ment's daily activities,” relased Chief Jim Sevmour, Hers at
Sewrsdole (fficinl, we've already lnken a peak and the Fire De
parienend deserves two eathussastic tusnbs up!

Seeing the Forest Through the Trees

The Villape of Scarsdale Comservation Advisory Coaneil, in

collahoration with staff and Friends of Scaredale Parks, has un-

dertaken a review af cur local tree lra. Follewing isssance of

thear 2013 Inits] Bepar and subseguent updabes in 2014 and

20135, propoesd modificstions to the Villags Code have been ad-

vanced and will he reviewed and discussed at a Joint Mesting

aof the Village Boant's Law smd Sustsinability Comamiltess on 46




Appendix H - Current Communications Typography

Communications Typology

Type 15 Examples

Criical/Emarganoy H ) iedium | u }
{Policy 308! ign Urgency edium Urgency Low Urgency
Small Geography Type 15 Type 25 Type 35 Type 45
Wi Geograpiny Type 1M Type 2M Type 3M Type aM
Large Gnagragty Type 1L Type 2L Type 3L Type 4L
* Wildcards, such as scheduled versus unscheduled events, 2 read detour impacting transit station
access rather than & snall reighborbood, ebe,, may couse escalaticn fram ors Type o the rext,
rgher urgency a1 staft discretinr
Defining Charateristics
Thirk true emergency oulifping for Blackboard Connect under Palicy 308; e safety mey be at
HLEIE TR rigk, near-terr ar iremediate rosidant stian regaind, uslolding inciden,
High U Third Impartant community rews not gualifying as true emergency; commurdty conkrowersy
N Vrgency crcsent o Tly, pabential need for resident acton.
Thirk important community resws being delivered ahead of time; may or may ot be community
Midium Urgarcy i M
controversey, potentisl reed far plarnedfscheduled resident action
Trirk public education ard “hald the dete” ibems; rowtine in natume and do mat reguire immesdate
Lovar Urgamcy
risitent actian.

Public Safaty Incident
Mandatory Evacuation
Major Crime Incident Unfolding
Hazardows Material Event
Natural Gas Leak
Storm Impact |wind, rain, snow/ice, flooding, ete.)

Public Works Incident
Brakes Water Main with Bail Oeder
Downed Wire
Extended Utility Outage

Special Event
Ewacuation Order - Weather or Other

Type 1M Examples

Public Safety Incident
Mandatory Evacuation
Majer Crime Incident Linfolding
Hazardous Material Event
Natwral Gas Leak
Starm Impact [wind, rain, snow/ice, flooding, etc.)

Public Works Incident
Broken Water Main with Boll Order
Donwned Wires
Extended Utility Outages

Special Event
Ewacuation Order - Weather ar Other
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Appendix H - Current Communications Typography

Type 1L Examp! Type 35 Examples
L les Type ZM Examplas
Pubilic Safuty Incident public Safesy | Public Safety Matter
3 &y 2 whlls ¥ i TraHic Safety Study Rasults, Nelghbarand
:I;“dm E"'E'“‘ “"r':'“ aradlan High prafibe Crima Wcidens, Sa imemedats Fublic Rise - ¥ i
*r' “B_w R Pluliple vehcle accident, afenal by ibeat

Majar Crimi imcdent Lnfaking Crime pattern Public Warks Marter
Hazarndas Mt erial Evers R — Lrame Berkley Fond Dredging
Metural as Lesk ' Temporary Pardng Restricbons

Public Facility Sosurn: Erargency
Eraren Imgact [wind, rain, sroraficn, Toadierg, #)
Lirgge Sboue

Seheduled sireet paeing, fasd delcs

Public Works |55
Ecnedule road work, neghborhood acoess ssue

Ernkes watnr maln with proparmy damags, many horesfbusinassis
Unsckeduled stree work, with areral imgacts

Lucal Aimber Alert . S
el fmaer A Unzcheduled street paving. road cetours in medium 2rea ial Event
Fliming Bwnt |mrio i shaw]

ife D | e

Paibili Wharks Inzidant

Brakin Water Main with Beil Srder Programs and Services

i Unscheduled Parks & Rec Fleld & Faoiity Closue Comenunity Concam
Leramed Wires Fublic fadlity dosures: Schedulsd
Lsterded LHilay Outages
Widns e ar Senrs Sheem Darea geFlaadiog
Special Lvent Type 2L Exarnples

