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I. Overview

The purpose of this project is to assess and analyze the Village of Glendale’s

communication strategies and offer recommendations for improvement. Our research methods,

findings, and recommendations can be found in this report. The Village of Glendale enlisted the

help of four undergraduate students and one graduate student from Miami University’s POL

466/566 capstone course to complete this project. The project occurred during the Spring 2022

semester (January to May 2022).

The most important issue that the Village of Glendale wishes to accomplish throughout

this project was for information to be more accessible to residents through improving and

reorganizing the Village’s website and electronic newsletter. Additionally, they wanted us to

consider alternate communication channels that were not currently being utilized.

Their website was previously updated by an outside firm in 2019, and the Village of

Glendale believes it is time for another update. The Village of Glendale wants to make their

website user-friendly for residents to find information quickly, as well as to consolidate the

current overload of content and potentially unneeded information. The website is missing

important information desired by residents and is updated infrequently.

The Village of Glendale releases an electronic newsletter weekly. The Village wants their

newsletter to be as helpful as possible to relay the desired, most important information to all of

their residents. Currently, their newsletter does not offer much information and is outdated.

Social media is another aspect that we explored in our research and report. Currently, the

Village does not have any official social media pages, just resident-run Facebook pages that are

not endorsed, censored, or monitored by the Village. There is currently no one in the Village of

Glendale’s administration that specifically manages social media, or has the bandwidth to.
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Another aspect of the community's frustration stems from the lack of awareness of the

resident-run Facebook pages. The Village believes that these pages could serve as a great source

of information, but Mayor Don Lofty shared that there are residents who choose not to

communicate with the established media, yet still express concerns and frustrations about what

information is or is not online.

Overall, the main goal of our project is to propose policy recommendations to improve

the Village of Glendale’s communications plans and strategies. The Village of Glendale

ultimately wants to become proactive in their communication with residents.

II. Client Community

The Village of Glendale is located northwest of Cincinnati, OH.  The Village of Glendale

has a population of approximately 2,000 residents, according to the US Census in 2020

(“Glendale Village, OH,” 2020). From the first meeting with the Village of Glendale’s

administrators, we learned that the Village’s population has a large group of older individuals, as

the median age for the Village of Glendale is 49 years old as of 2020 (2020).  According to the

US Census, the Village of Glendale’s household median income is about $96,000, which is

almost $30,000 more than the median household income for the state of Ohio (2020).

Additionally, about 60% of residents have a 4-year college degree or above (2020).

III. Documentation of Team Member Assignments and Contributions

➢ Please refer to Appendix A to review our team’s contract.

➢ All team members worked equally on all assignments, residents interviews,

attending meetings, and communication.
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IV. Methodology

Following a brief meeting with Mayor Lofty and Village Administrator, David Lumsden,

the bulk of our data and research was collected from interviews with residents of the Village of

Glendale. These interviews provided us with an understanding of resident’s current feelings

toward the Village of Glendale’s communication methods and what they hope to see in the

future. These questions were communicated to residents through email.

The questions asked were:

1. What are your feelings/attitudes toward the Village of Glendale’s communication

methods?

2. What platform would be the most helpful to receive important information on?

(Social media, website, email, etc.)

3. What information from the Village administration do you care about the most?

4. What information are you currently not receiving from the Village administration

that you wish you were?

5. Any general suggestions or comments?

In addition to resident interviews, our group conducted online research in order to learn

about other Villages’ communication strategies outside of the Village of Glendale. We focused

on Villages in Ohio that had populations similar in size to Glendale. We compiled data from five

Villages’ including their populations and a brief analysis of their website and current social

media platforms. From their social media, we gathered data including details such as the amount

of followers, content posted along with the frequency of posting, and other relevant information.

We explored other Villages’ Facebook pages specifically. The feedback from residents within

these Villages was also evaluated through the “mentions” column on the Facebook pages. Once
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we collected this data we reached out to representatives of each Village to answer our questions

related to their perspectives on the effectiveness of their current communications. We reached out

to five total Villages, but only received responses from three; the Village of Plain City, the

Village of Granville, and the Village of Minster.

The questions asked were:

1. What communication methods do you use?

a. Do you think they are effective in communicating important information to

residents?  Why or why not?

2. What forms of social media do you use currently?

3. What do you like or not like about the social media platforms you use currently?

4. What do you think is the most important function of social media for a Village

administration?

