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City of Elmhurst Strategic Communications Plan: OVERVIEW

A CIVIC PRIORITY.
Communication with citizens is a basic component of effective government. It is an essential part of the democratic process. Effective public communication is not a goal that stands independently from other City efforts,
but rather is an integral part of achieving success in all City activities.
•

The City of Elmhurst is committed to communication. Effective communication yields benefits for citizens,
staff, elected officials, media and those who visit Elmhurst. Successful communications related activities are
a primary function of the City and a sound investment of resources.

•

Communication encourages informed participation. Citizens can better express their needs and priorities
when they are educated and accurately informed about City issues. City Communications can initiate dialogue and encourage enhanced citizen involvement.

•

Communication builds community pride and satisfaction. The more citizens learn about City services, the
better they understand how their tax dollars are being used and the better they feel about their government. Educating citizens about City services and successes builds civic pride and strengthens the City’s
already-excellent reputation.

•

Communication fosters growth, attracts good employees and improves service. Raising Elmhurst’s profile
and building on Elmhurst’s reputation can draw people to the community, encourage business development, and attract quality employees.
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CITY’S MISSION
The City of Elmhurst is committed to provide responsive and superior governmental services in an environment of respect in order to protect and enhance the quality of life of those who live, work, visit, and conduct
business in our community.
Responsive
Committed to:
•
Providing prompt and courteous service
•
Maintaining open lines of communication with our community
•
Listening and looking to the needs of our community for direction
•
Becoming the trusted, preferred source for accurate information
Superior
Committed to:
•
Being fiscally responsible
•
Continually improving service to our community
•
Being proactive with our communications
•
Proactively educating and informing audiences with accurate information
•
Promoting approved channels as the primary resources for accurate information
•
Providing accurate and consistent service
•
Creatively planning for our community’s future
Environment of Respect
Committed to:
•
Treating all people with fairness, honesty and compassion
•
Active listening
•
Respecting the different needs of all members of our community
•
Being loyal to ourselves, the City & our community
•
Representing the City in a professional manner
•
Acting with integrity
TARGET AUDIENCES
In order to determine the most effective way to communicate specific information and tailor key messages, it’s
crucial to identify target audience segments. Communication efforts should be designed to meet the needs of
those audience segments. For purposes of this plan, audiences are as follows:
• Elmhurst residents - Residents of Elmhurst are the top priority. Continuing to foster communication with
City residents is the most appropriate starting point of a sound communications program.
• Elmhurst businesses - In close tandem with Elmhurst residents is the need to increase effective communications to Elmhurst businesses. Quality information outreach to the City’s existing commercial base is an
important function.
• City employees and members of the City boards and commissions - Effective communications with employees across departments is crucial to maintaining and enhancing our customer service delivery.
• Building communications with our volunteer-led commissions and other community ambassadors is also
essential.
• Commercial sector outside of Elmhurst - The commercial sector outside of Elmhurst remains a priority audience for City marketing efforts. Outreach such as videos, radio, trade show participation and other efforts
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•
•
•
•
•

geared to enhance business recruitment are a marketing priority.
Residents outside of Elmhurst - promoting Elmhurst as a wonderful community in which to live and raise a
family, or to visit on a weekend and experience unique cultural, dining and shopping, are a priority.
Tourists - Through the DuPage Convention and Visitor’s Bureau, and other key partnerships, it is essential
that we promote our key attractions for those who visit Elmhurst and DuPage County.
News media - Media who cover City government serve to influence Elmhurst’s image among our target audiences. For purposes of this plan, news media includes a variety of print, broadcast and electronic entities.
Community partners - It is in our best interest to communicate openly and effectively with other Elmhurst
governing bodies (School District, Park District) and organizations (Chamber of Commerce, City Centre,
Elmhurst College).
Other - Other audiences as determined. New or specific audiences may emerge which will require targeted
messages. This plan accounts for the need to remain aware and responsive to our audiences.

GUIDING PRINCIPLES
The City of Elmhurst:
• Embraces its responsibility to communicate effectively, both internally and externally. Every member of the
staff and council can help the City listen to citizens, communicate its message and incorporate feedback
where appropriate.
• Will make accurate, timely information available to citizens, elected officials, and staff through various
communication resources, venues, and platforms to ensure communications are delivered to the target
audiences.
• Will strive to increase frequency and consistency of our messages.
• Will promote key messages about who we are, how we work, and the way we deliver services.
• Will be an active listener.
GOAL ONE – CUSTOMER/PUBLIC SERVICE
• Provide high quality customer service through responsive, professional, and transparent interactions and
communications.
Objective 1
Reflect the City’s mission and core values in everyday interactions.
Objective 2
Develop customer service standards and implement ongoing customer service training opportunities for all
City staff.
GOAL TWO– COMMUNICATIONS CONSISTENCY
Communicate City news and information accurately, both internally and externally, in a timely proactive manner so that target audiences are well-informed.
Objective 1
Disseminate information to community members related to City activities, events, and initiatives in a timely,
accurate, and proactive manner.
Objective 2
Develop effective internal communication channels with City Council and staff so they may be reliable and
accurate ambassadors for both internal and external audiences.
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Objective 3
Ensure consistency of appearance and format, accuracy and quality of the content of all City publications and
communications.
Objective 4
Develop and utilize branding to strengthen communications and marketing messages.
GOAL THREE – CIVIC ENGAGEMENT
Encourage and drive community participation, volunteerism, and mutual respect by implementing
communication tools to aid in City planning processes.
Objective 1
Identify opportunities to engage citizens and increase participation, awareness and understanding of local government process, policy and priorities.
Objective 2
Expand and improve communication, civic engagement, public outreach, transparency, information access, and
sharing with the public.
Objective 3
Promote the use of online civic engagement tools and social media to increase public awareness, participation,
and community engagement.
Objective 4
Develop communication habits and tools, which establish the City’s channels as the preferred and best source
for accurate information.
GOAL FOUR- INCIDENT COMMUNICATIONS
Provide incident information before, during, and after a natural or man-made disaster or major community
event to effectively communicate with the community, media, City Council and Staff
Objective 1
Enhance internal procedures for communication with staff and citizens during emergency situations.
Objective 2
Educate citizens about informational resources available during an emergency.
Objective 3
Prepare communication strategies for emergencies likely to affect Elmhurst.
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GOAL FIVE- UTILIZE INNOVATIVE, MULTIPLE PLATFORMS
Utilize communication platforms that best expand and improve public outreach, transparency, information
access and two-way dialogue with the public.
Objective 1
Develop a best-in-class City website that is frequently updated.
Objective 2
Identify, evaluate and implement new channels and tools to enhance communications reach and effectiveness.
Objective 3
Expand the City’s photographic and video assets to maximize visual communications where appropriate.
GOAL SIX- Measure and Evaluate
Conduct ongoing measurement and evaluation of the strategic communications plan.
Objective 1
Establish pre-communication plan baseline metrics to assess attitudes, awareness, needs, and preferences of
all stakeholders.
Objective 2
Identify key performance indicators, which help us measure communication plan effectiveness and opportunities.
Objective 3
Use these analytics to guide ongoing development of goals and objectives that best serve all stakeholders.
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City of Elmhurst Strategic Communications Plan: COMMUNICATION TOOLS

SPREAD THE WORD.
Communication involves the sharing of ideas and information about an organization, the issues it deals with,
and its accomplishments within the community.
There has been a dramatic shift in the way people communicate. The City of Elmhurst must work to keep up
with the rapidly emerging resources and norms and implement proper tools to reach community stakeholders.
Clear, concise, and comprehensive communication is at the core of how the public relates to the City. Through
messaging, tonality, and design, communications create public awareness and define the City’s personality.
As methods of communications change, the City must adapt the way it communicates and engages with the
community.
The City uses the tools listed in this plan to support its communications and community engagement efforts.
METHODS OF COMMUNICATION
Customer Service
Customer service is at the forefront of all City services. The City of Elmhurst establishes, promotes and reinforces performance and customer service standards with all employees. During the on-boarding employee
process, there is an introduction to the City’s mission and high level of customer service culture. The Human
Resource Department conducts an annual customer service training day with the use of internal and external
consultants and trainers.
Marketing
Marketing involves the process of strategizing and using tools to reach the City’s “market” – the stakeholders.
The City will create a marketing plan, which will be analyzed and reviewed during the budget season. All communication tools will be considered in this marketing plan.
Advertising (Paid Media)
Advertising is the use of paid media space for promotion. In traditional print advertising, this includes use of
newspapers, magazines, and other print publications. It also can include outdoor media such as signage, banners, billboards, transportation billboards, broadcast media such as television and radio, digital publications,
and social media. Advertising can increase awareness within a broad audience. The City will create an annual
advertising/media buying plan, which will be analyzed and reviewed during the budget season.
Brand Positioning
Branding or Brand Positioning is the ongoing process of distilling and projecting a distinct voice and personality.
Developing a concrete set of agreed-upon attributes helps a brand differentiate itself. Branding involves creating a consistent look, color palette, feel, tone, voice and design across all communications materials. The City’s
Branding Guide can be found on page 12 & page 35 of the Strategic Communications Plan.
Incident Communications
Incident Communication planning helps to outline the roles, responsibilities, and protocols that guide the City
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in promptly sharing information with all stakeholders during an incident. The public will turn to the City and
the media for information, instruction, and reassurance during a crisis, emergency, controversy, or disaster.
The first responsibility for the Communications Manager in incident communications is to define and cultivate
a range of messages to inform the public and media. It is vitally important that all messaging be developed
as part of a coordinated response, and proper dissemination is crucial to effectively deliver information and
provide adequate resources. The City’s Incident Communications Plan can be found on page 22 of the Strategic
Communications Plan.
Direct Mail or Email
Direct mail or email can be a fast and efficient way to inform specific targeted audiences. It also can be used to
solicit a specific action. Newsletters can help the City frame issues and publicize events and initiatives. Email
tools can allow for distribution analytics to inform ongoing engagement. Other tools, such as postcards, flyers,
and fact sheets, can be very effective forms of targeted communications. The City utilizes the following Direct
Mail or Email Communications Tools:
•
•
•
•

