





had ever felt as if they were receiving too much information on behalf of the city, all
twenty-two residents who were interviewed said no, they had never felt that way.
Perhaps one of the first meaningful questions to explore from this survey data is,
“what channel of communication does this particular sample of Bangor residents find
most effective?” From the bar graph below, it is evident that the most effective means of
communication appears to be social media (44%), followed by local broadcast and print
media (both roughly 12%). This demonstrates how important it is for the city to utilize
multiple means of communication, including both digital and traditional channels, since

both have been deemed effective.

Figure 3: The most effective means of gaining information from Bangor (n=480)

Several themes resonated in the responses to the survey’s final question, which
asked participants what the City of Bangor could do better in its communication efforts.
Though many participants chose not to answer this question, were unsure, or provided
responses that were unrelated to the city’s communication efforts, there were five
prominent themes that were present in most of the 197 responses. The most common
suggestion (present in roughly 14% of responses) was that the city should do more to

promote its own communication channels and make residents aware of the different

46



options available to them. The second most common suggestion was that the city should
do more to utilize social media. Other popular responses suggested utilizing postal mail
more often, providing more opportunities for residents to voice opinions and concerns,

and addressing issues of timeliness when relaying important information to residents.

B Promote communication channels/waysto
access information

B Address issues of timeliness

M Provide more opportunities or outlets for
citizens to voice concerns
Utilize postal mail more often

m Utilize social media more

® Unsure/unrelated

B Miscellaneous responses

Figure 4: What the City of Bangor could do to improve its communication efforts (n=197)

The fact that over 14% of these write-in responses suggested that the city put
more effort into promoting communication efforts is a valid suggestion, considering the
fact that many participants have never utilized some of the communication channels
offered by the city. On the following page are a series of breakdown bars showing how
often the survey’s participants utilize the different communication channels available in

the city of Bangor.

47



Word of Mouth:

& -
Very rarely Occasionally Very often
Very often

Social Media (Twitter, Facebook, etc.):

22%

Occasionally

City of Bangor Email Alerts:

1%

Very rarely

City of Bangor Website:

28%

Very rarely

Go Bangor App:

Local Broadcast Media:

10% 13% 13%

Never Very rarely Somewhat rarely

Very often
13%
Very often
Contacting a Bangor City Staff Person or Councilor:
19% 1% 16% I
Very rarely Somewhat rarely Occasionally

Figure 5: How often participants use the above methods to access information from the city (n=469)

Local Print Media:

10% 13% 13%

Never Very rarely Somewhat rarely
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These trends are consistent with the previous question’s responses that had asked
residents to select the most effective communication channel. Again, social media has the
highest frequency of use, followed by word of mouth, broadcast media and print media.
Two of Bangor’s digital communication efforts, the “Go Bangor” smartphone app and
the City of Bangor email alert system, have the lowest rates of use; 64% of respondents
have never used the city’s email alerts, and 80% of respondents have never used the Go
Bangor app. Contacting a city councilor also had a low rate of use, with 45% of
participants reporting that they had never done so. It is likely that the low rates of use
corresponding to the app and the email alerts are because many people simply do not
know about them; to corroborate this theory, 17 of the 22 focus group participants had

never heard of the Go Bangor app.

Age
The first demographic factor we will analyze from the survey results is age.
Participants were grouped into one of the following age ranges: 18- to 25-year olds, 26-
to 32-year olds, 33- to 45-year olds, 46- to 59-year olds, and those who are aged 60 or
older. The bar graph that follows shows how these different age groups compare when it

comes to knowledgeability of city communications.
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Figure 6: Knowledgeability of city communications broken out by age (n=482)

The above visual shows a predictable trend: the 18- to 25-year old age group is
understandably the least knowledgeable, as they are likely to be the most transient age
group. Some may be college students, and some may have lived in Bangor for less time
than some participants in the older age groups. Others may be long-term residents who
have not had to interact with the city on official business, or have relied upon their
parents to receive and address city-related information on their behalf. Knowledgeability
then seems to increase with age, though this tapers off a bit within the last two age
groups.

When it comes to satisfaction regarding city communications, it is clear that
Bangor is successful in satisfying its residents when viewed comprehensively. Most

participants in each age group reported that they were either somewhat satisfied or
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unsure. However, levels of extreme satisfaction and somewhat/extreme dissatisfaction

differed across the various age groups, as shown in figure 7 below.
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% M Somewhat dissatisfied
Extremely dissatisfied
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20

18-25 26 - 32 33-45 46 -59 60 years
years years years years or older
old old old old

Figure 7: Satisfaction of city communication efforts broken out by age (n=465)

While the 60 and older age group does have a small percentage of extremely

dissatisfied residents (2%), the 33-45 and 46-59 age groups have much larger percentages

of extremely dissatisfied residents (7% and 4%, respectively). This suggests that perhaps

the 60+ age group is not as much of a challenging demographic for the city to satisfy, and

perhaps more effort ought to be put into effectively communicating with those between
the ages of 33 and 59.

