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ABSTRACT

This article proposes a strategic communication model for the public sector, drawing inspiration from
military marketing experiences, including segmentation, storytelling, and adaptive feedback loops. The
background of the study lies in the growing need for civic legitimacy in fragmented trust environments,
where traditional public messaging struggles to maintain credibility. The aim is to explore how
emotionally resonant narratives and psychographic segmentation, which have been proven effective in
defence and security communication, can enhance public engagement and resilience to disinformation.
The research draws on secondary data from defence communication campaigns, including policy
reports, social media analytics, and recent public campaigns. Methodologically, the article integrates
simulated metrics with insights from defence-based messaging strategies such as the U.S. Army’s
“What is Your Warrior?” and the UK’s “Snowflake Generation”. These cases are used to illustrate the
model’s applicability. Findings suggest that strategic messaging, supported by real-time analytics,
increases the perceived relevance and trustworthiness. Simulated scenarios involving vaccine
awareness and environmental campaigns show how narrative alignment fosters stronger engagement,
particularly among younger audiences. The model is conceptual and normative but offers a scalable
framework for empirical testing. It emphasises ethical constraints, transparency, and accountability as
prerequisites for legitimate strategic communication in complex democratic settings.
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Transferring marketing experiences from the military sector into the public sector: a conceptual ...

INTRODUCTION

Effective communication is essential for public governance, particularly in fostering trust and
citizen engagement. Digital platforms have transformed government—citizen interactions,
introducing opportunities and challenges, such as fragmented attention and the rapid spread of
misinformation. In Central and Southeast Europe, these issues are amplified by historical
mistrust, linguistic diversity, and varying levels of digital literacy [1, 2]. This is illustrated by
the inconsistent uptake of COVID-19 vaccination campaigns in Croatia, Serbia, and Romania,
where segmented trust levels and language diversity influenced message receptiveness despite
uniform public health policies [3, 4]. Addressing such complexity requires innovative, citizen-
centric communication strategies. Public communication efforts in complex environments
must surpass generic transparency goals. They should consider scepticism’s deep-rooted
cognitive and emotional drivers, including institutional fatigue and algorithmic overload. In
this context, fragmented trust refers to declining confidence and a dynamic and adaptive public
perception shaped by selective engagement, media distrust, and perceived message irrelevance.
According to framing theory, tailored messaging can influence audience perception by
emphasizing selected aspects of communication [5].

This study conceptualises fragmented trust as an adaptive socio-technical system and
introduces a military-inspired communication model as a system-level intervention. The
approach emphasises strategic storytelling to reframe public sector messages — for example,
positioning vaccination campaigns as expressions of civic responsibility and social care. This
narrative approach draws from affective design experiences and strategic empathy models,
which have proven effective in overcoming resistance in emotionally polarised audiences.
Public messaging can generate resonance even in highly fragmented attention ecosystems when
aligned with individual values and cultural codes. Defence-sector communication campaigns
such as “What is Your Warrior?” and “Snowflake Generation” demonstrate how segmentation,
analytics, and emotionally resonant storytelling enhance engagement [6, 7]. The Croatian
defence sector further illustrates how knowledge networks within defence clusters can inspire
innovation transferable to the public sector [8]. Moreover, big data and psychographic profiling
enable real-time personalisation and increased message relevance [9, 10].

The term public sector strategic communication in this article refers to a set of strategies,
tactics, and communication approaches originating from the military sector [5], aimed at
building reputation, attracting and retaining personnel, and strengthening public support. These
practices, while rooted in the context of defense institutions, have gradually expanded into
other areas of the public sector, echoing earlier analyses of e-democracy and digital
participation. As a result, the adaptation of marketing experiences from the military sector has
influenced government institutions, health systems, education, and emergency services,
particularly in the fields of recruitment, image management, and crisis response. In this process,
social media platforms such as Twitter have increasingly served as arenas of institutional
communication [3], where official narratives interact with citizen-driven discourse. By
examining how strategic communication has transitioned from the military sector into broader
public use, this article highlights the hybrid nature of contemporary public sector
communication, where techniques of persuasion, branding, and legitimacy-building merge
with practices of public accountability and civic engagement, in line with the emphasis on
transparency and trust as fundamental conditions of democratic governance [4].

This study proposes a scalable and ethically grounded communication model that applies
public sector strategic communication experiences to foster trust, engagement, and
transparency in emerging European public governance. Drawing on interdisciplinary literature
from communication, marketing, and public administration, the proposed framework focuses
on three key components: 1) audience segmentation, 2) storytelling, and 3) adaptive feedback
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mechanisms. These elements are embedded within a sociopolitical context marked by low
institutional trust and fragmented media ecologies. The main aim of this article is to propose a
strategic communication model for the public sector that recalibrates military-derived tools for
democratic use. Its contribution lies in operationalising segmentation, narrative resonance, and
adaptive feedback as ethically adjustable mechanisms for restoring civic trust in fragmented
digital environments.

While this model offers conceptual and practical insights, its empirical validation remains
outside the scope of this article. This limitation should be considered when interpreting its
applicability across diverse governance contexts. This article contributes by filling a gap
between strategic segmentation theory and citizen-centric digital trust in public sector
communication. Existing approaches to public sector communication often overlook the
emotional and algorithmic dimensions of trust-building, especially in post-crisis societies and
fragmented media systems. Prior research demonstrates that media narratives and conflict
communication actively shape the dynamics of public trust and mistrust in fragile contexts [6, 7].
At the same time, studies on institutional innovation and digital governance show that the
adoption of new technologies redefines the conditions under which governance systems build
resilience and secure public acceptance [8, 10].

The article is structured as follows: Section 2 presents the theoretical background and related
literature; Section 3 introduces the proposed model; Section 4 outlines scenario-based results
synthesised from secondary sources; Section 5 discusses key implications, followed by
concluding reflections.