Leacuztion QOrcer - Weather ar Other

¢ 3M Examples

Public Safety Issue

High profile crime incidert Public Safety Matter
FAubigile vehche aceldant, Brans Rives ParkasyHutch Tratic Safety Sudy Results, arterdal
Type 25 Examples Emergency Parking Restrictioes
Widesoread poser oulaps Public Warks Matter
puiblic Safety |sus Signficant foadirg, natimpactiog ife or praperty Ternparary Farking Rastrictions
Hgh orefle Crime Inckders, Wo Immeciate Publc Risk Mubistary o Commerical Fine scheduled street paving, roed detours
Hause Fre Fedestdanvehkcke Fatalty
Wultpl e wehick: accldent, inside nelghborhood Transit accicent Special Event
Lrme patken Brons Fives Paskasay Cesire: Ueglannied foad Hace [15K]
partial Home Collapes Stoem Impact fwind, rain, soowdioe, g Alderman Foundation Walk
Localized Aooding’wind camage . iz n* Blade
Fublic Works |smee
Puhilic Warks lssue LUbrary Capital Project Updates
Hroken water mizin with property damage, few homes/businesses Snow Lvent - Major (11 ar Mare) "
Unscheduled street work, with neighborhood chosure ‘Water restrictions Type 3L Examples
Unischieduied stroet pasing, oz dotaurs In imited ana Unseledul pd stroet work, with areral inpacts during rush haur
Linsckeduled stram pidng, rosd detaurs in madiim ares during rash Faar Public Safety Matter
Programs and Services Police Arrest on Fraudulent &1 Charges
Unscheduled Parks & Rec Fleid B Facllsy Closurs Spacial Evant Tralic Satety Inftathe
Last mrwte specal event cancellation onfirmed rabid animal
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Appendix H - Current Communications Typography

Commmunity Concern
Major devalopment site updates, a.g., Waser
ater Blling Credits
Resvaluatan controsersey
Hegualtary actions, e.g., equalization rate, Tier N water natice
Fublic FaclTy closunes: Non-sehadulied
Grioup Faclity Placement

Type 45 Examples

Puiblic Works Information
Scheduled street work, road remains open
Scheduled straet paving, roed detours
Schinduled stroet work, with neghborbood dosure
Urnscheduled street work, road remaons open
Unscheduled street paving, road detours

Spacial Event
Neghborhood Special Event

Community Concern
Searedale Parks Concern, e, Youth a1 Night, Do Walking, ete
Neghood TrafficParking lssues

Type 4M Examples

Pudblic Works Information
Schedubed street paving, rosd detours
Schieduled street werk, with neghborbood dosure
Schedubsd street work, road remains ope=n
Scheduled street work, road remaine open
Unscheduled streel wirk, road remani open
Unscheduled strees paving, road detours
Urnscheduled street work, roed remaons open

Special Cvent
Car Shand in Town Cenber

Type 4L Examples

Public Safety Information
eweryday crime statistics
Crime Prevention Tips
Ped Satety Campaign

Pullic Works Infermation
Scheduled street wark, road remains apen
Jdracheduled ctreet work, road rermains open
Leaf Pick-Up Schedule
Refuse Schedule

Special Event
Celebrating an Annlversary, &g, 5arsdale Sestercentennial
firework Information/dth af luly
Scout Gowernmant Day
fnnawncing Proclomations
Speaker 5t Library

PSA, General News and Deadlines
Holiday Garbage Schedule
Project valunteer opaortunities, eg., Secor Meadow
Heliday office closure
Crime Tips
Emargency prepareciness Foe,
Publlic aducatian, a.p., invaiive [Dfcantrol, native plartings, water corderyation
Wpacy s Statement on Scarsdale Bond Rating
tafe Halloween
Fantas Mallbox
Srarsdale Art Assooation Show in Chase Park
T Hours Holiday Parking
Village-Involded Charity Drives: Food Drive/Fill the Boat/Toys for Tots, etc,
Motable gifts to Village
Partles in tha Parks
‘Westchestar Mobile Pasipart Oifice [Downibcwn)
Grant Awarded te Scarsdale
wiecting Matioes
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Appendix H—Proposed Communications “Roadmap”