The 33- to 45-year old age group as well as the 46- to 59-year old age group are
also the two most common age groups of residents who would prefer not to receive any
city communications. In total, there were 47 survey participants who indicated that they

would rather not receive any direct communications from the city. When these 47
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participants were asked why they did not want to receive communications from the city
in a follow-up question, all 47 remarked that they were either too busy, did not care about
the information, or that they simply did not want to receive text messages, emails, or
letters from the city. Of these 47 participants, 25 (roughly 53%) were between ages 33
and 59.

Even though these 25 residents between ages 33 and 59 explicitly stated that they
did not want to receive city communications, not all would consider themselves satisfied.
In fact, 15 of these 25 participants reported feeling either unsure or dissatisfied to an
extent when it comes to city communications. Bangor faces a clear challenge when it
comes to addressing those between the ages of 33 and 59; they are the most dissatisfied
age group in Bangor when it comes to the city’s outreach efforts, but a small percentage

of these residents may not even be interested in greater engagement with the city.

Home Ownership

Despite multiple efforts to recruit more renters, so as to reflect Bangor’s overall
population (see Chapter V), 64% of the survey’s participants were homeowners, while
32% were renters. The remainder of the survey’s participants selected “other” for
situations such as living with a parent/relative, or living in a dormitory; in this section, for
convenience purposes, only the responses of those who selected either “rent” or “own”
will be analyzed.

As hypothesized, there is a difference in the knowledgeability of renters and the
knowledgeability of homeowners when it comes to city communications. Figure 8 is a
bar graph showing precisely how the knowledgeability levels of both demographics

compare with one another.
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Figure 8: Knowledgeability of homeowners and renters (n1=490)

An identical percentage of renters and homeowners consider themselves to be
extremely knowledgeable regarding city communications (roughly 9%) and the
percentages for those who consider themselves to be moderately knowledgeable are also
similar (49% of renters and 47% of homeowners). However, there is a sizeable difference
when it comes to renters and homeowners that consider themselves to be very
knowledgeable or slightly knowledgeable. Only 17% of renters consider themselves very
knowledgeable, compared to 31% of homeowners. On the other hand, only 12% of
homeowners would consider themselves slightly knowledgeable, compared with 22% of
renters. A slightly higher percentage of renters than homeowners consider themselves not
at all knowledgeable, as well (3% as opposed to 2%). From these results, it seems logical

to infer that renters generally tend to be less knowledgeable than homeowners.
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Figure 9: Satisfaction of homeowners and renters (n=447)

Aside from the fact that a higher percentage of owners than renters are extremely
dissatisfied, and a higher percentage of renters are unsure, both renters and homeowners
generally have similar levels of satisfaction regarding the city’s communication efforts.
This suggests that, although renters may be less aware of city communications, this does
not mean that they are lacking any necessary information that might affect their
satisfaction levels. Therefore, the results suggest that although Bangor’s renters are less
engaged than homeowners, there is no need for the city to make any more of an effort to

engage directly with just the renter population.
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Another question that must be addressed, however, is that of whether or not time
spent living in the city plays a significant role in this relationship between
knowledgeability, satisfaction, and homeownership status. Below is a bar graph

comparing homeownership status with city tenure.

M rent
I I -own
| | | |
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50%
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years years

Figure 10: City tenure of homeowners and renters (n=442)

This follows another predictable trend; from the results of the survey, it is clear
that renters in Bangor tend to be recent transplants to the city much more often than

homeowners.
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Figure 11: City tenure compared with satisfaction (n=442)

In examining the figure above, it is evident that there is no clear trend when it
comes to the relation between city tenure and satisfaction with the city’s outreach efforts.
Those who have lived in Bangor for longer than five years have an evenly distributed
range of satisfaction. Those who fall in the three middle categories who have lived in
Bangor between one and five years tend to be slightly less satisfied with the city’s
outreach, but the difference is rather small. Understandably, 41% of those who have lived
in Bangor between one and three years feel unsure. Many of those who have lived in
Bangor for less than one year (41%) are extremely satisfied; perhaps this is based upon
positive first impressions of the city.