Front Porch Newsletter- quarterly distribution
City of Elmhurst E- News – monthly distribution
Flyers/Posters (sent in utility bills, posted to City Hall and storefront windows)– as needed
Postcards – as needed

Elmhurst TV
Elmhurst TV is the City’s public access television programing that produces and presents programs providing
informational, cultural, and other programming, such as the City Council meetings. Programs are available on
the City’s YouTube page, Comcast Channel 6 and AT&T Channel 99.
Messaging
Messaging involves distilling complex issues into accessible information. Press releases, talking points, presentation and other tools created and edited by the City’s Communications Manager in support of the City’s
messaging. Consistent messaging helps the City to communicate with one voice.
Public Service Announcements (PSA)
Public Service Announcements are messages (audio or video) of public interest that are created with the objective of raising awareness on a particular service or issue with the goal of changing public attitudes and behaviors towards social issues.
Citizen Survey
City Council and City Staff develop and coordinate a biennial citizen survey to determine satisfaction with community services. Information obtained through the biennial citizen survey provides an indication of the citizens’
perceptions of quality and value of services provided, as well as their observations regarding the community’s
strength and weaknesses, and problems they feel the community will face in the next five years.
Internal Communications
The City’s Communications Manager will research and develop effective forms of internal communication for
City Staff and Elected Officials.
Citizen Engagement
Current and new methods of communication that allow for better citizen engagement will evaluated and implemented.
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Media Relations
The City of Elmhurst is committed to providing timely, accurate, and factual information to all of its stakeholders and to the general public. The City’s Media Relations Strategy can be found on page 29 of the Strategic
Communications Plan.
Printed Materials/Collateral
Printed materials- including brochures, pamphlets, and informational materials that provide tailored information to stakeholders- are a highly effective way of communicating about specific programs or topics. The City
produces a wide variety of printed/collateral materials including the following:
•
Brochures
•
Flyer
•
Pamphlets
•
Poster
•
Posters
•
Business Cards
•
Informational Materials/Notices
•
Agendas
•
City Calendar
•
Presentations
Social Media
The City of Elmhurst has a comprehensive social media plan with the goal of communicating directly to stakeholders about events, projects, news, and meetings through Facebook, Twitter, Instagram and LinkedIn. The
City’s Social Media Plan and Policy can be found on page 14 of the Strategic Communications Plan.
Use of Social Media when an incident occurs: News of an incident spreads rapidly on social media and can
gain momentum and spiral out of the City’s control. The City’s official social media accounts will be the only
accounts used to send emergency notifications during an emerging incident. All emerging information must
be shared from the City’s official website and social media accounts. In order to join efforts with the City’s goal
in use of social media during an incident, Elected Officials and City Employees are asked to refrain from using
their personal accounts in communicating City activity during an incident, unless this information is shared
directly from the City’s website, news and announcements, and/or official social media accounts.
Website
The City’s website, www.Elmhurst.org, is a rich digital resource that regularly received approximately 43,000
monthly page views. It contains comprehensive information about the City and is one of the most important
tools for effectively communicating to stakeholders. The website allows instant and dependable dissemination
to the public, with easy access. The website includes detailed information about almost anything the City is
working on. The City’s website is maintained by the Website Administration Team, lead by the City Communications Manager. The team includes one key member from each of the City’s departments. The team meets
quarterly to discuss website updates, or more frequently when necessary.
•
•
•
•

Newsflashes – sent through the City’s website. Information is emailed to a subscribed list of contacts
Calendar Listing - sent through the City’s website. Information is emailed to a subscribed list of contacts
Meeting Listings - sent through the City’s website. Information is emailed to a subscribed list of contacts
Board docs – information on agendas and reports from City Council and Committee Meetings

Stormwater Management Website:
The City’s Stormwater Management Website, www.elmhurststormwaterplan.org, was launched in Spring
2016. The website was designed to highlight the City’s efforts in stormwater management and includes specific
information on projects and plans. The website is primarily managed by the Public Works Department, with
the support of the Communications Manager when necessary. The site allows for interested parties to sign up
for updates on specific projects and newsflashes.
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Explore Elmhurst - ExploreElmhurst.com
Explore Elmhurst is a marketing campaign designed by the City of Elmhurst to highlight and promote attractions,
businesses and organizations in Elmhurst. Explore Elmhurst represents an all-access city guide, where anyone of
interest, including visitors and residents, can discover what there is to see and do in Elmhurst. The City has used
hotel/motel tax dollars for the development of this campaign, with the objective of reinvesting in the promotion
of Elmhurst as a premier destination for tourists and residents. To ensure the success of this brand, the City has
formed the Explore Elmhurst Advisory Group with community partners including representatives from Elmhurst
business associations, the Chamber of Commerce, local hotels, and cultural and civic institutions. Information on
Explore Elmhurst can be found at www.ExploreElmhurst.com.
Public Records/FOIA Requests
In specific cases, when public information is not available on the City’s website or through other communication
tools that the City utilizes, a Freedom of Information Act (FOIA) Request may be recommended. Requests for
public records are fulfilled under the guidelines of the Illinois Freedom of Information Act (5 ILCS 140). The Freedom of Information Act Officer (FOIA) for the City of Elmhurst will be the main contact for FOIA requests. The
City’s FOIA Officer can be reached at (630) 530-3015 or by emailing foia@elmhurst.org for more information. The
Freedom of Information Act Officer is located in the Administration Office of City Hall, 209 N. York St., Elmhurst, IL
60126.
BoardDocs/Municipal Code
The City posts City Council and Committee Meeting agendas, minutes and packets on an external site called
BoardDocs, http://www.boarddocs.com/il/coe/Board.nsf/Public#. Per the Illinois Open Meetings Act, all agendas must be posted 48 hours prior to a public meeting. Meeting minutes are posted in a timely manner or upon
approval. Per the City of Elmhurst Municipal Code, any/all items to be placed on the agenda of the City Council or
the applicable committees must be received by the City Manager no later than 9am on the Thursday prior to the
public meeting. The City of Elmhurst’s Municipal Code holds the rules and regulation of the City set by the City
Council. https://www.municode.com/library/il/elmhurst/codes/code_of_ordinances
Creative Services
The City’s Communications Manager serves as a gateway and technical advisor to City Staff to help access professional graphic design, video and photography services. This will ensure an ongoing standard of professionalism in
all City materials across departments and divisions. The Creative Service Request Form can be found on page 34.
Projects using graphic design may include, but are not limited to:
Postcards
•
Public outreach materials •
•
Brochures •
Photo imaging
Posters
•
Logo design
•
Letterhead •
•
Document layout
•
Banners
•
Web design
•
Flyers
•
Prepress/print coordination
•
General design consultation
Photography projects may include but are not limited to:
•
Documenting special events, meetings, and community gatherings
•
Building collections of architecture, urban landscape, street scene, and site-specific images
•
Headshots, portraits, group shots documentary images, and art-directed campaign images
The City has created an online Digital Asset Management Library for internal purposes, which includes a collection
of photos from each City Department.
Evaluation & Measurement
The City of Elmhurst will use analytics from the City’s website, social media pages and other communication tools
listed to guide ongoing development of goals and objectives that best serve all stakeholders. New forms of evaluation and measurement will be researched and implemented wherever appropriate.
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City of Elmhurst Strategic Communications Plan: BRANDING GUIDE

