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$;-l�ş��Ѵb;m|��bo
Team Bio 
Our team is made up of eight MA students from the Emerging Media Studies 
program at Boston University including Rebecca Auger, Irene Geng, Erin 
��-vhb;�b1�ķ���;u��"bm]_ķ�,_;m]�"om]ķ�+bl;m]�"�mķ�
;m]�-m�)-m]ķ�-m7�$b@-m��
Wang. We are forever grateful to our team mentor: Ph.D. student Sejin Paik. 
Group members hail from various countries and backgrounds with a broad 
range of research and career interests including UX/UI, product research, 
1om|;m|�1u;-ঞomķ�l-uh;ঞm]�v|u-|;]�ķ�7-|-�-m-Ѵ�vbvķ�l;7b-�u;v;-u1_ķ�-m7�m;�vĺ�
�oѴѴ;1ঞ�;Ѵ�ķ��;�v_-u;�-�Ѵo�;�=ou�|u-�;Ѵbm]�-m7�;�r;ub;m1bm]�7b@;u;m|�1�Ѵ|�u;vĺ 

Client Bio 
$_;�1b|��o=���;u;��bv�Ѵo1-|;7�f�v|�mou|_�o=��ov|om�-m7�bv�-m��u0-m���vঞ1�!b�;u�
community bordering Boston, Malden, Medford, and Somerville. In close 
ruo�blb|��|o��ov|omĽv��o]-m��m|;um-ঞom-Ѵ��burou|ķ���;u;��0o-v|v�-@ou7-0Ѵ;�
-m7�7b�;uv;�_o�vbm]ķ�v�v|-bm-0Ѵ;�1omv|u�1ঞom�ruof;1|vķ�-m7�|_;�7;�;Ѵorl;m|�
of accessible waterfront spaces and parks. The city has a long history of 
industrialism; however, with the arrival of the Encore Casino in 2019, they have 
v|-u|;7�|o�v_o��ro|;mঞ-Ѵ�=ou�-�]uo�bm]�|o�ubv|�1oll�mb|�ĺ�$o7-�ķ���;u;��_or;v�
|o�blruo�;�b|v�vo1b-Ѵ�l;7b-�ru;v;m1;�bm�ou7;u�|o�0�bѴ7�|u�v|��b|_�1bঞ�;mv�-m7�
voѴb7b=��b|v�b7;mঞ|��-v�-��b0u-m|ķ�]uo�bm]�1oll�mb|��=ou�u;vb7;m|v�-m7��bvb|ouv�
alike.
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�Ѵb;m|��;lo
As part of the 2020 Emerging Media Studies Program, we  worked with 
|_;��b|��o=���;u;��|o�;�rѴou;�-rruo-1_;v�|_-|�lb]_|�bm1u;-v;�1bঞ�;m�
;m]-];l;m|��b-�vo1b-Ѵ�l;7b-ĺ�"r;1bC1-ѴѴ�ķ�|_;�]uo�r�1om1;m|u-|;7�om�
b7;mঞ|��-m7�u;Ѵ-ঞomv_br�0�bѴ7bm]�|_uo�]_�|_;�1b|�Ľv��v;�o=�$�b�;uĺ�$_bv�
l;lo�o@;uv�v�]];vঞomv�=ou�|_;��b|��o=���;u;��oL1b-Ѵv�|o�1omvb7;u�
-v�-�r-u|�o=�|_;bu�1oll�mb1-ঞom�v|u-|;]�ķ�v�rrou|;7�0��|_;�]uo�rĽv�
u;v;-u1_�-m7�h;��Cm7bm]v�-v��;ѴѴ�-v�-��-ub;|��o=�u;1oll;m7-ঞomv�|_-|�
the city might employ in the future.

