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Today’s Presentation

• Review what we learned 
• Initial Communications Recommendations 
• Proceed with developing brand story



Explore

Evaluate

Express

Engage

Brand Explorer Program

Phase I. 

Phase II.

Phase III.

Phase IV.

Phase II.
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Research Recap

• 15 interviews with department leaders 

• 14 interviews with community stakeholders 

• 4 interviews with council members 

• 39 participants in focus groups 

• 132 employee surveys completed 

• 747 community surveys completed 

• 347 attitude, awareness and perception surveys completed by 
residents in the Atlanta metro and Anniston, Alabama 

• A review of Douglasville’s digital footprint



What does Douglasville say about itself? 

What do others say about Douglasville?
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Brand Truths

1. City’s reputation among stakeholders and 
employees is weak.



More than 60% of stakeholders primarily described the City 
of Douglasville (the organization) in a negative way.

Community  
Stakeholders

Stakeholders are clearly frustrated 
with the City’s work culture.

Douglasville struggles to stand out.

Most do not think the vision for the City of Douglasville is 
clear (68%).



Brand Truths

2. Current internal and external communications is 
fragmented and lacks effectiveness.



Lack of Communication
• Communication department lacks oversight 
• Lacking proper channels to communicate: 

- City has no social media channels 
- 17 different Facebook accounts 
- No social media policy  

• Disconnect between management and employees 
• Lack of guidance 
• Micromanaging  
• No public relations person or Public Information 

Officer 
• No procedures for city-wide communications

Community  
Stakeholders - employees



2.3%

7.3%

9.4%

11.9%

15.5%

50.0%

CitiTV

Mobile application

City website

Newsletter

Email

Social media

Preferred Communication 
Outlet

Community Survey

Your community prefers social media



City Communications Department Says - “We do TV”

Digital Audit: 
Web & Social



But more than 8,000 people have checked in on 
Facebook with an unofficial Douglasville, Georgia.

Digital Audit: 
Web & Social



There’s no Instagram, Twitter or Snapchat.

Digital Audit: 
Web & Social



Brand Truths

3. City employees lack a personal connection to City of 
Douglasville.  

• 42% do not live in the City or County



There is room to improve corporate 
culture and communication.

3.0

3.1

3.2

3.2

3.2

3.3

3.3

3.4

3.4

3.5

3.6

I feel I can express my honest opinions without fear of 
negative consequences

Information and knowledge are shared openly within 
this organization

I believe there is a spirit of cooperation between 
departments

Current internal communications do a good job 
keeping employees motivated and engaged

Senior management communicates well with the rest 
of the organization

Corporate communications are frequent enough

Corporate communications are detailed enough

City of Douglasville does a good job planning what 
types of content to use for internal communications

Communication is encouraged in this organization

I have a clear understanding of the vision for the City 
of Douglasville

My manager does a good job of sharing information

1 2 3 4 5

Corporate Culture and Communication

1=strongly disagree                              5=strongly agree

Employee Survey



3.1

3.4

3.4

3.4

3.5

3.6

There is good communication between departments within 
the city

There is adequate follow-through of departmental 
objectives

The leaders are open to input from employees

I understand the long-term vision for the City of 
Douglasville

The leaders care about their employees’ well being

I have confidence in the leadership

1 2 3 4 5

Organizational Leadership and Planning

There is also room to improve organizational 
leadership and planning.

1=strongly disagree                                  5=strongly 
agree

Employee Survey



Brand Truths

4. Douglasville is really down on itself and lacks pride.



2.6

2.6

2.6

1 2 3 4 5

As a place to start a business

As a place to visit

As a place to live

Rating Douglasville

The community rates Douglasville below average 
as a place to live, visit or start a business.

 GOOD TO EXCELLENTAVERAGE

Ideally, ratings 
should be >4

Community Survey



Residents describe Douglasville as growing 
diverse, and boring.

21.7%
4.6%
4.6%
5.1%
5.1%
5.3%

6.2%
6.5%

7.8%
8.1%
8.1%

11.1%
11.8%

13.0%
15.0%
15.0%

16.0%
16.2%

17.4%
21.5%

27.3%
39.1%

Other*
Progressive

Stubborn
Bustling

Active
Lazy

Quaint
Arrogant
Cliquish

Conservative
Fragile

Safe
Historic

Old Fashioned
Friendly

Deceiving
Closed-minded

Comfortable
Bland

Boring
Diverse

Growing

Douglasville Descriptors

*Other: Unsafe, crime, 
dangerous, crowded

Community Survey



2.3

2.8

2.9

3.2

3.2

3.3

3.2

3.9

3.7

3.9

4.2

3.8

1 2 3 4 5

Walkability

Reputation of the school district

Activities for families

Quality healthcare

Quality residential housing

Outdoor recreation

Quality of Life

Importance Performance

Douglasville’s quality of life amenities are not 
matching up with its residents’ ideals.

Ideally, ratings 
should be >4

AVERAGE  GOOD TO EXCELLENT

Community Survey



The community believes that Douglasville’s 
reputation is primarily negative.
Q: How do you think is the reputation of Douglasville, GA to outsiders?