Though tenure is not necessarily a factor when it comes to satisfaction regarding
city outreach efforts, it may play a role in residents’ knowledgeability. The following bar

graph shows the relation between tenure and knowledgeability of city communications.
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Figure 12: City tenure compared with knowledgeability (n=437)

Predictably, the majority of those who have lived in the city for less than one year
(60%) consider themselves not at all knowledgeable regarding city communications.
Unpredictably, however, zero residents who have lived in the city between one and two
years consider themselves to be not at all knowledgeable, with a majority of these
residents considering themselves to be slightly knowledgeable (55%). Also somewhat
unexpected was the fact that a significant percentage of residents who have lived in
Bangor between three and five years (44%) consider themselves not at all
knowledgeable. There seems to be a slight trend in which residents with a longer tenure
are more knowledgeable, but the relation between tenure and knowledgeability is not
nearly as pronounced as the relation between homeownership status and
knowledgeability.

Another question that this study sought to answer was whether there is a
difference in the types of information that homeowners and renters find valuable. The
survey asked participants to rank categories of information by their importance. Renters

and homeowners provided similar responses for most of the categories of information,
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including community events, project updates, breaking news, city council actions,
policy/ordinance reminders, public notices, and program information. However, there is a
significant difference in the way that homeowners and renters view city meetings and
agendas, as well as volunteer/employment opportunities.

Similar percentages of homeowners and renters view volunteer/employment
opportunities as not at all important, of very little importance, slightly important and
moderately important. However, there is a significant difference in the percentages of
homeowners and renters who find these opportunities to be very or extremely important.
Specifically, 26% of homeowners find this information to be very/extremely important,
compared with 46% of renters. Renters evidently tend to place a higher value on this type
of information than homeowners do.

A somewhat similar trend occurs when examining how homeowners and renters
rank city meetings and agendas. There is hardly any difference between percentages of
renters and homeowners who rank city meetings/agendas as not at all important, of very
little importance, or slightly important. However, while about 10% more homeowners
than renters rank this type of information as moderately important, 44% of renters find
this information to be very or extremely important, compared to just 36% of
homeowners.

This appears to contrast the relation between knowledgeability and
homeownership status; despite the fact that renters generally tend to be less
knowledgeable in regards to city communication, they place a higher value on these two

categories of information than homeowners do.
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Technology and the Digital Divide

One hypothesis that was formed before this research was conducted was that even
still today, age would still be a significant factor in the digital divide, hindering older
populations from accessing computers and smartphones. This hypothesis was consistent
with several of the studies within the literature review (Smith 2014, Choudrie et al. 2013,
Hall and Owens 2011, Smith et al. 2009. However, after comparing age with computer
ownership (see figure 17 below), one can see that age no longer appears to be a factor
when it comes to accessibility, at least for Bangor’s residents. The data from this research
go against the studies in the literature review, suggesting that perhaps the digital divide is

not as significant of an issue as it may have been several years ago.

18 - 25 years old

26 - 32 years o

33 - 45 years

46 - 59 years o

60 years or older

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Figure 13: Computer ownership broken out by age (n=487)

As shown in the bar graph above, over 90% of residents in each age group own a

computer. In fact, the age groups with the lowest rates of ownership are the 46- to 59-
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year olds and the 33- to 45-year olds (both roughly 91%). The highest rates of ownership
were the 18- to 25-year olds (98%) followed by the 60 and older age group (95%).

While age is clearly not a factor when it comes to computer ownership and
accessibility, it does appear to be a factor when it comes to smartphone ownership. Figure

18 shows the relation between smartphone ownership and age.

.

60 years or older

M Yes HNo

Figure 14: Smartphone ownership broken out by age (n=487)

All 18- to 25-year olds who participated in the survey own a smartphone. In the age

groups that follow, there is a decreasing rate of ownership, aside from the fact that

slightly fewer 26- to 32-year olds own smartphones than 33- to 45-year olds. Roughly

35% of participants aged 60 or older reported that they did not own a smartphone.
Despite the fact that not owning a smartphone or a computer obviously narrows

down the communication channels that one can access and utilize, there was no evident

relation whatsoever between knowledgeability and smartphone or computer ownership.
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The percentages of knowledgeability levels for those who do not own a smartphone or a
computer were almost identical to the knowledgeability levels of those who do own a
smartphone or a computer. In fact, none of the participants who reported not owning a
computer considered themselves to be not at all knowledgeable. It seems as though not
owning a smartphone or a computer has virtually no effect on how knowledgeable a
resident is regarding city events. Similarly, there was no evident relation between
smartphone or computer ownership and satisfaction regarding city communications. The
satisfaction levels of smartphone and computer owners were consistent with the
satisfaction levels of those who did not own smartphones or computers.