VILLAGE OF SCARSDALE COMMUNICATIONS MATRIX
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Taciity dleaures]

Lol Mess Wied 3

permPingl: Wilage
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Woedia imtery wwi

Vimgs Sl
Frasmace

Mame; Nature of From -} formation Frequency Farmat Means of Timing
Communicsticrs Source Delivery
| MIGH URSENCY
EVERTS
A. Public Safeiy lnue Wilage Aeakdents, Wil Wary ‘With Esch A3 Rleeded Briwd, Faoae Celb Within1-2
|e-g-, Wigh-prafie Mgy Commenky Groups  Scenarino |r.g., Fncw® Hzurs o
crime inddars with OMoe mad hannrnum wiliaga rin®, aollce Aanzuscerrart TocetE-Wall Inciders
el brarre R ane palic el alily depaitrei, iee hariad e, TEmL Akt
rig, basce Ting, Impacted, departmen arad b rax
mukpk vehkle Folowed 3y Cantilsan. six.| rotticationa Sodal Medm
sccider, partial Matficriana Ta &l PFaxiu
bealiding eoiln Al mforestlar Te Heies 1:0
lacalzed B, Fire aail Bt Webiile
Macdiegd sieen ket Frak Raraera)Aberis
damagx] Mesparders Hetxw 2: Evtendud

Presi Beheapsi 1o
Lecal Camischa

ln-Brmon
Lammuncabien:
i el Qe-gin

50




Appendix H - Proposed Communications “Roadmap
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Appendix H - Proposed Communications “Roadmap”
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Appendix | — Press Releases/Med
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Appendix |- Press Releases/Media Coverage

Scarsdale Village Working to Improve Communications

SHCLIT T EIT 5=

Az many readers may
wnow, Searsdale Vilaga
gowemmaent reocanthy
munched a rew, more
usar-riardy varaion of it
wobshn, scarscale com
which has proven o be an
apaky, mera functicnsl
mears of conducting
business onine

The revamped site i aso
the first slep in Scaredala’s
riiathen 1o improer
sommurications arc buid
8 belnar dialogue wiln the
nubdic. Shampioning this
effart i the Ad Hoc
Commitiaa on
Sommunications. led by Trestes Jane Waron, whicn is charged with identifyng apportunities ta
snharce village imeraction wib residents. MMenbers wans ssheched for e experience and
axpartisg in partinanl aubjacts such a8 public relslone. irdoraton Teehnology and
nmignborhood outreach, and for their collnctiee dversity. Thoy include Justin Anest, Lao
Fizchman, Dama Groerbery, Laura Haligan, Joste Hamil, ML Padran, Bary Meissiman, Scolt
Rempaia, Andrew Bareysky Canol Sllverman, and llasons, Viksgs Trustes Debonsh Pekanss
and Deouty Vilage Manager, Robert Cale

Fermec in Oeicker 2016, the committan quickdy complrtee (s fist mandabe - mviesing. refining
and intraducing the revised websia, The previous sile, developesd yeans ago, lacked
tunzionallty and wean't responsive o ha myriad of mebike devices L=ed foday. Acconding o
Coln, *Tha sike's arganizabion, anpearance, significargy improved funchonaliy, new engagement
taaks, and richer, more advanced el SMS functions al are major mprowermanls over e old
WErE O,

Scarsdale Moms

Trustee Jane Veron introduces Ad Hoc
Communications Committee.

O

I o Moms

Scarsdale's Board of Trustees’' Ad Hoc Committee on
Communications is soliciting opinions_.See more

Engagement With Scarsdale Government Survey

¥

Such a fun opportunity that was devised by the
Village's ad hot Communications...See more

SurvayMonkey

Scarsdale Moms

Scarsdale, NY

O
Qa_ Scarsdale Moms

Thank you Joanne Wallenstein for the great write up
sbout everything the Village is doing to...See more

Scarsdale Village Working to Improve
Communications
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Appendix J—Westchester Municipalities’ Digital Comms Programs

Armonk
(North Castle)

Bedford

Bronxville

Chappaqua
(New Castle)

Greenwich

Larchmont

Population

Website
E-News

Facebook

Twitter

Community
Calendar

E-Commerce
Services

Additional
Comms

1201 Households
4330 Residents

Yes

Yes

Yes

Yes

No

No

No

6326 Households
17906 Residents

Yes

Yes

Yes

No

Yes

Yes

Yes

(monthly “Supervisor’s

Report)

