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OVERVIEW
● CAC mandate and work since 2018
● Key findings
● Recommendations 
● Discussion
● Next steps 



ROLE OF THE COMMITTEE 

● Created by the Select Board in 2018

● Seven members, a Select Board rep, and a member of the IT st

● Mission: to “evaluat[e] the ways in which the Town communicates 
with the public and ensur[e] that strategies maximize citizen 
engagement across multiple platforms and determin[e] the 
strategies that could be strengthened and mov[e] forward with 
ways for improvement.”



CAC WORK TO DATE
● Analyzed current town communications channels and usage 
● Researched website alternatives, best practices, other towns
● Conducted Communications Survey in 2020 and gathered informal 

feedback
● Bob Glowacky served as a resource to town departments
● Wrote “plain-English” summaries of Warrant Articles for Town Meeting  

2019, 2020, and 2021 

● Consolidated findings and recommendations in this report





THE BASIC QUESTION

How Do We Want to Present our Town to the 
Public? 



RECOMMENDATIONS

Select Board Guidance
● Communications Guidelines . Establish guidelines for 

communications by departments operating as part of the “Town of 
Exeter”

● Policies and Best Practices . We need policies and best practices to 
ensure town staff communicate clearly, accurately, and effectively



RECOMMENDATIONS
Communications Coordinator

Designate a Communications Coordinator with a Dual Role
1. A resource to help each department deliver its messages 

effectively
2. A quality controller to assure that information under the 

umbrella of the “Town of Exeter” is readily available in a cohere  
and beneficial manner as provided under the guidelines and be  
practices



RECOMMENDATIONS
Communications Coordinator

● Department Responsibility . Each department remains 
responsible for providing content about its activities that is 
responsive to its users, as well as accurate, and timely

● Staff Member for Communications .  Each department should 
designate a staff member to be responsible for its communicatio  
(more on this below)



RECOMMENDATIONS
Communications Coordinator

● Not a Micromanager . CAC is not recommending that all 
communications be funneled through or micromanaged by 
Communications Coordinator

● TBD . Select Board and Town Manager to determine how 
best to fill this role



RECOMMENDATIONS
Staff Training & Designated Communications Staff

● Training . Communications Coordinator assists with basic training on 
communications policies and best practices

● Point Person . Each department designates a communications point 
person and a back-up

● Job Description . Communications point person’s communication dutie  
are clearly defined in employee’s job description and included in 
performance review

● Updates . Training yearly or as needed with changes in technology or 
best practices



TOWN COMMUNICATIONS 
PRIORITIES

• Website

• Use of push notifications, alerts, and 
subscriptions (texting and email “marketing”)

• Social media presence



NOT COVERED BY THIS REPORT…..
• This report does not cover ExeterTV or other more 

traditional communications channels, such as press releases, 
public forums, printed newsletters, and phone 
communications. 

• Concerns specific to residents who do not use computers, 
tablets, smartphones or social media. To be addressed 
separately.



WEBSITE - EXETERNH.GOV
Primary source for up -to -date and accurate town information.

 Image . Establish a positive and attractive web presence for the town 
 Practical . Help residents find practical information 
 News. Prominently display up-to-date official news, calendar of 

meetings and events, announcements, and alerts
 Forms . Provide printable/scannable online forms and applications, an  

answer FAQs, to simplify and reduce the workload of town staff and 
officials

 Community . Foster a sense of connection to the local community



PRIMARY SOURCE FOR UP -TO -DATE & 
ACCURATE  TOWN INFORMATION



WEBSITE ISSUES
● Platform is Fine . Current platform provide by 

Municode is as good as any available

● More Effective Use . Town staff need to use 
the website more effectively

● No Webmaster . No webmaster or central 
coordination of website content



WEBSITE ISSUES

● Inconsistent presentation        confusing 
lack of uniformity and predictability for 
the user

● Department landing pages look very different

● Examples follow









WEBSITE ISSUES

● Unreliable content 

● Information is sometimes in multiple places and 
out-of-date

● Video



WEBSITE ISSUES

● Poor search functionality

● Video



SOME EASY FIXES

● For ~$1,000 we can redesign the website to more 
prominently feature upcoming meetings/events and 
highlight town news

● Photos next



Current Homepage -- Latest News and Calendar items are hidden



Proposed New Homepage -- events and news are highlighted



TEXTING, EMAIL, ALERTS, 
SUBSCRIPTIONS

● Survey results and trends show that people want to 
receive information instead of look for information

● “Push” notifications are already being used by some 
departments

● Examples



“PUSH” EXAMPLES
DPW Construction Updates

- DPW Staff update town on paving, sewer work, road closures, and more via  
email marketing service

Parks and Recreation
- Email marketing program with large distribution list to promote services, 

offerings, and other department news
Exeter TV monthly and Biweekly Newsletter

- TV staff monthly email with new content, upcoming meetings, and other town 
news

- Email blast to promote The Exeter Biweekly Report video with links to 
supplement the video and point people toward related content



RECOMMENDATION
EXPAND PUSH NOTIFICATIONS

● More newsletters with contributions from other departments to 
make it more “official” and create a  place people expect to find 
reliable information

● Texting services to reach a wider demographic
● Texting services for instant notifications with the least amount o  

work for residents
● Texting is matching and outpacing email as the preferred metho   

communication



NEED TO REPLACE MYEXETERNH APP
● MyExeter NH app was adopted to allow two-way communication 

between residents and town staff -- reporting issues

● Not well used by residents or town staff

● Town already possesses mobile notification services through 
EMS/PD/FD -- Rave Mobile



COMMUNICATIONS BUDGET
Possible Reallocation of Funds and/or Personnel

● The 2019 Carsey Report noted that, “Departments for the large 
part spend less than 1% of their operating budgets on their 
communication efforts (64% of departments).”  



COMMUNICATIONS BUDGET

Where should the Town place “Communications” items in the 
Town Budget?

● Much infrastructure is now under Information Technology but no 
operational budget

● Where would a Communications Coordinator fit
● Create line items for communications/marketing costs in 

department budgets



Other Next Steps...

● Draft Resident Handbook/Guide
● CAC to research and evaluate town’s current and potential 

future usage of other communication platforms
● Incorporate all communication platforms into 

Communication Policies and Best Practices document
● Revamp Exeter TV policies (last done in 2010)
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