From the survey data, it appears as though digital methods of communication are
considered more effective than traditional methods. In all, 67% of participants indicated
that their most preferred channel of communication was digital (i.e., the Go Bangor app,
email alerts, the city website, or social media), while 30% indicated a preference for
traditional methods (word of mouth, contacting a council member, print media, or
broadcast media). The qualitative data from the focus groups, however, indicates that
there is no clear answer as to whether residents prefer digital or traditional methods. Most
of the participants from the renter sessions (8 out of 11) prefer digital methods rather than
traditional. Most of the participants from the 60 and older focus groups (7 out of 11),
however, indicated that the answer is dependent on what sort of information is being
communicated. These 7 participants all agreed that more important, time-sensitive issues
should be communicated through traditional methods (i.e., a phone call or direct postal

mail).
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This study also examined whether there was any relation between use of the Go
Bangor app and satisfaction regarding city communications. When viewing the
satisfaction levels of participants who use the app either occasionally, often, or very

often, satisfaction levels are very high.
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Figure 15: Satisfaction of those who use the Go Bangor app occasionally, often, or very often (n=35)

The satisfaction levels of those who use the app rather frequently are higher than the
satisfaction levels of those who never or rarely use the app (please note the different y-
axis values in the two visuals). While none of the frequent app users reported feeling
somewhat or extremely dissatisfied with the city’s communication efforts, roughly 15%

of those who rarely or never use the app expressed dissatisfaction.
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Figure 16: Satisfaction of those who never use the app, or those who use the app somewhat or very rarely
(n=35)

Use of the Go Bangor app clearly aligns with positive levels of satisfaction regarding city
communications. This was reiterated throughout the focus group sessions; despite the fact
that only 5 of the 22 participants interviewed had used the app, all 5 were very content
with the app and complimented its usability, convenience, and responsiveness.

Email alert use seems to have a similar effect on satisfaction levels. While 80% of
participants who use the alerts occasionally, often, or very often reported feeling either
somewhat or extremely satisfied with the city’s outreach efforts, only 48% of participants
who rarely or never use the city’s email alerts reported feeling satisfied (either somewhat
or extremely). Evidently, the city’s email alert system and the Go Bangor app are both

highly effective communication channels, in terms of resident satisfaction levels.
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CHAPTER VI

ANALYSIS

Perhaps the most prominent finding suggested by this study is the fact that many
residents seem to be unaware of how Bangor communicates information. This was rather
unexpected, due to the fact that many of the survey participants and focus group
participants would generally consider themselves to be engaged and knowledgeable
regarding city events. Bangor’s email alert system and the Go Bangor smartphone app are
particular communication channels of which residents seem least aware, as significant
numbers of participants in both the survey and the focus groups mentioned that they had
never heard of the Go Bangor app or the email alert system before taking part in this
study.

This lack of awareness of both the app and the email system is consistent with the
low rates of use that were present in the survey. However, it seems logical to infer that
these low rates of use were due to the fact that many residents were simply unaware that
these communication channels existed, rather than some sort of usability issue with either
method. Those who have regularly used the email alerts and the Go Bangor app have
generally been satisfied with them, so there is no evident problem with either of these
methods.

The fact that many Bangor residents may not know about the app or the email
alert system certainly does not make either of them an ineffective communication

channel. Based on the finding that more frequent use of these two methods is positively
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related to significantly higher levels of satisfaction regarding city communications, it is
apparent that both the app and the email system are successful in their goals of relaying
important information, and both have been praised for their timeliness and convenience
in the focus groups. Although the Go Bangor app and the email alert system may not be
reaching a high percentage of residents, the city should still regard both methods as
extremely valuable communication tools.

Another important takeaway from this study is the fact that renters are not
necessarily a hard-to-reach demographic when it comes to city communication, as was
originally hypothesized. It was hypothesized that renters would be less knowledgeable
regarding city events than homeowners, and that these lower levels of knowledgeability
would inevitably result in lower levels of satisfaction, but this is not actually the case
when it comes to Bangor’s renters. While this study is consistent with existing literature
in the sense that renters do tend to be less knowledgeable about things going on in the
city than homeowners, the survey results indicate that homeownership status has no
impact on one’s level of satisfaction regarding city communications. In fact, the
satisfaction levels of renters and homeowners are nearly identical.

This insight makes sense, as renters may not necessarily need to know all of the
same things as homeowners. Some types of municipal information only pertain to those
who own homes. For instance, homeowners would likely need to know certain
information about property taxes and city ordinances for which renters may have little
use. Since certain categories of city information are not useful for those who rent, it
makes sense that renters are just as content with the city’s outreach efforts as

homeowners, despite being less knowledgeable.
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Another insight provided by this study is that Bangor’s elderly population (in
other words, those aged 60 and older) is not the city’s most challenging age group. Over
80% of elderly survey participants considered themselves to be at least moderately
knowledgeable, and the 60 and older age group had the highest levels of satisfaction out
of all the other age groups, so it is fair to say that they are generally knowledgeable and
satisfied overall. While it is correct to say that Bangor’s elderly population may have less
of an ability to access the internet due to their lower rates of smartphone ownership,
smartphone ownership seems to have no effect on how satisfied one feels toward the
city’s communication efforts.