2430 Households
6407 Residents

Yes

No

No

No

No

Yes

Yes
(monthly “Mayor’s
Column”)

6037 Households
18100 Residents

Yes

Yes

Yes

Yes

Yes

Yes

No

22083 Households

62359 Residents

Yes

Yes

Yes

Yes

Yes

No

No

2215 Households
6118 Residents

Yes

No

Yes

No

Yes

No

No
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Appendix J—Westchester Municipalities’ Digital Comms Programs

Mamaroneck

New Canaan

New Rochelle

Port Chester

Rye

SCARSDALE

Population

Website
E-News

Facebook

Twitter
Community
Calendar

E-Commerce
Services

Additional
Comms

7175 Households
19356 Residents

Yes

Yes

Yes

Yes

No

No

No

7551 Households

20280 Residents

Yes

No

Yes

Yes

Yes

No

No

28279 Households

79557 Residents

Yes

Yes

Yes

Yes

Yes

No

No

9082 Households
29524 Residents

Yes

No

Yes

No

No

No

No

5559 Households

16000 Residents

Yes

Yes

No

No

Yes

No

No

5657 Households
17909 Residents

Yes

Yes

No

No

No

No

No

o6




Appendix J-Westchester Municipalities Communications

Staffing/Budgets

Armonk
(North Castle)

Bedford

Bronxville

Chappaqua
(New Castle)

Greenwich

Larchmont

Staffing

Budget

Dedicated “Public
Information”
function,
managed by part-
time staff and
outside consultant

2017 budget is
$72K, with $50K
allocated for
“Consultant Fees”

Communications
administered by
existing staff;
“information”
contact is FTE
(S55K salary)

“General
Management
Support”
allocation of
$62K, some of
which may cover
communications

Communications
appears to be
managed by
village clerk’s
office

2017 budget is
$25K, including
S6K for
“Advertising,”
$7.3K for
“Website/E-
Bulletin” and
$12.3K for
“Consultant Fees”

Communications
appears to
managed by
supervisor and
clerk’s offices,
under “Special
Events,” “Special
Projects” and
“Professional
Services”

Budget lists S10K
for “Special
Events,” $25K for
“Special Projects,”
S3K for “Chamb of
Comm Support,”
S6K for “Printing
Town Info.” and
S12K for “Prof.
Services”

No
obvious/specific
communications
line items in
budget

Allocates
hundreds of
thousands for
various,
unspecified
“Professional
Services”

Budget includes
unspecified
consultant/contra
ct fees in various
departments

n/a

of




Appendix J—Westchester Municipalities Communications

Staffing/Budgets

Mamaroneck New Canaan New Rochelle Port Chester Rye SCARSDALE
Staffing Employs a No Dedicated “Public Village manager’s Communications No dedicated staff
communications communications Information Office”  office is responsible  activities or function
consultant allocations/staffing  thatincludes CTV, for all “Public coordinated by
listed in budget and is supervised Relations” activities  village manager’s
by communications office
and marketing
manager
Budget Budget lists $48K for n/a 2017 budget is One additional FTE One additional FTE n/a

”

“Consultant Services
in “General Fund”

$286K, $133K of
which is manager’s
salary, with $70K
allocated for
“Contracted
Services”

has been budgeted
for 2017-18

has been budgeted
for 2017-18
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Appendix J—Westchester Municipalities Communications
Staffing/Budgets

PUBLIC INFORMATION

MISSION

FHE ISR OF THE PLELILT

WERAATTON GEFICE IF T DEVELOP AND MAINTAIN AN EFFECTTVE, (NGOG
COMMUNICATION EFFOR AT PORTRATS THE CITY IN A POSITTVE MANNER FHE QFFICE RRITES ANOD
DFSTRIBUTEE FEERS BELEASES: WRITESR, EDITE, APPROVES AND DEVELOFTCONTENT FOR THE CITY'S WERSITE:
ACTE A CONEULTANT T IN FREOUEE DEPARTHENTS BEGARDING MARKETING, ADVERTIRING AND PUBLIC
TNFOIRALATION STRATRGIES, AN WATNTAING A WORRING BELATIONSEIE WITH ALL FOR WS OF MEINA, THESE
EFFORTE ALY INFOLFE MANAGEMENT OF THE CIVY S CABLE TELEVISNON ACTIVITIES, INCLUING 1S
EELATIONSINT WITH THE FREANCHISE FEGVIDER AND THE BRCGADCAST OF PUBLIC ANNOUNCEMENTS, PLBLIC
MEETINGS, COMMUNTY EVENTS AND FUSLIC SERFICE SHOWS.

i ACCOMPLISHWENTS

in-itve with rederigred City webeiie and subsite for NRPD.