Table of Contents | Client Memo

• !;v;-u1_� �;vঞom�ş� 
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• !;1oll;m7-ঞomv

• Closing
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!;v;-u1_� �;vঞom�ş��;|_o7oѴo]�
$_;��b|��o=���;u;��bv�-�vl-ѴѴķ�rov|Ŋbm7�v|ub-Ѵ�1b|��Ѵo1-|;7�om��ov|omĽv�mou|_Ŋ�;v|�0ou7;uĺ��m�1Ѵov;�
ruo�blb|��|o��ov|om��o]-m��m|;um-ঞom-Ѵ��burou|ķ���;u;��o@;uv�-@ou7-0Ѵ;�-m7�7b�;uv;�_o�vbm]ķ�
v�v|-bm-0Ѵ;�1omv|u�1ঞom�ruof;1|vķ�-m7�|_;�7;�;Ѵorl;m|�o=�-11;vvb0Ѵ;��-|;u=uom|�vr-1;v�-m7�r-uhvĺ�
)b|_�|_;�-uub�-Ѵ�o=�|_;��m1ou;��-vbmo�bm�ƑƏƐƖķ�|_;��b|��o=���;u;��_-v�v|-u|;7�|o�v_o��ro|;mঞ-Ѵ�
=ou�-�]uo�bm]�|o�ubv|�1oll�mb|�ĺ�$o7-�ķ���;u;��_or;v�|o�blruo�;�b|v�vo1b-Ѵ�l;7b-�ru;v;m1;�
bm�ou7;u�|o�0�bѴ7�|u�v|��b|_�1bঞ�;mv�-m7�voѴb7b=��b|v�b7;mঞ|��-v�-��b0u-m|ķ�]uo�bm]�1oll�mb|��
=ou�u;vb7;m|v�-m7��bvb|ouv�-Ѵbh;ĺ�"r;1bC1-ѴѴ�ķ�|_;��b|��o=���;u;��-vh;7�_o��|o�;m1o�u-];�lou;�
�b7;vru;-7��v;�o=�|_;bu�vo1b-Ѵ�l;7b-�rѴ-�oulv�-m7�u-bv;�|_;�-�7b;m1;�;m]-];l;m|ĺ�$o�u;vrom7�|o�
|_bv�u;v;-u1_�t�;vঞomķ�|_;�|;-l�1om7�1|;7�-�Ѵb|;u-|�u;�u;�b;��-m7�v1u-r;7�7-|-�=uol�ƑƓ��-|;�-��
�bঞ;vĽ�|�;;|v�rov|;7�om�$�b�;u�0;|�;;m���m;�-m7�	;1;l0;u�o=�ƑƏƐƖĺ��-vv-1_�v;�v��-|;�-��
�bঞ;v�-u;�lb7Ŋvb�;7ķ��u0-m�1;m|;uv�|_-|�-m1_ou�u;]bom-Ѵ�;1omolb;v�-uo�m7�|_;�v|-|;�-m7�o[;m�
face stubborn social and economic challenges as a result. We then coded 1,092 tweets with a 
ruo|o|�r;�1o7;0ooh�-m7�-m-Ѵ��;7�|_;�u;v�Ѵ|v�|o�b7;mঞ=��v�11;vv=�Ѵ�$�b�;u�u;1oll;m7-ঞomv�=ou�
|_;��b|��o=���;u;�ĺ 

Key Findings
$_;u;�-u;�|_u;;�l-fou�r-u|v�|o�vo1b-Ѵ�l;7b-�1oll�mb1-ঞomĹ�|_;�-�7b;m1;ķ�bm=oul-ঞom�vo�u1;ķ�
-m7�|_;�1om|;m|�7bv|ub0�ঞom�rѴ-�oulĺ��o�;uml;m|�1oll�mb1-ঞom��b|_�u;vb7;m|v�1-m�0;�vblbѴ-uѴ��
7b�b7;7�bm|o�|_u;;�r-u|vĹ�1bঞ�;mvķ�1b|��oL1b-Ѵvķ�-m7�|_;��-ubo�v�rѴ-�oulv��v;7�|o�v_-u;�bm=oul-ঞom�
�b|_�|_;�Ѵo1-Ѵ�1oll�mb|�ĺ��v�-�u;v�Ѵ|ķ��;�_-�;�1-|;]oub�;7�o�u�u;v;-u1_�Cm7bm]v�bm|o�|_u;;�r-u|v�
Ő1bঞ�;mvņ1b|��-11o�m|vņrѴ-�oulvő�|o�-77u;vv�|_;�-=ou;l;mঞom;7�1olrom;m|vĺ 