The fact that Bangor’s elderly population has relatively higher rates of satisfaction
regarding communication compared with other age groups may be a result of recent
efforts to “improve quality of life for older residents” of the city (Haskell 2016). In July,
for instance, AARP granted the city age-friendly status, and the organization is now in
the process of holding focus groups that will explore age-friendly initiatives. These
efforts have provided elderly residents with new outlets to voice their opinions, which is
could be driving high satisfaction rates, at least among engaged and active elderly
residents.

The age group that is of more significant concern than the 60 or older age group is
the group of residents between the ages of 33 and 59. Not only are they generally the
most dissatisfied age group of Bangor residents, they are also more likely to not want any
communications on behalf of the city, citing either being too busy or not caring about the
information. The relatively higher rates of dissatisfaction could be due to a number of

factors; perhaps these residents are busy with work or their families and so they might not

66



have as much time to seek out municipal information when they need it. One theory is
that most 33- to 59-year olds are in their earning years, and so they may automatically
associate city government communication with negative interactions that are either
inconveniences in their busy lives, like road construction or changes to recycling
schedules, or interactions that cost money, such as taxes, fees, and licensing of various
kinds. In examining the results of survey question 19 that asks residents how the city can
improve communication efforts (see appendix A), several responses from 33- to 59-year
olds align with this proposed theory; six participants mentioned issues regarding road
construction, four mentioned recycling or trash issues, and one mentioned property tax
issues. Many of those who are over the age of 60, on the other hand, have retired and
have more of an opportunity for positive interactions with the city government.
Unfortunately, because the qualitative data focused solely on renters and those who are
over the age of 60, the focus group data that was collected does not explicitly reveal why
the 33- to 59-year old age group is generally less satisfied with the city’s
communications. It would be beneficial to conduct a follow-up study in which the 33- to
59-year old age group was isolated and examined more closely.

The study also made it clear that the city of Bangor is doing an excellent job of
utilizing multiple channels of communication, so as to not exclude those who lack
internet access. Neither internet access nor smartphone access are universal yet, and not
having convenient access to the web at all times generally means less opportunity to take
advantage of web-based communication methods (i.e., city website, social media, Go
Bangor app, email alerts). Therefore, this so-called digital divide may be present in terms

of accessibility, but one’s accessibility to a computer or a smartphone does not seem to
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have any effect on one’s satisfaction with the city’s communications — an extreme
contrast to the conclusions suggested by the existing literature. Survey participants who
did not own either a smartphone or a computer were no less satisfied than those who
owned both, so smartphone and computer ownership are not nearly as significant of
factors as was hypothesized from the literature review.

This is likely because, in addition to utilizing several web-based channels, Bangor
still effectively utilizes a number of traditional communication methods. For instance,
city council members provide their personal phone numbers to the public, encouraging
residents to call them if they have any questions. Bangor community information can be
found in the print edition of The Weekly, a newspaper that goes out to all residents of the
city at no cost to them. City council meetings can be viewed on local television. While
having a smartphone or a computer certainly makes obtaining information more
convenient, Bangor has done a commendable job of making information available to
those who may not have access to these resources. This is a particularly impressive
achievement, considering the fact that Bangor has managed to accomplish this while the
state government has been providing “substantially less revenue for municipalities”

(Shaw 201).
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CHAPTER VII

CONCLUSION

There are several measures that the city of Bangor could consider taking in order
to improve its communication outreach.

1. One measure that Bangor could take that would likely improve the city’s
communication efforts would be to spend even more time promoting the different
channels of communication that are available, as well as educating interested residents on
how to use them. There is no denying that the email alerts and the Go Bangor app are
useful tools that are effective and satisfying for those who use them, but it is evident that
there are still many residents who have never heard of either of these methods.

The city could consider the idea of having an educational forum where residents
can come and learn about the different channels of communication that Bangor utilizes,
with a particular focus on the email alert system and the Go Bangor app. There is
certainly an interested audience for such an event, seeing as 14% of the survey’s
participants who left suggestions wanted the city to provide opportunities to learn about
the different ways of accessing information. A forum like this would benefit residents by
educating them about new communication methods of which they may not be aware, and
it would also give the city the opportunity to receive feedback on the app and the email
alert system.

The fact that two of Bangor’s most satisfying channels of communication also

have the two lowest rates of use will hopefully provide a valuable lesson to other
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municipalities, in Maine, the United States, and even around the world. As existing
technology changes and new technology becomes available, it is inevitable that
municipalities around the world will begin to utilize new methods of communication,
such as smartphone or tablet apps, text messaging systems, or new social media
platforms. No matter how effective these new methods may be, residents need to be given
extensive opportunities to learn about these methods. For instance, a given municipality
might come up with a low-cost, user-friendly, convenient method of communication that
receives excellent reviews; however, word-of-mouth is only so powerful, and unless it is
promoted somehow, residents may not use it as frequently as expected.

