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You might say Highland Park is the very heart of the North Shore 
due to its central location. However, any resident will tell you that 
it’s more than living in the heart; it’s living with heart that puts this 
community at the center of important issues, ideas and progress 
towards a higher quality of life.

The City of Highland Park is committed to providing residents a 
higher quality of life through an aggressive and proactive 
communications and outreach strategy. Much of the City’s 
success is shaped by the quality of its communication efforts. This 
Communications Plan sets forth a proactive approach to foster 
efficient, transparent and effective public communication for the 
City of Highland Park for the 2017 and 2018 calendar years. 

The purpose of this comprehensive Plan is to establish a set of 
measurable strategies and actions to:

- Increase open two-way, communication externally and 
  internally,
- Enable strong and consistent messages that reinforce and 
  reflect the goals of our community, 
- Strengthen community problem solving to provide residents 
  complete, accurate and timely information, and
- Continue to promote the City brand and identity and build on  
  Highland Park’s positive image and reputation. 

The Communications Plan was drafted with input from City staff, 
City Council and the public. This is an evolving document that will 
be modified based on the vision of the City Council and 
recommendations set forth by staff.  Each goal is assigned 
subsequent strategies and initiatives.  

Evaluation of the initiatives will be ongoing throughout the 
process. Community engagement and staff and community 
feedback will be used to determine the effectiveness of each 
objective. 
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Strategies and Initiatives

1. Create Website Community Calendar

In 2017, the City will create and maintain a new community calendar on the City website that includes major events and 
activities from the City, Park District, School Districts, and Library as well as other organizational events that meet the 
City’s community calendar criteria. Organizations will submit events to the City for posting. The calendar will be 
available with the launch of the new website. 

2. Cross-Promote Events, Programs and Services

The City will continue to ensure cross-promotion of community programs and services that pertain to the City’s 
overarching mission and vision of transparency though the Highlander, website and social media outlets. This ongoing 
tactic will involve constant coordination between sister governments. Additionally, the City will work with organizations 
and agencies in which the City provides financial assistance to promote special events, services and programs. These 
agencies include the business districts’ special service areas.

3. Meet Quarterly with the Highland Park Communicator’s Group

City staff will meet quarterly with communication professionals from the Park District, Library, School District 112 and 
113, Lake County, and Moraine Township to develop collaborative goals and objectives to improve communication, 
transparency and efficiency community-wide.

4. Collaborate with Businesses and Business Districts

Working on a parallel track with the Business Development Strategic Plan, the City’s communication team will 
continue to improve communication and collaboration with the nine business districts. City staff will communicate with 
representatives of each of the business districts and organizations in an effort to maintain open lines of communication 
and work together to advance business interests to benefit the community. In coordination with the Business & 
Economic Development Commission (BEDC), the City hosts the hosts the Mayor’s Council for Business Development 
for this purpose The City will also continue the Business Development Bi-Weekly Newsletter.

3.

Community Collaboration 
Improve City Communication to and from Highland Park Residents, Businesses, 

Organizations and Sister Governments.



Digitial Communication
Explore, update and use multiple technologies to enhance the delivery of City 

communications with residents and stakeholders in a timely and relevant manner.

Strategies and Initiatives

1. Rebrand the Website

As part of the City’s branding effort, the City’s website design will be revitalized. The rebranding of the website includes 
new navigation, fresh content and a modern design to improve usability. The website is expected to launch in the second 
quarter of 2017. Staff will continue to closely monitor website analytics and update material daily. 

2. Film and Promote Public Service Announcements

Quarterly public service announcement will be created for use on the City’s website and social media. City of Highland 
Park Public Service Announcements will be educational and will feature relevant topics that are helpful to residents. The 
use of PSAs will be evaluated in 2018 with a survey to determine their effectiveness. 

