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Contract for Managing the Downtown Municipal Service District
The City of Wilmington contracts with Wilmington Downtown Incorporated (WDI) to provide
management services for the Downtown Municipal Service District. The following report
identifies WDI’s accomplishments and activities in meeting the contract terms for the fiscal year
running from July 1, 2017, through June 30, 2018.
Overview: Downtown Wilmington Municipal Service District (MSD) officially began operating
on July 1, 2017. The MSD was established by the Mayor and City Council after almost two
years of careful research and analysis that was led by Downtown property and business owners.
During its first year of operations, the MSD launched and directed several new projects and
initiatives that have made Downtown better and stronger. This report contains information about
the extra services provided by the MSD during the fiscal year and offers a look at future
additional programs and needs.
As part of creating the MSD, the City opted to obtain competitive bids from individuals or
businesses that could envision and manage programs for the district. After an open and
comprehensive public process, the City selected Wilmington Downtown Incorporated (WDI) to
direct the MSD operations. The City also created an MSD Advisory Committee to provide
ongoing input about the services and assist City Council with management issues. Twelve
people were appointed by City Council to the Advisory Committee and they include
representatives for retail, office, residential, nightlife and the community at large.
The centerpiece of the MSD is the Ambassador program.
The Ambassadors patrol Downtown on foot to provide an
extra level of security for workers, residents, customers
and visitors. They keep a watchful eye on safety concerns
and frequently touch base with merchants about various
issues in Downtown and give directions and
recommendations to both local and out-of-town visitors.
In addition to safety, the Ambassadors also provide extra
cleaning and maintenance for the area. This includes
swiftly removing graffiti, eliminating stickers placed on
public property, light landscaping duties and pressure
washing sidewalks.
The MSD is more than just the Ambassadors. Other
programs include economic development, marketing and
physical enhancements/beautification. All MSD services
are carefully and methodically documented to provide
detailed reports about all the outcomes and accomplishments. The MSD also underwent an
independent financial audit. Specific information about MSD programs and accomplishments
are highlighted in this report.

Ambassadors patrol the MSD and routinely
provide directions to local residents and
visitors

The MSD has come a long way in just a year. While organizers can be pleased with the results
so far, WDI understands that the program must improve and do even more. We also have the
ability to continually engage property owners to revise services each year in order to address
even more issues into the future. WDI appreciates its role in delivering extra MSD services that
are making our Downtown better and we look forward to growing the center city even more.
Downtown Ambassadors: Safe and Clean Services
The Downtown Ambassadors perform a range of duties to improve
Downtown. A staff of 7 full time positions is employed by the MSD
to provide extra security and cleaning services within the district. The
crew works seven days a week and they are on the street Mondays
through Thursdays from 7am to 10pm, Fridays and Saturdays from
7am to 11pm and Sundays from 9am to 5:30pm. The ambassadors can
be reached via phone or text at 910.524.3600.

Removing stickers from the backs
of signs improves the aesthetics for
residents, workers and customers

The Ambassadors detail their work by entering data through a
specialized app on a smartphone. If the public sees them typing on a
mobile phone, the Ambassadors are most certainly documenting an
interaction with a patron or reporting something that needs further
attention. All this data then goes into a spreadsheet to track
performance on a month by month basis.

In FY 17-18, the Ambassadors patrolled Downtown over 10,000
hours. They conducted over 3,210 check-ins with area businesses and provided hospitality
assistance to over 2,650 local residents and out of town visitors. The team reported more than
280 street light outages. They also removed over 200 pieces of graffiti and 5,340 pounds of
trash. The team also performed 356 hours of pressure washing service to clean sidewalks. All of
these actions strengthen Downtown as a business and residential center.
Serving as a Downtown Ambassador can be difficult work. They are out early in the morning
and into the night. They also work in 95 degree heat and 20 degree cold. Team members must
also be able to interact with a wide range of people. While the Ambassadors undergo extensive
training prior to patrolling the streets, most also need on the job training to learn all the details
and nuances of Downtown life.
The MSD Ambassadors are making Downtown safer and cleaner. As the program matures, WDI
is focused on expanding the knowledge and services provided by this team of dedicated workers.