2. It may also benefit the city to further examine its relationship with those
between the ages of 33 and 59. This age group is more likely to be dissatisfied as well as
more likely to not want to receive communications from Bangor than any other age
group. This study was successful in that it identified a clear relationship between age and
satisfaction with municipal outreach efforts, but more data may be necessary if the city
wants to determine why these particular sentiments exist among 33- to 59-year olds.

As discussed earlier, one theory that might explain this relationship is that perhaps
33- to 59-year olds just tend to view the city government negatively due to costly
interactions that are typically associated with unpleasantness. Such a theory would have
both positive and negative implications for the city. On the one hand, it would mean that
there is not necessarily a problem with the city’s communication methods, which is
certainly a good thing. However, it would mean that the problem lies within the specific
nature of the information that the city of Bangor is sending to and receiving from these

residents rather than the actual means of communication. Unfortunately, there is little that
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the city of Bangor could do to change this negative association. Therefore, the city should
take caution in investing too much of its resources into this age group; while these
residents may indicate dissatisfaction toward the city’s communications, it may be that
they have a broader issue with the city as a whole instead. A follow-up study to further
explore this theory and consider the roots of these negative perceptions, however, might
prove beneficial.

One way that the city might consider reaching out to this 33- to 59-year old age
group while simultaneously promoting the Go Bangor app would be to mail a
promotional flier out in the mail along with property tax bills. This was already done over
a year ago, but it seems as though it might be beneficial to send out a reminder. In doing
s0, the city would be targeting homeowners of all age, but many would inherently be
within the 33- to 59-year old age group. Attaching a promotional flier to property tax bills
that are already being mailed out would likely only require a printing cost. Even if the
city decided to do a promotional mailer for the app on its own, the potential benefits
might outweigh the cost of printing and mailing, since more frequent use of the app
seems to be related to significantly higher levels of satisfaction. This method of
promotion is something that the city of Bangor has used before in terms of other
municipal-related information, as well; for instance, a flier about a new energy initiative
was recently mailed out along with property tax bills (Fox Bangor Newsroom 2016).

3. The city of Bangor is also doing a great job of making information available to
those who may not have access to a computer or a smartphone. The fact that there is no
apparent relationship between smartphone or computer ownership and satisfaction or

knowledgeability shows that Bangor has successfully provided smartphone- and
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computer-lacking residents with equal opportunities to receive municipal information.
Even as new technology emerges and the city comes up with new, more advanced ways
of relaying information to residents, Bangor should keep utilizing some of the more
traditional means of communication, like print or broadcast news, because residents still
consider these methods to be useful. Despite the fact that some survey and focus groups
have suggested that the city streamline its communication efforts by utilizing one
communication channel rather than many, the data shows that the use of multiple
methods has paid off.

This study will hopefully serve as a lesson to other municipalities that even
though the digital divide does still exist in the sense that some residents still lack access
to certain technology, such a divide does not necessarily have any impact on satisfaction
or knowledgeability in terms of communication, so long as the municipality provides
alternative ways for residents to find information. Other municipalities should look to
Bangor as a successful archetype of a city that has minimized the potential impact of the
digital divide, as it provides residents with a variety of communication channels, both
digital and traditional.

4. Because the survey and focus group data revealed that renters are less
knowledgeable than, yet as satisfied as homeowners, it would not seem logical for the
city to undergo any efforts to send out more information to all renters. All 11 focus group
participants from the renters’ sessions said that they do not currently feel as though they
receive too much information from the city. If the city were to suddenly increase the
volume of information that is sent out to renters, renters might begin to feel increasingly

dissatisfied, as they might be receiving information that they simply do not need. The city
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of Bangor, as well as other municipalities, should not concern themselves with lower
rates of knowledgeability among renters, as renters have less of a need to know certain
city-related information.

Based upon the fact that a majority of the survey’s participants are either
somewhat satisfied or extremely satisfied with the city’s communication efforts, and less
than 4% are extremely dissatisfied, it seems reasonable to conclude that Bangor is
generally successful in its overall communication efforts. Nearly all of the survey’s
participants consider themselves to be at least moderately knowledgeable when it comes
to city-related information, so the city is also generally successful in relaying important
information to its residents. While there are measures that Bangor can take to make its
outreach efforts even better, the city is already doing a sufficient job when it comes to
communication: generally speaking, residents seem to be receiving the important
information that they need, and they are satisfied with the ways they are receiving it.

While the subject of municipal government communication may have seemed
relatively unimportant at first, this research supports the idea that government-resident
communication is of the utmost importance when it comes to municipalities.
Communication among residents and their governments typically makes governments
more democratic, and government-resident interactions can also have an impact on
residents’ views of the municipality overall -- especially since the most direct
government-resident interactions generally happen at the local level.