3. Upgrade Video Equipment for Filming Highland Park City Council Meetings

The City is committed to transparent communications. As such, meetings from the Plan and Design Commission and 
City Council are streamed live and available for viewing on the City’s website. In order to continue to stream meetings, 
the City must upgrade current video equipment. This includes audio upgrades, a new switcher, new monitors and up-
graded streaming and recording appliances. The current equipment, much of which was donated in the late 90s and 
early 2000s, is no longer supported and will be beyond repair when equipment fails or breaks down. If any of the current 
equipment fails, the result is that the meetings will not be able to be recorded and streamed live. This project is planned 
in 2018 but will be moved to 2017 if needed, with City Council approval.

4. Encourage eNews Signup

Highland Park has three eNews categories: City eNews, Business Development eNews and Public Safety Alerts. The 
City will continue to encourage signups for eNews and will introduce signup via text message. 
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Two-Way Communication & Customer Service
Foster an environment in which the public can easily communicate with the City 

and provide feedback to the City on initiatives, programs and services.   

Strategies and Initiatives

1. Provide Responsive and Valuable Customer Service on a Daily Basis

The City of Highland Park values its customer service with residents, business and property owners, and visitors to the 
community. City staff and elected officials are dedicated to providing responsive and quality communications to 
customers on a daily basis. The City will uphold this value in all communication whether in person, on the phone, or 
through electronic means. Social media users are encouraged to contact the City through email or phone to more 
effectively resolve issues. The City will heavily promote the City Manager’s office phone number for general questions 
and explore a new phone number for the City’s after-hours line to make it easier to remember. 

2. Initiate Customer Service Request Tracker

As part of the new website launch, the City will provide a service request feature on the front page of the City’s website 
where residents can request service and keep track of the status of the request. They will be able to attach photos and 
map the location of the request for service. Sample requests could include reporting a street light outage, sign issue, 
non-emergency sewer issue, non-emergency water leak, water turn-on/off, tree issue, etc. The feature will be 
mobile-friendly and easy to use. This feature is expected to be released in the second quarter of 2017.

3. Update the City’s Social Media Policy

The City will update its formal social media policy to keep up with current social media trends and issues including 
updating the social media retention policy and adhering to recent law changes regarding social media and FOIA. There 
will be one Facebook page for the City of Highland Park. The Police and Fire Department Facebook pages were merged 
into the City page in 2016. In 2017, the Business and Economic Development Commission Page will be merged into 
the City page.  

4. Investigate a Call Center for Crisis Communication 

The City will investigate the use of a call center during emergency situations to better allow residents to report issues or 
concerns, get information and increase overall availability of staff. Using a call center would resolve the problem of busy 
lines and dropped calls when a large volume of calls are received. An joint option with surrounding communities will be 
explored. The City will research the viability of the call center and if it is found to be feasible, this will be implemented 
in 2018.
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Community Identity
Align all communication channels to promote 

one cohesive identity across all networks.  

Strategies and Initiatives
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1. Monitor effective use of City Brand, Brand Templates and Materials

In 2017 the City will continue to monitor and update all recently branded communication tools including the Highlander, 
website, eNews, press releases, letters, brochures, etc. to ensure the designs are well-received and easy to navigate 
based on staff and community feedback. Photos will be updated as we build our photo library. A bench-marking analysis 
will be performed in the third quarter of 2017 and include looking at community engagement (event participation, social 
media engagement, etc.), and closely monitoring feedback.

2. Maintain Community Photography to Use in City Communications

City staff will continue to update the community photo stock and include photos of Highland Park’s natural landscape, 
business districts, community events, memorials, public art and all other aspects of Highland Park. The photo stock will 
be used and kept on file for the website, Highlander, annual report, brochures and any other communication efforts. The 
City will continue to encourage photo enthusiasts to share photos that capture the essence of Highland Park through 
social media, contests and more.

3. Continue Brand Implementation Plan

The Communications Division will continue to work with the Business Development Division to execute the Brand 
Implementation Plan. This will include completion of brand plan initiatives such as the website redesign, brand 
ambassador training sessions and more. It is anticipated that this will take place in conjunction with the Business 
Development Strategic Plan and in cooperation with the Central Business District, Ravinia District and Briergate District 
Special Service Areas as well as all sister governments.