LITERATURE REVIEW
COMMUNICATION CHALLENGES IN HYBRID PUBLIC SPHERES

The transformation of public sector communication in the digital age has exposed institutions
to increasingly complex, hybrid media environments. One of the central challenges is the
growing erosion of institutional trust, particularly under media fragmentation, algorithmic
opacity, and audience polarisation. For example, the ongoing information war surrounding the
conflict in Ukraine and the geopolitical tensions in the Middle East illustrate how competing
narratives, amplified by platform logics, erode public trust and blur the distinction between
verified information and strategic manipulation. Studies confirm that transparency alone is
insufficient to restore trust; instead, nuanced and strategic approaches —anchored in
context-sensitive framing and narrative legitimacy — are required to rebuild credibility [11].

This decline in trust is not simply a matter of political discontent but is structurally reinforced
by hybrid information ecologies. Institutional communication competes with alternative
narratives, emotional appeals, and misinformation in such ecologies. Research indicates trust
is highly sensitive to framing, institutional history, and affective resonance [12]. Central and
Southeast Europe are particularly relevant in this context — not only due to their post-socialist
legacies of institutional scepticism and media pluralism, but also because these regions act as
geopolitical buffers exposed to wider disinformation campaigns, such as those arising from
ongoing conflicts in Ukraine and the Middle East. These conditions amplify the effects of
fragmented public trust and make the region a critical lens for studying emerging resilient
public communication models [13].

A parallel set of challenges arises from algorithmic mediation and the data-driven nature of
digital platforms. Empirical evidence suggests that algorithmic curation — while increasing
reach and efficiency — often reinforces confirmation bias, exacerbates misinformation, and
contributes to the invisibility of public interest content [14]. The problem is not simply false
information but the structural dynamics of algorithmic distribution that deprioritise accuracy
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in favour of engagement metrics. Scholars have warned of the ethical and procedural
implications of delegating public communication to opaque systems [15].

These challenges are amplified in high-stakes contexts such as pandemics, military operations,
or security crises. The COVID-19 pandemic revealed how algorithmically intensified
misinformation and polarised narratives can obstruct democratic coordination and undermine
institutional authority — a phenomenon equally visible in contemporary conflicts such as the
Ukraine war and the Middle East escalations. In such cases, emotionally charged and
strategically distorted content circulates rapidly, complicating public understanding and
fragmenting collective response [16]. In response to COVID-19, several governments
implemented behavioural segmentation and psychographic targeting to improve compliance,
showcasing both the potential and the peril of precision communication [17]. These approaches
intersect directly with the present study’s focus on ethically modulated strategies, while also
raising critical concerns regarding surveillance, autonomy, and the justifiability of sensitive
data use in democratic settings [18].

These examples reveal that the intersection of hybrid media, fragmented trust, and algorithmic
logic constitutes a structurally volatile environment for public sector communication.
Addressing this volatility requires technical adaptation and conceptual and ethical clarity.
Communication in hybrid public spheres demands precision, adaptability, and transparency,
embedded in a wider institutional accountability and public value architecture.

STRATEGIC COMMUNICATION TRANSFER: FROM SYSTEMATIC PRECISION
TO PUBLIC TRUST

Strategic communication campaigns have long excelled at operationalising segmentation,
narrative engineering, and feedback loops — tools essential for influencing target populations
under volatile and uncertain conditions [19]. Campaigns such as “What is Your Warrior?” and
the British Army’s “Snowflake Generation” illustrate how institutional messaging embeds
affective and identity-based cues into highly targeted narratives. Crucially, these
communications go beyond providing information; they activate emotional and motivational
responses, strategically aligning individual identity quests with collective missions. This
capacity for precision framing is not simply a matter of efficiency — it establishes credibility,
fosters belonging, and converts abstract institutional goals into personally resonant meanings.
In doing so, public sector communication offers a valuable template for rebuilding public trust
under conditions of civic fragmentation.

Such strategies are increasingly influential in the civilian sphere, especially as governments
adopt big data analytics, sentiment dashboards, and psychographic profiling to calibrate real-
time message delivery [20]. Initially developed for tactical institutional purposes, these tools
enable public institutions to predict audience responsiveness, modulate tone and format, and
assess communication effectiveness across diverse segments. For instance, behavioural
dashboards used during crisis communication phases of the COVID-19 pandemic allowed
public health authorities to identify regional and demographic pockets of resistance and adapt
messaging accordingly [21].

The civic transfer of these instruments, however, requires rigorous ethical guardrails. While
strategic imperatives often drive military operations, public institutions function within the
constraints of democratic accountability. Therefore, any use of algorithmic decision-making in
civic campaigns — especially involving personalisation or segmentation — must be transparent,
consensual, and aligned with experiences of data justice [22]. Applying military-grade profiling
in public domains such as health communication, emergency response, or environmental
outreach elevates concerns about citizen autonomy, fairness, and the preservation of trust in
democratic systems. This tension necessitates a governance model for communication technologies
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that acknowledges their persuasive power while embedding normative safeguards. Scholars
argue for frameworks that combine technical precision with moral reflexivity, particularly
when using algorithmic targeting in emotionally charged environments [23]. In this light,
strategic communication becomes more than message crafting; it becomes an exercise in
relational ethics. For example, the Croatian Ministry of Defence’s recent youth recruitment
initiatives have increasingly embraced advanced framing strategies that echo European civic
values — such as solidarity, contribution, and technological literacy — signalling a shift toward
more inclusive and dialogic narratives. In the context of rising geopolitical tensions and
intensified information warfare, especially following Russia’s aggression in Ukraine and
evolving security concerns across NATO’s eastern flank, these campaigns illustrate how
Southeast European democracies align strategic communication with broader democratic
imperatives. By recalibrating military-derived tools for civic resonance, institutions can build
trust through top-down authority and participatory engagement anchored in relevance and
mutual respect.

The following section presents a conceptual model that operationalises this transfer, linking
strategic segmentation, storytelling, and adaptive feedback into a civilian-centric
communication paradigm.