The fact that the city of Bangor is doing a sufficient job of communicating with
residents and ensuring that important information is received and understood provides a

valuable and optimistic lesson for other municipal governments. The case of Bangor
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suggests that, by thinking innovatively and utilizing a variety of communication
channels, even governments with limited resources at their disposal can succeed in their
communication efforts. While no government is likely to prevent all situations like Peter
Ramsay’s from happening, Bangor has effectively utilized a number of communication
channels to minimize such occurrences. Take the case of Peter Ramsay, for example;
Peter now receives multiple emails and texts from the city on a daily basis, and is
generally satisfied with the city’s outreach efforts overall. Because of Bangor’s
impressive record when it comes to communication, other municipalities should look to
the city as a successful model. This analysis of Bangor has suggested that today,
municipalities have more tools than ever at their disposal to use in terms of
communication channels, and so long as residents are aware of them, they are able to

access and use them effectively.
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APPENDIX A

SURVEY QUESTIONS
1. Do you consent to participate in this study?
O Yes
0O No

2. Are you a resident of Bangor?

O Yes
No, but I used to live in Bangor
No, but I live in a neighboring community
No, but I live in Bangor for part of the year
No, I have never lived in Bangor

OO0 0D

3. If you are a resident of Bangor, how long have you lived in Bangor?
less than one year

between one and two years

between two and three years

between three and five years

longer than five years

O

OO0 0D

4. If you are a resident of Bangor, how long do you plan on living in the Bangor?
for one year or less

between one and two years

between two and three years

between three and five years

longer than five years

O

O000d

5. What is your gender?

O Male

0 Female

0O Other - please specify
O Prefer not to answer

6. What is your age?

18 - 25 years old
26 - 32 years old
33 - 45 years old
46 - 59 years old
60 years or older

OO0 000
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7. What is your estimated household income before taxes during the past 12
months?

Less than $25,000
$25,000 to $34,999
$35,000 to $49,999
$50,000 to $74,999
$75,000 to $99,999
$100,000 to $149,999
$150,000 to $199,999
$200,000 or more
Prefer not to answer

O

Ooo000fd0fd0ddo

8. How did you hear about this survey?

O

postcard

word of mouth

saw a flyer - please specify where

saw on Bangor city website

saw on FirstClass

heard about it through the Bangor Daily News
heard about it through WABI TV5

other - please specify:

OO00000da0d

9. Do you rent or own your home/apartment?
rent

own

other - please specify

prefer not to answer

O

Oo0dod

10. Do you own a smartphone?

O Yes
O No

11. Do you own a computer?

O Yes
O No

12. How knowledgeable do you consider yourself to be about things happening in
the City of Bangor?

0 Extremely knowledgeable
Very knowledgeable
Moderately knowledgeable
Slightly knowledgeable
Not knowledgeable at all

O000d
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13. State how often you use the following methods to access information from the
City of Bangor.

Never | Very Somewhat | Occasionally | Often Very
rarely rarely often

Word of mouth

Social media (Twitter,
Facebook, etc.)

City of Bangor email
alerts

Visiting the City of
Bangor website

“Go Bangor” smartphone
app

Local broadcast media
(radio, TV)

Local print media
(newspapers, magazines)

Contacting a City of
Bangor staff person or
City Councilor

Other - please specify:

14. Which of the following do you consider to be the most effective means of gaining
information from the City of Bangor?

0 Word of mouth
Social media (Twitter, Facebook, etc.)

City of Bangor email alerts

Visiting the City of Bangor website

"Go Bangor" smartphone app

Local broadcast media (radio, TV)

Local print media (newspapers, magazines)

Contacting a City of Bangor staff person or City Councilor
Other (please specify):

o000 000a0d
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15. For the following categories, rate how important you think it is that the City of
Bangor directly communicates information to its residents.

Not at all
important

Of very
little
importance

Slightly
important

Moderately
important

Very
important

Extremely
important

Community events

Project updates

Breaking News

City Meetings/
Agenda

City Council
actions

Policy/Ordinance
Reminders

Public Notices

Volunteer/Employ
ment Opportunities

Program
Information

Other - please
explain:

16. Would you prefer not to receive any communications from the City of Bangor?

O Yes
O No
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17. If you do not wish to receive any communications from the City of Bangor, what
is the reason?
0 Too busy to read the alerts
Don’t have a phone or computer to keep up
Don’t care about the information
I don’t want to receive emails, text messages, or letters from the city
Other - please specify below:

O000d

18. Overall, how satisfied are you with the city of Bangor’s efforts to communicate
important information to its residents?