5. Are your residents engaged in your social media?

V. Data Collection

From a 2020 US Census report we were able to learn crucial information about the

demographic of the Village of Glendale. In addition to the findings shared in the “Client

Community” section, we learned that 79.7% of the Village of Glendale’s 2,000 residents are over

the age of 18. For the purpose of the report, we felt that it was important to know that the

majority of Glendale’s population are adults.

The Google Analytics data analyzed on April 14, 2022 indicates that there were 343

website users in the seven days prior (April 7 to April 14, 2022). Most residents utilize the

website to pay bills online (90 page views), fire department information (32 page views),
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department contact information (29 page views) and police department information (29 page

views). According to the data, 51% of active website users browsed the Village website and

typically users utilized the website for approximately 1 minute and 28 seconds. 56.9% of

residents access the Village website through their desktop computer device and 41.6% of

residents access the Village website from their mobile device. However, 1.5% of the residents

access the Village website through their tablet.

In our initial meeting with Mayor Lofty and David Lumsden (Village Administrator) we

received information on the history, current state, and future hopes of Glendale’s communication

goals. They made us aware that the primary channels we should focus on are Facebook, the

Village newsletter, and the website. They emphasized the importance of being proactive in their

communication with the residents. They recommended finding a way for residents to ask

questions and for the Village administration to have a way to answer them easily and finding a

way to share Village council information and activities. Mayor Lofty and David Lumsden shared

their goals for our project and how to make our work the most beneficial.

On March 3, 2022 we attended and presented at a city council meeting, at this meeting

we gained some insights from the council members to aid in our report. The council members

felt strongly about heavily utilizing the website to solve various communication concerns. They

shared that some important information that needs to be shared with residents includes

emergency information, city council information, and “what about me?” issues. They mentioned

that it’s important to acknowledge the interesting demographics of the Village, where they have a

significant 65+ population but also have a lot of younger families. Attendance in city council

meetings is heavily made up of older residents in the community.

6



We reached out to six residents and we heard back from four of them. They provided us

with insights into their perspective on the Village of Glendale’s communication strategy. Below

highlights some of their suggestions to improve communication.

● Improvement of the weekly newsletter

○ Adding a “Did You Know” article each week that takes residents back to

something on the website

● Addressing how to communicate with residents who not have internet/computer access

○ Potentially phone calls

● Skepticism regarding social media

● Text notification to residents

● Proactive communication/more information in general

● Effort to communicate with all residents fairly and equally

Village data come from the Village of Plain City, the Village of Granville, and the Village

of Minster. They provided us with insights into their own communication methods. The Village

of Plain City shared that they believe social media is an effective tool and public meetings are

only effective to those who attend the meetings. They acknowledged they typically have received

a low percentage of attendees at meetings and that letters are an effective means of

communication when individuals read the entirety of the letter. The Village of Plain City has a

website, Facebook and OCV application. OCV is an application for public agencies to send,

schedule and deliver push notifications of alerts and events. The Village of Plain City uses WIX

as their platform, but “[it] is very cumbersome” since it lacks elements that make the website

aesthetic and lacks support. According to the Village of Plain City, “Facebook is ok.” However,

the Village of Plain City’s application is a new tool and is considered to be the easiest platform
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they use. They readily use these communication methods to send community alerts, such as road

closures, water main breaks, boil alerts, events, and project announcements. In addition, about

1/3 of the Village residents react or comment to their Facebook posts. About 46% of residents

are open to our newsletters and the city emails approximately 2,500 residents.

The Village of Granville shared that they have an email system where residents have

signed up, a Facebook page and they advertise in the local newspaper. According to the Village

of Granville, they have received positive feedback about the use of their email system and

Facebook page and they stated “as you know social media is a big success.” The Village of

Granville shared they have no problems with their social media and stated that it allows them to

disseminate information to the residents of Granville. The residents of Granville are engaged in

their social media.

The Village of Minister has a website, Facebook page and a newsletter called the

“TownCrier.” They said their communication methods are effective because they are a small

community and the residents know how to navigate Facebook and the Village website. The

Village of Minister shared they like using Facebook because it is “streamline.” The most

important function of social media for this Village is to deliver immediate notification to

residents as to what projects are occurring and keeping residents informed of problems, activities

and events within the community. The Village of Minister residents are engaged in the Village

social media platforms, which is Facebook.

VI. Findings

Through all of our data collection methods, we identified three common themes from the

Village of Glendale residents’ responses:
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1. Not all residents are connected electronically, which presents a challenge to

the current model of delivering almost all information online.

