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STAFF REPORT 

MEETING 
DATE: April 24, 2018 

TO: City Council 

FROM: Peggy Flynn, Assistant City Manager 
Sherin Olivero, Management Analyst/Webmaster 

PRESENTER: Peggy Flynn, Assistant City Manager 
Sherin Olivero, Management Analyst/Webmaster 

SUBJECT: COMMUNICATIONS & COMMUNITY ENGAGEMENT PLAN AND 
ANNUAL UPDATE 

REQUEST 

Consider and possibly take action to accept an annual update on the City’s communications and 
community engagement efforts, and to review and adopt the two-year (FY18/19 and FY19/20) 
Communications and Community Engagement Plan. 

BACKGROUND 

On November 29, 2016, staff presented next steps to enhance and improve the City’s public 
noticing and engagement efforts. A majority of those recommendations have been implemented 
while others will require additional time and resources and are reflected in the draft 
Communications and Community Engagement Plan. 

Below is the status of the FY17/18 workplan items and a list of additional communications and 
community engagement efforts to-date: 

Public Noticing 
 Endorse the draft noticing “tiers” for public and private projects and move forward to

implement within the City’s protocols.
o Update the Municipal Code to implement revised development noticing

requirements and clarify procedures.
o Develop a Council policy regarding noticing requirements and procedures for

public works and other City capital projects.
STATUS – Complete. Public Works and Community Development presented the City 
Council with proposed public noticing policies and practices for approval. Council 
approved these policies at their October 24, 2017 meeting. 

 Develop easy-to-understand information on the City's development review process to serve
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as a guide and overview for the public.  
STATUS – In progress. Additionally, Community Development and Economic 
Development Departments are currently developing checklists for the pre-development 
application and pre-construction processes to provide to applicants at the various stages of 
development. 
 

 Develop guidelines for story poles and/or other 3-D imaging software options, including 
when required.  
STATUS - In progress. Community Development staff are currently developing these 
guidelines. 
 

 Strengthen communications between the City and its neighborhoods.  
o Create communication links and formal outreach to neighborhoods and 

homeowners associations including creating an active sign-up list on the City's 
website.  

STATUS - In progress. Staff is currently exploring options to incorporate an interactive 
neighborhood/HOA sign-up and mapping software. Additionally, staff has expanded 
Nextdoor boundaries to consist of all Novato neighborhoods including unincorporated 
Novato.  

 
Public Engagement  
 Update the City's Communication/Outreach Plan for formal review and adoption by the 

City Council. 
STATUS - Draft plan to Council on 4/24/18 
 

 Complete an internal administrative guide for staff focused on communication and 
outreach that includes policies, procedures, and resources to establish and improve resident 
and stakeholder communication and outreach. 
 
STATUS – Ongoing. Staff developed guidelines for the newly adopted public noticing 
standards and have rolled out to departments in late 2017 and continue to train new staff 
on these guidelines. Additionally, staff receive ongoing training for updating project 
webpages, project outreach, and social media and web posting of City information. A 
toolkit for staff use will be developed as part of the adopted plan. 

 
 Continue to fully implement our current outreach tools, such as Open Novato, and also 

monitor new tools/technologies to facilitate greater engagement and outreach.  
 
STATUS – In late 2016, staff launched SMS/text message notifications for City news, 
project updates and other City information. Additionally, staff has expanded the usage of 
Open Novato surveys for topics including CIP projects, Sustainability and Economic 
Development.  
 

 Continue to solicit feedback and outreach regarding how residents and other stakeholders 
want to engage and connect with the City.  
 
STATUS – Ongoing. This outreach, which occurs regularly, has been integral to the 
development of the City’s Communications and Community Engagement Plan. 
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Additionally, over the last year, staff has established: 
 

• Project webpages and streamlined content for all Planning and Public Works projects  
• Live closed captioning for City Council meetings 
• More opportunities for feedback & conversation through social media, surveys, webpages, 

e-mail and workshops 
• More opportunities for good news: #NovatoProud expansion to include categories for 

Hometown Heroes (Novato veterans) and Sustainability Superstars 
• Extensive information on the City’s Sustainability efforts on the City’s website and new 

Facebook page 
• Increased Spanish outreach by including information in Spanish in the City’s e-newsletter, 

public notices, news items, flyers and social media posts 
• Launched new volunteer webpage powered by VolunteerMatch—and promoted to Novato 

residents, and non-profit and business organizations 
• Social media training and archiving for all City social media accounts 

 
DISCUSSION 
 
As part of our annual update, staff has developed a draft Communications and Community 
Engagement Plan (ATTACHMENT 1—adapted as a presentation). The purpose of this plan is 
to improve and strengthen communication to, and engagement with, our community. The plan 
outlines the objectives, tools, and activities to help us achieve that purpose. 
 