Ɛĺ���bঞ�;mv

ƐĺƐ���bঞ�;mv��v;�ľѴbh;vĿ�-m7�ľu;|�;;|vĿ�7b@;u;m|Ѵ�ĺ��We found that government social media posts 
|_-|�;m1o�u-];7�-m7�=ov|;u;7�-�v_-u;7�vo1b-Ѵ�b7;mঞ|���b|_�|_;�1oll�mb|���;u;�lou;�Ѵbh;Ѵ��|o�
resonate with residents and produce greater engagement.

�m�-77bঞomķ�o�u�u;v;-u1_�v_o�;7�|_-|�1bঞ�;mv��v;7�ľѴbh;vĿ�-m7�ľu;|�;;|vĿ�bm�7b@;u;m|��-�vĺ�
ľ!;|�;;|vĿ��;u;�;@;1ঞ�;�bm�vru;-7bm]�bm=oul-ঞom�0;1-�v;��v;uv�v_-u;7�|_;�v-l;�|�;;|��b|_�
|_;bu�o�m�=oѴѴo�;uvĺ�ľ�bh;vĿ�bm7b1-|;7�|_-|��v;uv�b7;mঞC;7��b|_�-�rov|�0�|�l-��mo|�0;�vr-uh;7�
0��|_;�7;vbu;�|o�v_-u;�bm=oul-ঞomĺ��|�bv�blrou|-m|�|o�mo|;�|_-|�1bঞ�;mv��bѴѴ��v;�ľѴbh;vĿ�|o�;�ru;vv�
|_;bu�-]u;;l;m|��b|_�|_;�rov|ķ�0�|�|_;���bѴѴ�mo|��v;�ľѴbh;vĿ��mѴ;vv�|_;��=;;Ѵ�-�1omm;1ঞom��b|_�|_;�
1om|;m|ĺ�$_bv�;�-Ѵ�-ঞom�ruo1;vv�bv�bmY�;m1;7�0��_o��v|uom]Ѵ��|_;�1b|��_-v�0;1ol;�-�r-u|�o=�|_;�
u;vb7;m|vĽ�b7;mঞ|�ĺ�

$_;u;=ou;ķ��_;m�|u�bm]�|o�;�-Ѵ�-|;�b=�-�rov|�_-v�ro|;mঞ-Ѵ�=ou�1om|ub0�ঞm]�|o�1bঞ�;mvĽ�b7;mঞ|�Ŋ
0�bѴ7bm]ķ�-�1b|��v_o�Ѵ7��v;�ľѴbh;vĿ�-v�-m�bm7b1-|ouĺ�ľ!;|�;;|vĿ�-u;�-�lou;�v�b|-0Ѵ;�l;|ub1�=ou�rov|v�
-bl;7�-|�vru;-7bm]�bm=oul-ঞomĺ���;u-];��-Ѵ�;v�=ou�0o|_�ľѴbh;vĿ�r;u�|�;;|�-m7�ľu;|�;;|vĿ�r;u�|�;;|�
-u;�v_o�m�bm�
b]�u;�Ɛķ�-m7�;�-lrѴ;v�o=�bm=oul-ঞom-Ѵ�-m7�b7;mঞ|��|�;;|v�-u;�v_o�m�bm�
b]�u;�Ƒ�om�
the next page.
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b]�u;�ƐĹ���;u-];�ľѴbh;vĿ�r;u�|�;;|�-m7�ľu;|�;;|vĿ�r;u�|�;;|�-1uovv�|_;�;mঞu;�ƐƏƖƑ�|�;;|�v-lrѴ;


b]�u;�ƑĹ���-lrѴ;v�o=�bm=oul-ঞom-Ѵ�ŐѴ;[ő�-m7�b7;mঞ|��0�bѴ7bm]�Őub]_|ő�|�;;|v�=uol�|_;��b|��o=��-Ѵ7;m