It is up to the resident whether or not they wish to receive information online

versus offline, however, electronic means of communication are more accessible

and effective, especially communicating with a large body of people like the

Village of Glendale.  Linda comments on the biggest issues the Village faces in

terms of electronic communication:

“I think the biggest communication issue facing the Village is how to identify and

handle those residents who are not capable of using electronic means since that is

how most of the information is processed and delivered these days.”

Cindy Taylor comments to Linda’s point as well:

“I feel there is pretty good general communication with residents but there

is room for improvement. The posting on bulletin boards around the

Village is time consuming and not very effective. I think this means of

communication should be discontinued, if possible. Email communication

is effective and should be continued. Communication through phone

messages would be effective for people who do not have a computer or

access to a smartphone. Communications could come through text for

those with smartphones. I believe there is a system you can use to provide

communication through several of these channels simultaneously.”

As a result of their answers, it is important for the Village of Glendale to consider

the costs and benefits of communicating strictly online, strictly offline, or finding

a happy medium between both in order to overcome the challenge of reaching all
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residents, and not just those online or offline.  In addition the Cindy’s responses,

resident Sandi Baker comments on the initiative she takes to receive information

directly:

“If I wanted to know what my City or County Council was discussing at a

meeting in any other community, I could call the Courthouse or go to the

Courthouse to inquire. Or perhaps check the newspaper. It was up to me to

seek out that information. It was available, but not sent to me directly. I

believe residents have some of the burden of seeking information that is

readily available.”

Again, residents who are not online bear the burden of seeking information

readily available.  The Village must think about whether it should encourage

residents to be online to receive information, or continue accommodating their

means of communication outside of the website and other electronic means.

2. Information posted online is not always consistent in providing the most

relevant, desired information happening in the community.

The Village of Glendale wants to focus their communication efforts towards

posting important events and information that affects all residents.  However,

according to residents, the Village does not consistently post important issues and

happenings, and often does not post important information online.  Again, Cindy

Taylor attests to missing information in the Village’s communications:

“My problem isn't with getting the information, it isn't always supplied in

a timely manner. It doesn't help to find out information after an event. My

problem with communication in Glendale is it seems to happen in a
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vacuum sometimes. Not all areas of the Village are treated the same and

not everyone is aware of opportunities when there is an opening for a

committee, etc.”

The Village lacks a proactive communication system, which leaves residents like

Cindy in the dark about valuable information, events and changes in the

community.  The Village is challenged again with delivering information to those

who do not have access to the internet, and delivering priority information in a

timely manner to all residents.  Linda comments on the importance of delivering

important information to residents from a political perspective:

“The role of our mayor and council is to do what is necessary to keep our

Village safe, clean, within budget, according to approved financial and

governmental guidelines and to convey that to the residents.”

Therefore, delivering important information in a timely and appropriate manner is

crucial to maintaining transparency and accountability within the Village,

according to its residents.

3. Glendale’s official social media platforms are inactive, which pushes

residents to turn to receive information from resident-run Facebook pages

who post unverifiable information.

At the initial meeting, we learned about the various Facebook accounts

that are community-based.  However, because they are not officiated by

the Village administration, posts may contain unverifiable information that

causes misinformation to spread.  Linda comments on one such group in

Facebook, The Glendale Discussion group:
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“The Glendale Discussion Group is used for a variety of postings;

however, residents have begun spouting off about high water bills;

brush clean up issues; green space issues, etc.  It's turned into a

bitch session with the resident who is posting looking for other

residents to agree with them and 'like' their post.  Those who

posted have not gone into the Village Office seeking resolution of

their issues.  They only wanted to rant.  Their issues could easily

been handled by calling the Village Office or stopping in to talk

with someone who could actually address their problem.  Seems

easy enough to do but that wasn't the intention.  Thankfully, Mayor

Lofty has been more visible in the recent months and has tried to

direct those testy residents back to the Village Office and to make

direct contact with those who have the authority to rectify their

issues.”

To Linda’s point, the Village has already begun to address the unofficiated

Facebook groups, but it is important to understand that unofficiated

Facebook groups can cause issues with the Village administration’s

official account posts and information.  According to Linda, the

resident-run community accounts tarnish the Village’s communications

reputation and forces the Village administration to work harder to push

important information to the top.

We identified one common theme through our conversations with the other Villages that

is outlined below:
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1. Social media, specifically Facebook, has been a successful platform for

Villages to communicate with their residents due to the efficiency of relaying

information.

