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The City of Urbandale values the opportunity to provide
information that is professional, informative, open, proactive,
and on-brand to residents and stakeholders. To do that well,
we have developed this Communications Guide.
A Communications Guide does many things. It primarily
helps us ensure that our community is well informed by
promoting awareness of events, programs, initiatives,
services, and opportunities in Urbandale.
This Guide and the process that created it reflect the shared
perspectives and ownership of actions by City staff and
elected officials. For the City’s stakeholders, it explains the
communication and information they can expect from the
City of Urbandale.
This Guide supports the City of Urbandale’s Strategic
Priorities, long-term vision for the community, and the
organizational mission of being a financially responsible
government providing exceptional quality municipal
services, which are responsive to community needs, making
Urbandale a great place to live.
The Communications Guide is about sharing information and
guiding perceptions, while our Strategic Priorities are about
core beliefs, mission, and vision for Urbandale. This Guide
is a living document. While the objectives and principles will
remain the same, one can expect the appendices and tactics
to grow, change, update, and transform to fit the diverse
communication needs of the organization.
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COMMS TEAM
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THE TEAM

COMMUNICATIONS WITH A TEAM APPROACH
The City Manager formed the Communications Team in early
2018. The Marketing & Communications Specialist and Assistant
City Manager are the lead staff members of the Communications
Team. The Communications Team provides department
perspectives and professional insights on City Communications.
Broadly, there are one or two representatives from each
department on the Communications Team.

The core work of the Communications Team is to:
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perspectives

development

Provide departmental
and professional
perspectives on
Communications

Assist in the development
of Communications Guide

implementation

feedback

Assist in the
implementation of the
Communications Guide

Provide periodic feedback
on and evaluation of
Guide implementation and
revision
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THE TEAM

THE COMMUNICATIONS TEAM CONSISTS OF:
City Manager
Marketing & Communications Specialist
Assistant City Manager/Director of Economic Development
Director of Parks & Recreation
Chief of Police
Public Information Officer, Police
Fire Chief
Director of Engineering
Director of Human Resources
Director of Community Development
Director of Finance
Library Director
Community Engagement Manager, Library

Communications Guide - 2019
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OUR OBJECTIVES

2

OBJECTIVES

This Guide originates from the City Council’s Strategic Priorities which
direct staff to create a “Comprehensive Citywide Communications Policy
and Plan” and further identify specific communication challenges and
opportunities.
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OBJECTIVES

The four objectives of
this Communications
Guide are:

PROMOTE
Promote awareness of events, programs, initiatives,
services, and opportunities in Urbandale

BUILD
Build media relations and media coverage of
Urbandale stories

RAISE
Raise community profile and enhance image to
attract residents, highly-talented workforce, and
business

SUPPORT
Support a unified community identity and improve
City-community relations

Communications Guide - 2019
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PRINCIPLES
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PRINCIPLES

PRINCIPLES OF OUR COMMUNICATIONS

Communication may simply be the transfer of information, thoughts or ideas
to create shared understanding between the City and the receiver. The
information may be written or spoken, professional or social, personal or
impersonal. Whatever the case, the City wants to communicate well. To do
so, the City will use these principles to guide its communications which will
reflect the characteristics on the right.
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PRINCIPLES

ON-BRAND

PROFESSIONAL

OPEN

The style and method
of communication
are consistent. We
promote a cohesive
organizational
identity that reflects
the community’s
pride.

The information
we share is concise
and consistent.
We efficiently
communicate with
plain language,
ensuring the words
we use are easy to
read and understand
and value our
stakeholders’ time
and attention.

We maintain
a friendly and
welcoming tone when
sharing information
and ideas. We share
our innovative ideas
in a clear and concise
manner.

PROACTIVE

INFORMATIVE

The information we
share is responsive
to community needs.
Our communication
platforms are easyto-use, accessible to
all, up-to-date, and
intuitive.

The information
we share is useful,
interesting, or
entertaining.

Communications Guide - 2019
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KEY MESSAGES
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KEY MESSAGES

As City staff and elected officials, we are presented with many opportunities
to speak about Urbandale’s attributes. We know we are communicating
well when we can incorporate one or more of our key messages within the
various types of information that we disseminate.