The City’s goal is to “maximize all opportunities to effectively inform and meaningfully engage 
our community.” As a practice, effective communications means improving public access to 
timely, accurate, and helpful information about the City and its services; providing a 
variety of easy, accessible, and meaningful ways to engage with the City; and promoting 
transparency in the City’s decision-making process and outcomes of key citywide issues 
affecting the daily lives of our Novato community.  
 
If we are successful, we will have: 
 
Encouraged informed participation. By providing reliable and relevant information 
consistently, the City establishes a trusted dialogue with the community and empowers the public 
to more confidently engage and get involved. 
 
A solid understanding of the public’s values and ideas. Effective public engagement can 
provide more nuanced and collective views about an issue by a broader spectrum of the 
community. 
 
Demonstrated the value of City services. The more the community knows about the connection 
between the services the City provides and the quality of life within the community, as well as 
the issues that city government addresses for the community, the more they understand how their 
tax dollars are used and the better they feel about their government. By promoting City 
accomplishments, we can develop a positive reputation for the City and build 
community pride, support, and customer satisfaction. 
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Improved City decision-making and actions. The community adds an important dimension to 
our decision-making process. They add a crucial perspective to enrich our thinking and planning. 
This knowledge, integrated into local decision-making, helps ensure that the decisions we make 
are optimal for the community and best fit current conditions and needs. 
 
Higher rates of community participation and leadership development. By offering a variety 
of and meaningful opportunities for people to take part in the civic and political aspects of their 
community, we encourage broader participation and community ownership in the decision-
making process. These experiences provide knowledge, familiarity, and confidence in local 
government to our future civic and community leaders. 
 
Built more trust in each other and in local government. Good communication and meaningful 
public engagement enhances understanding and respect. It inspires confidence that problems can 
be solved—together. By making community engagement a priority and identifying opportunities 
to integrate community feedback in our processes, we can build a greater trust and confidence in 
our City. 
 
Stimulated a vibrant economy, attracted & retained skilled and happy employees, and 
improved our services. A positive City image draws visitors, residents, businesses, and 
employees to a community, which ultimately strengthens City services. 
 
These outcomes will help us facilitate our mission to “provide excellent services and enrich the 
quality of life within the community in a fiscally-responsible manner.” Therein lies the 
foundation of our Communications and Community Engagement Plan. 
 
The Process 
 
The process to develop this plan included: 
 

1) an audit and analysis of our current communications 
2) identification of our audiences (e.g. more than just the “general public”) 
3) best practices research (ongoing) 
4) surveys of residents, businesses, and City Committees, Commissions, and Boards 
5) interviews, focus groups, and extensive, ongoing input from our community, including 

residents, businesses, City Council, City staff and other stakeholders 
6) Guiding principles for City communications including: 

• Accessible to all people in our community, both in terms of language and 
availability.  

• Accurate communications that state facts clearly, and provide contact details, 
next steps and actions 

• Actionable communications that move our audiences towards action, mobilizing 
the community 

• Credible & Transparent--coordinating with partners and speaking with one 
voice; to be the trusted, official source of City information. 

• Recognizable--making the City of Novato brand and communications consistent, 
e.g. standardizing formats for our internal and external communications 

• Relevant--tailoring communications for our audiences. Ensuring communications 
are aligned with our mission and strategic goals 

4



5 

 
• Timely--frequent, regular, well-prepared scheduled communication; responding 

quickly to situations and emergencies 
• Understandable—use of plain language, avoid acronyms, tell stories, make 

communications visual 
 
Based on the feedback and research completed to-date, we received more than 70 “actionable 
ideas” to improve City communications and public engagement. These “actionable ideas” were 
organized into the following objectives, which ranked among the top for the City to consider 
addressing in the Plan: 

 
 Establish a recognizable, accessible City brand  
 Improve internal communications 
 Improve access to information 
 Engage the community & build awareness 
 Increase civic pride 

 
After an extensive review of the more than 70 “actionable ideas,” staff was able to refine the list 
to approximately 55 actionable items as some were initiatives the City was already implementing 
while other items staff was able to combine and consolidate based on their similarities. 
 