Erpanded sociel media preseace [YouTube and fnsiagram).

Cragred comprahensive Cammunin Fven colendar,

Pravided graphic destgn sevaces for posters, flyvers and banners,

Lawnched “"Neale Conmect " spbecrindion camoaign.

Fingiize sound upgrade, begin lehiing uperade s pebdic meering rooms thrapgh PEG

LR R

2017 OBJECTIVES

Expand e-and print publications,

Expand vides services

Finglize production Hpkiing e Council Conforemcs Room ard Chambers,
Lipgrade equipment ta HI.

Lipgrade plavont capabilities.

LA A U

New Rochelle

Public Information Office Summary

2017 Budget

QUTPLUT MEANURES

e

ITEM
Cenarmment pubiicanons
Ciabife anleintrlow progeams prodced by ineed poeessos
Laabie ainirow programs produced by outide produeers
Cuhie dlavivion sl meages proskeced kv oo geesrmmenit

Tefearmuiion Bty

2015
ACTLAL

e

an
435
a0

F
ESTIMATE

2017
ALBGET
L
180
&l
400

FHED




Appendix K-Why Social Media?

At 8:36pm on November 2, 2016, a resident posted to Scarsdale Moms Facebook page: “Did anyone get an unusually

high water bill from Scarsdale? Did rates go up? Ours was gigantic and not sure why.” By November 10, there were 85
responses to this and two related articles on scarsdale10583.com, culminating with Village Manager Steve Pappalardo
announcing that approximately 1,600 residents had been overcharged for water.

This example is one of thousands of questions about local policy addressed via social media. To increase use of
scarsdale.com and improve overall communications, Scarsdale Village should maintain a Facebook page (not
“group”) to redirect inquiries to the appropriate source(s), and keep residents abreast of news and emergencies.

*  Social media engagement supports existing public engagement, it does not replace it. Any social media strategy
should be carefully planned to support the goals of good governance with regard to public engagement.

* Legal considerations are important in creating social media policy, but not an impediment. Countless
municipalities have successfully established an effective social media presence and engagement while
appropriately conforming with legal requirements/concerns.

e Social media presence should be limited the dissemination of information (e.g., one-way communication).

e Scarsdale Village should publish a clear statement laying out how social media supports its alignment with the
value of public engagement (see “What is Public Engagement & Why Should | Do It,” which follows)

*  Out of 10 nearby municipalities of similar size (Armonk, Bedford, Bronxville, Chappaqua, Larchmont, New
Rochelle, Greenwich, Mamaroneck, New Canaan, Port Chester and Rye) Scarsdale is the ONLY municipality that
does not have an official Facebook page. Many neighboring municipalities have multiple Facebook pages for
Conservation, Clerk, Fire and Police Departments, Recreation and Chambers of Commerce.
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‘ﬂ_ Scarsdale Moms

Did anyone get an unusually high water bill from Scarsdale? Did rates go

Appendix K—-Why Social Media?

Hamlet Hub/Scarsdale Moms Facebook Group
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Appendix K—-Why Social Media?

Tets Castle Conmuiay elews letter 11,/8,/716
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Appendix K—-Why Social Media?

What is Public
Engagement?

Thara ana many s Mel descibe tha

irtvateamant of e public in chic and polical

life. Wha offar one pal of leeme and defindiona
wa're BUPE: th

dafirtions am the bast or moss complebe -

or aven that mest peapie would agrea wih

them - bul b = we thind mportant fo
drarw digtinctions smong the vakous w
pRopk can bacome mvohved, This s
Important becausse understanding thass
ditferences wil heip Incal officats “fit” the
besl approach (or appraachas) i the E=ue,
policy or controversy ol hand. The exict
tarms and definitions ame less important than
eecngnizing that thess delincSons axed.

IMSTITUTE ros

B LOCAL GOVERNMENT

is Public Engagement?

