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Dialogue and Dilemma… 



95% 
Believe incivility a problem 

                      

       Civility in America 2013 



68% 
Political incivility deters qualified 

people from working in public service 
                      

           Civility in America 2013 



40% 
Workers leaving jobs as a 

result of being treated rudely 
          

         Boston Globe 



So Imagine This… 








First to Say it, Ends it… 



 3,000 
+ 



The internet and social media are central to the 
human experience, a place you cannot escape if you 
want to work, date, socialize, run for office, mount an 
advocacy campaign or open a checking account. 
 
      New York Times, August 14, 2014 



Social Media as a Weapon 

71% 
Believe internet/social media  

playground for bullies 
                      

       Civility in America 2013 



Social Media as a Weapon 

71% 
Believe internet/social media  

playground for bullies 
                      

       Civility in America 2013 








Am Not!  Are Too! 



Can’t We All Just Get Along? 



Incivility Happens… 
Why it Happens… 

Egotism/sense of entitlement/greed 
Lack of self esteem/feeling secure 
Mean spiritedness, anger, fear, mental health issues 
Isolation/loneliness 
Lack of restraint—no filter 
Lack of social, economic equity, fairness 

What it Makes Happen… 
Delayed decisions/incorrect decisions/instability 
Inefficient use of resources/increased workloads 
Longer hours/greater absenteeism 
Drives away good staff/good future leaders 
Deteriorating relationships 
Disheartened residents 
Lack of trust 



Living in the Fishbowl… 
 
Everyone watching what we do 
      Makes us easy targets 
          Gives us ability to model 
 
 

   We can expect  
others to behave 

 as we do 
 



ENGAGEMENT 

TRUST 

COMMUNITY 

…focus on FACILITATORS  

…focus on OUR ROLE  

…focus on 
ENABLERS 

to ask 

to do 

it matters 



Collaborations people work together effectively and achieve 
 objectives more efficiently  

Ideas  without fear of being dismissed or ridiculed, 
 people will support new ideas for improving 
 the situation  

Satisfaction   when the public works together with the 
 elected leaders and staff, they enrich the users’ 
 experiences  

 
 

Engagement Builds Civility… 

Bottom line  Success depends on it! 



Altruism turns people on more 
than money. 
       Naked Conversations bloggers,  
       Robert Schobel & Shel Israel 

 



What’s Trust Got to Do with It? 

Millenials have the least social trust—only 19%--
and are also less attached to political institutions 

 
Plexus Institute, May 2014 

 
      

   Social  

32% 
   Family 

69% 
   People 

33% 



50% 
Millenials optimistic: 

America’s best years ahead 
          

         Pew 2014 

Future is bright… 



9% 
   Attend meetings in-person   

   

66% 
Confident in local community leadership 

 
              Gallup 



Title 



Thoughts on… 
Boards & Committees, Focus Groups & Volunteers  
 Generally: 

• Involve early and often 
• Actively recruit 
• Expect more 
• Set ground rules 
• Create smaller groups and work together as peers 
• Clear two way communication 

Policy, Practices and Procedures: 
• Methods of appointing/removing/replacing 
• Orientation materials/continued training 
• Policy on conduct/oath or pledge 
• Enforcement of meeting procedures/rules 
• Facilitation/teambuilding 



The remarkable thing about the 
internet is that it is the ultimate 
laboratory for problem solving 
and engenuity. 
       Weber Shandwick 

 



Peak Democracy 
 

OPEN TOWN HALL 
 

Building Public Trust in Government 

http://www.peakdemocracy.com/






Please Don’t Feed the Trolls… 



Give up Getting the Last Word… 



Thoughts on… 
Social Media/Internet 
• Policy, internal and external 
• Pick your platforms wisely 
• Go high tech & high touch 
• Model/participate in the conversation--real time/all the 

time—2 way 
• Listen with keen interest as well as intelligence 
• Consistent messaging and consistent treatment 
• Create and co-create content—collaborate and champion 

open systems 
• Embrace and navigate the complexity 

 
 
 



Nothing Succeeds like Success… 

krieger.jhu.edu/civility/ 
www.oshkoshcivilityproject.org/ 
www.doorcountycivilityproject.org/ 
www.consensuskc.org/civilityproject/ 
www.uakron.edu/bliss/.../ohio-civility-
project.dot 
www.beverlyhills.org/CivilCity 
www.choosecivility.org/ 
www.instituteforcivility.org 
www.iap2.org/ 
www.ncdd.org/ 
www.deliberative-democracy.net/ 
www.artofhosting.org/home/ 
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It’s not what you say. 
It’s how you say it. 

Three things in human  
life are important: 
 
The first is to be kind. 
The second is to be kind. 
The third is to be kind. 
                        
                      - Henry James 

www.dsaspeakyourpeace.org/ 
 

http://www.dsaspeakyourpeace.org/




        Francine Ramaglia 
Additional Information Assistant City Manager, Delray Beach, FL 
        Ramaglia@mydelraybeach.com 
        561-243-7144 

Thank You!! 

Questions/Comments? 

mailto:Ramaglia@mydelraybeach.com
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