CONSISTENCY IS KEY.
To create consistency and high quality messages on behalf of the City, the City of Elmhurst Branding guide creates rules and examples of approved applications of the City’s graphic identity.
THE CITY LOGO
The City of Elmhurst’s logo is based on the Elm Tree, which can be found on the treelined streets of the City. It must always be used in a proportionate oval shape with the
words “City of Elmhurst”. The general versions include: full color (green, white and
gold), one color (green), black-on-white, white-on-black or white-on-color, and full color
(green, white and gold).
The logo should not be distorted or altered in any way. This includes alteration or removal of the typographic portion of the logo, as well as alteration to the logo shape or
dimensions.
TAGLINE
The City’s tagline, “Close to Everything, Unlike Anything” represents the City’s unique features and central
location with close proximity to major transportation sources that can take commuters to and from the City
of Chicago and surrounding suburbs. The City’s tagline can accompany the logo using the following versions
which include: white-on-black, white-on-color, black-on-white, and full color (black and orange). See brand
standards- pg. 35.
COLOR
There are nine colors that make up the City of Elmhurst Brand. See brand standards- pg. 35.
TYPOGRAPHY
Always use simple, clean typography. When using Windows or Mac OS system fonts, “Calibri” and “Raleway”
are preferred. The only stylized font that can be used is “Great Vibes”. Fonts in the City’s logo and tagline cannot be altered. See brand standards- pg. 35.
PHOTOS
Photography representing the City of Elmhurst should show life within the City. Photos should be of events,
people, and City environments and should not be static. Dynamic photos of architecture, monuments, and
public art are also good to use.
The City of Elmhurst has an extensive library of photography of City of Elmhurst life and events as well as City
services at: cityofelmhurst.zenfolio.com.
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TEMPLATES
To create and maintain consistency in branding, the City has created templates for the following communication pieces. See brand standards- pg. 35. City Hall staff must use these templates. Department acceptations
include: Elmhurst Police Department, Elmhurst Fire Department, Elmhurst History Museum, and Explore Elmhurst.
•
Letterhead
•
Press Release
•
Media Advisory
•
Brochures
THE CITY SEAL
The City’s Seal is used by the City Clerk’s Office to certify documents. The City
Clerk has charge of the City Seal and shall affix the City Seal on official City documents. Any use of the City’s Seal must come from the City Clerk’s Office.
REQUESTING MATERIAL/CREATIVE SERVICES
The City’s Communications Manager offers creative services to City Departments, Commissions and Advisory
Boards. Creative services can include brochures, flyers, posters, business cards, and presentation templates. To
place a creative service request, please contact the City’s Communications Manager. Please plan for a 4-week
lead-time for creative service requests. Please see page 34 for Creative Service Request Form.
APPROVAL
The City of Elmhurst’s Communications manager must approve all communications materials before they are
printed or released. Please anticipate this in your schedule when producing communications materials.
DISTRIBUTION
The Communications Manager must review all communication materials that will be distributed to residents,
businesses, and organizations. The request to review must also include information on where and how the
communication materials will be distributed.
DEPARTMENT & CAMPAIGN LOGOS
The following departments of the City have unique branding and brand standards that may not apply to the
City’s Branding Guide:
•
Elmhurst Police Department
•
Elmhurst Fire Department
•
Elmhurst History Museum
•
Explore Elmhurst
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City of Elmhurst Strategic Communications Plan: SOCIAL MEDIA PLAN & POLICY

CONNECT TO SHARE.
I. CITY OF ELMHURST SOCIAL MEDIA PLAN
II. CITY OF ELMHURST SOCIAL MEDIA POLICY
I. CITY OF ELMHURST SOCIAL MEDIA PLAN:
Objective: In alignment with the City’s overall Strategic Communication Plan, the goal for the City’s Social Media Plan is for the City’s social media presence to act as the strong, dependent and accurate voice of the City
to its residents, business owners, or any interested citizens. Social media has become a commonly used tool
to communicate and obtain information. The objective of the use of social media by the City of Elmhurst or its
departments is to broaden the communication reach and to facilitate communication between the City and its
residents, business owners and the general public, so that interested citizens may also share the City’s information. The City’s social media sites will serve as a source of news from the City to citizens, and are not intended
to be used as an outlet for online discussions or public forums.
Overview: The City of Elmhurst’s websites (elmhurst.org, exploreelmhurst.com, elmhursthistory.org, and
elmhurststormwaterplan.com) will remain the City’s primary and predominant Internet presence. Wherever
possible, content posted to City of Elmhurst’s social media sites will also be available on the City’s main website. Whenever possible, the City’s social media pages and posts should contain links directing users back to
the City’s official websites for in-depth information, forms, documents or online services. When departmental
social media pages exist, departmental staff will be responsible for the content and upkeep of any social media
pages that their department may create. The departmental pages must comply with the social media policy
herein.
Users and visitors to social media sites shall be notified that the intended purpose of the site is to serve as a
mechanism for communicating news from the City to all interested parties.
The City will approach the use of social media tools as consistently as possible, following the City’s brand standards and Communication Policy.
City of Elmhurst Open & Active Social Media Channels: At this time, the City will have active communication
through social media pages on Facebook, Twitter, Instagram, LinkedIn, and YouTube. All City & City departmental pages will be identified as a “Government Organization”. The City’s authorized personnel reserve the right
to add or terminate any of the City or City’s department social media accounts at any time.
The following list includes information for each active social media channel for the City and City departments:
o
City of Elmhurst - Facebook:
• URL: https:// https://www.facebook.com/cityofelmhurst/
• Authorized Admin: Communications@elmhurst.org, Communications Manager
• Purpose: Distributes all types of communication
o

City of Elmhurst -Twitter:
• UR: https://twitter.com/CityofElmhurst
14.

o

o

o

•
•
•
•
•
•
•
•
•
•
•

Authorized Admin: Communications@elmhurst.org, Communications Manager
Purpose: Distributes time sensitive information requesting action or alert from the community
City of Elmhurst - Instagram:
URL: https://instagram.com/cityofelmhurst/
Authorized Admin: Communications@elmhurst.org, Communications Manager
Purpose: Distributes information covering or highlighting planned City events or activities
City of Elmhurst - LinkedIn:
URL: https://www.linkedin.com/company/city-of-elmhurst
Authorized Admin: Communications@elmhurst.org, Communications Manager
Purpose: Distributes positive news or recognition of the City + HR recruitment tool
City of Elmhurst - YouTube:
URL: https://www.youtube.com/user/elmhursttv#p/c/4027C7A8BCF3669F
Authorized Admin: Communications@elmhurst.org, Communications Manager
Purpose: Distributes video coverage of City’s planned events or activities. This is a shared account and
includes video coverage from several other civic partners.

CITY DEPARTMENT PAGES (MANAGED BY INDIVIDUAL DEPARTMENTS/GROUPS)
o
Elmhurst Police Department - Facebook:
• URL:https://www.facebook.com/Elmhurst-Police-Department-612111482178572/timeline
• Authorized Admin: Communications@elmhurst.org, Chief of Police
• Purpose: Information specific to Elmhurst Police activity regarding public safety, department programs, and department interaction with Elmhurst residents.
o
Elmhurst Historical Museum - Facebook:
• URL: https://www.facebook.com/elmhursthistoricalmuseum/
• Authorized Admin: Communications@elmhurst.org, Museum Marketing Coordinator
• Purpose: Distributes news, events, awards and media features about the museum, exhibits, programs
and people. Engages our community with history briefs, images from the museum’s collection, visiting
groups and other patron experiences.
o
Elmhurst Historical Museum - Twitter:
• URL: https: https://twitter.com/ElmhurstHist
• Authorized Admin: Communications@elmhurst.org, Museum Marketing Coordinator,
• Purpose: Distributes news, events, awards and media features about the museum, exhibits, programs 		
and people. Engages our community with history briefs, images from the museum’s collection, visiting
groups and other patron experiences.
o
Elmhurst Explore Elmhurst - Facebook:
• URL: https://www.facebook.com/ExploreElmhurst/
• Authorized Admin: Communications@elmhurst.org, Select V&T Committee Members
• Purpose: Distributes news and events to individuals who are interested in discovering what there is to 		
see and do in Elmhurst. This will include information from our community partners, local businesses 		
and organizations.
o
Elmhurst Explore Elmhurst - Twitter:
• URL: https://twitter.com/ExploreElmhurst
• Authorized Admin: Communications@elmhurst.org, Select V&T Committee Members
• Purpose: Distributes news and events to individuals who are interested in discovering what there is to
see and do in Elmhurst. This will include information from our community partners, local businesses 		
and organizations.
o
Elmhurst Explore Elmhurst -Pinterest:
15.

•
•
•
o
•
•
•

URL: https://www.pinterest.com/ExploreElmhurst
Authorized Admin: Communications@elmhurst.org, Select V&T Committee Members
Purpose: Distributes news and events to individuals who are interested in discovering what there is to
see and do in Elmhurst. This will include information from our community partners, local businesses and
organizations.
Elmhurst Explore Elmhurst - Instagram:
URL: https://www.instagram.com/exploreelmhurst
Authorized Admin: Communications@elmhurst.org, Select V&T Committee Members
Purpose: Distributes news and events to individuals who are interested in discovering what there is to
see and do in Elmhurst. This will include information from our community partners, local businesses and
organizations.