0 Extremely satisfied
Somewhat satisfied
Unsure

Somewhat dissatisfied
Extremely dissatisfied

OO0 0D

19. What, if anything, do you think that the City of Bangor could do better in its
efforts to communicate with the residents of the city?

Your answers to the following questions will be separated from the rest of the survey.
Your responses will not be linked to the rest of the survey in any way.

Would you be interested in participating in a one hour focus group to further
discuss Bangor’s community outreach efforts? (By answering yes, you are not
committing to anything - merely expressing an interest. All focus group participants
will receive a $10 gift card to a local Bangor retail outlet or eatery for their time.)

O Yes

0O No

Would you like to be entered in a raffle to win a $20 gift card to a local Bangor
retail outlet or eatery for your participation in this survey?

O Yes

0O No

If you answered yes to either question above, please list your contact information
below.

Name:

Phone number:

E-mail address:
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10.

APPENDIX B

FOCUS GROUP QUESTIONS

Let’s start with some introductions. Can you tell us who you are and how long
you’ve lived in Bangor?

Do you feel as though the City of Bangor does a sufficient job of communicating
important information to all residents? Why or why not?

Do you feel as though it is important for you personally to receive information
from the city of Bangor? Why or why not?

Have you ever found yourself in a situation where you felt as though the City
failed to notify you of something important? If so, please describe the situation.
What types of information do you want from the city? Would you prefer only
necessary information, like road closures or emergencies, or would you prefer to
hear necessary information along with optional information, like citywide events?
What methods do you suggest City staff utilize when communicating important
information to residents?

Have you ever found yourself in a situation where you thought you were
receiving too much information, or perhaps unnecessary information, on behalf of
the city?

If you had to pick between the two, would you prefer to receive information from
the city digitally (through text messages or emails) or through other methods,
such as phone calls, postal mail, or door-to-door messages? Why?

Do you feel as though your status as a (resident over age 60/renter) affects your
preferences regarding the city’s outreach methods? If so, why?

Are there aspects regarding Bangor’s communication with its residents that you
feel we haven’t discussed tonight? Are there strategies to address outreach
challenges that haven’t been mentioned?
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APPENDIX C

INSTITUTIONAL REVIEW BOARD APPROVAL

APPLICATION FOR APPROVAL OF RESEARCH WITH HUMAN SUBJECTS
Protection of Human Subjects Review Board, 114 Alumni Hall, 581-1498

PRINCIPAL INVESTIGATOR: Robert Glover

EMAIL: Robert.glover@maine.edu TELEPHONE: 207-581-1880
CO-INVESTIGATOR(S): Jaymi Thibault

FACULTY SPONSOR (Required if PI is a student): n/a

TITLE OF PROJECT: Initiative to Improve Community Outreach Within Bangor

START DATE: February 10,2016 PI DEPARTMENT: Political Science
MAILING ADDRESS: 5574 North Stevens Hall, Dept. of Political Science, UMaine, Orono, ME 04469-
5754

FUNDING AGENCY (if any):

STATUS OF PI:

FACULTY/STAFF/GRADUATE/UNDERGRADUATE  Faculty
1. If P1 is a student, is this research to be performed:
X for an honors thesis/senior thesis/capstone? O for a master's thesis?

OJ for a doctoral dissertation? O for a course project?
O other (specify)

2. Does this application modify a previously approved project? N (Y/N). If yes, please give assigned number
(if known) of previously approved project:

3. Is an expedited review requested? Y (Y/N).

Submitting ement to abide by the responsibilities outlined

the application indicates the principal investigator’s agre
L. 0 licies and Pr s for th ion of man Subjects.

in_§ n |

Faculty Sponsors are responsible for oversight of research conducted by their students. The Faculty Sponsor
ensures that he/she has read the application and that the conduct of such research will be in accordance with the
University of Maine’s Policies and Procedures for the Protection of Human Subjects of Research. REMINDER: if
the principal investigator is an undergraduate student, the Faculty Sponsor MUST submit the application to the
IRB.

Email complete application to Gayle Jones (gayle.jones@umit.maine.edu)

BEERBEAREERBEAREREBERRERR S RASRAEA SRS R EARRAREAER S AR SRR SRR ER RS AR SRR R A s s s s
FOR IRB USE ONLY  Application # 2016-01-02 Date received 01/11/2016  Review (F/E): E
Expedited Category:

ACTION TAKEN:
X Judged Exempt; category 2 on 1/12/16 Modifications required? Y Accepted (date) 1/20/16
O Approved as submitted. Date of next review: by Degree of Risk:
(| Approved pending modifications. Date of next review: by Degree of Risk:

Modifications accepted (date):
O Not approved (see attached statement)
O Judged not research with human subjects

FINAL APPROVAL TO BEGIN 120/16

Date 082015
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