
Website Best Practices
to Increase Community 

Engagement



Four Practices for Engagement

Use data to hone 
your message and 
resonate

share your story 
and reinforce 
your purpose

Amplify the 
Good

Measure and 
Respond

Establish a 
foundation for 
trust.

Design Your 
Digital 
Doorstep stop fake news, 

rumors, and 
defend your 
reputation

Fight the Bad

1

2

3

4

2



01. Designing Your Digital Doorstep
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Establish a foundation for trust.



Your Website = Your District’s Digital Home

Professionalism
How does it 
represent you?

Community
Can your 
community 
easily find info?

Compliance
Is your site 
compliant? 

4
Address: www.getstreamline.com
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Your Website Floorplan

Tell your story!

The tools you use

About Us (Foyer)

Photo Gallery (Living Room)
Show off your last event

Site Editor (Kitchen)

Archives (Closet)
A place for all your old stuff

Apparatus (Bedroom)
Something unique to you

Meetings (Dining Room)
A place for everyone to gather
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 Build your dream “home”!

1Determine your “why”

Borrow from others

Find an expert

Make a content plan

Take pride!
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Why should we have a 
website?

Best Practice #1 

Determine your “why”

Classes & Workshops RegistrationBilling

Education RecruitmentCritical Alerts

Efficiency Strategic CommunicationReputation
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”I think every special 
district in the state 
should have to go to a 
referendum. Every 
special district should be 
evaluated.”
Florida House Speaker Chris Sprowls

May 24, 2022



Why should our district have a website?

What if you:

● Need to raise your rates?
● Get a bond passed?
● Address misinformation about your district?
● Get the community to support an 

endeavor you’re taking on?
● Live through another global pandemic?

If you don’t tell 
your story… 

someone else 
will
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The Complexity of Modern Websites

Building a website in 2024 is arguably more 
complex than building a physical structure!

A modern website is expected to:

● Provide useful information within 
1-2 clicks

● Load super fast, even on mobile
● Be secure from hacking
● Work on every single device
● Be ADA accessible
● Be available 24/7, 365 days a year to 

everyone on the planet
● Look beautiful 
● Not break despite the technology 

completely changing every 1-2 years
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Public Pressure
Local governments are 

increasingly in the spotlight 

Regulatory Pressure
More states are legislating

how local governments 
communicate online.

Legal Pressure
ADA lawsuits and others 

are on the rise for 
non-compliance

Fed Section 508 
lawsuit liability

Fixed budget

State-specific 
website 

requirements

Need for efficient 
ways to receive 
feedback from 

community

Pressure to be 
transparent with 
the community

Need for 
autonomy to stay 

on track with 
requirements

Limited timeOngoing demand 
for expert 
consulting

Non-technical 
staff

Mounting Pressures for Districts Online

https://ytcropper.com/cropped/3s5b9fee6a438c9
https://ytcropper.com/cropped/3s5b9fee6a438c9
https://ytcropper.com/cropped/3s5b9fee6a438c9
https://ytcropper.com/cropped/3s5b9fee6a438c9


Compliance:
The Foundation

Your Website Should Be “Up to Code”!
Websites are in many ways as complicated 
in their architecture as your house.

Just like hiring a contractor to build a house 
is essential, so is finding the right platform 
for your site!

Easy-to-UseCompliant

Mobile-friendly ADA Accessible
12



What is a “platform”?
A platform is a collection of digital tools combined into a 
single user experience
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WCAG Guidelines
The international web accessibility 
guidelines that are referenced (directly and 
indirectly) by both state and federal laws 
regarding web accessibility.

1

ADA Compliance
The Americans with Disabilities Act protects 
the rights of people with disabilities. It’s 
broad reach extends to websites, but doesn’t 
reference web accessibility specifically.

State Laws
Requires that state agencies comply with 

accessibility guidelines. Examples include 
HB21-1110 or AB434 . FL Chapter 282
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Section 508
A law referenced by the ADA that more 

specifically outlines how to meet accessibility 
standards for electronic content, including 

websites.

4

Legal foundations for website accessibility
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Common Pitfalls

1 3
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★ No closed captions on video/audio files
★ Not having accessible PDFs / documents
★ Not having ALT tags for images
★ Lack of labels on form fields
★ Lack of color contrast
★ Not having a mobile-responsive site or semantic HTML

checkmydistrict.org 



Accessibility in the digital world
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Desktop vs. Mobile

Desktop
Websites have adjusted to be 
“responsive” to any size

Mobile
40-60% of web traffic are 
from mobile devices!
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What Makes a District 
“Compliant” or 
“Transparent”?

Financial reports or independent audits 
from the past 3 years

Where your money comes from and 
where it’s going

Many states require regular reporting 
on key areas (i.e. water quality)

Provide notices for all meetings along 
with agendas

Budgets

Audits

Reports

Meetings & Agendas

Contact Info

The Streamline Standard
As government agencies, all Special Districts in 

the US should post at least:

Where to find you and how to contact 
your office (including district boundaries)
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What should you move into your 
“digital house”?

Make a list of every type of 
content you might want (or 

need) to put on your site: 

● Agendas
● Minutes
● About Us
● Mission Statement
● Notices
● Project Updates
● Vacancies
● Forms
● FAQs
● Photos
● Bill Pay
● Other required items

Start with a list

19

Community



What should you move into your “digital house”?
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❏ About Us / History
❏ Services
❏ News / Notices
❏ Employment
❏ Board / Staff
❏ Events / Calendar
❏ Bill Pay
❏ Departments
❏ FAQs

❏ Board Meetings
❏ Agendas
❏ Budgets
❏ Audits
❏ Contact Us
❏ State Requirements

Should Have Gotta Have



Take a Walk Around Town!