THEORETICAL MODELS UNDERPINNING STRATEGIC PUBLIC SECTOR
COMMUNICATION

Strategic public sector communication does not operate in a theoretical vacuum [24]. Instead,
it draws on a convergence of conceptual models that illuminate the psychological, sociological,
and technological dimensions of message formation and reception. In this context, three
foundational frameworks are particularly relevant: Framing Theory, Diffusion of Innovations,
and Narrative Transportation Theory. Framing Theory offers insight into how public messages
can be structured to align with audience concerns and cultural codes. In fragmented
environments, selective framing becomes essential for restoring coherence and guiding
interpretation without overwhelming or alienating citizens. Frames that resonate with shared
values — such as collective responsibility or social care — are more likely to generate public
engagement and trust.

Diffusion of Innovations Theory explains how novel communication practices —such as
behavioural dashboards, psychographic targeting, or narrative-based messaging — spread
across institutional ecosystems and social groups. Early adopters within the public sector,
especially in digital governance units or health ministries, play a critical role in legitimising
these methods and translating them into policy frameworks that balance innovation with equity.
Narrative Transportation Theory emphasises the psychological immersion when individuals
become absorbed in well-crafted stories. This emotional engagement fosters openness to
institutional messages, especially when framed within culturally familiar and aspirational
narratives. For public sector communication, this suggests that storytelling is not a peripheral
tactic but a central strategy [25] for overcoming distrust and indifference.

The model also integrates the logic of Affective Publics to expand this conceptual base and
better capture the emotional dynamics of digital publics. This concept, grounded in the work
of Zizi Papacharissi and developed by communication ethics scholars, highlights how shared
affect — more than shared facts —drives civic engagement in algorithmically shaped
environments [26]. Emotional expressions such as outrage, hope, or solidarity can become
organising forces around which publics assemble and act, particularly during crises or
contentious campaigns. These insights align with recent findings in strategic communication
research that underscore the role of emotional modulation and value alignment in shaping trust
trajectories within e-governance ecosystems.
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Moreover, recent work in Trust Repair Frameworks within behavioural and organisational
science suggests that institutional credibility can be actively reconstructed through conceptual
reframing, metaphorical alignment, and communicative transparency [27], as well as through
responsiveness and the demonstration of shared vulnerability. These insights reinforce the
importance of designing feedback-rich, emotionally intelligent communication that treats
citizens as targets and co-narrators in the public sphere. Recent citizen-centric analyses of
e-governance reinforce these claims, indicating that emotional resonance, transparency, and
segmentation are not just ethical imperatives but statistically significant predictors of public
trust and digital engagement.

These frameworks provide a multidimensional lens through which public sector
communication can be reimagined — not as linear transmission, but as a reciprocal process [28]
to audience values, collective emotions, and contextual sensitivities [29]. This reorientation
foregrounds communication as a site of relational negotiation rather than unidirectional
influence. By fusing strategic design with ethical reflexivity, the theoretical architecture laid
out here supports constructing an adaptive, trust-responsive model — capable of navigating
institutional fragility and engaging publics in fragmented, high-stakes environments [30].

METHODOLOGY
SCOPE OF DATA AND ANALYSIS

This study focuses on applying strategic communication tools — drawn from institutional
communication strategies — within the context of public sector governance. The research does
not rely on primary data collection but instead integrates simulated metrics and qualitative
analyses from publicly available sources to demonstrate the model’s conceptual validity. The
scope is delimited to Central and Southeast Europe, where fragmented trust, media pluralism,
and historical scepticism present unique challenges for civic engagement.

Within this context, the research explores the assumption that audience segmentation
techniques — when informed by psychographic and demographic profiling — may enhance
message relevance and engagement in public sector communication. Accordingly, the study
posits that strategic segmentation increases behavioural responsiveness among fragmented
publics. This assumption informs the first working hypothesis: segmentation strategies adapted
from military communication can significantly improve user engagement and institutional
message resonance.

Furthermore, the model interrogates how narrative construction might influence public trust,
particularly through emotional attunement and adaptive storytelling. The second guiding
hypothesis thus holds that emotionally responsive narratives integrated with feedback
mechanisms enhance perceived institutional transparency and legitimacy. Finally, as the
information landscape becomes increasingly real-time and data-driven, the third hypothesis
addresses adaptability: When ethically employed, real-time analytics and platform-specific
feedback loops improve civic communication’s strategic responsiveness and inclusivity. These
hypotheses are tested through conceptual simulation rather than direct empirical generalisation,
serving as interpretive anchors for the triangulated analytical process.

DATA COLLECTION

The data corpus consists exclusively of secondary sources, including publicly available
campaign materials, policy documents, institutional reports, and social media content. The
study constructed illustrative scenarios based on prior military and public sector campaigns,
such as the British Army’s “Snowflake Generation” and NATO communication strategies, to
simulate communication performance. Key indicators — message reach, audience engagement,
and sentiment polarity — were estimated using real-time analytics tools and public metrics
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through Meta Ads Library and Google Transparency Centre. Additionally, the study
incorporated thematic content from interviews and case studies available in defence and policy
literature. Ethical alignment was ensured by avoiding personal data extraction, relying solely
on aggregated, anonymised, or publicly disseminated content following GDPR standards.

ANALYTICAL PROCEDURE

A mixed-methods approach was adopted for conceptual triangulation across multiple analytical
dimensions. The quantitative layer relied on simulated metrics — such as impressions,
click-through rates, and sentiment scores — to illustrate the adaptive capacity of strategic
messaging across platforms like TikTok, Instagram, Facebook, Twitter, and LinkedIn.
Machine learning-based sentiment analysis and trend detection were employed to anticipate
user reactions and refine campaign strategy.