ƐĺƑ��bঞ�;mv��-m|�1om�;uv-ঞomĺ��"o1b-Ѵ�l;7b-�bv�1omvb7;u;7�-��v;=�Ѵ�-m7�;@;1ঞ�;��-��=ou�
1bঞ�;mv�|o�7bu;1|Ѵ��1oll�mb1-|;��b|_�|_;�1b|��0��1oll;mঞm]�omķ�l;vv-]bm]ķ�-m7�u;|�;;ঞm]�
|_;�1b|�Ľv�oL1b-Ѵ�-11o�m|ĺ��
�uol�o�u�7-|-�-m-Ѵ�vbvķ��;�=o�m7�|_-|��_;m�1b|��-11o�m|v�u;rѴb;7�
|o�1bঞ�;m�|�;;|vķ�|_ov;�v-l;�-11o�m|v�|_;m��;m|�om�|o�u;1;b�;�-77bঞom-Ѵ�u;rѴb;v�-v�-�u;v�Ѵ|ĺ�
��bvঞm]�v|�7b;v�bm�;vঞ]-ঞm]�]o�;uml;m|�vo1b-Ѵ�l;7b-��v;�_-�;�-Ѵvo�v_o�m�|_-|�0��bm1u;-vbm]�
bm|;u-1ঞ�b|���b|_�1bঞ�;mvķ�|_;�r;u1;b�;7�|u-mvr-u;m1��o=�|_-|�1b|�Ľv�-11o�m|�bv�_b]_;uĺ�$_;v;�
rovbঞ�;�bm|;u-1ঞomv��Ѵঞl-|;Ѵ��Ѵ;-7�|o�-m�bm1u;-v;�bm�|_;�r;u1;b�;7�|u�v|�0;|�;;m�-�1oll�mb|��
and its government.
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b]�u;�ƒĹ�	b@;u;m1;v�bm�;m]-];l;m|�l;|ub1v�0;|�;;m�Ѵo1-ѴѴ��1omv1bo�v�Őv�l0oѴb1ő�rov|v�-m7�momŊѴo1-ѴѴ��1omv1bo�v�ŐmomŊv�l0oѴb1ő�rov|v

2.  City Accounts

ƑĺƐ����|_;mঞ1�-m7�Ѵo1-ѴѴ��1omv1bo�v�1b|��vo1b-Ѵ�l;7b-�rov|v�r;u=oul�0;�;uĺ��"o1b-Ѵ�b7;mঞঞ;v�-u;�
-�|_;ou;ঞ1-Ѵ�=u-l;�ouh�=ou��m7;uv|-m7bm]��_-|�bmvrbu;v�bm7b�b7�-Ѵv�|o�fobm�]uo�rv�ou�b7;mঞ=���b|_�
0u-m7vĺ��m�|_;�1-v;�o=�l�mb1br-Ѵbঞ;vķ�vo1b-Ѵ�b7;mঞঞ;v�vr;-h�|o�bm7b�b7�-Ѵv��_o�_-�;�bm1ourou-|;7�
|_;bu�u;vb7;m1��bm�-�1b|��-v�r-u|�o=�|_;bu�b7;mঞ|�ĺ��-m��-11o�m|v�bm�o�u�v-lrѴ;��v;7�|_;�$�b�;u�
rѴ-�oul�|o�1u;-|;�-m�omѴbm;�vo1b-Ѵ�b7;mঞ|��1;m|;u;7�-uo�m7�7;Cmbm]�=;-|�u;v�o=�|_;�1oll�mb|��
-m7�b|v�1bঞ�;mv�0��1u-[bm]�rov|v�|_-|�_b]_Ѵb]_|�|_;v;�=;-|�u;vĺ��ov|v�|_-|�7;lomv|u-|;�-�
1omm;1ঞom�|o�|_;�vo1b-Ѵ�b7;mঞ|��o=�|_;�1oll�mb|���;u;�=o�m7�|o�0;�lou;�Ѵbh;Ѵ��|o�0;�ľѴbh;7Ŀ�|_-m�
rov|v�|_-|�7b7�mo|ķ��b|_�|_;�7b@;u;m1;�0;bm]�v|-ঞvঞ1-ѴѴ��vb]mbC1-m|ĺ�	b@;u;m1;v�bm�|_;�;m]-];l;m|�
metrics between locally conscious and non-locally conscious posts are shown in Figure 3.
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b]�u;�ƓĹ���|�;;|�bm��m]Ѵbv_�-m7�"r-mbv_�=uol�|_;��b|��o=��_;Ѵv;-�ŐѴ;[ő�-m7�-m�;�-lrѴ;�=uol�|_;��b|��o=��-Ѵ7;m�
�bv_bm]�|_;bu�1oll�mb|���;ѴѴ�bm��;0u;��Őub]_|ő

