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Helping 300+ local 
governments nationwide
to build trust, improve 
communication & increase 
satisfaction of services

Taking community feedback into 
consideration is incredibly important to us. 
Zencity’s platform and the data and analysis 
provided has allowed us to accommodate 
our residents and adapt our planning around 
critical issues.
- Jennifer Sourdellia, PIO

Seguin, TX
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Local Discourse on a National Scale (Jan-June 2022)

Local discourse 
across the country 
has consistently 
shown higher positive 
sentiment than 
negative.

* Data from 260 cities and 
counties in the US



Local Discourse on a National Scale (Jan-June 2022)



Local Discourse on a National Scale (Jan-June 2022)



Local Discourse on a National Scale (Jan-June 2022)



The Sentiment 
Analysis Model
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Sentiment Analysis



Sentiment Analysis
Simple approach: rule-based sentiment analysis



Sentiment Analysis
Simple approach: rule-based sentiment analysis

Stemming Filtering Counting POS and 
NEG tokens Determine Sentiment

“I really appreciated him being honest”

I 
really 
appreciate
him 
be 
honest

appreciate 
honest

appreciate 
honest



Sentiment Analysis
Simple approach: rule-based sentiment analysis

Challenges:

1. Irony and sarcasm:
“I love being ignored”

2. Word ambiguity relies on context: 
“The story is unpredictable” vs. “The steering wheel is unpredictable”

3. Implicit and explicit negations: 
“with these decisions, it will be his last term”

4. Multipolarity: 
“The audio quality of my new laptop is so cool but the display colors are not too good”



Sentiment Analysis
Automatic approach: Machine Learning



Sentiment Analysis
Automatic approach: Machine Learning

SentimentText Trained Model



Sentiment Analysis
Automatic approach: Machine Learning

“I really appreciated him 
being honest” Trained Model



The model is learning from tagged data:

Reliability

● Human tagging

● Domain expertise

● Uniform guidelines

● Context

Variability

● Clients

● Topics

Quantity

Phone calls Surveys

Sentiment Analysis
Automatic approach: Machine Learning

...



Sentiment Analysis
Automatic approach: Machine Learning

Teach the model

Evaluate the 
performance of 
the trained model

Model

Trained 
Model



Sentiment Analysis
Automatic approach: Machine Learning

“I really appreciated 
him being honest”

Trained ModelConvert Text 
to Numbers



Language Model - BERT (2018)

● A sentence converter

● Context-dependent - multiple representations 

for the same word depending on the context!

● State of the art performance

Phone calls Surveys

Sentiment Analysis
Automatic approach: Machine Learning



Sentiment Analysis 
in the Service of 
Local Government

Noam Rabinovich
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Zencity



● Sentiment for understanding the city

● Sentiment for policy - for/against

● Sentiment for messaging - reception

● Sentiment for performance management – trends over time, satisfaction w/ event/crisis

● Sentiment as a precursor for what’s to come - heads up

Sentiment Analysis: 
A crucial tool in local government’s toolbox



Volume tells you what people are talking about - 

what is interesting to them, what has captured their 

attention, what is generating engagement.

Phone calls Surveys

What does this graph tell you about your city?

Sentiment Analysis: 
A crucial tool in local government’s toolbox



Sentiment tells you how residents are feeling about 

the issues they are discussing - the general 

emotional state of the city.

Phone calls Surveys

Understanding the city’s emotional state

What does this graph tell you about your city?



We want sentiment analysis to be an 
actionable tool.

The real-time sentiment analysis helps city leaders keep their 

fingers on the pulse, keep tabs on the emotional state of their 

residents. But, Zencity Analysts want to say more than “sad 

events generate negative sentiment; happy events generate 

positive sentiment.”



Sentiment Analysis as a policy tool
Sentiment can sometimes quantify two sides of a debate or 

levels of support/opposition to inform the city’s deliberations 

and, ultimately, decisions.



Sometimes sentiment does not help with for/against 

breakdowns and an extra layer of analysis is needed 

(for/against or opinion breakdown)

Phone calls Surveys

Sentiment Analysis as a policy tool



Sentiment can provide insight into how messages and 

campaigns are received - crucial information to support 

design and execution of communication efforts.

Phone calls Surveys

Sentiment Analysis to design messaging and 
assess campaigns



Sentiment serves to gauge impact and reception during the campaign’s lifespan and to direct PIOs to where 

misinformation, misunderstanding, or objection occur, or how a campaign is performing over time.

Phone calls Surveys

Sentiment Analysis to design messaging and 
assess campaigns



Sentiment can support performance management by 

showing trends over time or providing feedback on how an 

event was organized or a crisis handled.

Phone calls Surveys

Sentiment Analysis to monitor and evaluate 
performance 



Spikes in negative sentiment can indicate that 

something is brewing or outline the shape of the 

debate to come.

Phone calls Surveys

Sentiment Analysis to alert and forecast  



Abington, MA

Samantha Linnehan
Principal
Abington, MA | In-House Alternatives

Sentiment analysis in everyday work



● Population of 17,000

● Bedroom community to Boston

● Median household income $106,000

● 10 Square Miles 

Get to know Abington, MA



Storm Response

Communications

● Disjointed Messaging
● Social Media Primary Outlet

Outcomes

● New Safety Measures
● Emergency Communication 

Platform



New Voice: Police Department



Lancaster, CA

Brianne Terrell
Communications Senior Coordinator
Lancaster, CA

Sentiment analysis in everyday work



Get to know Lancaster, CA

● Northernmost edge of Los Angeles County

● Population: 170,000

● Ongoing Campaigns/Initiatives: ~342

● Communications Team: 4



Road Construction



Hydrogen City





Questions?
Reach out to us at info@zencity.io

Scan the QR code to get started

We’re offering webinar attendees a
20% discount  on an annual Zencity subscription.

Offer valid through October 2022.



Thank you!



300+ local governments 
use Zencity every day to build 
trust, improve services & 
increase satisfaction

The platform allows us to 
understand the needs and 
concerns of our residents to 
make the best decisions. 

- Todd Gloria, San Diego Mayor 