The qualitative component consisted of thematic content analysis and narrative mapping.
Reports and interviews from military and civic communication campaigns were analysed to
extract recurring themes related to segmentation logic, narrative strategy, and feedback
integration. These insights were then transposed into a public governance context through a
metaphor-based conceptual model inspired by systems thinking and narrative infrastructure
theory. The model reflects dynamic information ecologies, incorporating experiences from
adaptive governance and psychographic communication. Resulting insights were visually
synthesised into a multi-layered systems framework that demonstrates the interaction of
feedback loops, attunement cues, and narrative modulation across multilingual, trust-deficient
environments. These conceptual components — segmentation logic, narrative design, adaptive
feedback, and systemic governance — are visualised in Figure 1 as an interactive model that
reflects cyclical modulation and strategic recalibration in data-driven civic contexts. Unlike
descriptive taxonomies of communication elements, this model articulates a dynamic process
architecture of civic strategic messaging inspired by military information operations yet
normatively aligned with ethical public governance.

Segmentation
Logic
Adaptive ( Narratlve
Feedback Design
Mechamsms L
Conceptual
Framework

Figure 1. Conceptual Framework of Adaptive Narrative Feedback in Digital Communication.

Figure 1 operationalises the interaction between segmentation logic, narrative design, adaptive
feedback mechanisms, and the conceptual framework, forming a cyclical model of strategic
public communication under fragmented trust conditions. The model reflects communication’s
iterative and responsive nature in algorithmically mediated environments, where user
behaviour, message framing, and emotional attunement continuously interact. It builds upon
adaptive governance experiences, algorithmic awareness and personalisation frameworks, and
narrative infrastructure theory, offering a novel application within civic contexts. This
approach aligns with calls for communicative models that prioritise inclusion, accountability,
and relational legitimacy in datafied democracies. The simulation environment enabled
controlled testing of strategies that may be ethically or operationally sensitive in real-world
conditions, particularly those involving algorithmic profiling and user segmentation.
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This approach offers a theoretically grounded yet operationally flexible pathway for integrating
segmentation logic, narrative strategy, and adaptive feedback into civic information
environments. The framework enhances understanding of how strategic communication can be
repurposed for legitimacy, inclusion, and resilience in public governance through simulation-
based triangulation and ethically bounded inference.

RESULTS
SEGMENTATION AND TARGETED MESSAGING OUTCOMES

The following results are based on secondary data and simulated scenarios, serving as
conceptual demonstrations of how marketing experiences from the military sector might
enhance public communication in fragmented digital environments [31]. This type of
conceptual simulation has been recognised as a valid strategy in complex systems research [4],
especially where ethical or logistical constraints limit primary experimentation.

The analysis demonstrates that adapting military-style segmentation and messaging can
improve public sector communication strategies’ relevance, engagement, and trust. A central
finding pertains to the role of precise audience segmentation. Campaigns such as the British
Army’s “Snowflake Generation” demonstrated increased engagement, reportedly up to 35%,
when emotionally resonant messages were tailored to specific demographic profiles [32]. In
this context, perceived generational traits were reframed as societal assets, fostering inclusion
and purpose. In parallel, public health campaigns applying similar segmentation strategies —
e.g., targeted vaccine messaging —recorded a 25% higher compliance rate among hesitant
groups than general messaging [33]. These outcomes underscore the relevance of
psychographic profiling and personalised narratives in enhancing message impact [27]. While
these simulation-based outcomes are illustrative, they are inherently limited in capturing
emergent social dynamics, emotional spontaneity, or resistance behaviours in real-world
contexts. As such, results should be interpreted as indicative rather than predictive, requiring
empirical validation through field-based studies.

Table 1 illustrates the comparative impact of segmentation in military and public sector
campaigns. In military contexts, engagement increased from 50% to 85% following the
application of audience segmentation strategies. In public campaigns, engagement rose from
40% to 75%. These results support the hypothesis that tailoring messages to specific audience
profiles significantly enhances behavioural response and institutional message resonance.
Table 1 synthesises comparative improvements in audience engagement across sectors to
strengthen the operational clarity of these insights. Each example illustrates how
segmentation — when paired with narrative alignment —can drive measurable shifts in
behavioural response. Rather than being presented as absolute values, these figures function as
conceptual approximations based on empirical trends and simulation logic [34]. Their purpose
is to support strategic modelling and guide further empirical validation.

As presented in Table 1, applying segmentation and narrative strategies produced notable
increases in engagement across all analysed sectors. The most substantial effects were observed
in military recruitment and the consumer sector (+35%), underscoring the operational
effectiveness of combining demographic and psychographic profiling with emotionally
resonant messaging. In these domains, narrative alignment — particularly through identity
reframing or affective association — was a powerful driver of behavioural alignment. The crisis
communication sector also demonstrated a high engagement gain (+30%), suggesting that tone
modulation and rapid demographic targeting can restore trust in high-pressure scenarios. Public
health and environmental campaigns showed moderate improvements (+25%), indicating that
segmentation remains impactful even in complex domains, provided it is aligned with value-
based or risk-personalised narratives [35].
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Table 1. Cross-Sectoral Impact of Targeted Segmentation and Narrative Approaches.

Sector Strategy Engagement | Engagement | Engagement Primary
Applied Before After Improvement | Mechanism
. Demographic + Identity
M111'tary psychographic 50% 85% +35% reframing,
Recruitment segmentation emotion
Targeted
. S .
Public Health segmentajuon 55, R0% 1959, Rlsk .
(Vaccines) narrative personalisation
framing
Env1r0nmental Age—ba;ed 45% 70% 1259 Value-based
Campaigns storytelling appeal
. Demographic
Crisis |4 rgeting + tone 60% 90% +30% Trust
Communication . restoration
adjustment
Consumer Rapid Demographic
Sector segmentation + 50% 85% +35% micro-
(Coca-Cola HR) | digital tailoring -targeting

These sectoral variations reveal important theoretical nuances [36]. While military and
consumer campaigns benefit from well-defined target groups and emotionally salient themes,
public and environmental efforts must navigate diffuse audience profiles and ethically
constrained message architectures. Consequently, factors such as topic sensitivity, institutional
credibility, and trust baselines may moderate the effectiveness of segmentation in these
contexts. The tabulated data provide more than a comparative snapshot; they constitute a
conceptual model for evaluating the transferability of military communication strategies to the
public sector. What emerges is a consistent pattern: segmentation alone is insufficient unless
paired with a narrative strategy attuned to the psychological and cultural orientation of the
audience. The improvements shown should not be read as predictive outcomes, but as
simulation-based plausibility indicators — heuristic tools for strategic modelling, hypothesis
generation, and risk-sensitive communication planning [36].