Ambassadors can quickly remove graffiti to provide a favorable setting for Downtown patrons

Marketing
The MSD directed several marketing programs to help the district. This included website
upgrades, postcards, brochures, posters, maps, social media and paid media.
One major campaign launched by the MSD was the Have a Heart –
Give Smart program. Modeled after an effort in Seattle,
Washington, this marketing program has multiple educational
goals including reducing panhandling, helping people in need to
find social service agencies and programs and encouraging the
public to donate money to area nonprofits that provide services for
those in need.
After researching and meeting with over a dozen local nonprofit
groups, the MSD launched the ongoing campaign in February 2018
featuring the Have a Heart – Give Smart tag line. The campaign
includes posters, a brochure, a website featuring information about
services, a text-to-give fundraising platform and print ads. The
United Way of Wilmington and New Hanover County, Gospel
Mission, Salvation Army and Vigilant Hope are partnering with the
MSD on the program.
While data is difficult to quantify, various merchants reported a
Have a Heart – Give Smart poster
perceived decline in panhandling after about 60 days. The
Ambassador team also learned that at least 2 people that were routinely panhandling in
Downtown sought medical help to improve their lives and 2 others opted to panhandle less
frequently in Downtown. As the summer progressed, however, the Ambassadors noted an influx
of new panhandlers. As panhandling is an ongoing issue that happens throughout the entire
community, the campaign will continue to help educate area residents and visitors.
In addition to public education, a secondary program goal is to raise
money. The fundraising was done via two social media solicitations.
Donors could contribute directly to the campaign or use hyperlinks
to donate directly to any of the four charity partners. The campaign
side of the solicitation raised just over $130 and the MSD disbursed
all the money to the four charities. The MSD is unable to track
donations made directly to a charity through the hyperlinks posted on
its web portal.
The MSD also published the Downtown Wilmington Shopping,
Dining and Entertainment guide in late April. This snappy fold out
map lists various attractions throughout Downtown and is free of adbased content. To strengthen the area’s graphic vocabulary, the
guide uses the same map found on the pedestrian wayfinding kiosks
The Shopping, Dining and
Entertainment guide features a
used in Downtown. The ambassadors carry and distribute the maps
map and business listings
and residents and merchants are also welcome to pick up maps at the
WDI office. The MSD printed 2,500 maps and they can be easily
updated over time. MSD staff has received several positive comments about the guides.

Downtown’s social media presence has greatly expanded because of a new, part-time Content
Manager position. The role of this job is to develop and promote stories about Downtown
businesses, people and growth primarily using Facebook, Twitter and WDI’s website. The job
also includes writing stories about various trends and issues in Downtown, such as the impact of
construction projects on surrounding businesses. Since filling the position on October 30, 2017,
the Content Manager made 354 Facebook posts, 376 Twitter posts and composed and published
10 articles about various Downtown amenities.
In analyzing the measured impressions during the quarter of Jan. 1 – March 31, as compared to
the same period over the last two previous years, the results with the Content Manager are
startling:

2016
2017
2018

Twitter
28.3K
24.8K
103.7K

Facebook
22.1K
15.8K
131K

Another marketing success included the My Downtown Because….. video contest. Designed as a
way to engage creative people from across the region, spur interest in Downtown and attract
user-generated video content, the contest attracted 9 submissions in both the professional and
hobbyist categories. The submissions are all high quality and the contest also attracted coverage
from local media outlets. To view the winners and all the entries visit:
wilmingtondowntown.com/MSD/my-downtown-because-video-contest
The results from the marketing initiatives show that more people are aware and interested in
Downtown than ever before. When coupled with other MSD-funded programs, Downtown is
gaining market penetration and obtaining tremendous media coverage to position the area as a
great place to live, work, shop, dine and visit. The MSD is making these results possible.
Physical Enhancements
The MSD planned and funded two major beautification projects for Downtown. One project
focused on installing plants in existing beds that had lacked attention over the past few years.
The other involved starting a pilot project to install
hanging flower baskets on streetlight poles. Each
project was complex and required tenacity and followthrough. Both efforts, however, have improved
appearances.
In terms of planting beds, Front Street has 16
established beds with many areas created as part of the
streetscape project in the 0 and 100 blocks of North
Front Street that was completed in 2010. Through the
years, some plants and shrubs died and bed
maintenance was a bit haphazard. Recognizing the
Volunteers with Cape Fear Realtors partnered with
the MSD to install over 200 plants and shrubs.
opportunity, the MSD targeted upgrades to these
existing beds. As luck would have it, WDI was
already in contact with the Cape Fear Realtors (CFR) association about a community project in
Downtown. The groups quickly agreed to collaboration, with the MSD obtaining government
approval and purchasing the plants and soil while the Realtors would provide the mulch and the
labor and install the new plantings.