4. Meet Quarterly with Brand Ambassadors

Each department has a brand ambassador who ensures that all department material meets the brand standards. These 
individuals will continue to meet, discuss needed changes, and protect and maintain the City’s brand. 



Proactive Messaging
Ensure key messages are clearly communicated in a timely manner by planning 

and preparing for communication campaigns to external and internal stakeholders.  

Strategies and Initiatives
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1. Meet Quarterly with City Communication Group

A Communication Group comprised of one representative from each department will be established. The group will 
meet quarterly to discuss upcoming events and initiatives from their departments that should be shared with the public 
through City communication channels. The group is tasked with keeping all information in printed materials and the 
website up-to-date. 

The committee will be reevaluated annually to ensure all pertinent personnel are included.

2. Meet Quarterly with Sister Governments

Joint meetings among all governmental entities serving Highland Park will continue to take place on a quarterly basis 
to ensure cross-communication, efficiencies and coordination on major projects and initiatives. These meetings will not 
only entail updates on current initiatives but also take a look at future endeavors and initiatives that government partners 
can cross-promote. 

Governments Serving Highland Park Host Neighborhood Meetings for the Public The City and its sister governments 
host neighborhood meetings each year to give residents and businesses an opportunity to ask questions of each unit of 
government serving the community. In 2017, four meetings will be held in March and May. The date and times of each 
meeting will be promoted by all government agencies. 

3. Share City News

The City will continue to share relevant information regarding city business, events and initiatives with media via press 
releases and other communication.

4. Conduct Social Media Campaigns

The City will continue Meet the City Mondays, which will be expanded to include City Departments, Division, Com-
missions, business districts, elected officials, and department heads. Throwback Thursday in which historic photos of 
Highland Park or historic facts will be posted, and Fun Fact Friday in which facts about the community will be posted. 
The campaigns will run continuously but not necessarily every week and tie into relevant/timely topics.



Highlander
The Highlander is the City newsletter that is mailed to all Highland Park residential and 
business properties each month. The City newsletter is the most utilized communication 
tool by residents in Highland Park surveys. The City collaborates with the Park District 
of Highland Park, Highland Park Public Library, and the school districts to provide 
community pages at their cost. Additional copies of the newsletter are available at all 
City facilities and on the City website.

       eNews
       The City has three different email groups, which residents can sign up for on the City website:
       - City eNews -comprised of major stories or updates and upcoming events
       - Business Development -features events and information for and from the businesses
       - Public Safety Alerts -sent in emergency situations

Emergency Voice and Text Notification System 
Residents can sign up to receive text or call notifications from the City’s emergency response team in the event of 
emergency situations or critical community alerts. Examples include: evacuation notices, bio-terrorism alerts, boil water 
notices, and missing child reports. Sign-up at cityhpil.com/signup.

Website   
The website continues to be the primary source for the City’s 
most up-to-date information for residents, business owners, 
visitors and all other stakeholders.  Updates are made each 
day by City staff to ensure transparent, up-to-date information 
to the public at all times.  

Communication
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City Council Meetings
City Council Meetings are held every other week at City Hall. The public is welcome to attend. Those who cannot attend 
in person can watch meetings live on Comcast Channel 10 or on the City website. The meetings are archived and avail-
able on the City’s website. 

Community Television
The Public Access Studio currently operates out of the basement of the Police Department and runs two channels: com-
munity channel 19, which airs various community produced TV, and municipal channel 10.

Social Media
The City actively utilizes Facebook (facebook.com/HighlandParkIL) and Twitter (@CityHPIL). The City also has a You-
Tube page (City of Highland Park, Illinois).

Public Service Announcements 
The City will post quarterly in-house Public Service Announcements on the City YouTube channel (City of Highland Park, 
Illinois). 

Press Releases
The City issues weekly press releases. News
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Questions about this Communications Plan can be directed to the City 
Manager’s Office at 847.926.1000 or cityhp@cityhpil.com. 