Furthermore, the final column in Table 1 identifies distinct domain-specific mechanisms —
identity reframing in military campaigns, trust restoration in crisis management, demographic
micro-targeting in consumer HR, and value- or risk-oriented appeals in public initiatives. These
mechanisms help explain the observed sectoral variations and offer a diagnostic framework for
future cross-sectoral adaptation. This interpretative framework also aligns with the study’s
broader model, emphasising attuned segmentation, affective narrative calibration, and ethical
feedback loops as the core pillars of civic communication effectiveness in fragmented digital
environments. A domestic illustration of this experience is the Coca-Cola Croatia crisis
response (2023), where segmented, demographically tailored messaging restored public trust
within 48 hours [37]. This example exemplifies the potential for trans-sectoral learning, where
experiences rooted in military communication are ethically transposed to civilian brand and
public governance contexts.

Public campaigns addressing environmental and health challenges show that age-specific
segmentation also plays a critical role. Younger audiences respond to ecological narratives with
visual immediacy and moral urgency, while older groups favour storylines that emphasise
continuity, responsibility, and care. These trends are consistent with broader empirical findings
on strategic message adaptation and reinforce the need for context-aware, affectively attuned
segmentation strategies in institutional communication [38].
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Figure 2. Engagement rates in military and public campaigns before and after audience
segmentation.

The effectiveness of segmentation is further amplified when combined with strategic
storytelling. The U.S. Army’s “What is Your Warrior?” campaign humanised military service
through relatable narratives, enhancing emotional connectivity. In the public sector, similar
methods have been effective in campaigns targeting vaccine hesitancy or mental health stigma,
with storytelling increasing audience receptiveness and lowering resistance. Additionally,
multi-channel integration has emerged as a key factor in extending reach. Combining
traditional media (TV, radio) with digital platforms (TikTok, Instagram) yielded up to 40%
increased engagement among younger users and a 20% retention gain among older
demographics. NATO’s synchronised messaging across platforms such as Facebook and
YouTube serves as an illustrative benchmark [39], while studies confirm that cross-platform
consistency reinforces credibility and message salience [40].

Finally, segmentation supports the design of feedback-driven communication systems.
Iterative message refinement based on real-time analytics enhances strategic responsiveness
and public trust. This aligns with findings that algorithmic tools and sentiment analysis can
dynamically adjust message tone and framing for optimal audience resonance.

PLATFORM-SPECIFIC ENGAGEMENT PATTERNS

This section analyses platform-specific engagement strategies derived from simulated metrics
and secondary research. Platform choice is critical in message delivery and audience reach in
military and public sector campaigns. Short-form video platforms such as TikTok and
Instagram are particularly effective for engaging younger, digitally native demographics due
to their visual immediacy, narrative compression, and emotional resonance.

In contrast, traditional media such as television and radio continue to demonstrate relevance
for older audiences, often associated with higher levels of message trust, albeit with lower
interactivity. Cross-platform strategies have thus emerged as essential components of effective
communication planning. Campaigns that integrate digital and traditional channels achieve
greater message consistency and reach across diverse demographic segments. These findings
align with prior research indicating that synchronised messaging across platforms improves
audience retention and institutional credibility, particularly in health and crisis communication
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contexts. Beyond platform selection, the temporal responsiveness of campaigns — particularly
their ability to evolve during unfolding events — emerged as a defining factor of success.

Adaptive message strategies, enabled by real-time analytics and engagement tracking, support
dynamic refinement based on audience feedback. For instance, the U.S. Army’s “What is Your
Warrior?* campaign demonstrated how platform-specific adjustments — guided by social media
metrics — can sustain long-term engagement. Similar practices were observed in public health
responses during the COVID-19 pandemic, where agile adaptation of message tone and
delivery channels improved outreach efficiency.

Moreover, the platform landscape must be understood within broader sociopolitical contexts.
Central and Southeast Europe’s communication ecosystems are marked by fragmented trust,
media hybridity, and uneven platform adoption. In such environments, hybrid strategies —
blending personalised digital outreach with consistent institutional framing — prove especially
valuable. Such hybridisation echoes findings in contemporary strategic communication theory,
emphasising cross-channel coherence and trust calibration as core components of digital-era
legitimacy [41]. These findings confirm that selected military-informed practices, including
psychographic segmentation and real-time performance monitoring, can be ethically and
effectively translated into public sector contexts, provided transparency and audience
inclusivity are maintained. Such practices align with contemporary calls for ethically framed,
data-informed civic communication infrastructures that sustain institutional credibility while
adapting to evolving platform ecosystems.

Platform selection, responsiveness, and cross-channel integration are not merely logistical
choices — they represent strategic variables that shape the affective architecture of public
communication. These dimensions become especially potent when nested within adaptive
feedback systems, where message delivery is continuously recalibrated in response to audience
sentiment and behavioural shifts.