ACME 
Utility

ACME 
Fire

ACME 
RCD

ACME 
Parks & 

Rec
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Take a Walk Around Town!
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About Us
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Services

24



Employment
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Implementing your structure
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Example Fire District Layout

About Us Transparency Services Fleet & Facilities Updates Join Us
Our History

Our Mission

Board Meetings

Board Members

Financials

Inspections

Service Request

Chiefs Corner

Apparatus

Station Map

Event Calendar

Online Bill Pay Volunteers
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Example Wastewater District Layout
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About Us Customer Service Departments Education News Employment

Our Mission

Governance

Staff

Service Area

History

Pay Fees Online

Customer FAQs

Sewer Rates

Engineering

Treatment

Reclamation

Tours

What not to flush

Press Releases



Information architecture



Hire Movers - Content Migration
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Tips & Suggestions
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● Think like a visitor - don’t hide things on 
department pages!

● Use free tools or spreadsheets for planning
● Test with friends or members of the public
Give visitors multiple ways to find content

● Prominent search box
● Clear navigation / menu
● Featured content or quick links



Writing for the Web
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● People don’t read!
● Keep it brief!
● Break up long content with headings or icons
● Write content to a 7th/8th grade reading level



Pictures & Images
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● Use images for drawing attention, 
educating, or beautifying your site

● Use icons for breaking up content or 
making subjects recognizable

● Add alt-text and page text for images that convey information / aren’t 
just decorative

● Don’t use images with text embedded



Image Resources
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Free (beautiful) 
stock photography:
● Unsplash.com 

(free!)
● Pexels.com
● Picjumbo.com
● Many others

Free icons:
● Iconmonstr.com
● Iconsdb.com

Tips for using icons effectively:
● Keep them consistent
● Make sure they are recognizable



Your District’s Curb Appeal

Defining your brand
Using curb appeal  to 
express your district’s 
values & purpose
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Curb Appeal
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Curb Appeal
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Or…



How?
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● Access to platform tools
● Knowledge / ability to use 

HTML/CSS/JavaScript
● Understanding of ADA 

accessibility and WCAG guidelines
● Understanding of web best 

practices and mobile-friendly 
design

● Design savvy

DIY - Do it Yourself
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Work With an Expert
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02. Amplify the Good

41

Share your story and reinforce your purpose.



Spreading the Word

Use Facebook, 
NextDoor, LinkedIn, or 

Twitter!

Use an email 
campaign tool to get 

the message out!

Make this your 
“source of truth”

Post to social Email BlastPost to your 
homepage

02 0301
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Using regions of your page
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Emergency 
Notification



Using regions of your page
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Related 
Content to 
“cross sell”



Use 
photos, 
adapt 
depending 
on network



Keep it lighthearted



Other Considerations

● SEO matters - you can only control the conversation if people can find 
your site - keywords are key!

● Choose a domain name carefully!
● Make your website the authority (even if you use social media heavily)
● Methods for being “found” - search engine friendly, submit your site to 

the search engines, have an XML sitemap
● Ensure Secure Certificate 
● All content should be in a text-based format
● Files should be text-based PDFs when possible
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https://acmemud.specialdistrict.org/about-the-acme-municipal-utility-district


03. Fight the Bad
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Stop fake news, rumors, and defend your reputation.



MOST PEOPLE RESPOND TO THINGS 
THAT SHOW UP ON THEIR FEED
● Things that resonate 

emotionally and people share 
from a place of genuinely 
wanting to be helpful

● Also: things that cause 
disagreement generate more 
comments, likes, and shares
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How rumors get started
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The future of misinformation: AI



How to fight the bad
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https://www.marionschools.net/rumor

https://www.marionschools.net/rumor


Not all engagement is good.
Example Fails:



And when things go wrong…
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✓ They will go wrong. 

✓ If you posted something offensive, 
apologize. Publicly. And don’t be a 
tentative about it.

✓ Don’t delete 

○ Don’t delete the offending post thinking it 
will just go away

○ If you do need to delete something in 
accordance with your district’s social 
media policies, document it

✓ Don’t block

✓ Contact FB Gov Affairs

○ https://www.facebook.com/gpa/help 

Unless you have a policy… 

✓ Without a policy, your district has little 
recourse

✓ With a policy, you can delete and block!

Takeaway: Have a Policy. 
(getstreamline.com/social) 

http://getstreamline.com/social


Solved: Creating a rogue social media page using district 
logo and name without permission



Solved: Posting offensive personal opinions while clearly 
an employee, or on district time



Solved: being able to delete “offensive” comments 

"When a government entity opens up a space for public comment, it 
cannot regulate those comments based upon someone's viewpoint" 



Search Engine Optimization
Get a .gov
Add Keywords
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04. Measure and Respond
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Use data to hone your message and resonate



Measuring your success
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Email Marketing
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Followers, Likes, Press Mentions (Google News Alerts)

SEO Checklist
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Recap: Four Practices for Engagement

Use data to hone 
your message and 
resonate

Share your story 
and reinforce 
your purpose

Amplify the 
Good

Measure and 
Respond

Establish a 
foundation for 
trust.

Design Your 
Digital 
Doorstep Stop fake news, 

rumors, and 
defend your 
reputation

Fight the Bad

1

2

3

4
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Website Best Practices
to Increase Community 

Engagement

Questions? 

Mac Clemmens  /  mac@getstreamline.com