Autumn Klein, the Village Clerk for the Village of Granville, stated, “we get

positive feedback about the use of both email system and Facebook. As you know,

social media is a big success.” She added, “it allows us to quickly disseminate

information to the residents of Granville.” Facebook is a reliable source of

information for many communities because of its long-standing establishment in

the digital realm and how widespread its use is.  There are over 300 million users

on Facebook in the United States (Statista Research Department, 2022).

Additionally, the highest percentage of users fall into the 25 - 34 year old

demographic, falling in line with the majority demographic of the Village of

Glendale (Statista Research Department, 2022).  Therefore, it is important to note

that social media, specifically Facebook, is a successful platform for

communicating with a large number of people due to its popularity and

accessibility towards residents in the Village.

VII. Recommendations

Based on our findings, we have multiple recommendations in order to improve the

Village’s communication plan. These recommendations include: making additions to the website,

improving the electronic newsletter, and creating social media. We will address specifics such as

content inclusion, aesthetics, and how to increase community engagement. Overall, it remains
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crucial for residents to feel that they have full access to all the information that the Village

produces.

The feedback received from both residents and officials would indicate that additions to

the current website are necessary. The website should appear more user friendly, with clear

indications on how to access specific information. There should be a visible spot in which

residents can find contact information for Village officials. A quick and efficient way to find

Mayor Don Lofty’s email address and phone number would be recommended. This may be in the

form of a tab on the website, where other information is found. However, to simplify the ability

to find it as much as possible, the mayor’s email and phone number could be found at the bottom

of the homepage. The Village’s social media can also be found in the contact tab and on the

homepage. In addition to a contact tab, access to a feedback column on the website is

recommended in order to hear from residents. Residents can click on the tab to send a message of

concern or critique to Village officials. Finally, there should be clear notifications about council

meetings and other official events that are accessible to the community beforehand. These

notifications can be displayed on the website’s homepage. However, the Village’s current website

does an adequate job of laying out and displaying information overall.

We have several recommendations for the Village’s electronic newsletter, including what

they should contain and their appearance. We recommend that a hard copy of the newsletter

continues to be accessible to residents at designated locations. This would benefit individuals

who are unable to access it electronically. In order to provide a more attractive newsletter for

residents, it would be beneficial to make headlines intriguing. Headlines should potentially

include multiple points of interest in the articles. For example, “Roadwork Ahead! Repairs on

Oak Road Next Week” could be a potential newsletter heading or subheading to notify the
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community about future roadwork in the Village. However, the current “In This Edition” section

is a good overview for the newsletter, with the catchy slogan inclusion at the end, “This is

Glendale!” The newsletters should be engaging while remaining informative, with colorful

graphics and images. The headings could be displayed in colored text in order to attract the

attention of the readers. The Village’s newsletter on April 1, 2022 included a section titled “New

Books at the Glendale Community Library,” with several subsections with book genres. As an

example, a section like this could include pictures of the books to further encourage community

members to explore the library’s new options.

After receiving feedback from residents, there are several points of content that

community members would like to see in the newsletters. Based on this feedback, the newsletters

should consistently include information about Village events. Residents want to be informed

about council meetings in advance, preferably a few months prior. Newsletters should also

include information about pending legislation. Residents wish to be notified about construction

and road work in the Village before and during its occurrence. During the months of Autumn, we

recommend including information pertaining to local leaf pickup. It is also important to add any

changes to Village services in the newsletters. Another suggestion for content inclusion is a “Did

You Know?” section of the newsletter. This section can direct residents to the website to

encourage residents to access information through an additional source. The “Did You Know?”

section, for example, can say “Did You Know?: We have a curbside and leaf collection section on

our website!” which will allow residents to find more information.

Finally, we recommend that the Village create official social media pages. The Village

has multiple Facebook pages under its name, none of which are run by Village officials. Instead,

these pages were created by outside sources and no longer appear to be active. We recommend

15



creating an official Facebook page for the Village, which will be managed by officials. The page

can be verified through the Facebook website, in order to differentiate from unofficial pages. The

Facebook can remain simple, echoing the content used in the Village’s newsletter. Urgent

information can be posted on the page, in order to inform residents in a timely manner. The posts

can remain simple, including information graphics and consistent branding. A Facebook page

would serve as a simple way for residents to provide the Village with feedback. For example, the

“Mentions” tab is easily accessible from the Facebook page, and residents can tag the Village

which will appear under this section. Residents can post their own information about the Village

there, which can be viewed by anyone who visits the page. Creation of an Instagram page is also

recommended, and will provide yet another way for residents and visitors alike to access

information. The Instagram page can reflect the content produced on the Facebook page, with

engaging graphics that attract attention. Social media should be regularly updated and reviewed

in order to keep the users engaged.

