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City of Hoboken | Insights & Needs

Insight Pattern - COMMUNICATION - NOT AWARE

Many emails

Residents miss out on joining
events, organizations and leagues

have multiple
email accounts

and get so
they are aware of and want to many spam
participate in when they miss i
emails or getting the info to sign up
took extra steps they didn't Miss out joining events, organizations and leagues

register in time.

Need

Residents need to be alerted
about signing up for eventsin a
clear and easy way.
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Insight Pattern - COMMUNICATION

Found out on Social Media

There are events and city services
people want to use that they don't
even know exist. They don't go to
the website to seek out this

information, rather they find out
through social media, word of Word of Mouth

mouth or seeing it in-person. . - .
Need

People need to be aware of Discovered an event / service in person

events and city services they

: ; Saw hop at know from
would be interested in. e

lar route
ath e
P which streets

though.t have bike
about trying lanes

T— R —

miro




City of Hoboken | Insights & Needs

Pattern - DOING
Insight

Using online Hoboken Site
Residents go to the city website - | _
because they need info to abide - b
by city rules to do things legally i
and follow process to register for - s e

services & organizations.

Multiple steps difficult

Need

Residents need to find info in
clear way that explains unknown
terms and processes and has few
steps.

Website difficult to navigate

miro
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Insight Pattern - COMMUNICATION

Aware of Event / Service, Don't know Status

There is no way to find detailed information
about some city services & requests online.

Had HOP app
wasn't tracking
properly,
deleted. Where
do they stop?

Need

Residents need to easily get information for city
services & requests.

miro
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Pattern - THINKING
Insight

Info on Web not clear

Parking permit applications that have
circumstances not explained online or
otherwise unclear will prompt residents to
call or walk-in for assistance.

Need

Residents need an easy way to get their
questions answered quickly.

miro
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Insight Pattern - FRUSTRATIONS

City Officials not responsive

People get frustrated when they can't get
ahold of city officials / employees for requests
and questions, and do not get a resolution.

Knows council
person is
overwhelmed,
not surprized
no resolution

Need

People need a response to their questions
and requests.



City of Hoboken | Insights & Needs

Insight Pattern - FEELING

Don't feel valued

People don't feel valued when their needs are
not addressed.

There are local
people and
organizations with
knowledze the city
could better wutilize
N EEd rather than hiring

‘xperts’

T —

People want their needs to be addressed.
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Insight Pattern - POSITIVES

Positive Communication w/ city

People feel positive about communication
when they make contact with an official or
employee who relays information quickly and
resolves or has suggestions to resolve their
request.

Need

People need to know their questions and
requests will be resolved.

miro
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Insight Pattern - COMMUNICATIONS

Positive Communication w/ city

When residents know who to contact at the Knows who to talk to
city for information on their recreation league,

parking permits, city projects or requests they | _Kn_'dws
have a quicker resolution. most of the
city gov
and staff
T

Need

Residents need to know who to contact at the

city.

......
mirg
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Insight

Nixel alerts get read more than an email, but
users don't click on alerts not relevant to them

Need

Residents need to see the notifications for
events/ emergencies/ issues they want to sign
up for and news that is important to them, and
not the irrelevant ones.

Pattern - COMMUNICATIONS

Nixel alerts get attention,

but not all relevant

Get Nixel
alerts on
phone, good
during covid

TEXE MESSEZES O
notifications come
up very easily on
my phone, so it's
just kind of a
quicker access.

—

danl dhedk them as
oftan anyrmars, pasl
betause | led like alter &
i {ihe
panclernic and Bee through

iL | pust o't fiee fike

chickiryg oo esvary single
rews of updales armpmons”

T ——

MNixel alerts for,
construction &
pothole info mare
for ppl who have
cars, not all
relevant (to me)

e—

want to opt into
alerts and not

get bombarded

by everything &

all emails




City of Hoboken | Insights & Needs

Insight Pattern - COMMUNICATION

Legitimatization

Hoboken city coordinates and
promotes some outside non-profit
organizations but there is no
centralized record of which ones
the city works with or endorses.

Need

Residents need to know which
non-profit organizations are
legitimate and be aware of them
when choosing services to use or
donate time/ money to.