LOW TAXES AND
QUALITY SERVICES
Urbandale is appealing to business and residents for many reasons, including its highly-rated city services
provided at a very low tax rate. Residents and businesses generally rate satisfaction with the City of
Urbandale’s services in the ninety-percent range, even while the City maintains the lowest tax rate in the state
for cities with populations of 15,000 and larger.

RESPONSIBLE
GOVERNMENT
In Urbandale, value provided to the taxpayer comes first. The City carefully stewards the trust and
resources of residents. The Mayor and City Council’s dedication to listening to the concerns of residents and
businesses is a value shared by staff.

HELPFUL
GOVERNMENT
Our Council is helpful and known for sound and fair decisions. We pursue creative and innovative
solutions while our programs and services are carefully planned, valued and meet the needs of a growing
community. We are committed to transparency in everything we do.

PARKS, TRAILS AND
AMENITIES
The City of Urbandale is your place; it’s where the fun begins! The City maintains an ever-expanding
park system with over 50 parks, 45 miles of trails and over 1,000 square feet of open green space per resident.
Our public library is a regional asset, drawing in over 300,000 visitors every year by providing a diverse range
of resources for life-long learning and enjoyment. Urbandale dedicates funds each year to purchasing and
installing public art to beautify and enhance public spaces all across the community.
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KEY MESSAGES

COMMUNITY
Community in Urbandale is built on the principles of Character Counts: trustworthiness, respect,
responsibility, fairness, caring and citizenship. Leaders exemplify the value of moving forward together, resolving
community concerns in a respectful, collaborative way.

SAFETY
Urbandale is a safe community with low incidents of violent and property crimes. The Police and Fire
Departments pursue and achieve national accreditation to ensure that policy and procedures meet or exceed
the most rigorous national standards.

DIVERSITY
Urbandale is second only to Des Moines in the number of people who use English as a second language. Over 50
languages or language dialects are spoken in Urbandale. We’re a diverse community that enjoys a variety
of cultures. We appreciate the richness and perspective it adds to our quality of life. The ethnicity of
minority populations is led by Bosnian speakers, then Spanish speakers, and various African language speakers
rounding out the top three.

FRIENDLY, SMALL
TOWN FEEL
We are a friendly city, and a happy one at that. Urbandale was recently ranked as one of the happiest ZIP
Codes in the United States. We have a community of caring people that volunteer their time and talent. Beautiful
neighborhoods and parks are designed for residents and visitors to be comfortable, safe, and well taken care of.
Historic Downtown Urbandale and Living History Farms ground the community in its history.

GROWTH AND
BOUNDARIES
Urbandale is a growing community of more than 45,000 residents. The casual observer may be surprised
to learn that Urbandale isn’t surrounded entirely by other metro cities, but instead continues to grow northwest
into unincorporated areas of Dallas County. Urbandale is located in both Polk and Dallas counties in the
northwest part of the Des Moines Metro. Urbandale also offers hundreds of acres of development land for
residential and business uses in the Polk County area of the community. Located at the intersections of Interstate
35, Interstate 80, and Iowa Highway 141, this unique geographic location allows Urbandale businesses and
residents convenient access to a coast-to-coast and border-to-border transportation network.
Communications Guide - 2019
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TACTICS
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ADVANCING
OBJECTIVES

ADVANCING URBANDALE OBJECTIVES

The City’s reputation and the public’s perception of Urbandale are
important. Staff met internally, held community focus groups, and reached
out to elected officials, residents, business owners, and stakeholders to
define a list of tactics to elevate Urbandale’s profile in the metro area.
Continued are the four defined objectives repeated with a corresponding list
of internal and external tactics to assist in achieving each objective.
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TACTICS