In the development of the draft plan, staff organized each of these initiatives under one of five 
objectives and included with a timeframe for implementation within the next two fiscal years. As 
the plan is finalized, staff will identify measurements for each initiative for evaluation including 
reach and penetration, level of engagement, experience and opinion, and media tracking. Based on 
the initiative, we will also conduct staged measurement which measures at various milestones to 
allow for a course-correction if we aren’t getting the desired results. 
 
PUBLIC OUTREACH 
  
Staff promoted this agenda topic through the City’s communications channels including the City’s 
website, eNotification, social media, and Nextdoor. 
 
FISCAL IMPACT 
 
Some of the initiatives may require additional resources which will be identified in the 
Department’s budget. 
 
RECOMMENDATION 
 
Accept the update and adopt the Plan. 
 
ALTERNATIVES 
 

1) Adopt the plan with changes. 
2) Do not adopt the plan. 
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ATTACHMENT 

1. Presentation of Draft Communications and Community Engagement Plan
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Annual Update
FY18/19-FY19/20 

Communications  & Community Engagement Plan
April 2018
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For Council Consideration
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 Update of Communications & Community Engagement efforts to-date

 Draft Communications & Community Engagement Plan for FY 18/19 & FY 19/20
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 Closed Captioning

 Increased Spanish outreach

 Public noticing guidelines adopted by City Council

Achievements to Date

3

Notices mailed at least 10 
days prior to meeting, 
hearing, or workshop

Notices to property owners 
and occupants within a 

600’- radius of 
project/event/ construction

Streamlined content 
and format

On-site signagePosting of notice 
to project webpages

Notices color-coded
by department

eNewsletter, public 
notices, news items, flyers 

& social media posts

Live closed captioning at 
City Council meetings
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2016

 Expanded social media outreach

Achievements to Date

4

Nextdoor outreach 
expanded to include 

unincorporated Novato

Inclusion of community 
photos shared on social 

media feed

Posting information on 
community pages (i.e. 
Novato in the Know)

New City Sustainability 
Facebook page

2017

90%

10



 Launch of new webpages #NovatoProud

Achievements to Date

5

Expansion to include 
categories for Hometown 

Heroes (Novato veterans) & 
Sustainability Superstars 

Volunteer webpage 
powered by 

VolunteerMatch

 Records Retention 

Sustainability webpages 
with resources for 

residents & businesses

Implementation of social 
media archiving for all 

City accounts
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How We Communicate
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City Website

Website Visits
 ~45K monthly pageviews

 ~10K new monthly vis itors

 45%  of vis itors  view webs ite 
on a mobile device or tablet

Notifications
 ~19K monthly e-mail & text 

message notifications  sent

 ~30%  open rate
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How We Communicate
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Connecting via Social Media

Facebook.com/OurTownNovato
 Over 4,150 likes

@TweetNovato
 1,651 followers

@cityofnovato
 870 followers

City of Novato
 18,149 members (including 

unincorporated Novato)
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How We Communicate
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Two-Way Communication

~50
Inquiries per day

city@novato.org
publicinfo@novato.org
econdev@novato.org

Phone calls

Service requests

NextDoor
Facebook & Instagram
Neighborhood forums

Community Workshops
Meetings

14



Communications Goal

9

“ to maximize all opportunities to effectively 
inform and meaningfully engage our community.”
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Picture of Success
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If we are successful, we will have:

 Encouraged informed participation

 A solid unders tanding of the public’s  values  and ideas

 Demons trated the value of City services

 Improved City decis ion-making and actions

 Higher rates  of community participation and leadership development

 Built more trus t in each other and in local government

 Stimulated a vibrant economy, attracted & retained skilled and happy employees , and 
improved our services
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Communications Planning Process

RESEARCH PLANNING ACTION EVALUATION

Research
- Situational Analysis
- Communications Audit
- Audience Analysis
- Surveys
- Interviews & Focus Groups
- Best Practice Research 

