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About West Bend, Wisconsin

• 32,000 residents, located 30 minutes north 
of Milwaukee in Washington County

• Thriving historic downtown with specialty 
shops, restaurants and cultural attractions

• Award-winning parks and trails: Downtown 
Riverwalk, Regner Park, Lac Lawrann
Conservancy, Eisenbahn State Trail

• Sub-regional commercial and industrial hub

West 

Bend



Instant 
Information Age

• An instantaneous digital culture 
where it is socially acceptable to 
expect information and responses 
at a moment’s notice

• Municipal communications lags 
in many organizations

If a municipality is not 

telling its own story, 

then someone else is.



Municipalities can position themselves 
for greater success by prioritizing and 
investing in strategic communications.



City of West Bend Communications History

1979-2019

• 40+ years of cable 
television

• In 2016, Jay Shambeau
hired as City 
Administrator and 
envisioned developing 
Communications 
Department

2020-2021

• In January 2020, hired Marketing 

and Communications Director

• COVID-19 policy writing, internal 

and external communications, 

public relations

• Together West Bend video and 

BID Marketing Campaign

2022 and Beyond

• Grant writing and fundraising 

• Economic development

• Social media growth, 
engagement, and story telling

• Visit West Bend – tourism-
focused campaign

• Humanize local government



“There was a continuous decrease of media coverage by local radio, newspaper, and 

television. This new void led to increased negativity to creep in this lost media space in the 

form of social media bloggers. I desired for the Communications Department to lead the 

way with unapologetic, intentional, factual, positive coverage of the great services offered 

by the City of West Bend.”

Jay Shambeau, City Administrator, City of West Bend



Promote Economic 
Development

• Business of the Month 2:00-3:00 videos

• Welcome to West Bend Visits and Posts

• Assist Businesses with Main Street 
Bounceback Grant, Small Business Loans, 
Relocating to West Bend, Tax Incremental 
Financing

May Business 
of the Month 

La Cabana 



Tourism Promotion 
and Development

• Visit West Bend 
Destination Marketing Campaign

• Downtown Business Improvement 
District (BID) Marketing Campaign

• Event Videos and Promos

• Promotional Grants 
Travel Wisconsin Joint Effort Marketing, 
Travel Stimulus Grant, DMO

• Tourism Commission – Local Room Tax

Visit West Bend campaign includes digital, social, print, billboard, 
television, tradeshow, and radio advertising placements.





Humanizing Local 
Government

• The City – 3:00-5:00 videos featuring a 
city department or unique area of local 
government

• Election and Recruitment Videos

• Weekly Newsletter 

• Holiday Video

• Celebrate/Highlight Wins

Finance Department receives awards

The City 
featuring the 
Engineering 
Department



Look forward. 
Be positive.

Communications departments build trust 

and engagement by developing and sharing 

well-written, factual and timely information.



Village of Glencoe
Illinois

Philip A. Kiraly, ICMA-CM

Village Manager 



A bit about 
Glencoe:

• North Shore suburb of Chicago

• Population 8,900; $30+ million 
budget; 103 FT employees 

• Highly engaged constituency

• Home to the Chicago Botanic 
Garden, Writers Theatre

• Vibrant, quaint downtown with 
100% first floor occupancy 

• New Communications Manager (our 
first) started in February 2022 



The Communication 
Challenge 

Engagement must be a priority, BUT

• It’s easier to be apathetic and/or outraged 
than engaged

• People consume more and less information 

• Policies are important; adapting is more 
important

• Government is boring/irrelevant/corrupt/
(fill in the blank), right? 



Glencoe’s Communication Priorities

Communications Policy and Strategic 

Plan-driven 

• Be the unit of government that is 

always trustworthy

• Communications IS customer service 

• Reach people where they are; do so 

frequently

• All materials (print and digital) should 

be, attractive, easy to understand and 

memorable

• Engage, engage, engage across a 

variety of platforms



Communication in 
Glencoe Today

Policy-Driven, High-Quality, Multi-Platform, Staff-Developed

• Print:
• Tri-annual newsletter (shared with Park District, Library, School District 

and social service agency)

• Budget, Budget-in-Brief

• Kiosks, flyers, signs

• Digital:
• Socials – Facebook, Instagram, Twitter, LinkedIn, YouTube, Nextdoor

• E Newsletters 

• Website – villageofglencoe.org 

• Experiential:
• Face-to-face/face-to-screen interactions

• Stories, polls, digital feedback

• Staff stories, Village Manager’s Blog

• Some video where possible

https://www.villageofglencoe.org/how_do_i/connect/inside_glencoe.php
https://cms6.revize.com/revize/glencoeil/Calendar%20Year%202022%20Annual%20Budget%20V3.pdf
https://www.flipsnack.com/villageofglencoe/calendar-year-2022-budget-in-brief.html
https://us15.campaign-archive.com/home/?u=a91929a6365c68695033b0347&id=9a9bcc4fb2
https://www.villageofglencoe.org/
https://www.villageofglencoe.org/blog/