Figure 5: A post from the Town of Barnstable that highlights 
an individual’s accomplishment or honor

-ĺ���ov|v�u;Y;1ঞm]�|_;�1oll�mb|��7;lo]u-r_b1v�vb]m-Ѵ�]o�;uml;m|�1-u;�-m7�1omm;1ঞom�|o�
1bঞ�;mvĺ��City accounts that know their community and demonstrate this knowledge in their 
rov|v��bѴѴ�v;;�-�0;�;u�r;u=oul-m1;�om�|_;bu�vo1b-Ѵ�l;7b-ĺ�
ou�;�-lrѴ;ķ�vol;�1b|��-11o�m|v�rov|�
in both English and Spanish, recognizing that Spanish speakers make up a large percentage of 
|_;��_oѴ;�ror�Ѵ-ঞomĺ��m�;�-lrѴ;�=uol�|_;��b|��o=��_;Ѵv;-�bv�bm1Ѵ�7;7�bm�
b]�u;�Ɠĺ��77bঞom-ѴѴ�ķ�
vr;-hbm]�|o�lbmoub|��ror�Ѵ-ঞomv�bm�|_;bu�m-ঞ�;�Ѵ-m]�-];��bѴѴ�_;Ѵr�1oll�mb1-|;�-�1;u|-bm�
Ѵ;�;Ѵ�o=�1-u;�-m7�-�;mঞ�;m;vv�|o�|_ov;�1bঞ�;mvĺ�)_bѴ;�|_;�m�l0;u�o=�|�;;|v�1om|-bmbm]�o|_;u�
Ѵ-m]�-];v�bm�o�u�v-lrѴ;��-v�=-buѴ��Ѵo�ķ�rov|v��ub�;m�bm�l�ѴঞrѴ;�Ѵ-m]�-];v��;u;�1om1;m|u-|;7�|o�
-�=;��vr;1bC1�-11o�m|vķ�_b]_Ѵb]_ঞm]�|_;�robm|�|_-|�|_;v;�1bঞ;v�-u;�-�-u;�o=�|_;�l-h;�r�o=�|_;bu�
community.

 

0ĺ��"_-ubm]�1oll�mb|��;�;m|v�0oov|v�1bঞ�;m�
engagement.   City accounts should be aware of local 
events and achievements so they can share this 
bm=oul-ঞom��b|_�|_;�1oll�mb|�ĺ��m�o�u�v-lrѴ;ķ�rov|v�
|_-|�vru;-7�bm=oul-ঞom�-0o�|�Ѵo1-Ѵ�;�;m|v�-m7�1bঞ�;m�
-1_b;�;l;m|v�r;u=oul;7�0;�;u�om�;m]-];l;m|�
metrics. Our data shows that locally connected posts 
_-�;�-�v|-ঞvঞ1-ѴѴ��vb]mbC1-m|�_b]_;u�-�;u-];�o=�
ľѴbh;vķĿ��_b1_�l;-mv�-�_b]_;u�;m]-];l;m|�Ѵ;�;Ѵĺ��ov|v�
l;mঞombm]�1b|��;�;m|v�-m7�7;lomv|u-ঞm]�1b�b1�rub7;�
_-�;�ruo�;m�|o�l-h;�1bঞ�;mv�lou;�bm1Ѵbm;7�|o�b7;mঞ=��
|_;�1b|��-v�-�r-u|�o=�|_;bu�o�m�vo1b-Ѵ�b7;mঞঞ;vĺ��m�
;�-lrѴ;�o=�-�|�;;|�_b]_Ѵb]_ঞm]�-�1oll�mb|��l;l0;u�
in this way is shown in Figure 5 to the right.