PROMOTING AWARENESS OF EVENTS, PROGRAMS, INITIATIVES,
SERVICES AND OPPORTUNITIES IN URBANDALE.
Develop and use methods to strengthen
internal communications.
Explore options for monthly City-wide employee
updates and an additional bi-weekly update for
frontline employees.
Timeline: Define methods in CY2018 and
implement in CY2019
Define process for City communications and
Marketing/Communications Specialist role.
Departments and staff want to communicate
well and according to a plan. Specialist amplifies
messages, helps create consistency and build
organizational cohesion, promotes and verifies
use of key messaging.
Timeline: Critical Communications Policy
and Process Appendix approved by
Communications Team and City Manager Q2
FY2019 (Q4 CY 2018).
Explore options and make recommendation
to City Council for message boards and/or
displays.
Develop in conjunction with signage master plan.
Timeline: Research complete and potential
recommendation Q2 FY2019 (CY Q4 2018)
Develop recommendations for wayfinding
and community entrance signage.
Consultant approved June 2018; signage master
plan complete by end of 2018.
Timeline: plan development and
implementation FY2019.
Develop a content calendar to assist in
scheduling and sharing information.
Created in consultation with Departments and
shared with Communications Team.
Timeline: Created and in place for CY2019

Develop concepts and delivery plan
for regular print and digital city-wide
newsletter.
Explore options for an annual printed piece that
complements a monthly email newsletter. Work in
conjunction with existing newsletters.
Timeline: Concept and plan presentation to
Communications Team Q1 FY2019; potential
implementation of Annual Report Q2/Q3
FY2019
Complete refresh of existing website. Make
recommendation to City Council for a new
website.
Existing website refresh will be complete in 2018.
Timeline: research and recommendation for
new website to launch Q2 FY2020.
Explore options and make recommendations
for a Community Calendar tool.
Timeline: Research complete and tool launched
in conjunction with new website.
Define City’s role in providing information
to voters. Utilize City resources when
appropriate to inform voters about elections
and issues.
Timeline: In Q1 of Fiscal Year, anticipate
elections and referenda and develop plan for
City’s communications role.
Evaluate value of current broadcast method
and make a recommendation to improve,
replace or discontinue current broadcast.
Timeline: Research and recommendation
complete FY2019 for implementation FY2020.
Develop a Social Media Response
Assessment and Policy for City
communications. Incorporate as Appendix
to Communications Plan.
Timeline: Plan complete, Communications
Team review and approval Q4 FY2019.

Communications Guide - 2019
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TACTICS

BUILD MEDIA RELATIONS AND MEDIA COVERAGE OF
URBANDALE STORIES
Cultivate relationships with key media representatives. Engage in events and
schedule meetings to interact with media professionals.
Timeline: Ongoing; at least two City interactions per month.
Pursue opportunities such as awards, presentations and speeches to showcase what
we do well. Highlight honors received by staff and departments.
Timeline: Ongoing

RAISE COMMUNITY PROFILE AND ENHANCE IMAGE TO ATTRACT
RESIDENTS, HIGHLY-TALENTED WORKFORCE AND BUSINESS
Collaborate with Human Resources to use Marketing and Communications to recruit
top talent.
Timeline: Ongoing
Create brand standards and style guide to be incorporated as appendix to
Communications Plan.
Establish style and format that can be easily used by departments. Leverage professional
resources of Marketing/Communications Specialist.
Timeline: Appendix complete Q3 FY2019
Create and share video on City communications channels.
Explore motion content that is engaging; identify resources for more video opportunities.
Timeline: Identify specific opportunities FY2019; implementation and adjustment ongoing

SUPPORT A UNIFIED COMMUNITY IDENTITY AND IMPROVE
CITY-COMMUNITY RELATIONS
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Develop annual community profile.
Support on-going efforts to promote
Urbandale as a great place to live and work.
Timeline: Profile updated annually in Q1 of
each Fiscal Year for digital distribution and
on-demand print.

Develop and begin delivery of a welcome
packet to new residents and businesses.
Inform about city services and “need-to-know”
overview packet
Timeline: FY2019 development; FY2020
implementation

Define existing and new opportunities
for elected official and staff interaction
with residents.
Work with elected officials to find opportunities
for more community engagement. Inventory
existing opportunities.
Timeline: Research and make
recommendations for implementation
FY2020.

Share City Communications Plan with key
City partners and identify collaboration
opportunities.
Timeline: complete partner meetings first half
FY2019
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APPENDICES

CITYWIDE SHARED

This Guide is a living
document. Content will
change and update. Refer
to the Citywide shared
drive for the most current
version of this guide.