Communication Flow Chart: Page 20 identifies how a social channel will be chosen for each message in order
to reach the intended target audience.
Management Plan: Authorized administrators of the City’s social media account will be responsible for monitoring the pages, posting content, and managing public comment. In general, the City’s administrator will
actively engage with the pages, Monday through Friday, twice daily. In the case of an emergency or issue that
needs to be addressed, this activity may increase or fall outside of this general time frame.
Social Media Calendar: Page 21 provides an example of the City’s monthly social media calendar. A social
media calendar will be created each month with planned posts for the upcoming month. The calendar is to
be submitted by the Communications Manager to the Assistant City Manager for review on the 3rd Thursday
of each month. The calendar approval deadline will be the 4th Thursday of each month, leaving 1 week for
review. All City Staff Directors and Managers and will have an opportunity to include information in the City’s
monthly social media calendar.
Obtaining Relevant, Accurate, and Timely Information for Social Media Posts: When a newsworthy event
occurs, City Staff Directors and Managers are responsible for sending or sharing the information with the City’s
Communications Manager or a designated department administrator to request to be posted onto the City’s
Social Media Pages. Whenever possible, a photograph or image relating to the topic should also be submitted.
City Staff Directors and Managers are asked to submit the following information when requesting that newsworthy information be shared to the City’s social media sites:
•
•
•
•
•

Event/Project:
Date:
Summary (1-4 sentences):
Location:
Attach photo if possible

Information should be sent to kassondra.schref@elmhurst.org. If the news is timely and happens after business hours, City Administration Department Directors and Managers or his/her designee is advised to send a
text message with the above information to the following mobile number: 630-330-0879.
Measurement, Reports & Records: The City’s authorized social media administrators will use Hootsuites, a
social media management and monitoring tool. Key functions include:
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•
•

•
•
•

Scheduling of posts and ability to manage multiple social network profiles through one dashboard.
Creating in depth analytics reports to measure the social impact on the City. Measurement is based on user
engagement. Although the City’s goal in using social media is as a source of news outlet from the City to citizens verses an outlet for online discussion, the success of the City’s social media efforts will be measured
by user engagement to ensure that the newsworthy messages are reaching a large targeted audience.
Reports will be delivered monthly to the City’s Department Leaders along with the upcoming social media
calendar.
Dashboard to set “scenario response messaging” including crisis communication messages. The City’s “scenario response messaging” will be a compiled reserve of pre-approved statements developed for specific
scenarios.
Geo Targeting- ability to segment and target posts.
Government Compliance through archiving messages.

Marketing: The City may choose to market or “boost” certain posts to reach a larger and more targeted audience. The City may also use social media advertisements to further promote events or other marketing initiatives.
Using Standardized Hashtags- When posting to Facebook, Instagram, Twitter, and Pinterest, many times
hashtags are used with keywords to allow the post to be searchable, with the goal of reaching a larger audience. Hashtags should be limited to 4 per post when used. Hashtags may be created to support a City developed marketing campaign.
Suggested hashtags to promote the City:
• #COE
• #ExploreElmhurst
• #CityofElmhurst
• #ElmhurstIllinois
• #ClosetoEverythingUnlikeAnything
II. CITY OF ELMHURST SOCIAL MEDIA POLICY:
Purpose:
The purpose of the City’s Social Media Policy is to establish enforceable rules for the use of social media on
behalf of the City by the City’s dually authorized employees. Rules are necessary to assure that communications made on behalf of the City is accurate, appropriate and properly authorized. At this time, the City’s social
media use refers to activity on Facebook, Twitter, Instagram, LinkedIn, and YouTube, and any other form of
communication that is open to response or comment. This policy governs all social media use by or on behalf
of the City and/or its departments and will be posted to the City’s website and linked to all City social media
account pages.
Overview:
The City of Elmhurst has an overriding interest and expectation in deciding what is “spoken” on behalf of the
City on social media sites. This policy establishes guidelines for the use of social media.
1. General Policy: It is the general policy of the City to utilize social media as a method of providing timely information of general interest to the public through accounts created on major social media websites, which
shall be monitored and maintained by authorized personnel.
2. Single Accounts: The City shall maintain one account on each social media website selected for use by
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authorized personnel and as approved by the City’s Communications Manager. No Department shall create
a separate account without the express written approval of the City’s Communications Manager or his/
her designee. The City shall have a single presence on each social media site approved for use. Any pages
or sites created and/or maintained by an individual department of the City require prior approval of the
Communications Manager, and shall comply with this Social Media Policy.
Limits on Two-Way Communication: In general, the City shall take all actions necessary to limit the amount
of two-way communication on each of its social media accounts (including but not limited to disabling any
commenting features). If deemed necessary or beneficial to the City or user, authorized personnel may
interact with other users provided that the exchange is brief and factually correct and encourages the
user to contact the City through another medium with further questions. Authorized personnel may use
the “scenario response messaging systems” to achieve these goals if necessary but should not carry on an
extended dialogue.
Comments: Authorized personnel are prohibited from deleting comments left on the City’s social media
accounts to protect users’ First Amendment rights except those comments that are categorized under Prohibited Content, considered unworthy of First Amendment protection as determined by the City’s Attorney.
Third Party Information Sharing: Third party information may be shared through social media so long as it
conforms to the guidelines established under the goals of the City’s social media plan.
System Maintenance: The City’s Communications Manager or his/her designee shall be responsible for
monitoring the City’s social media accounts and shall issue new passwords in response to personnel changes and/or periodically as a best practice for security. The City’s department pages will have a designated
point person who monitors the pages. The City’s Communications Manager or his/her designee is responsible for enforcing the policy on all City and Department pages.
Compliance with Applicable Laws: The City’s social media sites are subject to State of Illinois public records
laws. Any content maintained in a social media format that is related to City business, including a list of
subscribers and posted communication, is a public record. The department maintaining the site is responsible for responding completely and accurately to any public records request for public records on social media. Content related to City business shall be maintained in an accessible format so that it can be produced
in response to a request. Wherever possible, such sites shall clearly indicate that any articles and any other
content posted or submitted for posting are subject to public disclosure. Users shall be notified that public
disclosure requests must be directed to the relevant departmental public disclosure officer.
General Posting: Wherever possible, links to more information should direct users back to the City’s official
website. The City’s Communications Manager or his/her designee shall monitor content on all social media
sites to ensure adherence to the Social Media Policy for appropriate use, message, and branding consistent
with the goals of the City.

Prohibited Content
The purpose of identifying the Prohibited Content list below is to provide the City’s Communications Manager
or his/her designee with a guideline for content or comments on the City’s various social media platforms that
are subject to removal. Persons posting prohibited content are subject to being barred from posting comments
on the City’s Social Media pages. A person who is under consideration for being barred from the City’s social
media site will first be issued a warning after improperly posting. A third warning will result in being barred
from the social media page.
The following content is prohibited and subject to removal:
1. Comments unrelated to the particular post being commented upon
2. Comments that promote, foster, or perpetuate discrimination on the basis of creed, color, age, religion,
gender, marital status, status with regard to public assistance, national origin, physical or mental disability
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or sexual orientation
3. Comments containing vulgar, offensive, profane, threatening, or harassing language, personal attacks, or
unsupported accusations as well as content that provokes violence
4. Information that may compromise the safety or security of the public or public systems
5. Comments from children under 13 cannot be posted in order to comply with the Children’s Online Privacy
Protection ACT. By posting on the City’s site, users acknowledge that they are at least 13 years old
6. Photographs or videos unrelated to the particular post being commented upon
7. Personal information of any person such as social security numbers, driver’s license numbers, bank accounts, address or telephone numbers
8. Spamming or repetitive content such as posting the same content more than 2 times in the same location
9. Sexual content or links to sexual content
10. Solicitations of commercial sales
11. Conduct or encouragement of illegal activity
12. Content that violates a legal ownership interest of any other party including trade secrets (information
regarding the development of systems, processes, products and technology), internal reports, policies,
procedures and confidential communications
Applicability Statement
This policy shall apply to all City departments as well as any affiliated government or non-government agency
or official permitted by the City to post on the City’s social media sites.
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City of Elmhurst Strategic Communications Plan: INCIDENT COMMUNICATIONS