10



�uof;1|��ou�oѴbo�2020

Figure 6: Examples of posts having a consistent style from City of Lowell and City of Chelsea

ƑĺƑ�����1b|��m;;7v�-�1omvbv|;m|�vo1b-Ѵ�l;7b-��ob1;�|o�_;Ѵr�1om�;��b|v�b7;mঞ|��-m7�0u-m7�bl-];ĺ��
�o1-Ѵ�]o�;uml;m|v�m;;7�|o�l-h;�1om1;u|;7�;@ou|v�|o�1omvb7;u�|_;�m�-m1;v�o=�vo1b-Ѵ�l;7b-�
-m7�Cm7�|_;��ob1;�|_-|�bv�lov|�v�b|-0Ѵ;�=ou�u;-1_bm]�|_;bu�vr;1bC1�1oll�mb|�ĺ�$_uo�]_o�|�|_;�
literature, we found that the most important things for city branding are building a persona and 
1omঞm�o�vѴ��v|u;m]|_;mbm]�|_-|��mbt�;�bl-];ĺ�";�;u-Ѵ�1bঞ;v�bm�o�u�v-lrѴ;�_-7�1omvbv|;m|��ob1;v�
in terms of the style, tone, and overall look. These accounts had consistently higher engagement 
|_-m�-11o�m|v��_o�7b7�mo|�;lrѴo��-�1omvbv|;m|�v|�Ѵ;ĺ�)_;m�1u-[bm]�;�;u��rov|ķ�-�1b|��-11o�m|�
v_o�Ѵ7�h;;r�b|v�0u-m7�bl-];�bm�lbm7�-m7��v;�|_;�v-l;��ob1;�|o�vr;-h�|o�1omvঞ|�;m|vĺ�
b]�u;�ѵ�
showcases examples of posts that have a consistent voice.
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ƒĺ��Ѵ-�oulv

ƒĺƐ��(-ubo�v�vo1b-Ѵ�l;7b-�rѴ-�oulv�or;u-|;�bm�7b@;u;m|��-�vĺ���-1_�vo1b-Ѵ�l;7b-�rѴ-�oul�_-v�
vr;1bC1�mb1_;v�-m7�1om|;m|�|_-|�-u;�lov|�v�b|-0Ѵ;�=ou�l-�blb�bm]�u;-1_�-m7�;m]-];l;m|ĺ�)_;m�
rovঞm]�om�
-1;0oohķ�$�b�;uķ�ou��mv|-]u-lķ�0;�v�u;�|o��m7;uv|-m7�;-1_�rѴ-�oulĽv�]�b7;Ѵbm;v�-m7�
_o��|o�Ѵ;�;u-];�b|v�=;-|�u;v�bm�|_;�0;v|��-�ĺ��m�$�b�;uķ�=ou�;�-lrѴ;ķ�|_bv�l;-mv�-�;m7bm]�|o�|_;�
1_-u-1|;u�Ѵblb|v�-m7�1omvb7;ubm]�_o��|_;�|;�|�ou�l;7b-��bѴѴ�-rr;-u��bv�-ѴѴ��om�-��v;uĽv�ঞl;Ѵbm;ĺ��
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Figure 7: Push, Pull, Network typology explained
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Figure 11: 
Examples of tweets 
with graphics from 
the City of Chelsea
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consistent with social media use, and the slow work of building and maintaining an audience will 
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