Communications Guide - 2019
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APPENDIX A:
CRITICAL
COMMS. POLICY
& PROCESS
In-Progress
Target Completion: October – December, 2018

16

The City of Urbandale, Iowa

APPENDIX B: MEDIA RELEASE CHECKLIST

Press Releases conform to
an established journalistic
format ensuring all releases
are read and have equal
opportunity to be published.
Download the press release
email template from the
Communications Team
folder on the Citywide
shared drive. Consult the
Communications Specialist
with assistance in drafting
and sending a release.
Release Checklist:
• City Logo
• Date
• One or two contacts listed
on the release. Contacts
should be employees that are
comfortable speaking with the
media; Department Directors
and PIOs are recommended.
• Subject line of the email should
be the title of the release.
• The text of the release should
be pasted/typed directly into
the body of an email, left
justified, Arial 11pt font, and
single-spaced. It should not be
attached as a document or file.
Reserve the attachment section for pictures and videos that help support the press release. To ensure
readability and consistency do not use bulleted or enumerated lists in your release as email providers
handle special characters and formating differently.
• Less than 500 words (excluding boiler plate text).
• Boiler plate “About Urbandale” text.
• Request Communications Specialist to review, email to media, and post to website.

Communications Guide - 2019
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APPENDIX C: STYLE/BRAND STANDARDS

In order to protect the integrity of the symbol and graphic identity of Uniquely
Urbandale, organizations, businesses, or individuals wishing to use the logo must seek
prior approval. This appendix has been prepared to ensure everyone who uses the
Uniquely Urbandale logo maintains the integrity of the symbol.
Logo History
The Uniquely Urbandale logo was established at the
beginning of 2004 as the official logo for the City of
Urbandale, Urbandale Chamber of Commerce, and
the former Urbandale Development Association.
A few months later, the Urbandale Public School
System adopted the logo for their official logo as
well, creating a unique partnership between all
entities. This City recognizes the logo is approaching
the end of its life cycle and a refresh will be needed
in the near future. The logo, designed by Essman
and Associates, provides a unifying symbol of our
quality of life and unique business opportunities in
Urbandale.
Official Mark
The logo must be applied as defined in this
appendix. For any situation that it is not covered
in this appendix, please contact the City’s
Communications Specialist or Chamber’s President.
Logo Type
At all times “Uniquely Urbandale” logo type must be
present when using the logo. The logo type must be
present along the right sides of the diamond. There
will be no exceptions to moving the logo type.
Black and White Logo
The Black and White logo can be used in substitution
of the colored logo if needed.
White Logo
A reversed logo can be used in substitution of the
colored or black and white logo if needed.
Text with the Logo
A business/organization name placed next to the
Uniquely Urbandale logo is prohibited with the
exception of the three entities who use it is their
official logo.
Color Keys
A two-color spot process, the color of the logo can
not change and must reflect the following PMS
colors: Dark Blue: PMS 281, Light Blue: PMS 2995.
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Co-branding
The City of Urbandale frequently sponsors events
or supports other venues and functions. Often an
expression of support is shown by co-branding
promotional materials. The following guidelines
are recommended when using the logo:
• Placement should be visible, legible and, when
possible, in the upper left or lower left corner of the
promotional material.
• Size should be at least equal to other logo(s).
• If the City, Chamber, UDA or School System is the sole
sponsor, the event logo may have ‘top billing’ with the
logo used to complement the billing in either a shared
space on the top or as the footer along the bottom of
the promotional material.
• A copy of the material featuring other organizations
must be reviewed by a representative of the City of
Urbandale to ensure proper logo usage.

Font
The font used in official city communications should
be Arial or Open Sans. Use slightly larger, bold
versions of either Arial or Open Sans for headings.
When is doubt, contact the Communications
Specialist or Chamber President.
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APPENDIX D: EVENT CHECKLIST

Communications designee will coordinate and schedule event date in advance for the
Mayor, City Council and City Manager, and Director of Department to attend and add
event to everyone’s calendar. (check with City Manager to get dates for Council/Mayor).
One Month Out:
Do a site walk-thru with Parks Staff (Chad/Kevin/
Dick) to decide event specifics and site setup. This
is ideally completed 2-4 weeks before the event
date. Once site is evaluated, work with Parks Staff
to clean up the site (clearing brush, picking up
trash, removing graffiti). This gives them time to
schedule a team for the day of the event.
Coordinate with Police to reserve up to six City
Council parking spots at location (as close as
possible).
Catering/food planning/refreshments if applicable,
depends on event. Check with Asst. City Manager.
Call tent rental company, fill out tent rental form,
site location and building permit and return to
Public Works.
Event invitation created by Communications
Division. Provide or get all relevant information:
photo for invite, date, time, location, RSVP info,
from lead Department head.