Overall, the Village presents a promising ability to improve forms of communication. The

website appears to be well managed, with colorful pages and a plethora of sections. Furthermore,

the newsletters contain helpful information and remain consistent throughout. It remains up to

the residents’ discretion to engage with the website, newsletter, and social media. The most

important element is keeping up with these sites to encourage community involvement. We

greatly appreciate the opportunity to work with the Village of Glendale and encourage the

Village to consider these recommendations for future success.

16



APPENDICES

Appendix A: Team Contract

1. Team members’ names and contact information.

Jenna Marron: 317-544-9779

Caroline Baxley: 740-602-1935

Maille Drellishak: 440-453-1102

Terese Jones: 860-986-9620

Amanda Lefkovitz: 614-558-4228

2. Standing weekly meeting(s) schedule.
a. Thursdays at 2:00PM started via Zoom but switched to in person
b. Thursday at 2:50PM during class time

3. Team internal communication plan and process.
a. Groupme, email, zoom, and class time
b. When the group is communicating different tasks and planning we will

communicate via groupme unless email is more appropriate. We will all stay up to
date with checking notifications to make sure communication is updated.

4. Expectations (ground rules) regarding preparation for and attendance at team
meetings and frequency and duration of meetings. The contract should focus on
observable behaviors that will be expected of all team members and should only
include those behaviors that are crucial to the team's effectiveness. Teams should aim
for five-seven ground rules.
a. Highly involved and engaged team members.
b. Try to attend all meetings, but we can be flexible if only some group members can

attend (we can fill in other members at a later date)
c. High frequency communication, relatively quick response times
d. Equal distribution of responsibilities/tasks
e. Turn things in on time

5. Assignment of specific tasks, roles, and responsibilities along with due dates. The
team can itemize the tasks to be completed for the project and provide a space for
each team member to sign up for that task. May be very general at first, but you will
update this information on Weekly Status Reports.
a. Weekly reports due each Friday, work on in class on Thursday
b. Final report completed by late April
c. Final presentation completed by May 1
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6. Outline of the specific process for dealing with unmet expectations or other problems
that might arise (aka conflict resolution).
a. Over-communication among the group.
b. Be understanding with each other but also honest.
c. Offer help - check in with group members as they are working on their specific

tasks.
7. An agreed-upon method for peer feedback during the project so that problems can be

addressed before the project end
a. Discuss issues during weekly check-in meetings or in-person in class
b. Be proactive about providing feedback, don’t wait until they have made the same

mistake over and over again to bring it up.
c. Be honest and kind.

8. A place for each team member to sign and date, indicating their agreement to the
terms of the contract.

Electronic Signatures

Jenna Marron (JM, 2/3/2022)

Caroline Baxley (CB, 2/3/2022)

Maille Drellishak (MD, 2/3/2022)

Terese Jones (TJ, 2/3/2022)

Amanda Lefkovitz (AL, 2/3/2022)

Appendix B: Citations

“Glendale Village, OH.” Explore Census Data, 2020,

https://data.census.gov/cedsci/profile?g=1600000US3930380.

Statista Research Department. “Instagram: Age Distribution of Global Audiences 2022.”
Statista, 22 Mar. 2022,
https://www.statista.com/statistics/325587/instagram-global-age-group/.

Village of Glendale, Ohio. (2022). Retrieved April 7, 2022, from https://www.glendaleohio.org/.

______________________________________________________________________________

Appendix C: Villages we Collected Data From

German Village*
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Village of Albany*

Village of Glendale

Village of Granville

Village of Minster

Village of Plain City

*Villages we did not receive responses from, but reached out to

______________________________________________________________________________

Appendix D: Village of Glendale Residents we Collected Data From

Amy Flurry

Don Lofty, Village Mayor

David Lumsden, Village Administrator

Heidi Baldwin

Katie Garry*

Linda Ewing

Sandi Baker

Rohit Sharma*

*Individuals that we did not receive responses from, but reached out to
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______________________________________________________________________________

Appendix E: Example Social Media Posts

______________________________________________________________________________
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