CIVIC ENGAGEMENT

Trig m an sstmmsly srcad laom thatl ndudes s
M WaIys tiat mesicens imolve hemseees n
the cavic: g pobtcs | of Per communty, |
CRoOmpasses volmeenng 2s a ol Lite
Leagus oach, atisnd ng neghborhood o

oo muniy wide meoangs, helping to build a
communiy payground, fining 8 oly or counts
claan-up afior, henoming & mamizar of a
eupzhipihiod waalch croaip of ool convmieion
and much more

FUBLIC INFORMATIOMAQUTREACH

Thas kined ol pmaks b wngrge—anl is
chosrier i by ana-any kel govsmimant
cormmunicalcn %o resEdents b nlam tem
b a publie problem, ks o pol oy
matier

Examplag oull incude @ weheils aics
ckerising the agencys cimant Eudgal
Aluabin; @ maEiing o meighbofsed resdens
zbout a panred fousing comoles; o a
oreserlwion by 8 el decanment ks
community group aboul susstandacd housing
o "o Ty padizias

PUBLIC
PARTICIPATIONDELIBERATION

Trie frrm of puisie engagasant rafars 1 hasa
processas thrugh woich parizipants ke
“wm i loemralion oo the g sl hend aed
freugn dscusson and del beron jonty
oo o sgnee on dass e
recommendaions nienced o nform the
canisiong of ool officials

Examplas incfiita comm ey comsasations fral
provicke mlarmabon on e budyet ardd e malgel
eitaasa and ask padsimint o dace
communly prioiies, cor otk real rede-ofs, anc
crat: thedr ool eothe recome encat ons; or T
ceveinpren: of a represeniatres goop of
e ik b i dvaw o omemanity it and
Aucijenl asmer ks ol s e s garacdl ia
pdata

2

PUBLIC ENGAGEMENT

This s g gamgeal B e g using N ded
range of methods fhreugh which members of the
P i becorme mong in‘on el sboul gndior
irfucnce publo decisions. Given our work 1o
suppoe good pub sreatveenl n Caifues, we
ane espenially fonusnd on hos incal offolais uso
putiiic imschaement pracioes fo nelp mom
reskierls and haln guica the pol oy decicions ard
aehang o eanl gov masi

PUBLIC CONSULTATION

Thiz o ol pubhc engsgamen] guremlly mokoges
W ElnaR e ol ol st B e At
wiews or mcummendal e of resicents soou
pobk actiors and dectsions, and whore e s
penerally itbe or no discusson o add sddiborl
Imowiatan and nskoh and premols an exchange:
of viswimiels,

Expg es inchude ypasl public hesings and
oouncd or beand comment perods, as well as
rasicen| surveys and polls. & public meeting (el
s maihy 1ximad cn saking F “rew” ndeadusl
nnn e A% memEandalion s aholl huogat
rascmmandalions would 9t n fnis category.

SUSTAIMED PUBLIC PROBLEM

SOLVING

This Torm of pusdis angagament Iypizaly rakes
placa through e work of place-hased
pommillaes of [psk foreas, olles wils muli-
secior memoership, that ceer an extended
peried of bme scdme public prodlams Hheough
collzboralme planring. Imole—entaton,
marharing andier assassranl.
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Appendix K- Why Social Media?

Engage the Public?

ER IDENTIFICATION OF THE FUBLIC'S WALUES, IDEAS AND
ECOMMENDATICNS

Elactons hatp ity votor ratarencess and comruricalion wih indd.al consihuants secde Sddiind
it Hirwenes e oflan remen o

Wi Thia
=] Mmc'ﬂl v e thia casa for nasideris o r.ewml'mt. that [aee 1n parti pass less TRouandy of s 6n s
P’ or pon views don't help soive fhe prodlem al hand, Good puslc engagemen can provides mone
nusneced B iecine Vi ooul an sus by B oroader apecirum of resdenls

i, IMED RESIDENTS - ABCUT IS5 S AND ABRQUT LOCAL AGENC
Mo | e idenis oo ot reguiary ol ow ocal policy matdiers cansfully. Yihie a relatvely sTal number do,
Ml community memizens 2ne no famibas, for instanee, with e ins and ows of o om@l agercy budgel o
bucgul process, or knowlsdyesble sooul plenning for 3 new gereml plar, ogen space e o sforeoke
housing. Good publc ergagement can present aoportusies for reskcemts 1o befer urderstand an issue and
s impacts and 1o see loci agency chalknges o5 el chalienges as wel.