Action
- Present to City Council
- Plan roll-out
- Initiatives Launched

Planning
- Findings Analyzed
- Key Insights Derived
- Strategy Development
- Plan Development
- Toolkit Development 

Evaluation
- Measurement & Review
- Evaluation of Performance
- Adjustments to Plan 
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Research & Outreach Conducted

Analysis 
& 

communications
audit

Audience 
identification

Residents’ 
survey

Business 
survey

12

Interviews & 
focus 

groups

Best 
practices 
research

Commissions 
Committees & 
Boards Survey
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Our Audiences

13

Residents (approximately 55,000)

Under 5 (6%); Age 5-19 (17%); Age 20-64 
(62%); 65 and over (16%)

Local Agencies 

Novato Fire District; Sanitary district; 
Water District, Novato Unified School 
District, CalTrans, LAFCO etc

Business owners/ managers (approx 2,500) Education community (teachers, parents, 
students)

Visitors Media

Community partners (faith-based groups, 
community service providers)

HOAs, neighborhood groups and property 
owners

Healthcare community Community interest groups

Regional, State and Federal agency 
partners

Development community 

Employees (internal) Business community ( & employees who 
travel in)
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Communication Tools and Channels

14

Website
City of Novato Website: Novato.org
Open Novato (surveys/ forum)
Service Requests

Signage
Street Banners, Posters in Downtown Kiosks, 
On-site Project Signs, Wayfinding Signs 
Downtown

Initiative-specific Websites
Websites/Microsites including Volunteering, 
Shop Local Novato, Visit Novato, Novato 
Proud, DNBA, Project Web-pages (Planning/ 
Public Works)

Broad Reach
NCTV, Newspaper ads, NUSD (PeachJar), 
Local Media

Social Media
City of Novato Facebook, Instagram, Twitter, 
YouTube and NextDoor 

Email and Text Messages
eNotifications, SMS, eNewsletter, Nixle, City 
e-mail

Department/Affiliate Social Media
Parks & Rec (FB, Twitter, Instagram)
Public Works (FB)
Novato Police Department (FB, Twitter & 
Instagram)
Visit Novato (FB, Twitter and Instagram)

Mail and Print
Public noticing mailers
Parks and Rec Activity Guide (3x per year)
Flyers, postcards & posters
Business license mailers and insert
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We need to better 
articulate the role of the 
City (not full service city)

Need to communicate 
the ways  people can 
interact with the City 

(TV, FB etc)

CCB members  need 
Brown Act training

Vis it Novato & 
Downtown Novato 

should be part of the 
same brand family

Provide department 
heads  brief advance info  
on major developments .

16

Employee profiles / 
images  to humanize the 

organization

We need to review bes t 
practices  on 
transparency

Improve webs ite  UI/ UX 
- inves tment in webs ite

More information online
Better experience/ More 

services  online

We should have a 
welcome pack for new 

res idents

Sus tainable City should 
be part of our brand -

something we embrace

Set of brochures / web 
pages  to sell Novato as  
a  great place to live & 

work

We need a modern, 
access ible brand.

There needs  to be a 
clear vis ion for Novato

“We need to celebrate 
the wins  more: ground 

breakings , s taff, events”

More facts , available 
fas ter: ”We need to be 

the source of truth

Standardized templates  
and communication 

tools

Improved news  updates  
and quarterly ‘all hands’ 

meetings

Streamlined department 
head communications  to 

City councilmembers

Visualization of communications  metrics  to help us  
evaluate progress  (# email subscribers , social media 

engagements , NCTV watchers  etc)

Provide Social Media 
training for all s taff

Encourage and 
celebrate innovation 

(awards  etc)
forthewin@

Establish messaging 
that can be used 

cons is tently

Public  Works  project 
pages  - timeline and 

FAQs.

Timely minutes  of CCB 
meetings . 