KEEP CALM & CARRY ON.
BE PREPARED: OUR INCIDENT COMMUNICATIONS PLAN
This plan outlines the roles, responsibilities, and protocols that will guide the City in promptly sharing information with all City’s audiences and stakeholders during a large scale incident.
The public will turn to the City and the media for information, instruction, and reassurance during a crisis,
emergency, controversy, or disaster. By disseminating critical information in a timely manner, the City can help
safeguard public safety and uphold public confidence in response efforts. If the media or public perceive that
the City does not respond appropriately, the incident could escalate or an additional incident could develop.
The Public Safety Departments (Police, Fire, Public Works) are the City’s lead in all incidents that involve a response from law enforcement, fire suppression, critical infrastructure needs, or emergency medical personnel.
The first responsibility in incident communications is to define and cultivate a range of messages to inform the
public and media. It is vitally important that all messaging be developed as part of a coordinated response, and
proper dissemination is crucial to effectively deliver information and provide adequate resources.
The City is tasked to provide timely information. In an unfolding incident, initial reports often are inaccurate
and include speculation rather than verifiable information. The City must be strictly disciplined in incident
messaging and avoid, at all costs, the release of information that has not been thoroughly vetted by all parties
managing the incident. IT IS MOST IMPORTANT TO SHARE ACCURATE INFORMATION IN A TIMELY MANNER.
The City must take into account a broad array of internal and external stakeholders, both within and outside of
the City. It must also communicate the scope and scale of the incident with accurate clarity.
NATIONAL INCIDENT MANAGEMENT SYSTEM (NIMS)
The City of Elmhurst follows NIMS, a standardized approach to incident management developed by the Department of Homeland Security. The City’s Public Safety Officers and Communications Manager have received
NIMS training. The City of Elmhurst’s Incident Communications Plan was developed to coordinate with the
NIMS standards.
SCOPE AND STAKEHOLDERS
Objective
This Incident Communications Plan will help ease public concern during an incident, distribute accurate information about the magnitude of the situation, and disseminate instructions to keep the public safe. Adherence
to the plan will position the City as a credible source of information—even if that information is slow to be provided. The City will define its role in the incident for the media and the general public, provide regular updates,
deliver new information when it is available in a timely manner, and coordinate public response with other
appropriate agencies or communities as necessary.
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There are many internal and external stakeholders that the City must take into account, including residents,
property owners, businesses and their employees, city staff, schools and childcare facilities, visitors, news
media, non-profit organizations, public utilities, neighboring communities, regional, state, and federal level
agencies.
Incident Definitions
CRISIS: An event that prompts significant, often sustained, news coverage and public scrutiny and has the
potential to damage the City’s reputation, image, or financial stability. A crisis could be triggered by an emergency, controversy, or disaster.
EMERGENCY: A natural (earthquake, flood, fire) or manmade disaster or technological hazard (infrastructure
fail, hazardous materials), an act of terrorism or homeland security event, a public health emergency (epidemic outbreaks such as influenza, meningitis), crime spree or other event that presents a clear, imminent threat
and typically involves a response from the law enforcement, fire, emergency medical personnel, and/or public
works crews.
CONTROVERSY: Events of broad-based, community concern, such as political malfeasance or employee misconduct.
DISASTER: An incident exceeds the capability of local jurisdiction, causing a countywide impact that affects
multiple jurisdictions.
INCIDENT COMMUNICATIONS TEAM (ICT)
A small group from the City’s Senior Staff Team should be identified to serve as the City’s Incident Communications Team. This team will identify appropriate actions to be taken following any emergency, crisis, controversy
or disaster and will serve as the City Manager’s chief advisors. Ideally, the City Manager will lead the team. If
the City Manager is unavailable, the Assistant City Manager will be designated. The team should include, but
not be limited to:
• Assistant City Manager
• City Attorney
• Emergency Management Coordinator
• Public Safety Directors (Police Chief, Fire Chief, Public Works Director)
• Communications Manager / Public Information Officer
• Human Resource Director
• Finance Director
Since any situation that rises to crisis level will affect the entire organization, the Incident Communications
Team should also include key staff or incident specialists with specific understanding of the issues involved.
Other team members may be individuals involved in an incident response, such as DuPage County, the department of health, and other agencies, as appropriate.
Action Plan (subject to change based on incident at hand)
•
•

Establish and convene the Incident Communications Team
List potential emergencies, disasters, controversies and crises that could occur and possible responses; con23.

•
•
•
•
•
•
•
•

sider best-case/worst case scenarios, etc.
Designate a single spokesperson that will be the primary contact for the duration of the emergency.
Determine what other agencies may need to be involved and decide which shall be the lead agency during
the incident.
Define the roles of all other agencies in any multi-agency, coordinated communications response.
Maintain robust media monitory systems.
Maintain efficient emergency notification systems.
Define which communication tools are best suited for each scenario
Develop “holding statements” for a variety of scenarios.
Draft “key messages” for a variety of scenarios.

Identify and Train Spokespersons
Only authorized spokesperson or spokespersons should speak for the City during an incident. Members of
the City’s Incident Communications Team should be pre-screened and trained to be the lead and/or backup
spokespersons for different channels of communications. Training is critical; spokespersons must be fully prepared and adequately equipped to reply to media in a manner that communicates clearly to all stakeholders,
minimizes escalation and reduces public anxiety.
Spokesperson will review the following questions to be fully prepared for the interview. Questions may vary
due to the incident.
•
•
•
•
•
•

What is the incident?
Date & time the incident occurred?
Upon arrival what was done?
What is being done now to contain the situation?
What can people do to take action from the situation?
Where/when will the latest updates be available?

NOTIFICATION AND MONITORING SYSTEMS
Robust and well-established notification systems, using multiple modalities, are essential for the City to notify
stakeholders in an incident scenario. The City’s Public Safety Directors are the City’s lead in all incidents that
involve emergency notifications.
The City can reach internal and external stakeholders using several modes. For large-scale regional disasters,
DuPage County’s Office of Homeland Security and Emergency Management has an emergency notification
system called Integrated Public Alert System (IPAWS) that can deploy to reach millions instantly via mobile
devices. For smaller, local emergencies specific to the City of Elmhurst, our Incident Communications Team has
access to CodeRED, an emergency alert notification system that can instantly email, text and call thousands in
Elmhurst, and can be targeted to specific areas in town.
Social media and digital media, such as the City’s website, reach across multiple platforms and may be the
fastest way to reach stakeholders. News of an incident spreads rapidly on social media and can gain momentum and spiral out of the City’s control. The City’s official social media accounts will be the only accounts used
to send emergency notifications during an emerging incident. All emerging information must be shared from
the City’s official website and social media accounts. In order to join efforts with the City’s goal in use of social
media during an incident, Elected Officials and City Employees are asked to refrain from using their personal
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accounts in communicating City activity during an incident, unless this information is shared directly from the
City’s website, news and announcements, and/or official social media accounts.
Information gathering is a critical element of incident prevention and incident response. Monitoring of mentions and content about the City on social media and in traditional media allows the City to catch any negative
content that may become a “trend”. Negative content that is trending can turn into a broader incident if it
is not addressed. Similarly, monitoring feedback during an incident allows the City greater flexibility to adapt
incident strategies and tactics.
The City uses traditional news media and social media monitoring systems, with the ability to report results
in a number of formats. Because software and programs are constantly changing and improving, the City will
research new systems in the marketplace to increase efficiently and enable greater data capture and analytics.
CodeRED
The City of Elmhurst has instituted a new rapid emergency notification service called CodeRED. The system
distributes emergency messages via telephone, email and text messaging to the entire City within a matter of
minutes. The City Manager or Incident Commander will indicate to the Communications Manager if a CodeRED
message is necessary or recommended. The Communications Manager will work with the Incident Commander to develop the CodeRED message, and will then launch the message. Elected Officials and City Staff will be
contacted BEFORE a CodeRED message is launched if appropriate and if time allows.
ALERT CENTER - Road Closures / Emergency Alerts
The City has the ability to post alerts to the City’s website. These alerts appear on the top of each page on the
City’s website. Dependent on the level of the incident, an alert may be posted to the website alone or in conjunction with a CodeRED message and a City Newsflash. All alerts will also be posted to the City’s facebook and
twitter pages.
HOLDING STATEMENTS
Although complete message development must wait for an incident to occur, “holding statements” —messages intended for immediate use as soon as an incident breaks— should be drafted well in advance. The Incident
Communications Team should regularly brainstorm potential emergency and crisis scenarios and develop holding statements for each.
An example of holding statements by the City hit by a natural disaster such as a flood, before the organization
has any hard factual information, might be:
“The City of Elmhurst is aware of the current _________________ situation. First responders from the City’s
Police and Fire Department are responding to critical life and safety issues.”
“The City of Elmhurst has declared a local emergency and has activated its Emergency Operations Center
(EOC). Information is consistently being gathered to disseminate to the media and to the public to aid Elmhurst
residents and businesses during this evolving situation.”
“Please check the City’s website regularly for updates and follow the official City of Elmhurst Facebook and
Twitter page for up-to-the-minute information and resources.”
An example of holding statements by the City in response to a tragic accident or law enforcement incident,
before the organization has any hard factual information, might be:
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“The City of Elmhurst is deeply saddened by this tragic ________________ and extends its sympathies to family and friends of ___________.”
“This investigation is active and ongoing, and we expect it may continue for a number of months. As such, the
City of Elmhurst will refrain from providing additional comments at this time.”
Incident-Specific Messages
With holding statement in hand, the Incident Communications Team must develop incident-specific messages.
The City already knows, categorically, what type of information our community will be looking for. The team
should develop information and resources that stakeholders need to know about the incident. Key messages
must be simple; no more than three core messages should be distributed to stakeholders. Audience specific
messages for groups of stakeholders such as seniors should also be developed.
POST INCIDENT ANALYSIS
After any incident, a post-event analysis is critical to access the efficiency of the response and the best method
to prepare for the next incident situation. The Incident Communications Team should gather at the earliest
opportunity to fully evaluate what went well and what did not. The group should make recommendations for
future response based on lessons learned in the field.
EMERGENCY OPERATIONS CENTER (EOC) AND ACTIVATION
While the City’s Emergency Operations Center (EOC) is activated, the Communications Manager and Public
Information Officer are the primary liaison to the news media. They will provide news releases and other information as approved by the Incident Management Team (IMT), and all media inquiries will be referred to them.
The City’s responsibilities when the EOC is activated is to disseminate, when necessary, emergency notifications and advisories. During the initial emergency phase, the Communications Manager/Public Information
Officer will assist in warning the public against dangers and provide emergency guidelines including steps to
take to avoid injury and protect property. These types of notifications should be made as quickly as possible to
allow for rapid response and adoption.
The Communications Manager or his/her designee will release emergency information locally and provide
status information to Public Information Officers at higher levels of government. This information should be
coordinated with all agencies involved in the incident.
The rapid dissemination of information is critical in active EOC operation. The information should advise the
general public of any probable dangers, the nature of the threat, locations involved, possible evacuations, and
traffic mitigations.
The primary responsibilities of the Communications Manager during EOC activation may include:
• Media contact and coordination
• Public information, statements, and news releases
• Coordination of media release with all agencies involved in the emergency response
• Monitoring of media outlets (including broadcast outlets, print media, website, etc.) to make certain that
disseminated information is correct and to determine where additional information may be needed
• Correction of factual inaccuracies and misinformation
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•
•
•
•
•
•