Planning took significant effort. As some of the planting beds were within the local Historic
District, WDI had to prepare and submit a detailed planting plan for approval. We were able to
partner with Wilmington Green to identify specific types of plants and shrubs. City staff
provided specifications on soil and mulch. CFR obtained utility location clearance and
scheduled volunteers.
All told, the group installed about 200+ new plants and shrubs that instantly improved the
aesthetics of the area. The Ambassadors are regularly watering the plants and almost all of them
made it through the summer.
The hanging flower basket project was even more complex. In addition to obtaining approval
from the Historic Preservation Commission, the MSD also had to obtain an engineer’s opinion
about the ability of the light poles to support the flower baskets. While initially targeting North
4th Street and sections of Front Street due to the pedestrian orientation, the MSD installed 150
super petunia plants on 75 light poles.
Despite regular watering by the Ambassadors, a heat wave caused about 1/3 of the plants to die.
Working with the vendor, the MSD changed out these baskets with a mix of lantana and sweet
potato vine without incurring any additional costs. At the end of the season, MSD leaders will
assess the beautification programs and will consider keeping and potentially expanding the
effort.
Physical enhancement projects can make Downtown more appealing to residents, workers,
shoppers and visitors. Without MSD funding, neither of these projects would have been
possible. Combined with other services, these enhancements help make Downtown more livable
and attractive for ratepayers and the community.
Economic Development
MSD funds were also directed for economic development efforts. The majority of funds were
invested in a façade improvement matching grant program. There was also a landscaping grant
program.

This property at 2 Market Street was renovated with help from the matching Façade Grant Program. Work
included new paint, windows and awnings. Left is the before picture and right is the after.

The idea behind both programs was to help property or business owners improve the outside
appearance of a building or a lot. This would help make Downtown more attractive for

customers and clients and help spur new investment in the center city. The façade grant program
can award up to $2,500 on a matching basis (or $5,000 for corner properties) while the
landscaping program would award up to $1,500 per property.
In its first year, the MSD made 3 façade matching grants totaling $9,395. This leveraged a total
investment of $255,514 in these properties and helped one business expand and add 7 new jobs.
Unfortunately, the MSD had no applications for the landscaping grant program.
Needs of the Service District: As required by State Law, WDI sought input from commercial
and residential property owners about service needs in the district. As a component of this
Report, WDI mailed a progress report to all property owners within the MSD to provide an
update about services through the first year of the program. The report also included a survey for
property owners to prioritize needs and funding for enhanced MSD services. Survey could be
returned to WDI via mail or drop-off. Owners were also able to take the survey on-line.
WDI mailed 883 progress reports and received a total of 45 survey responses (a rate of 5.1%).
The results showed that property owners continue to rate public safety as the top priority for
MSD services. The next highest priorities were Maintenance, Street Beautification, Economic
Development and District Identity. See Addendum #1 for the complete results.
In addition to this stakeholder input, WDI also attends all meetings of the City’s MSD Advisory
Committee. This group provides ongoing counsel and insight about existing services, new
programs to consider and thoughtful dialog about improving Downtown and the Central
Business District.
Completed Projects: As described throughout this report, the MSD provides a set of holistic
services to improve and enhance Downtown. The following is a breakdown by category of each
specific activity:


Safety and Cleaning: These services are provided through the Ambassador Program.
During the fiscal year, the Safe and Clean program tracks 16 specific metrics to identify
specific accomplishments. The following chart identifies completed projects and duties
during the year.







Marketing:
o Have a Heart – Give Smart: Researched and launched this program. Developed
and distributed collateral materials.
o Video Contest: My Downtown Because: Received 9 entries and made two cash
awards. Ongoing use of videos for marketing purposes.
o Content Manager: Hired part-time position responsible for social media
engagement.
o Shopping, Dining and Entertainment Guide: Developed, printed and distributed
the guide.
Physical Enhancements:
o Planting Beds: Partnered with Cape Fear Realtors to restore or upgrade 16 planter
beds along Front Street.
o Hanging Flower Baskets: Envisioned and implemented a pilot project that
installed 150 hanging flower baskets along Front and North 4th Streets.
Economic Development:
o Façade Improvement Matching Grant Program: Created program. Awarded
funds to 3 projects.
o Landscaping Grant Program: Created program but received no applications.

Pending Projects: The MSD work program has ongoing initiatives that continue to enhance the
district. These include:





Marketing:
o Have a Heart – Give Smart: Ongoing public education.
o Shopping, Dining and Entertainment Guide: Ongoing distribution. Potential
update in FY 18-19.
Physical Enhancements:
o Planting Beds: Ongoing watering.
o Hanging Baskets: Ongoing watering. Updated plants in some baskets.
Economic Development:
o Façade Improvement Grant: Upon completion of construction work at 118
Princess and verification of expenses, award grant funds.

Accounting: State law requires an appropriate accounting of MSD funds. As a separate
attachment, WDI provided an independent audit that states an unmodified, or clean, opinion. For
additional transparency, attached at the end of this report is a Profit and Loss Statement. In
addition, the following is a list of firms and/or persons that WDI contracted with to provide
services on behalf of the MSD. All services were provided within the MSD boundary area.