Collaboration



Humanizing Government



Telling Stories, Building Engagement



Promoting our Community 



Tip-toeing Into Video



Case Study: Water 
Meter Replacement 

• Long planned, much needed

• Planned project kick off – May 2020

• Replace all 3100 water meters – first 

wholesale replacement ever

• $2.5 M project, revenue bonds 

• Lots of benefits to the community

We just need you to let us into your home…

During the height of the pandemic…



Case Study: Water Meter Replacement 

• Full-scale outreach program to tell our “Why”

• Webpage, social media posts

• Flyer, letters, signs

• Informational video

• Reassure, reassure, reassure

• COVID Protocols

• What to expect, who will be there

• Outcome

• Positive – project completed ahead of schedule

• Few complaints; great engagement 



Case Study: Water Meter Replacement



What’s next?

Still Multi-Platform, still adapting 

• Pandemic changes:
• More, better information about things we don’t 

normally communicate

• The multi-media hit: “Return of the QR Code” 

• Engagement changed – thanks Zoom…

• Digital:
• Video, Video, Video!

• We’re looking to TikTok…

• Office Hours with the Village Manager – a new 
take on the Village Manager’s Blog



Still Multi-platform, still adapting

• Policy Revisions:
• First Amendment 

• Verification for Facebook and Instagram

• Experiential:
• Keep humanizing government – Get to know us!

• Fun needs to be injected into the serious

What’s next?



Jenny Thompson, MPA

Director of Community Engagement

Assistant to the City Manager



Welcome to Rochelle,
the Hub City!

• Population 9,500

• Located at I-39 & I-88

• Two trans-continental railroads

• Diverse population

• Home to Chicagoland Skydiving Center,

Kennay Farms Distillery & 
Rochelle Railroad Park

• Swoon-worthy downtown



Engagement Strategy

• Strategic Planning

• Community Inclusivity & Engagement: Top 5 Priority

• Engagement Defined

• Hometown Pride

• Sense of Belonging

• Branding

• Vibrant, Fun, Inviting



Our Toolbox

• Website

• Social Media

• Mobile App

• Text Alerts

• Annual Magazine

• Community Events

• Monthly E-News

• Outdoor Banners

• Direct Mail

• Media

• Don't Forget: People! Source: 2019 Community Survey Data



Enjoy Rochelle!

• Community Events

• Marketing & Promotion

• For Residents First

• Attracting Visitors

• Promoting Attractions



Celebrate Everything!

• Groundbreaking

• Ribbon Cutting

• New Business 

Announcement

• Our Projects

• Partner Projects

• Contributions



Making Connections

• Empathy

• Kindness

• Invitation to Engage



Success Stories: Citizens Academy

• 10 Week Program

• Up to 20 Participants

• Promotes transparency

• Gives staff an opportunity
to show off!

• Creates citizen advocates



Success Stories: Citizens Academy



Success Stories: Trash Can Roll-Out

• Set expectations with Staff

• Staff Training

• Create Campaign

• Mailer

• Website

• Press Release

• Social Media

• E-Newsletter

• Service Group 
Presentations

• Text Alerts

• Flyer

• English & Spanish



Success Stories: Trash Can Roll-Out





Success Stories: Ask Us Anything

• Monthly Facebook Series

• Received hundreds of comments

• Higher reach than any other post



Ask Us Anything: The Good 

• Reminder that residents can always “ask us anything”

• Promotes Transparency

• Requests for Service

• Project Questions

• Opportunity to Educate

• Rumor Control



Ask Us Anything: The Bad & The Ugly

• Trolls

• Trolls

• Trolls

• Trolls



Q & A



Thank you!

Jessica Wildes, MPA, MS
City of West Bend, WI

Communications and Economic 
Development Director

wildesj@ci.west-bend.wi.us
262-335-5170

Philip A. Kiraly, ICMA-CM
Village of Glencoe, IL

Village Manager
pkiraly@villageofglencoe.org

(847) 461-1101

Jennifer Thompson, MPA
City of Rochelle, IL

Director of Community Engagement
Assistant to the City Manager

jthompson@rochelleil.us
815-561-2006

Moderator: Jay Shambeau, MPA
City of West Bend, City Administrator, shambeauj@ci.west-bend.wi.us, 262-335-5171
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