Two Weeks Out:
Schedule Social Media updates leading up to event
so public is aware.
Begin drafting “For Press Planning Purposes Only”
(7-10 days before event) and send to all media.
Mayor Speaking Notes created by Asst. City
Manager / Communication Specialist given to
Mayor one week prior to event.
Include a section in remarks recognizing dignitaries
in attendance in the following order:
- President, Vice President, Iowa Governor
- Senators, Governors of other States
- Members of the House of Representative
- Former Members of the House of Representative
- Lieutenant Governor
- Urbandale Mayor, Other City’s Mayor
- City Council (Mayor Pro Tem, Councilmembers)
- Polk/Dallas County Board of Supervisors
- City Manager
- Commission members, Board members
Coordinate DSLR, Drone, or Livestream

Three Weeks Out:
Event invitation sent out to dignitary email list.
Communications designee manages RSVP List (if
applicable).
Create Press Release announcing event, distribute
to media, and upload to Business Record calendar.

Week of Event:
Pre and post-event coordination (with photos).
Send again “For Press Planning Purposes Only”
(one day before event).
Charge the PA system. Finalize all details with
appropriate parties (confirm with Parks Staff,
outside groups presenting, etc.)

MISCELLANEOUS EVENT DETAILS

Comms Designee Responsibilities:
• Ribbon/Bow
• Big scissors
• Real scissors
• Gold Shovels and Hard Hats
• PA System, Microphone, Batteries
• Background Banner or Pop-Up Wall

Comms Designee coordinates with Parks Staff:
• Tents
• Chairs
• Tables
• Table Covers (Chamber)
• Podium w/ City Seal (Library)
Communications Guide - 2019
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APPENDIX E:
SPONSORSHIP
POLICY
In-Progress
Target Completion: July – September, 2018
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APPENDIX F: COMMUNICATIONS SPEC. JOB DESCRIPTION

City of Urbandale
Job Description
Job Title:

Marketing and Communications
Specialist

Supervisor: Assistant City Manager/Director of
Economic Development
Category:

X

Exempt
Non-exempt

Department:

Economic Development/Park
and Recreation

Civil Service

Applicable

Grade Level:

21

Date:

April 2018

Summary Description
Under the general direction of the Assistant City Manager/Economic Development Director, this
position will plan, develop, coordinate, and implement marketing and communication strategies across
all city departments as well as support media relations and marketing activities of various city services
with heavy emphasis on City Manager’s Office, Economic Development, and Park and Recreation
initiatives; specific responsibilities include content design and creation, project work and the planning
and coordination of special events.
Routine Job Duties/Responsibilities
Marketing
• Work with city departments to coordinate, design and produce, (or in some cases, have a third
party produce) advertising, marketing, and promotion of departmental activities such as special
events, annual reports, program guides/bulletins, services flyers, posters, presentation templates,
etc.; ensure coordination of marketing materials and consistency of messaging to capitalize on
City’s brand/identity.
• Create and/or manage the marketing campaign for recreational programs offered by the Park and
Recreation Department inclusive of the program registration campaign/direct mail campaigns,
and measure the various marketing strategies to gauge their effectiveness in generating interest
and participation.
• Design, or oversee design, of a variety of materials featuring various city initiatives/services
including maps, graphs, reports, newsletters, and promotional publications using various graphic
design software packages.
• Serve as main point of contact for external advertising/marketing campaigns; manage vendors for
services for special projects/events such as ground-breaking and ribbon cutting events.
• Maintain city photo/video library for use in communications/marketing materials. May
occasionally serve as event photographer and/or videographer and assist with drone footage and
video production when needed.
• Manage access to and integrity of City-branded items (letterhead, templates, stationery, etc.) to
ensure staff can easily access appropriate materials and to maintain integrity of City brand and
image. Disseminate and encourage organization–wide use of common templates, fonts, etc.
Communications and Media Relations
• Work with Director to develop and deliver an integrated communications strategy that connects
the public with the City organization and services; ensure consistent messaging and cascade
messaging through a variety of social media to project and maintain a positive community image
of the City.
• Develop and maintain effective working relationships with media contacts; write news
releases/alerts, and create media outlines; coordinate communications for city officials and
preparation/practice for media interviews as needed; respond to media requests for public
information and coordinate communications on city issues, or matters of public interest, affecting
the City and its residents.
• Manage the City’s social media presence via the website and other media such as Facebook and
Twitter accounts; manage content on website and monitor and respond to questions, concerns,
and feedback on these sites. Develop practices to integrate various departmental social media
presences with the goal of enhancing and amplifying unique departmental attributes while
fostering a unified City presence. Assist in managing website design, function, content, and
domain name registration.
• Serve as a resource for departments in responding to citizen concerns and inquiries regarding
services or projects on public forums such as City’s website and social media accounts