Coordinate with EOC management
Posting of approved information via the City’s website and social media outlets
Creation or implementation of any special data structures to enhance the ease in which the public, media,
and emergency communicators can find relevant information
Direction of media representatives to an Incident Communications Team member for comment on a specific area of expertise or information
Logging of all public and media inquiries as a part of the official incident record
Accompanying news media representatives at any time they are around an incident area or facility (Large
scale or high profile incidents within the City of Elmhurst may attract media personnel directly to the scene,
if media control becomes a serious field concern, Elmhurst Police will also be at the scene with the Communications Manager.)

The following information should be released to the public when providing emergency information:
Lifesaving/Health Preservation Instructions
•
What to do (and why)
•
What not to do (and why)
•
Information (for parents) on status and actions of schools (if in session)
•
Hazardous/contaminated/congested areas to avoid
•
Curfews
•
Road conditions and alternate routes to take
•
First aid information
•
Emergency telephone numbers (lines should be kept open for emergency calls)
•
Instructions/precautions about utility use, sanitation, when and how to turn off utilities
•
Essential services available: hospitals, grocery stores, banks, pharmacies, etc.
•
Food, safe water
•
Weather hazards/health risks (if appropriate)
•
Evacuation
• Routes
• Instructions (including what to do if vehicle breaks down)
• Arrangements for persons without transportation
• Status of hospitals
• Location of mass care/medical care facilities
• Coroner facilities
Emergency Status Information
Before release, clear all information with the Incident Management Team or Incident Commander.
• Verify all information before release
• Description of the emergency situation, including:
• Number of deaths and injuries
• Property damage to city and businesses and dollar value
• Persons displaced
• Magnitude of disaster
• Description of government and private response efforts (mass care, medical, search and rescue,
emergency repair, debris clearance, fire/flood fighting, etc.)
• Status of local proclamation and presidential declaration
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•

Where should people report/call to volunteer

Other Useful Information
Usually this type of information will be released in the Recovery Period due to lack of time and other priorities
during other phases.
• State/Federal assistance available
• Disaster Application Center opening dates/times
• Historical events of this nature
• Charts/photographs/statistics from past events
• Human interest stories
• Acts of heroism
• Historical value of property damage/destroyed
• Prominence of those killed/injured
Trained Media Liaisons may have incidental contact with the media when the Public Information Officer or other approving authority is unavailable and/or when the PIO recommends contact for their particular expertise.
When this occurs, staff will use the following guidelines and limitations:
• Return media calls ASAP; responding to media inquiries by EOC team members is authorized when timely
reply is necessary
• Observe sensitive information handling policies at all times.
• Do not speculate or assume, and do not comment on what the City “thinks.”
• Restrict comments to known facts (first-hand knowledge associated with the City team assignment and
expertise).
• Refer to officially prepared statements or releases, if any.
• Decline any discussion of policy matters, refer to EOC command.
• Make no “off-the-record” comments whatsoever.
• Respectfully decline comment on any requests beyond City knowledge or expertise.
• Keep a detailed log of all contact with the media.
• Advise the Public Information Officer/Communications Manager as soon as practically possible if media has
contacted you.

28.

City of Elmhurst Strategic Communications Plan: MEDIA RELATIONS STRATEGY

SPEAK UP.
The City of Elmhurst is committed to providing timely, accurate, and factual information to all of its stakeholders and to the general public.
To make sure that the City communicates effectively with members of the media, the following procedures
have been developed for City Officials (City Council, Commissions, Advisory Boards) and City staff (including
permanent and temporary staff and contractors).
MEDIA INQUIRIES
Media Inquiries
Any City Officials, City employees, or City contractors/consultants must work with the Communications Manager to respond to media inquiries regarding City policy, programs, initiatives, facilities, infrastructure, vendors,
contracts, or special events. If a media request is made verbally, the City Official should ask the reporter to
send the request in writing via email.
Notification
Media inquiries regarding controversial or sensitive materials and/or matters relating to public safety should be
brought to the immediate attention of the City Manager and Assistant City Manager.
All media inquiries—written (preferred method) or verbal—shall be immediately communicated by the individual with whom the inquiry is initiated via email to the Communications Manager and the appropriate Department Director, if department specific. The email should a brief synopsis of the inquiry, the reporter’s name, the
name of the media outlet, the date of the inquiry, and the deadline to respond.
Due to the time-sensitive nature of media reports, it is imperative that any person receiving a media inquiry
takes all actions necessary and appropriate to ensure a timely and appropriate response.
General or Routine Media Requests
After providing the appropriate notifications, routine media requests may be handled by any City Official or
City employee if the information provided is factual, incidental or inconsequential nature such as confirming a
meeting time or providing scheduling, location or other routine information about a City event or activity.
MEDIA LIAISONS
Detailed or Non-Routine Media Requests
Media requests that are lengthy, include detailed questions, or require a response beyond a brief statement
of fact, shall immediately be referred to the appropriate Department Director, who will confer with the Communications Manager to coordinate a timeline for a response to the reporter. If the request is not routine, or
seeks information that does not currently exist, or requires an inordinate amount of staff time to compile large
amounts of information and documents, a FOIA request may be required. The Communications Manager will
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consult with the City Manager and the City Attorney’s Office to determine the appropriate response.
City-Initiated Media Contacts/Information Distribution
Proactive media contact will be regularly made by the Communications Manager or the City Manager’s Designee, and includes issuing press releases and media advisories as well as making proactive, personal contact
with news reporters and editors in an effort to build collaborative, mutual beneficial relationships.
Designated Media Liaisons
The Mayor, City Manager, City Attorney, Assistant City Manager, Communications Manager, and all Department
Directors are “Designated Media Liaisons.”
All staff, including Designated Media Liaisons must notify and work with the Communications Manager to respond to media inquiries.
Designated Media Liaisons may handle routine requests from the media that are within his/her area of expertise and professional function, including answering questions regarding sensitive or controversial issues, topics
that may affect City policy, and matters that may ultimately result in City Council action.
Designated Media Liaisons should ask for the Communication Manager’s support in preparing for the media
inquiry.
Designated Media Liaisons should also send an email with a brief synopsis of the inquiry to the Communications Manager including the reporter’s name, the name of the media outlet, the date of the inquiry, and the
deadline to respond.
All other parties should refer any media inquiries about City policy and similar matters to the Communications
Manager. Unless authorized, staff shall not communicate with the media on City matter—verbal or written.
Press Releases/Media Advisories
High quality, timely press releases are essential to help frame information about the City to reporters and to
demonstrate the City’s responsiveness. Coverage gained through media relations often reaches a very large audience and positions the City in the eyes of the broad public. Media Advisories will be sent to the press inviting
them to any organized event or press conference. Press conferences will be organized on important topics and
issues, as needed. City Staff will monitor media and work to ensure accurate coverage by disputing reporting
errors and working with reporters to provide access to subject matter experts.
Approval
For ongoing City initiatives, the Communications Manager should be consulted in a timely manner (preferable 2-3 weeks in advance) to determine whether a full news release and/or an alternative tool is appropriate.
Relevant Department Director(s) and Division Manager(s) shall be consulted as well, and should be copied on
communications regarding news releases.
News releases should be prepared in coordination with the Communications Manager/Public Information Officer. Draft releases will be routed for approval to the appropriate Department Manager(s) and Division Manager(s) based on subject matter for review and approval before release to the media.
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Exceptions
The roles, responsibilities, and protocols that guide the City in sharing information during an incident are detailed in the Incident Communications Plan, found on page 22 of the Strategic Communications Plan.
Format
All official City news releases and media advisories shall use standard City of Elmhurst news release formatting
and follow City news release distribution procedures. News releases shall include the name and telephone
number of a designated spokesperson to contact for additional information.
City Council Notification
News releases containing controversial or sensitive materials and/or matters relating to public safety shall be
distributed to the City Council prior to release to the media if practical.
All-Staff Notification (Citywide)
All news releases shall be distributed to all City Officials and City staff, and also be posted to the City’s website
under “News & Announcements”. Anything posted to the City’s “News & Announcements” section of the website will also be sent to a list of subscribers.
Social Media
The City of Elmhurst has a comprehensive social media plan and policy, which currently communicates directly
to stakeholders about events, project, news, and meetings through Facebook and Twitter. The City plans to
utilize Instagram and LinkedIn to communicate in the future. You will find the City’s complete Social Media Plan
and Policy on page 14 of this Strategic Communications Plan.
The City’s Communications Manager is the lead on all social media activities. Information that is appropriate
for social media involves events, City Council approved initiatives and priorities, and official responses to newsworthy issues. Social media is also a hub for incident communications, when needed, and is detailed in the
Incident Communications Plan on page 22. Any requests for City social media accounts, whether it be for City
Council approved Commissions, Task Forces, Advisory Boards, Department Projects, and/or Departments of
the City, must be approved by the City Manager. The City does not approve requests for social media accounts
for Elected Officials, however discourages City Officials from posting information that has been not been
shared directly from the City’s official website, press releases, social media accounts, or other communication
outlets.
Guidelines for Release of Information
Any questions from the media related to Public Records Act requests should be directed to the City Clerk’s
Office. Any request for information related to litigation, personnel or election issues must immediately be referred to the City Manager and City Attorney.
This information includes private employee information, employee disciplinary actions, matters considered in
closed sessions of City Council, law enforcement records, Fire and EMS records, matters related to internal and
external security, and work products of the City Attorney’s Office or special legal council, draft correspondence
or documents, and records pertaining to litigation to which the City is a party.
Media inquiries regarding pending or ongoing litigation shall be referred to the City Attorney’s Office.
Questions regarding personnel issues or matters should be referred to the Human Resources Director.
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Questions regarding Police, Fire or EMS shall be immediately referred to the Police or Fire Chief.
Any inquiries regarding election or campaign issues shall be referred to the City Clerk.
In all cases, the City Manager, Assistant City Manager and Communications Manager/Public Information Officer
shall be notified immediately if there is any question as to which division should respond.
Personal Points of View
Any City Official or staff member who is not a designated media liaison and identifies him/herself as a City Official or employee of the City of Elmhurst must clearly indicate that his or her opinions do not represent those of
the City, but are the City Official’s or employee’s personal opinions.
Errors in Reporting by the Media
Reporting errors should be brought to the attention of the Communications Manager. The Communications
Manager, in conjunction with the City Manager, the Assistant City Manager, or the department head, will determine whether a factual correction should be requested. The City Manager, Assistant City Manager or appropriate department head shall be notified of any errors in reporting that have been requested for correction.
Media Relations Protocols
The City of Elmhurst Media Relations Protocols ensure that the interface between the City and the media is
managed appropriately to maximize the benefits for the City and to minimize the risk of adverse publicity, public anxiety, and misunderstanding due to release of inaccurate or inappropriate information.
The Media Relations Protocols apply to all City Officials (City Council, Commissions, Advisory Boards, City Staff,
including permanent and temporary staff, consultants, and contractors when representing the City in media.)
City staff managing contracts with consultants and contractors shall be responsible for providing consultants
and contractors with the City’s Media Policy. The policy also applies to verbal and written comments in the
media, all public speaking engagements, news releases, and the use of social media.
The Media Relations Protocols have been developed as part of the Strategic Communications Plan and are
intended to ensure that any comments made to the media are consistent, factual, and accurate.
The term “media” includes, but is not limited to, newspapers, magazines, journals, bulletins, newsletters, radio
programs, television programs, and electronic media such as online journals, online news websites, alternative
news website, journalism schools, blogs, podcasts, electronic newsletters, and electronic notice boards.
Media coverage about the City of Elmhurst can provide a valuable opportunity to promote the work and ideals
of the City and community. However, contact between City Officials, City staff, and the media also heightens
the need for a transparent and coordinated approach to media relations.
The Communications Manager is responsible for managing communications between the City and the media.
Questions about Media Relations Protocols, identification of designated spokespersons and media liaisons, and
request for media training should be directed to the Communications Manager.
• Notification and coordination of all media inquiries must be immediately directed to the Communications
Manager/Public Information Officer to be handled per these protocols.
• The Mayor or a City Council delegate shall be the spokesperson for requests for City Council comment or
City Council interviews unless the reporter asks specifically for an individual Councilmember.
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•
•
•
•
•