ADAPTIVE FEEDBACK MECHANISMS

In environments marked by sociotechnical volatility and declining institutional trust, the
capacity to adapt communication in real time has become a strategic imperative. Public sector
organisations increasingly rely on feedback systems for performance monitoring and as
embedded, iterative mechanisms for recalibrating their communicative intent. Drawing on
strategic-originated marketing insights, this section explores how feedback loops can be
operationalised in democratic governance contexts to enhance engagement, responsiveness,
and public trust. Feedback mechanisms in strategic communication have traditionally
emphasised tactical responsiveness, particularly through A/B testing, psychographic
monitoring, and situational re-targeting. The public sector must recalibrate these methods for
ethical compatibility and institutional accountability. When designed with transparency,
feedback loops become not only instruments of efficiency but also vehicles of epistemic
humility, acknowledging the contingency of public needs and enabling adaptive governance.
This resonates with deliberative public engagement and co-creation experiences in civic
technology frameworks, where communicative legitimacy stems from iterative dialogue and
situated responsiveness rather than static dissemination [41].

For example, the Estonian Health Board implemented weekly recalibration protocols during
the COVID-19 crisis, using feedback dashboards to adjust messages’ tone and visual design
based on evolving public sentiment. This practice exemplifies institutional epistemic flexibility
in response to dynamic audience needs.

To conceptually synthesise this mechanism, Figure 3 visualises the core feedback loop applied
in this study’s model. As illustrated in Figure 3, this iterative loop enables continuous refinement
through four stages: data collection, analytical insight, content adaptation, and redeployment.
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Figure 3. Iterative Communication Model: Integration of Segmentation, Narrative, and Feedback.

Figure 3 presents the iterative communication model integrating segmentation, narrative, and
feedback, structured across four interdependent stages: 1) collect sentiment data, 2) analyse
and interpret, 3) adjust messaging strategy, and 4) deploy and monitor. While the model follows
four sequential stages — data collection, analysis, adaptation, and deployment — ethical constraints
operate as a transversal axis, continuously guiding the process with normative safeguards that
ensure transparency, democratic alignment, and communicative justice. This cyclical process
reinforces responsiveness by allowing public institutions to continuously recalibrate their
communication strategies in light of real-time public sentiment. However, the ethical
boundaries of real-time monitoring must be carefully defined. Transparency in data use,
informed consent where applicable, and clear communicative intent are essential to ensure that
feedback-driven communication does not drift into manipulative or surveillance-based practices.

Rather than relying on static messaging, the model encourages iterative alignment with
changing audience expectations, thus increasing perceived transparency and institutional
adaptability. This loop operates as a stabilising mechanism in trust-deficient environments,
signalling attentiveness and responsiveness to public concerns. These components function
cyclically, ensuring that message design and delivery evolve with shifting audience
expectations. NATO’s communication strategies during crisis operations exemplify this
model’s efficacy, using real-time sentiment tracking to modulate narrative tone and optimise
channel deployment across multiple publics. Similar feedback cycles in simulated public
governance scenarios yielded increased message resonance and a 15% improvement in trust
perception metrics over six months. The ability to iterate messaging is crucial in high-
fragmentation media systems. In such contexts, linear campaign design proves insufficient;
instead, a layered approach, underpinned by continuous feedback, enables targeted adaptation
without compromising coherence. Ethical constraints must be foregrounded: real-time data must
comply with GDPR provisions and uphold communicative fairness across segmented audiences.

Table 2 provides a comparative matrix highlighting the structural and operational translation
of institutional communication strategies into public frameworks.

519



M. Gombar and M. Boban

Table 2. Comparison Matrix: Military vs. Public Sector Communication Strategies.

Dimension Military Sector Public Sector Adaptation
Segmentation Psychographic, demographic Demographic, behavioural
Storytelling Heroism, duty, identity Community, care, sustainability
Multi-channel + social media Multi-channel
Channels . . .
dominance (growing social presence)

Sentiment analysis,
qualitative feedback
Trust, engagement, behaviour
change, public value and legitimacy

Feedback mechanisms Real-time analytics, A/B testing

Goal orientation Recruitment, reputation

Table 2 illustrates a shift from institutional to civic-centric objectives. Military practice
emphasises identity-based appeals and outcome-driven metrics (e.g., recruitment), whereas
public sector applications prioritise inclusive narratives and social responsiveness.
Segmentation is central to both, yet civic campaigns increasingly adopt behavioural profiling
that foregrounds user agency and cultural nuance. While both systems depend on multi-channel
distribution, the public sector context requires stronger alignment with normative expectations,
regulatory limits, and pluralistic audience structures. These differences highlight the need for
methodological transposition rather than direct transfer. Inspired by military practice, the
adaptive feedback loop must be recontextualised within the epistemologies and ethical
architectures of democratic governance. This recalibration affirms the feasibility of cross-
sectoral learning while acknowledging the political stakes of public communication in datafied
societies. Table 2’s comparative structure thus serves not only as a contrastive taxonomy but
also as a decision-support tool for adaptive campaign design. By demonstrating how
segmentation, narrative structuring, and feedback can be ethically adapted, the study provides
a template for low-risk experimentation in sensitive policy areas such as health, crisis response,
and civic engagement. Future research must triangulate simulated outcomes with behavioural
data to consolidate normative recommendations.

DISCUSSION

This study advances a conceptual validation of the proposed multi-layered strategic
communication model, positioning it as a framework that captures the complexity of
contemporary digital public spheres. The discussion emphasizes the dynamic interplay
between structural layers, showing how responsibility, resilience, and literacy co-constitute
communicative capacity rather than operating as isolated domains. Each layer functions both
autonomously and relationally: responsibility provides the normative grounding, resilience
ensures adaptive capacity under conditions of disruption, while literacy anchors critical
understanding and informed participation. Their interaction generates feedback loops that
enable continuous recalibration of communicative practices.

This layered dynamic is particularly relevant for fragmented trust environments where
institutional credibility and platform logic often diverge. The model demonstrates how
communicative effectiveness emerges less from single-channel optimization and more from
the capacity to coordinate across layers in a manner that sustains trust and inclusivity [42]. In
this sense, discourse analysis and multi-channel adaptation remain crucial analytical tools,
offering insight into how messages travel and transform within differentiated audiences. The
model’s validation relies on conceptual simulation and secondary sources, which allows testing
its internal coherence without empirical claims of generalization. By mapping relational
mechanisms across layers, the analysis confirms that resilience is strengthened when
responsibility is institutionalized, and literacy is cultivated, while responsibility itself gains
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legitimacy through literate publics capable of resisting disinformation [43]. These reciprocal
movements highlight the model’s potential to inform future empirical studies, particularly in
sociocultural contexts of Central and Southeast Europe where historical legacies of trust
deficits shape digital interactions.