Downtown Municipal Service Advisory Committee: This body is appointed by City Council.
The members and classifications include:
Jim Quinn, Chair, Downtown Resident, (Creative Commercial Real Estate)
Clark Hipp, Vice Chair, Professional Services (Hipp Architecture)
Nancy Bullock, Large Property Owner (Cotton Exchange/ Chandler’s Wharf)
Tom Davis, Developer (City Block Apartments)
Hank Estep, At-large (Griffin Estep Insurance)
Amy Grant, Downtown Resident (ArtinBloom Gallery)
Bobby Hamelburg, Retail (Finkelstein’s)
Eric Laut, Night Life (Hell’s Kitchen)
Cathey Luna, WDI Board (Luna Ad)
Theresa McCutcheon, Large Property Owner Representative (PPD)
Karen Morganti, Hospitality (Hotel Ballast)
Ray Worrell, Restaurant (Slice of Life Pizza)

WDI Board of Directors FY 17-18
Zach Adams
Rob Beale
Blair Middleton
Sharon Boyd
Phoebe Bragg
Nancy Bullock
Dawn Carter
Mave Clare
Tom Davis
Erris Dunston
Hank Estep
Tom Harris
Margaret Haynes
Deb Hays
Clark Henry
Jeff Hovis
Haley Jensen
Billy King
Sylvia Kochler
Mike Lardieri
Eric Laut
Connie Lincoln
Cathey Luna
Elizabeth Marion
Laura Miller
Rachel Nadeau
Tim Neathery
Paul Pascarosa
Tyler Pegg
Daniel Pena
Jennifer Rigby
Dane Scalise
Colin Tarrant
Spruill Thompson
John Walker
Stephen Whitney
John Willse
Rob Zapple

First Bank
WM Jordan
Historic Wilmington Foundation
UNCW
Residents of Old Wilmington
Cotton Exchange, Chandler’s Wharf
First Bank
Wilmington Convention Center
CityBlock Apartments
City of Wilmington
Griffin Estep
Front Street Brewery
City Council
Intracoastal Realty
CII Associates
Cape Fear Formal Wear
Beer Barrio
Wilmington Business Development
Attorney, Retired
WilmingtonHomesForSale.com
Hell’s Kitchen
Manifest Design
Luna Ad
Elite Innovations
LS3P
CFCC
PPD
Headwater Environmental
Coldwell Banker Commercial
JC Print
New Hanover County
Administrative Law
Smith, Moore, Leatherwood
Cape Fear Commercial
First Citizens Bank
Architect, Retired
Wilmington Wine
County Commission

Addendum #1: MSD Property Owner Service Need Survey - August 2018
45 total responses

Service
Public Safety
Maintenance
Street Beautification
Economic Development
District Identity
Marketing & Promotions
Special Events
Communications/Advocacy
Transportation

Score
77
99
163
182
199
213
219
253
264

Average
1.71
2.20
3.62
4.04
4.42
4.73
4.87
5.62
5.87

Written Comments:
The property at 501 N 3rd Street is abandoned, overgrown with weeds and has graffiti on building. What
can you do about it?
Please repave 4th Street. The area is bad on cars, tires, etc. Replant the trees on the corner of Swann next
to the beauty salon. More walking patrols in area.
In my opinion, the MSD is totally unneeded specification of a geographical area of Wilmington and I have
not seen any evidence of any persons providing any additional services in the MSD since its inception.
More holiday attractions. Also produce pay rate of employees in next newsletter.
Waste Management and dumpster control to reduce 8-10 waste bags overflows in sight of Water Street
Center.
Enhance aromas- plant night blooming Jasmins. Bloom all summer/ part fall, night only. Block Water Street
and Front Street from Fri 8pm until Sunday Evening. Permit restaurants and bars to utilize sidewalk space
(as done in Europe/Latin America) without extra charge to accommodate more patrons. More tax money
for city. Everyone walks on street. At certain intersections, have portable 10 foot stands where a
policeman can reside and look over and down at crowds. Reassures visitors that police security is around.
This is common in Caribbean Islands.
Ambassadors are great. Bicycle sharing. Now that's a great idea. Have seen it in San Fran.
Tree well maintenance and beautification.
Great worth with this initiative. Shut down or replace the horse-drawn carriages.
Fix alleys downtown. They are a disservice and a liability. I will match funding for Bettencourt Alley.
Tree well maintenance. Witnessed a visitor to Wilmington tripped as she walked down Front Street due to
the exposed roots and uneven surfaces of the tree wells. She had a contusion on her head and knee. EMT
was called to the scene. A suggestion might be a wrought iron circular bend installed surrounding the
roots.
Removal of homeless people. Not Safe.
Funding for portable wheelchair ramps to businesses with steps
Police need to be more present between 12AM-3PM on Dock between 2nd and Front near to brewery to
keep patrons from littering, leaving beer bottles in front of residential parking and hotels. We also need
more parking decks in North Downtown. Another trolley, since the new route will take so long.
Does this include the Brooklyn Arts District?