•

•

•

•

•

•

Knowledge:

•

Relationship Building
• Develop relationships with communications contacts in all City departments to ensure accuracy
of information released and to consistently cascade messaging throughout various platforms
existing in the City’s network of social media and already established communication avenues;
build trust and rapport with partner personnel serving in Public Information Officer roles for
other departments.
• Research, source, secure and promote sponsorships and partnerships for Park and Recreation
programming.
• Work with other departments to develop program guides and services flyers that feature and
promote existing departmental services and the roll-out of new services, initiatives, and
programs.
• Work with Director and other Departments to create marketing pieces to provide accurate
information about Urbandale; implement strategies to enhance the profile of Urbandale by means
of consistent and cohesive messaging that reinforces City’s branding/identity.
• Performs related duties and responsibilities as assigned.

Licenses:

•

Job Standards

Working Conditions:

•
•
•
•

Safety Hazards:

•

•
•

•

•

Any combination of education and experience providing the required skill and knowledge is qualifying.
Typical qualifications would be equivalent to:
Education/Experience: •
•

Skills:

•

•

Bachelor’s Degree in Marketing, Communications, Journalism, Graphic
Design, or a related field.
Three (3) years’ professional work experience in marketing,
communications, media or public relations, with experience in public
sector preferred.
Time management and organizational skills with ability to prioritize and
manage multiple projects, assignments, and deadlines for timely
completion of tasks/projects.
Expert proficiency with Adobe Creative Suite (Photoshop, Illustrator,

InDesign, Premiere, Acrobat and strong proficiency with Microsoft Office
Suite, Word, Power Point and Excel; ability to quickly learn a variety of
web-based applications
Demonstrated ability to promote a place, product or concept to targeted
audiences through various media and ability to compose succinct, accurate
written communications and promotional/marketing materials; skill in
producing concise copywriting, superior proof-reading skills and detailoriented.
Skill in developing concepts for presentations of marketing pieces; ability
to identify critical information, key messages and suitable images and
produce high quality presentations in PowerPoint or other media for
sharing with group audiences.
Work independently and as part of a team; ability to support and promote
cooperation, communication, and collaboration between departments, staff
members and community groups as well as citizens; ability to resolve
conflicts in an open and engaged manner while considering multiple points
of view.
Ability to build trusting relationships with elected officials, management
staff, community leaders, and peers of other municipalities in metro; ability
to respect confidentiality when warranted and to remain diplomatic and
tactful when dealing with sensitive topics and competing interests.
Make sound decisions and problem solve within established guidelines;
skill in reacting quickly to changing work day priorities and re-organized
schedules.
Skill in identifying reliable sources of information to answer questions and
provide useful data; ability to evaluate the effectiveness of media coverage
and marketing campaigns and adjust strategies accordingly.
Knowledge of principles and practices of public relations and information
in a public administration environment, inclusive of print and electronic
journalism techniques, news-gathering, and communicating information
cascaded throughout multiple platforms.
Knowledge of various methods of media production processes and
techniques, and equipment operation for electronic and audiovisual media.
Knowledge of current social media practices including website content
management and response to public comments/questions on social media
platforms.
Knowledge of marketing techniques and the development of marketing
campaigns/materials as well as the effective use of graphic arts in
developing promotional materials.
Knowledge in analyzing data related to current demographics, projected
forecasts, economic trends, and community profile to generate creative and
purposeful communication on City’s behalf.
Valid Iowa Driver’s License