The City Manager or his/her delegate shall be the spokesperson for requests for comment or interviews regarding a staff or organizational issue, unless the inquiry requires in-depth or technical knowledge, in which
the City Manager shall designate an appropriate subject matter expert for comment or interviews.
Any spokesperson or delegate must ensure that they are available to be contacted for interviews.
Most media work under stringent deadlines requires prompt responses; therefore, media inquiries must be
handled efficiently.
All comments to the media shall be presented positively, reflect on the values of the City, and not promote
community groups or businesses unless the City is directly involved in partnered activity or event.
The Communications Manager must review all media releases and in-depth responses to the media.

Interviews
News reporters and other media representatives should be advised that requests to photograph, interview,
and/or videotape City staff or City Officials must be directed to the Communications Manager.
The following protocols apply to any authorized media spokesperson for media interviews and requests:
• Where possible, all inquiries must be responded to in a timely manner in the spirit of cooperation and
collaboration.
• Media deadlines and expectations should be respected; however, if it is not possible to meet media deadlines, the spokesperson must work with the Communications Manager to set a timeline that is achievable.
• Consult and coordinate with the Communications Manager to ensure adequate preparation for the interview.
• Do not provide personal comment or speculation about decisions, policy or issues of the City Council, Advisory Boards, and/or Commissions.
• At all times, stick to the interview topic and the facts; avoid speculation and commentary.
• Be open, honest and cooperative.
• Answering a question with “no comment” is unacceptable. All comments are part of an official record and
a spokesperson should not make a comment that he or she is unwilling to be attributed to. If a spokesperson is unsure how to answer questions, he or she should inform the reporter/journalist that the City will
follow up with a response where possible.
• Do not provide private personnel information or comment about pending or ongoing litigation or election
issues.
• Intentionally providing misleading or inaccurate information to the media is considered a breach of this
policy.
• The Communications Manager must be notified of any inaccurate quotations relating to the interview so
that an appropriate response can be determined.
Press Conferences
• For press conferences, media briefings and media events, the spokesperson is most often the Mayor, City
Manager or Public Safety Officer.
• A department head may request a City press conference, media briefing and/or media event to promote a
City project, program or initiative. The City Manager will determine whether a press event is warranted.
• The City’s Communications Manager will arrange all press conferences. A Media Advisory will be sent to
the City’s media contacts including information about the “who, what, where and when” details of the
press conference. The spokesperson(s) will be briefed by the Communications Manager.
• The City’s Communications Manager will coordinate the staging of the press conference area and inform
the media and spokesperson where to assemble.
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Media	
  Inquiry	
  Form	
  
	
  
All	
  media	
  inquiries—written	
  (preferred	
  method)	
  or	
  verbal—shall	
  be	
  immediately	
  communicated	
  by	
  the	
  
individual	
  with	
  whom	
  the	
  inquiry	
  is	
  initiated	
  via	
  email	
  to	
  the	
  City	
  Manger,	
  Communications	
  Manager	
  and	
  
the	
  appropriate	
  Department	
  Director,	
  if	
  department	
  specific.	
  The	
  email	
  should	
  a	
  brief	
  synopsis	
  of	
  the	
  
inquiry,	
  the	
  reporter’s	
  name,	
  the	
  name	
  of	
  the	
  media	
  outlet,	
  the	
  date	
  of	
  the	
  inquiry,	
  and	
  the	
  deadline	
  to	
  
respond.	
  Due	
  to	
  the	
  time-‐sensitive	
  nature	
  of	
  media	
  reports,	
  it	
  is	
  imperative	
  that	
  any	
  person	
  receiving	
  a	
  
media	
  inquiry	
  takes	
  all	
  actions	
  necessary	
  and	
  appropriate	
  to	
  ensure	
  a	
  timely	
  and	
  appropriate	
  response.	
  	
  
	
  
If	
  you	
  receive	
  a	
  media	
  inquiry,	
  please	
  fill	
  out	
  the	
  following	
  form	
  and	
  send	
  it	
  via	
  email	
  to	
  the	
  City	
  Manager,	
  
appropriate	
  Department	
  Director,	
  and	
  the	
  Communications	
  Manager.	
  

	
  
Date/Time:	
  
	
  
Television	
  ☐	
   Radio	
  ☐	
  	
  	
  	
  	
  	
  Newspaper	
  ☐	
  	
  	
  Other	
  (specify)	
  ☐	
  
	
  
Affiliation:	
  
	
  
Reporter	
  Name:	
  
	
  
Telephone:	
  
	
  
Fax:	
  
	
  
Email:	
  
	
  
Focus	
  of	
  Interest:	
  

	
  

	
  
Interview	
  Requested	
  	
  ☐	
  
Pictures	
  Requested	
  	
  ☐	
  
Video	
  Footage	
  Requested	
  	
  ☐	
  
Written	
  Statement	
  Requested	
  	
  ☐	
  
Update	
  Requested	
  	
  ☐	
  
	
  
Request	
  Referred	
  To:	
  
	
  
Spokesperson:	
  
	
  
Contact	
  Telephone:	
  
	
  
Location	
  of	
  the	
  Interview:	
  
	
  
Airtime/Publication	
  Date	
  (if	
  known):	
  
	
  
Call	
  Taken	
  by:	
  	
  

	
  

CITY	
  OF	
  ELMHURST	
  CREATIVE	
  SERVICE	
  REQUEST	
  FORM	
  
	
  
Please	
  fill	
  out	
  this	
  form	
  and	
  return	
  it	
  to	
  Kassondra.schref@elmhurst.org.	
  	