ROVED LOCAL AGENCY DECISION - MAKING AND ACTIONS,

WITH BETTER IMPACTS AND OUTCOMES

Members ol the pubdc haes infomation about 17 community’s isory and nesds. They alse have a
wense ol the kind of pace whene ey and e famies secl b e They cin st e e spoes and res
itdese |l snrich vk s placnicg o gz ) cincen hem, This knd of anordecigy, syl
aporopriztety Inlo | ncal decksion maklng, nelos cnsure that publc cecksions ane optimal for e
communty and best 1t cumenl conciions ard needs.

MORE COMMUNITY BUY-IN ANMD SUPPDORT, WITH LESS CONTENTIOUSNESS
Pusie snggarreni B remdesly gnd clhers can gunsesiy o auppord bor thi Bl sz s, masa b Iry
local dec sion mak ere. Fut sieply, paticipat on helps generals cwnership. vchved reskdens whio fave
heped o shape a proposss policy, project or prog ram wil betisr underslond the Issue ilseF and the reasons
Teer 1 dpeckcns hat arm macs. Cood comeinicalions aboul e pobic s eslvaman in s el decision can
Irncraass e suspan o the broader communby as wal.

MORE CIVIL DISCUSSKONS AND DECISION K
Earler. Informed and lacitizled deiberalion oy mesidents wil foouendy ofer a befler chance for merne cisd
and reascnad musarstions and prebie soldng 1han publs haaninga and cihariass collabaraiw
opoartuin bes for publio Inpuk

FASTER PROJECT IMPLEMENTATION WITH LESS NEED TO REVISIT AGAIM
Making pubbc decsions i one Lhing; sucessstaly mplementing lhess decimbons = ollen somelbing else
alngathar, The buy-n dacesaad above, and te podantial for brosd sgresenssd an B dacisicn, ara mgoiant
cantributors w0 faster iImakemantation. For instance, @ cross socion of the community may cama fogether fa
wark an a wiskan ar plan that includes a collectva sersa of whal downtown buliding baight Imits shouid ba. H
Lhis i adupled by the local agenoy ant guices planning and develoomant over tme, the issue wil be less
ligly 0 reoCoar @48 AN issus for the cammunily srd 1or locs ofciale, In gemeral, gaod public ergagaman
redunes e rsad Tor unneeEeany decEion-Eking do-owar”

MORE TRUST - IN EACH OTHER AND IN LOCAL GOVERNMENT
\hateser ter differences, people who work together on comman proslers usually have mone apprecialion
of e prcblam ardl of each oar, Mary lorms of publc engagement provics aapartunily lo gel behing
peoples’ sabernants and undenland the reasans for whal they think ana say. This halps ahhanne
uniterrtanding and respact amang tha paticipants. It alsn rspings confidants et problams cen be eobad —
which promatas mane cooperation ower time. Whether called sooial capital, communty bulldng, civic prde or
good Glizerahip, soch sepersnces help buld alronger communiles. Addlianaly, when 3 lccal agency
promeles and i@ perl of U procemses - and o e ideas and recommendabors of e publc
sanioLaly - & greater st ard confidanca in ocal govammant aflen rasulis

IGHER RATE:
DEVELOPMEN
Ergaging tha puniin i rew ways cMam addiional epportunites for pacpla tn take part e e chie and
politcal ife of thesr community. This may mclude community memoers who hase Padiorally parbo pebed
lag= e ihars, Thess are avanuas Tor mal only conlfibuling o local deciziona bul for resderts o gar
Enowledge, sxpenence and conlidence in he workings of Ueir local goeernmeanl. Theess are Tulure
neighbornand valrisars, Svic and communily katdars, commissionams ann elaciad aMoats. in whatasar rmis

Iy choase, thess ane inchviduals who will be mare prepaned and mane gualtfied as rformed residents,
Invalved cozons and futuns leados.

WVILNITY PARTICIPATION J

ERSHIP

Ganenous inance| support for this resounss was provided by The James Irvire Foundalion, All decsaang
regarsing the final comdent of this publication were made by the Institute for Local Govemmentl.
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