All agendas  in English 
and Spanish

Expected time frames  
for permitting process

Rate planning process  
(ecom s tyle s tars )

Improve timeliness  by 
having a full time 

‘reporter’/ PR on s taff

City Meetings  Recap 
email - key decis ions  on 

social media

Mailed Newsletter 
(see under Awareness & 

Engagement)

Research multi-lingual 
voicemail service

‘Tag’ sections  of city 
council meetings  and 
pos t to relevant pages

Centralized Bus iness  
Contact Database

Bus iness  Email 
Newsletter

Increase access  to 
information in Spanish 
and other languages  

Inves t in + increase 
social media 

engagement / use of 
Open Novato

Cons tantly publish lis t of 
ways  people can access  

info, inc at meetings

City s taff to present at 
more community 

events , e .g. Rotary

Web pages  with current 
facts  about projects  and 

initiatives  is  vital

Film/video the DRC 
meetings

Provide a way for 
cons tituents  to 

subscribe to meeting 
minutes .

Implement process  for 
following up calls  (City 

councilmembers ) 

Follow up with each 
public  input/ speaker

Flyers  via Meals  on 
Wheels  to seniors

Liaison with Seniors  
Club to have a regular 

column in their 
newsletter 

Facebook Live

Preview Meeting info on 
social media

Facebook Likes  
campaign to increase 

reach

New dedicated s taff 
resource for 

communications

Web recommendations :
CTAs on homepage (10 

things  you can do)

Town Hall Meetings
Build Capacity: Support 

Interes t Groups  with 
communication 

channels

Developers  Survey

Centralized online 
events  calendar

Annual Bus iness  Survey 
like San Rafael

Comprehens ive 
bus iness  email lis t

Bus iness  Anniversary 
Card (show them you 
are glad they are here)

Mailed Newsletter - at 
leas t twice per year

Timeliness : “We need 
more advance notice of 
meetings  & proposals”  

Scholarships  via parks  & 
Rec department

Annual Community 
Survey

More focus  on good 
news  s tories

Need to highlight s taff -
make them feel 

celebrated (forthewin@)

More ribbon cuttings  and 
more community events

Novato Proud column in 
the local newspaper?

Día de Muertos  event -
celebrate our Latino 

community

Novato Proud web pages  
should be in Spanish

Community Awards  
Program

Routine meetings  with 
community interes t 
groups  to build trus t

Continue to inves t in 
regular updates  online 
and on social media 

More ‘Novato Proud 
moments ’ to help 

increase civic pride

A new unified Events  
Commiss ion - share 

communication 
resources

Veterans  lamp pos t 
banners  on Grant

CCB members  need 
Brown Act training

Standardized templates  
and communication 

tools

76
Actionable 

ideas
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Communications Objectives

Establish a 
recognizable, 

usable, 
accessible brand 

for the City

Improve internal 
communications 

Improve access 
to information 

Engage the 
community and 
build awareness 

Increase civic 
pride 
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Key Insights from Research & Outreach

We need a 
modern, 

accessible 
brand

More facts, faster: 
We need to be the 
official source of 

City info

“We need to celebrate 
the wins more: ground 
breakings, staff wins, 

events”

18

City Image/ 
Brand 

Articulate the role of the 
City (not full service city)

Be the go-to for City 
information

Visit Novato & 
Downtown Novato part 

of brand family

Employee profiles/ 
demystify City 
organization

Improve website & 
visitor experience

More information & 
services online

A welcome packet for 
new residents

Sustainable City - part of 
our brand

Content to promote
Novato as a great place 

to live & work

Establish messaging 
that can be used 

consistently
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Staff newsletter

Key Insights from Research & Outreach

Encourage and 
celebrate innovation 

and awards

Improve 
interdepartmental 

info sharing & 
collaboration

19

Internal 
Comms

Staff newsletter
Improve 

interdepartmental info 
sharing & collaboration

Standardized templates  
and communication tools

Improved news  updates  
and quarterly ‘all hands’ 

meetings

Streamlined department 
updates  to 

councilmembers  & 
community

Continue to provide 
outreach training to s taff 

& develop toolkit

Encourage and celebrate 
innovation

25



Key Insights from Research & Outreach

Increase access 
to information in 

Spanish and 
other languages

20

Accessible
Info

Web pages with 
current facts about 

projects and 
initiatives is vital

Public Works project pages -
timeline and FAQs.