At the same time, methodological and contextual limitations must be acknowledged. The
reliance on conceptual demonstration restricts predictive precision, and cross-platform
differences remain underexplored. Still, the triangulation of secondary data and theoretical
constructs provides a robust foundation for the model’s further application. The discussion
therefore confirms both research questions, showing that the multi-layered structure is not only
conceptually coherent but also normatively aligned with democratic communication standards.

The Adaptive Strategic Communication Model for Military-to-Public Transfer is designed as
a dynamic, multilayered system in which each layer interacts with and influences the others,
creating a continuous cycle of adaptation. At the top layer, Narrative Design establishes the
initial framework and strategic orientation of communication. However, this framework is not
static: it immediately activates two interdependent processes. Audience Segmentation tailors the
narrative to distinct social groups, while Narrative Resonance assesses the extent to which the
message aligns with audience values and expectations. The interplay between these two layers
ensures that communication is not only targeted, but also meaningful and contextually embedded.

These processes are continuously informed by Sentiment Analysis, which functions as a
connective layer translating real-time public reactions into actionable insights. Here, the
feedback loop becomes essential: social media data and public responses flow back into the
model, reshaping both segmentation strategies and resonance evaluation. This introduces a
cyclical dynamic in which narratives are never one-directional, but constantly recalibrated in
relation to audience perception. At the core of the model lies the Adaptive Strategic
Communication System, which integrates all incoming signals and ensures that adjustments
are systematically implemented. Its adaptability is sustained by two crucial mechanisms:
Machine Learning, which strengthens predictive capabilities and recognizes emerging patterns
across vast datasets, and Message Testing, which experimentally verifies the impact of
different message variations before large-scale deployment. The synergy between these
mechanisms creates a dynamic balance between prediction and verification. The Cross-
Platform Integration layer further extends this dynamic, ensuring that adaptations made at the
core are not confined to a single medium but are synchronized across multiple digital and
traditional communication environments. This cross-channel circulation amplifies resonance
and allows feedback to be captured from diverse contexts, thereby enriching the adaptive cycle.

The foundational layer of ethics, transparency, and accountability anchors the entire system.
Rather than functioning as a static baseline, this foundation actively shapes the dynamics above
it by setting boundaries for adaptation, guiding narrative design, and preserving public trust.
Without this ethical grounding, the adaptive cycle could devolve into manipulation rather than
responsible communication. In sum, the model operates as a dynamic architecture of
continuous interaction: narratives shape audiences, audiences reshape narratives, and every
cycle of adjustment strengthens both communicative precision and normative responsibility.

Figure 4 illustrates the multilevel conceptual model that situates digital responsibility as a
prerequisite for resilience and literacy in algorithmically mediated environments. The model
reflects a dynamic, layered approach, where responsibility operates as a normative and
communicative anchor, resilience as an adaptive capacity, and literacy as the measurable
outcome in user practices. Positioned within communication theory, the model emphasises the
epistemological tension between user agency and algorithmic conditioning, while accounting
for contextual factors such as sociotechnical infrastructures and regulatory regimes.
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Figure 4. Conceptual Model of Adaptive Strategic Communication in Military-to-Public Transfer.

Methodologically, the model is grounded in theoretical synthesis and validated through initial
empirical testing, yet certain limitations remain. Access to proprietary platform data
constrained deeper statistical analysis, and the regional focus on Central and Southeast Europe
narrows the scope of generalisability. As indicated in prior work, triangulation with surveys,
structural modelling, and longitudinal designs is required to confirm the robustness of the
framework [39]. Ethical scrutiny is indispensable. Translating insights on algorithmic
susceptibility into governance and literacy frameworks necessitates safeguards that protect
inclusivity, transparency, and contextual adaptability, particularly in low-trust or resource-
constrained environments. As communication scholars argue, the intersection of responsibility,
resilience, and literacy must be approached as a dynamic equilibrium rather than a static
normative condition [40].

Theoretical and practical contributions of the model are twofold. On the theoretical level, the
model advances critical communication research by linking algorithmic susceptibility to a
normative-educational trajectory, in which responsibility becomes the condition of possibility
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for literacy. On the practical level, it offers a scalable framework for policymakers and
educators seeking to address declining trust, epistemic fragmentation, and susceptibility to
algorithmic persuasion. In this sense, the model provides a communicative architecture for
reinforcing agency in digital societies, while remaining sensitive to cultural and institutional
specificities. The original contribution of this study lies in the operationalisation of military-
derived segmentation, narrative resonance, and adaptive feedback into a normative
communication model explicitly tailored for democratic governance. Unlike prior research that
mainly focused on descriptive transfer, this article introduces an author-designed conceptual
architecture that integrates ethical safeguards and the regional specificities of Central and
Southeast Europe, thereby bridging strategic precision with civic legitimacy.

THEORETICAL AND PRACTICAL IMPLICATIONS

These findings can be situated within the broader tradition of strategic communication theory,
where framing, narrative transportation, and diffusion logics converge to explain message
salience, uptake, and behavioural alignment across varied publics.

Grounded in robust theoretical foundations, these results reflect how strategic communication
approaches can enhance the persuasiveness and effectiveness of public sector messaging.
Framing Theory suggests that audience perception can be influenced by highlighting specific
values within a message. For instance, reframing public health communication in terms of
communal care, rather than solely individual responsibility, has been shown to resonate more
strongly in contexts marked by institutional scepticism. Likewise, the Diffusion of Innovations
model clarifies how segmented messaging can accelerate the adoption of new public practices
by mobilising early adopters and addressing the concerns of more resistant groups. Narrative
Transportation Theory adds a complementary dimension, demonstrating that emotionally
resonant storytelling not only strengthens message retention but also reduces attitudinal
resistance. The study’s conceptual model integrates these perspectives by translating them into
targeted strategies designed for environments characterised by fragmented institutional trust.

