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Agenda

• Essential Elements of an Educational Campaign 
• Building Civic Understanding 
• Building Civic Appreciation 
• Building Home Rule Advocates



Meet Today’s Panelists

• Matt Broffman, Innovation Director, City of Orlando
• Vernon Stewart, Public Information Officer, City of 

Pensacola
• Commissioner Carolyn Cooper, City of Winter Park



Getting on the Same 
Page
• Citizens, residents, business owners and visitors – all 

come to your municipality differently
• Understanding civics: not easy!
• From civic understanding to appreciation – the path
• From appreciation to advocacy – the ultimate goal



What Draws People to 
Cities
• Quality of Life characteristics
• Services they can’t get elsewhere



What Keeps People in 
Cities
• Quality services
• Positive interactions 



Building Civic 
Understanding



Digital Platforms and 
Service Design



Building trust in 
government









Service Design





Digital Service 
Academy





Redesign Content



Re(Design) Service
Prototype a Digital Service



Test with users





Impact

• 65% Increase in Customer Service 

• Identify shortfalls in services

• Close the loop

• Increase trust in government



Building Civic 
Appreciation



WELCOME TO 

THE UPSIDE
City of Pensacola
We Live Local: Redesigning Resident Interaction
November 16, 2018



BUILD TRUST
• To build more trusted relationships with 

constituents public sector 
organizations must be open, honest 
and plain-spoken in how they engage 
with their followers and, via some 
targeted influencer engagement, the 
public at large



HOW PENSACOLA BUILDS 
TRUST
Extensive use of “The Upside”

Social Media

Pensacola Citizens Academy

Website and Apps



THE UPSIDE



WHAT IS THE UPSIDE?
• City of Pensacola was losing residents 

due to strong competition from other 
cities and needed a more marketable 
brand

• New form of Government…new brand
• The UP and coming city in Florida
• Unified identity

– Signage, sculptures, airport 
messaging, hashtags, newsletter, 
web show etc.



GROUPS AND IDENTIFIERS 
• Military
• Sports
• Fraternities and Sororities



WHY PUSH THE TAGLINE

• A tagline serves as a bridge 
to gain further 
understanding and 
definition

• It’s about instilling pride
• Became the 

identifier/brand



SOCIAL MEDIA



BY THE NUMBERS
• Pensacola has 55,000 residents

– 17,070 followers on Facebook
– 15,100 followers on Twitter
– 23,600 followers on Instagram
– 246,185 uses of #upsideofflorida on 

Instagram



DO NOT UNDERESTIMATE THE 
POWER OF IMAGES
• Beautiful. Evocative. Unstaged

(sometimes). Engaging. At all times 
welcoming. 

• Photography will focus on capturing 
the sights and experiences available in 
Pensacola in a genuine and authentic 
way.



TEAM UP WITH TRUSTED 
BRANDS
• Share local business owner 

videos and stories
• Share local celebrity success 

stories
• Partner with trusted brands



GROW THE SOCIAL 
ECOSYSTEM
• Partner with local influencers

–Carry the message and drive 
awareness

• Taylor message to audience
• Utilize the entire social ecosystem 

to reach biggest audience



Take advantage of events!!



Unified messaging..



Celebrate milestones!!



CITIZENS 
ACADEMY 



WEBSITE AND 
APPS



In 2011, the City launched 
311, a non-emergency 
citizen support line. 
Available 24/7, 311 is your 
one-stop shop for all City 
services.

 Parks grounds and 
equipment

 Street issues and potholes
 Damaged sidewalks
 Broken streetlights

PHONE / WEB / MOBILE APP



BUILD TRUST AND PRIDE
ONE CLICK AT A TIME…





Turning Appreciation 
into Advocacy



Turning Appreciation 
into Advocacy

www.FLCities.com/WeLiveLocal/

http://www.flcities.com/WeLiveLocal/




We Live Local Resources



Designed for Residents
• We Live Local Resident 

Sign-up
• Citizen Action Guide
• Periodic email correspondence 

letting you know about local 
issues 

• Periodic calls to action during 
the 2019 Legislative Session 
based on indicated preferences

WeLiveLocalFL.com

http://www.flcities.com/WeLiveLocal/


To-do for City Officials

• Identify your local examples to make the connection
• Present We Live Local message at community 

organizations and events
• Utilize ready-made League resources & tailor the rest
• Share your local stories via social media 
• Refer residents to learn more and/or serve on a citizen 

strike team
• Set up your calendar to engage, repeat and reinforce 

messages



Building Home Rule 
Advocates









For more information about Florida Home Rule, 
please visit the following links:

Florida League of Cities:  
The History of Home Rule in Florida

League’s Legislative Issue:  
Brief on Local Self-Government

Florida Bar Journal’s:  The Effectiveness of Home Rule

54

https://www.floridaleagueofcities.com/docs/default-source/we-live-local/we-live-local-history-of-home-rule.pdf?sfvrsn=9db4dad5_2
http://floridaleagueofcities.com/docs/default-source/Advocacy/Issue-Briefs-Talking-Points/2018-ib---local-self-government.pdf?sfvrsn=2
https://www.floridabar.org/news/tfb-journal/?durl=/DIVCOM/JN/JNJournal01.nsf/Author/2D1A62818F4C4796852575C5004B3C64


Citizens Advocating for Home Rule

55



Questions?



Closing Thoughts

Engage…
Inform…
Build an advocacy network of Home Rule Supporters!
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