Timely minutes of CCB 
meetings

Communicate clearly 
development review process, 

permitting process 
(w/timeframes)

Rate customer service, other 
city services (Yelp-style)

Improve timeliness by having a 
full time ‘reporter’/ PR on staff

City Meetings Recap email -
key decisions on social media

Research possibility of 
multilingual voicemail service

Video Design Review meetings

Business  eNewsletter

Invest in + increase social 
media engagement / use of 

Open Novato

Provide a way for constituents 
to subscribe to meeting 

minutes

Implement process for 
following up calls (City 

councilmembers) 

Increase 
promotion of 

ways to access 
City info
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Key Insights from Research & Outreach
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Social media 
campaign to 

increase reach 

Awareness & 
Engagement

Annual 
Community 

Survey

Follow up with each 
public input/ speaker

Flyers via Meals on 
Wheels to seniors

Improved liaison with 
groups, e.g. Seniors Club 

Preview Meeting info on 
social media

Consider alternatives to 
online communications 

Provide calls to actions on 
homepage (i.e. - how to get 

involved in your city)

Town Hall Meetings

Build capacity among City-
affiliated groups via training 

& advice

Annual Resident,
Business, and Developers 

Surveys

Business Anniversary Card 
(show them you are glad 

they are here)

Mailed Newsletter - at least 
2x per year

Timeliness: “We need more 
advance notice of meetings 

& proposals”  

Preview meeting 
info on social 

media
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Key Insights from Research & Outreach

More ‘Novato Proud 
moments’ to help 

increase civic pride 

Día de los Muertos 
event - celebrate 

our Latino 
community

22

Increase 
Civic Pride

More coverage of 
City project 
milestones, 
awards, etc.

More focus on good 
news stories

Need to highlight staff -
make them feel 

celebrated

Reward excellence: 
Recognize a city staffer 
at Paint the Town Red 

Novato Proud column in 
local newspaper

Novato Proud web pages 
should be in Spanish

Community Awards 
Program

Regularly meet with 
community interest 
groups to build trust

Continue to invest in 
regular updates online 
and on social media 

A new unified events 
calendar

Veterans lamp post 
banners on Grant
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Communications Framework
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MISSION

“The mission of the City of Novato is to provide excellent services and enrich the quality of life within the community in a 
fiscally-responsible manner.”

COMMUNICATIONS  OBJECTIVES

Establish City of 
Novato brand

Improve Internal 
Communications

Improve Access 
to Information

Engage 
Community & 
Build Awareness

Increase 
Civic Pride

8 KEY PRINCIPLES

Accessible | Accurate | Actionable | Credible and Trusted | Recognizable | Relevant | Timely | Understandable

29
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1
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4

5

6
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Understandable
1

2

3

4

5

6

7

8

Timely

Relevant

Recognizable

Accessible

Accurate

Credible & 
Transparent

Actionable

Key Communication Principles

Accessible to all persons in our community, both 
in terms of language and availability

Accurate communications that state facts clearly, 
and provide contact details, next steps and actions

Actionable communications that move our 
audiences towards action, mobilizing the community 

Credible & Transparent being trusted, 
coordinating with partners, and speaking with one voice

Recognizable making the City of Novato brand 
and communications consistent, e.g. standard formats

Relevant tailoring comms for our audiences. 
Ensuring comms are aligned with our mission and 
strategic goals

Timely frequent, regular, well-prepared scheduled 
comms; responding quickly to situations and 
emergencies

Understandable use plain language, avoid 
acronyms, tell stories, make communications visual 
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Communications Framework

25

MISSION

“The mission of the City of Novato is to provide excellent services and enrich the quality of life within the community in a 
fiscally-responsible manner.”

COMMUNICATIONS  OBJECTIVES

Establish City of 
Novato brand

Improve Internal 
Communications

Improve Access 
to Information

Engage 
Community & 
Build Awareness

Increase 
Civic Pride

8 KEY PRINCIPLES

Accessible | Accurate | Actionable | Credible and Trusted | Recognizable | Relevant | Timely | Understandable

COMMUNICATIONS PLAN

Initiatives | Actions | Measurement

31



COMMUNICATIONS & COMMUNITY ENGAGEMENT PLAN
O V E R V I E W 
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Initiatives / Tactics /  Actions Timing

Refresh and Modernize City brand: 
- Develop a brand family so that department logos are consistent and unified
- Make the master brand more accessible and legible
- Evolution not revolution, so that costs are minimal
- Sustainability as part of the City’s brand

In process/completed by 
Summer 2018

Build a reputation for being the official source of City information:
- Improve organizational framework to provide accurate & timely info
- Implement Open Data portal to provide on-demand access to City information
- Promote the various ways that people can engage with City of Novato