Extensive periods of sitting
Intermittent periods of standing
Ability to lift, carry, push, and pull 21-50 pounds
Constant talking, hearing, near sight acuity, concentration, judgment, and
writing ability
• Frequent dexterity
• Intermittent stooping, kneeling, far sight acuity, depth perception, color
vision and field of vision
None

Note: This job description should not be construed to imply that these requirements are the exclusive
standards of the position. Incumbents will follow any other instructions, and perform any other related
duties, as may be required. The employer has the right to revise this job description at any time. The
job description is not to be construed as a contract for employment.
Approval:
City Manager

Date

Communications Guide - 2019
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APPENDIX G: COMMUNICATIONS QUALITY CHECKLIST

Key Messages
Low Taxes and Quality Services
Urbandale is appealing to business and residents for many reasons, including its highly-rated city services provided at a very low tax rate.
Residents and businesses consistently rate the City of Urbandale’s services
in the ninety-percent range, even while the City maintains the lowest tax rate
in the state for cities with populations of 15,000 and larger.
Responsible Government
In Urbandale, value provided to the taxpayer comes first. The City carefully
stewards the trust and resources of residents. The Mayor and City
Council’s dedication to listening to the concerns of residents and businesses
is a value shared by staff.

Communicating our City Identity
Our communications are professional, informative,
open, proactive, and on-brand. The City of Urbandale
is recognized as a financially responsible government
providing exceptional quality municipal services, which
are responsive to community needs, making Urbandale
a great place to live.
Leveraging our communications efforts, our citizens
recognize this when we highlight one or more of the
Key Messages on the back of this card.
When producing materials that represent the City of
Urbandale, they are consistent with our brand and
should:
• Promote awareness of events, programs, initiatives, services, and opportunities in Urbandale
and/or
• Build media relations and media coverage of
Urbandale stories
and/or
• Raise community profile and enhance image to
attract residents, highly-talented workforce, and
business
and/or
• Support a unified community identity and
improve City-community relations
Before publishing content I have checked to make sure:
• The City’s Logo is present and used properly
• An Urbandale website URL is included
• Department and physical address is listed
• Included contact name/number/e-mail address
• Content matches style guide and brand standards

22
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Helpful Government
Our Council is helpful and known for sound and fair decisions. We
pursue creative and innovative solutions while our programs and services
are carefully planned, valued and meet the needs of a growing community.
We are committed to transparency in everything we do.
Parks, Trails and Amenities
The City of Urbandale is your place; it’s where the fun begins! The City
maintains an ever-expanding park system with over 50 parks, 45 miles of
trails and over 1,000 square feet of open green space per resident. Our
public library is a regional asset, drawing in over 300,000 visitors every year
by providing a diverse range of resources for life-long learning and
enjoyment. Urbandale dedicates funds each year to purchasing and installing
public art to beautify and enhance public spaces all across the community.
Community
Community in Urbandale is built on the principles of Character Counts:
trustworthiness, respect, responsibility, fairness, caring and citizenship.
Leaders exemplify the value of moving forward together, resolving community concerns in a respectful, collaborative way.
Safety
Urbandale is a safe community with low incidents of violent and property
crimes. The Police and Fire Departments pursue and achieve national
accreditation to ensure that policy and procedures meet or exceed the most
rigorous national standards.
Diversity
Urbandale is second only to Des Moines in the number of people who use
English as a second language. Over 50 languages or language dialects are
spoken in Urbandale. We’re a diverse community that enjoys a variety of
cultures. We appreciate the richness and perspective it adds to our quality
of life. The ethnicity of minority populations is led by Bosnian speakers, then
Spanish speakers, and various African language speakers rounding out the
top three.
Friendly, Small Town Feel
We are a friendly city, and a truly happy one at that. Urbandale was
recently ranked as one of the happiest ZIP Codes in the United States. We
have a community of caring people that volunteer their time and talent.
Beautiful neighborhoods and parks are designed for residents and visitors to
be comfortable, safe, and well taken care of. Historic Downtown Urbandale
and Living History Farms ground the community in its history.
Growth and Boundaries
Urbandale is a growing community of more than 45,000 residents. The
casual observer may be surprised to learn that Urbandale isn’t surrounded
entirely by other metro cities, but instead continues to grow northwest into
unincorporated areas of Dallas County. Urbandale is located in both Polk and
Dallas counties in the northwest part of the Des Moines Metro. Located at the
intersections of Interstate 35, Interstate 80, and Iowa Highway 141, this unique
geographic location allows Urbandale businesses and residents convenient
access to a coast-to-coast and border-to-border transportation network.