Positive
18%

Negative
61%

Do not know of 
Douglasville

21%

Outsider's Perception of 
Douglasville

Community Survey



21% Fast paced

VS.

Slow paced 79%

48% Progressive Conservative 52%

32% Open-minded Closed-minded 68%

The community is frustrated with 
City government.

Q: Now I would like for you to think about the City of Douglasville government. Would you classify the City 
of Douglasville Government…?

Community Survey



5. Arbor Place Mall puts Douglasville on the map, 
but outside of the mall, outsiders know little else. 

Brand Truths



Most Recognized Assets
AAP Study



Reasons to VisitAAP Study



Outside descriptors of Douglasville

AAP Study

4.19%
4.19%
4.19%
4.79%
4.79%
4.79%

6.89%
8.38%

9.88%
10.18%

11.08%
11.38%

12.28%
13.77%
14.37%

17.66%
18.56%

21.86%
21.86%

25.15%
35.33%

Strong
Energetic

Open-minded
Trustworthy

Trendy
Proud

Closed-minded
Bustling

Progressive
Bland
Active

Comfortable
Safe

Boring
Quaint

Diverse
Conservative

Friendly
Historic

Old Fashioned
Growing

Douglasville's DescriptorsQ: Please pick 
three words you 
would use to 
describe 
Douglasville, 
GA?



13.91%

0.38%

0.38%

0.38%

2.26%

4.51%

6.02%

6.77%

7.52%

14.29%

15.41%

28.20%

Other*

Attended an event at the Conference Center

Attended Wednesday WindDown at the park

Visited the Douglas County Museum of History and Art

Played golf at West Pines Golf Course

Attended a festival and/or event

Attended a youth sporting event

Visited Downtown Douglasville

Visited Sweetwater Creek State Park

Went shopping

Shopped at Arbor Place Mall

Ate at a local restaurant

Activities

Q: While you were visiting Douglasville, which of the following did you do?

*Other: Visited friends, Six 
Flags, passing through, gas, 
business meeting

While in Douglasville, most dine and shop.

AAP Study



Positive
43%

Negative
15%

They do not 
know of 

Douglasville
42%

Douglasville's Reputation

Douglasville either has a positive reputation or 
outsiders simply don’t know about it.

Q: What do you think is the reputation of Douglasville to 
outsiders?

Why positive: 
1. Nice place/community 
2. Shopping 
3. Never heard anything negative 
4. Friendly 
5. Growing 
6. Historic

AAP Study



1. City reputation and stakeholder-employee 
perceptions of the City are weak. 

2. Current internal and external communications is 
fragmented and lacks effectiveness. 

3. City employees lack a personal connection to 
Douglasville.  

4. Douglasville is really down on itself and lacks pride. 

5. Arbor Place Mall puts Douglasville on the map, but 
outsiders know little else.

Brand Truths Summary



•Casting a clear vision and communicating action is 
important moving forward. From the inside out. 

•Communication channels need to be reassessed and 
streamlined 

•Create more ways for community engagement 
•City work culture needs to be addressed 
•Douglasville needs to better promote its assets and 

better merchandise its improvements!

Moving forward



Initial City of 
Douglasville 

Communication 
Recommendations



Design projects (280) 

Web content/Development (703) 

Video production (125)

$111,225 

$249,250 

$128,845 

$489,320

Communications Work Load and Assessed Value 



1. Reposition the Communications Department: 
“Department of Communications and Citizen Engagement”

Communication 
Recommendations

• Focus on marketing strategy, professional communications              
and consistency 

• Communications Director must be part of the conversation and visible 
- Move office upstairs 
- Lead a semi-annual marketing planning meeting with all 

department heads 

• Communications Department must oversee all City of Douglasville 
creative development 
- Including outsourced work



2. Departmental Job Structure Roles

Communication 
Recommendations

(1) Communications Director: 
• Responsible for overall strategy, direction and planning of City marketing 

(2) Digital Marketing Manager: 
• Heavy emphasis on social media knowledge  
• Responsible for management and execution of all digital media, 

including social media 
• Responsible for social media content: design and writing 

(3) Web Content Master: 
• Responsible for design of all website related content 
• Much of this content should also be applied to social media 

(4) Visual Content Producer: 
• Responsible for the production of video and photography for the City     

of Douglasville 

(5) Special events-Traffic production coordinator:



3. Social Media

Communication 
Recommendations

• Create a City of Douglasville Facebook page 
- Serve as the primary message board for City activities 
- Updated daily 

• Delete the CitiTV Facebook page 
- Instead use video as content on the City of Douglasville FB page 

• Social Media and websites should align with audiences: 
- Residents 
- Visitors 

• Training opportunities: 
- 3CMA 
- Government Social Media Conference: April 2018: http://gsmcon.com/



Next Steps

1. Brand recommendations for City of Douglasville 
• Brand strategy: Who is the City of Douglasville and 

what steps are needed to live the story? 
• Brand story development 
• Strategy for logo applications 

2. Message concepts and logo concepts for interpreting 
the brand story



Thank you!

January 2018