  
IMPORTANT:	
  Projects	
  can	
  take	
  2-‐4	
  weeks	
  for	
  completion.	
  All	
  content	
  should	
  be	
  spell	
  
checked	
  and	
  include	
  accurate	
  information	
  prior	
  to	
  submission.	
  	
  
	
  
Name:__________________________________________________________________	
  
Phone:________________________________________________	
  
Date	
  of	
  request:_____________________________	
  
Requested	
  due	
  date	
  (2-‐4	
  weeks	
  from	
  date	
  of	
  request):___________________________	
  
Project	
  Title:	
  ____________________________________________________________	
  
	
 
☐	
 New	
  Project	
  	
  
	
  
☐	
 Reprint	
  (please	
  attach	
  copy	
  of	
  previous	
  version)	
  
	
  
☐	
 Business	
  Card	
  
Job	
  Type:	
  
☐	
 Logo	
  
☐	
 Ad	
  
☐	
 Postcard	
  
☐	
 Brochure	
  
☐	
 Invitation	
  
☐	
 Flyer	
  
☐	
 Poster/Banner	
  
☐	
 Poster	
  
☐	
 Program	
  
☐	
 Booklet	
  
☐	
 Signage	
  
☐	
 Cover	
  
☐	
 Other	
  (specify)	
  _______________________________	
  
☐	
 Presentation	
  	
  
	
  
Job	
  Specifications	
  
Size:	
  
☐	
 8.5”	
  x	
  11”	
  
☐	
 11”	
  x	
  17”	
  
☐	
 8.5”	
  x	
  14”	
  
☐	
 Other	
  (please	
  specify)_______________________________	
  
	
  
	
  
Do	
  printing	
  services	
  need	
  to	
  be	
  arranged?	
  ☐	
 Yes	
 ☐	
 No	
 
If	
  yes….	
  
	
  
Budget	
  allowance	
  for	
  printing	
  (an	
  estimate	
  and	
  invoices	
  will	
  go	
  to	
  the	
  person	
  making	
  the	
  
creative	
  service	
  request):	
  ___________________________	
  
	
  
Quantity	
  to	
  be	
  printed:______________	
  
	
 
Paper	
  preference:	
  
Color:	
  
☐	
 Matte	
  
☐	
 Black	
  and	
  white	
  
☐	
 Gloss	
  
☐	
 Full	
  color	
  
	
  
	
  
Other	
  helpful	
  information:	
  
________________________________________________________________________
________________________________________________________________________	
  
________________________________________________________________________	
  
	
  
Components	
  Supplied	
  with	
  submission	
  (check	
  all	
  that	
  apply)	
  
☐	
 Text	
  content	
  ☐	
 Photos/graphics	
  (for	
  print,	
  photos	
  must	
  be	
  high	
  resolution	
  jpeg	
  or	
  
tiff	
  –	
  minimum	
  of	
  2MB	
  size)	
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C LOS E TO E V E RY T H I N G ,

Unlike Anything

™

City of Elmhurst Brand Standards Guide
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Full Color

One Color (Green)

White on Black/Color

Black on White

THE CITY LOGO:
The City of Elmhurst’s logo is based on the Elm Tree, which can be found on the tree-lined streets of the City. It must always be used in a proportionate oval shape with the words “City of Elmhurst”. The general versions include: full color (green, white and gold), one color (green),
black-on-white, white-on-black or white-on-color, and full color (green, white and gold).
The logo should not be distorted or altered in any way. This includes alteration or removal of the typographic portion of the logo, as well as alteration to the logo shape or dimensions.

Logo
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C LOS E TO E V E RY T H I N G ,

Unlike Anything

™

TAGLINE
The City’s tagline, “Close to Everything, Unlike Anything” represents the City’s unique features and central location with close proximity to major
transportation sources that can take commuters to and from the City of Chicago and surrounding suburbs. The City’s tagline can accompany the
logo using the following versions which include: white-on-black, white-on-color, black-on-white, and full color (black and orange).

Tagline
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C LOS E TO E V E RY T H I N G ,

C LOS E TO E V E RY T H I N G ,

Unlike Anything

Unlike Anything

™

™

Full Color Tagline - Vertical with bar

Tagline - Vertical black on white

C LOS E TO E V E RY T H I N G ,

C LOS E TO E V E RY T H I N G ,

Unlike Anything

Unlike Anything

™

™

Full Color Tagline - Vertical

Tagline

Tagline - Vertical white on black/color

Tagline - Vertical
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C LOS E TO E V E RY T H I N G ,

Unlike Anything

™

Tagline - Horizontal Stacked

Close to Everything, Unlike Anything

™

Tagline - Horizontal

Close to Everything, Unlike Anything

™

Tagline - Horizontal black on white

Close to Everything, Unlike Anything

™

Tagline - Horizontal white on black/color

Tagline - Horizontal
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COLOR
There are nine colors that make up the City of Elmhurst Brand.
Dark Green: PMS - 3435, CMYK - cyan: 100 (1), magenta: 0 (0), yellow: 32 (0.3239), key: 72 (0.7216), RGB - (0, 71, 48), HEX- #004730

Light Green: PMS - 367, CMYK - cyan: 36 (0.3608), magenta: 15 (0.149), yellow: 61 (0.6118), RGB - (0, 153, 112), HEX -#a3d963

Green: PMS - 340, CMYK - cyan: 100 (1), magenta: 0 (0), yellow: 27 (0.268), key: 40 (0.4), RGB - (0, 153, 112), HEX- #009970

Blue: PMS - 3125, CMYK - cyan: 100 (1), magenta: 12 (0.1156), yellow: 0 (0), key: 22 (0.2196), RGB - (0, 176, 199), HEX-#00b0c7

Light Blue: PMS - 297, CMYK - cyan: 41 (0.4141), magenta: 12 (0.1233), yellow: 0 (0), key: 11 (0.1098), RGB - (133, 199, 227),
HEX - #85c7e3
Cream: PMS - 7499, CMYK - cyan: 0 (0), magenta: 4 (0.0413), yellow: 18 (0.1777), key: 5 (0.051), RGB - (242, 232, 199), HEX - #f2e8c7

Orange: PMS - 130, CMYK - cyan: 0 (0), magenta: 23 (0.2348), yellow: 92 (0.9217), key: 10 (0.098), RGB - (230, 176, 18), HEX - #e6b012

Burnt Orange: PMS - 1675, CMYK - cyan: 36 (0.3608), magenta: 76 (0.7608), yellow: 98 (0.9804), RGB - (163, 61, 5), HEX - #a33d05

Gold: PMS - 458, CMYK -cyan: 15 (0.149), magenta: 20 (0.2), yellow: 62 (0.6196), RGB - (217, 204, 97), HEX - #d9cc61

Colors
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TYPOGRAPHY
Always use simple, clean typography. When using Windows or Mac OS system fonts, “Calibri” and “Raleway” are preferred. The only stylized font
that can be used is “Great Vibes”. Fonts in the City’s logo and tagline cannot be altered.

Calibri

Raleway

Great Vibes

ABCDabcd - Light
12345

ABCDabcd - Regular
12345

ABCD abcd
12345

ABCDabcd - Regular
12345

ABCDabcd - Medium
12345

ABCDabcd - Bold
12345

ABCDabcd - Bold
12345

ABCDabcd - Italic
12345

ABCDabcd - Extra Bold
12345

ABCDabcd - Bold Italic
12345

Typography / Fonts
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TEMPLATES
To create and maintain consistency in branding, the City has created templates for the following communication pieces. City Hall staﬀ must use
these templates. Department acceptations include: Elmhurst Police Department, Elmhurst Fire Department, Elmhurst History Museum, and
Explore Elmhurst.

COE AGENDA TEMPLATE

COE PRESS RELEASE TEMPLATE

Templates
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CITY OF ELMHURST
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209 N. York Street
Elmhurst, IL 60126

C LOS E TO E V E RY T H I N G ,

Unlike Anything

COE MEDIA ADVISORY TEMPLATE

COE FLYER TEMPLATE

Templates

Photos
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COE LETTERHEAD TEMPLATE

COE BUSINESS CARD TEMPLATE

Templates
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HEADLINE
Subhead

HEADLINE
Subhead

CITY OF ELMHURST
(Leave background white below green line)
C LOS E TO E V E RY T H I N G ,

ROOM FOR SMALL TYPE COPY

Unlike Anything

COE POSTER TEMPLATE -36” X 24”H

CITY OF ELMHURST
(Leave background white below green line)
C LOSE TO EVERYTHING,

ROOM FOR SMALL TYPE COPY

Unlike Anything

COE POSTER TEMPLATE -24” X 36”H OR 11” X 17”H

Templates
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COE POWERPOINT TEMPLATE

COE MEMO TEMPLATE

Templates
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