APPENDIX H: SOCIAL MEDIA RESPONSE ASSESSMENT AND POLICY

DISCOVER
YES

WEB POSTING

Has someone discovered a
post about the organization?
Is it positive or balanced?

NO

EVALUATE

“TROLLS”

CONCURRENCE

A factual and well-cited response,
which may agree or disagree with
the post, yet is not factually
erroneous, a rant or rage, bashing
or negative in nature.
You can concur with the post, let
stand or provide a positive review.

NO

YES

“RAGER”

FIX THE FACTS

NO
“MISGUIDED”

NO

NO

YES

“UNHAPPY CUSTOMER”

RESTORATION

LET STAND

Is the posting a result
of a negative experience?

YES

NO

RESPOND
SHARE SUCCESS

Do you wish to proactively share
your story and your mission?

Do you wish to
respond with
factual information
directly on the
comment board?

YES

Are there erroneous facts
in the posting?

YES

Avoid responding
to specific posts,
monitor site for
relevant information
and comments.
Notify Comms Specialist.

Is the posting a rant, rage,
joke or satirical in nature?

Do you want to respond?

Let the
post stand—
no response.

MONITOR ONLY

Is this a site dedicated to
bashing and degrading others?

Do you wish to rectify
the situation and act
upon a reasonable
solution?

FINAL EVALUATON

Write response for
current circumstances only.
Will you respond?

YES

RESPONSE CONSIDERATIONS
Transparency
Disclose your
Urbandale
connection.

Sourcing

Cite your sources
by including
hyperlinks, images,
video or other
references.

Timeliness
Take time to
create good
responses.
Don’t rush.

ADAPTED FROM THE US AIR FORCE PUBLIC AFFAIRS AGENCY.

Tone

Respond in a
tone that reflects
highly on the City.
Refer to Comms
Guide for tone.

Influence

Focus on the
most used sites

Communications Guide - 2019
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Representatives of the City of Urbandale government share information using
various web platforms. Consequently, any communication transmitted via such
platforms may be subject to monitoring and disclosure to third parties. The
boilerplate text below, where possible, is included on these platforms:
We welcome you and your comments. The purpose of this site is to
present matters of public interest in the City of Urbandale, including its
many residents, businesses and visitors. We encourage you to submit
your questions, comments, and concerns, but please note this is a
moderated online discussion site and not a public forum.
We recognize the web is a 24/7 medium, and your comments are
welcome at any time. However, given the need to manage our staff
resources (your tax dollars), we generally only monitor comments and
postings during regular business hours.
Please note that the comments expressed on this site do not reflect
the opinions and position of the City of Urbandale government or
its officers and employees. If you have any questions concerning the
operation of this online moderated discussion site, please contact the
City Manager’s Office at communications@urbandale.org.
Once posted, the City of Urbandale reserves the right to delete
submissions that contain:
1. Vulgar language
2. Personal attacks of any kind
3. Comments or content that promotes, fosters, or perpetuates
discrimination on the basis of race, creed, color, age, religion,
gender, marital status, genetics, status with regard to public
assistance, national origin, physical or intellectual disability or
sexual orientation
4. Spam or links to other sites
5. Clearly off topic
6. Advocate illegal activity
7. Promote particular services, products, or political organizations
8. Infringe on copyrights or trademarks
9. Personally identifiable medical information
10. Information that may compromise the safety, security
or proceedings of public systems or any criminal or civil
investigations.
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