Summer/Fall 2018 

Refresh the City of Novato’s website:
- Design and content refresh for the City of Novato’s website 
- Improve website interface to make the site more intuitive and accessible
- Public Works project pages (timeline/ FAQs / permitting time frames)
- Consider rating system for experience with city services
- Provide Calls to Action on homepage to help encourage civic service & engagement

Winter 2018/Spring 2019

Establish “evergreen” messaging for staff signature lines, public notices, and other City 
outreach materials

Fall 2018

Objective 1: Establish a recognizable, accessible brand for City of Novato 
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Objective 2: Improve internal communications 

28

Initiatives / Tactics /  Actions Timing

Streamline department updates to Council & Community 
- Establish a fixed, streamlined way for department updates to be communicated on a 

regular basis to City Council & the community (e.g. quarterly City projects report)
Early 2019

Encourage and celebrate innovation and success:
- Set up an email address for staff to send good news items
- Include a City Staff award in annual Paint the Town Red ceremony

Spring 2018
Winter 2019

Improve communication of news to staff:
- Ensure all staff are signed-up for e-notifications and the City’s e-newsletter 
- Internal newsletter
- Executive management to attend departmental meetings

Ongoing
Fall 2018
Start Spring 2018

Staff communications training:
- Outreach & facilitation training for staff
- Social media & website
- Staff toolkit

Summer/Fall 2018
Ongoing
Summer 2018

Establish measurements for Plan initiatives
Update Communications & Community Engagement Plan

Summer 2018
Summer 2019
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Initiatives / Tactics /  Actions Timing

Continue to increase social media presence and programs: 
- Increase Facebook followers to reach more residents 
- Increase communications through Next Door and Open Novato
- “Did You Know?” social media / email campaign (evergreen) - e.g. Volunteer page

Ongoing
Ongoing
Summer 2018

Provide more information in multiple languages:
- Increase information published in Spanish
- Research possible multi-lingual voicemail service
- Add “¿Habla español?” with a web link to all major project signs

Ongoing
Summer 2019
Summer 2018

Streamline and unify business communications:
- Launch business e-news
- Development Review & Permitting processes on website and in brochures/checklists

Summer 2018

Increase access to City meetings:
- Use Facebook live for significant meetings/ events
- Preview meeting info on social media channels
- Film/ video DRC meetings
- Timely minutes of Committees, Commission, and Board meetings
- Promote list of ways people can access meeting info

Summer 2018
Summer 2018
TBD
Spring 2018
Ongoing

Objective 3: Improve access to information
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Initiatives / Tactics /  Actions Timing

Develop “Town Hall”  style engagement
- Allow constituents to bring their own questions for City Councilmembers and staff  

Summer/Fall 2018

Annual Surveys to assess constituents needs and improvement opportunities:
- Annual Residents Survey
- Annual Business Survey 
- Annual Developers Survey 

FY 18/19

Build capacity by supporting special interest groups:
- Support special interest groups and minority groups with their own communication 

channels in order to build capacity
- Improved liaison with groups, e.g. Seniors Club to get features in their newsletter

Ongoing

Promote existing channels and initiatives
- Better promotion and awareness of existing comms channels 
- Mailed Newsletter - at least 2x per year
- Consider alternatives to online communications

Ongoing
FY 18/19
Ongoing

Objective 4: Engage the community & build awareness
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Objective 5: Increase civic pride

31

Initiatives / Tactics /  Actions Timing

More ‘Novato Proud’, to help increase civic pride
- Continued focus on positive Novato news
- Novato Veterans featured on Grant Ave banners
- Launch Novato Proud merchandise

Ongoing
July 2018
Fall 2018

Community Partnerships
- Continue exploring sponsorship opportunities
- Strengthen Speakers Bureau with City staff to meet with community groups

Ongoing

Community Events
- Use annual events to communicate ways to engage
- Explore a Día de los Muertos event in Novato

Ongoing, start Fall 2018
Fall 2018

Communicate more of the good news
- Improve communication of the ‘wins’: disseminate those good news stories
- Recognize a city staffer at Paint the Town Red 
- More coverage of City project milestones, awards, etc.

Ongoing
January 2019
Ongoing, start Spring ‘18
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