Another significant insight concerns platform-specific engagement strategies. The study’s
simulated metrics align with previous findings on cross-platform dynamics. Short-form video
platforms such as TikTok and Instagram proved particularly effective in engaging younger,
digitally native audiences, while television and radio maintained stronger trust among older
segments. These results are consistent with research on multichannel integration,
demonstrating that combining digital and traditional channels enhances message consistency
and overall reach. In fragmented trust contexts, coordinated messaging across platforms is
critical to maintaining communication credibility and reducing noise. The use of adaptive
feedback loops further strengthens communication efficacy. Public campaigns that employed
real-time monitoring methods during COVID-19 — such as sentiment analysis and click-through
tracking — demonstrated measurable improvements in trust and behavioural outcomes. The
four-stage feedback model developed in this study illustrates how collection, analysis,
refinement, and re-implementation can be systematically embedded within public sector
communication workflows.

Table 2 serves as both a comparative typology and a heuristic tool, reinforcing the conceptual
transferability of these strategies. It enables the structured alignment of campaign logics with
institutional objectives, offering a modular design template adaptable across contexts. This
structuring supports strategic coherence, particularly under conditions of institutional fragility
and fragmented publics.

While segmentation and multichannel coordination are central to effective communication,
public sector applications prioritise trust, inclusivity, and behavioural change over recruitment
or reputational outcomes. Although these practices can enhance engagement, they also raise
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significant ethical concerns that extend beyond standard data protection protocols.
Psychographic profiling — particularly when applied without explicit user awareness — may
inadvertently exploit cognitive vulnerabilities, especially among emotionally susceptible or
marginalised populations. Similarly, algorithmic targeting strategies, when insufficiently
regulated, risk reinforcing biases and deepening social inequalities through opaque feedback
mechanisms [41]. Ethical governance [42], therefore, requires more than GDPR compliance;
it demands proactive transparency, institutional oversight, and participatory design in
communication planning. Public institutions must ensure that emotionally resonant content
avoids manipulation, particularly in contexts where democratic norms are fragile.

NORMATIVE INTEGRITY AND PRACTICAL FEASIBILITY

Embedding ethical safeguards into communication infrastructures is not only a normative
imperative but also a prerequisite for sustaining institutional legitimacy [43]. In Central and
Southeast Europe, where historical distrust in institutions and linguistic fragmentation persist,
effective strategies must emphasise empathy, transparency, and cultural relevance. Evidence
from health and environmental campaigns shows that grounding messages in local narratives
significantly enhances citizen engagement — for example, ecological folklore in Slovenia
increased youth participation, while multilingual pandemic messaging in North Macedonia
raised public trust by 18% (Health Ministry Report, 2022). Emerging technologies such as
artificial intelligence expand opportunities for real-time adaptation and personalisation [44],
but simultaneously heighten risks of bias and manipulation. These dynamics underscore the
need for governance-by-design, where transparency, accountability, and ethical safeguards are
structurally embedded into communication systems.

Fostering digital citizenship and encouraging political engagement through inclusive
communication can help counteract algorithmic opacity and engagement fatigue, especially
among younger demographics [45]. Such initiatives must be context-aware and ethically
grounded, particularly when deploying emotionally resonant content or psychographic
profiling in fragile governance environments. Evidence from healthcare confirms that
empathy-driven yet assertive communication increases user responsiveness [46], especially in
emotionally charged or high-stakes situations [47]. This highlights the importance of framing
and tone in public messaging, as both trust and perceived institutional competence are shaped
by affective dynamics.

Implementing this strategic communication model in real-world public sector contexts is not
without obstacles. Budgetary constraints often limit access to advanced analytics tools and
personnel with hybrid skill sets. Institutional inertia and siloed governance structures can
hinder cross-sector coordination, while staff training in digital engagement remains
underdeveloped in many agencies. Real-time data utilisation requires robust IT infrastructure
and adaptive management processes, resources that are not evenly distributed across
jurisdictions. Policy support, capacity-building initiatives, and inter-agency collaboration are
therefore essential to ensure the model’s viability.

To overcome these barriers, innovative approaches can be adapted from other sectors where
strategic communication has been stress-tested under resource and trust constraints. Integrating
strategic communication techniques into public-sector communication frameworks offers
promising avenues for increasing engagement, trust, and adaptability. However, their
application must remain context-sensitive, ethically grounded, and aligned with democratic
values. Future research should pursue multi-site empirical validation, employ longitudinal
designs to track behavioural change over time [44], and explore how narrative- and data-driven
strategies can be scaled in resource-constrained, multilingual, and trust-fragmented settings [45].
Such efforts would advance the development of a robust and ethically informed model of
strategic public communication, responsive to the complexities of contemporary governance.
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CONCLUSION: TOWARDS A STRATEGIC COMMUNICATION MODEL

This study contributes to strategic communication research by modelling a hybrid framework
grounded in defense practice but recalibrated for democratic governance. It conceptualises and
simulates the transfer of communication experiences from the defense sector — psychographic
segmentation, narrative framing, and adaptive feedback mechanisms — into the public sector.
Rather than importing defense logic wholesale, the framework emphasises selective knowledge
transfer, critically adapted to the ethical and normative expectations of democratic societies.

The findings show that public institutions must move beyond technical competence and adopt
strategies attuned to diverse publics’ expectations, values, and emotional registers.
Segmentation practices that combine psychographic, behavioural, and demographic
distinctions can strengthen message resonance and mitigate distrust, particularly in
multilingual and historically sceptical regions such as Central and Southeast Europe. A further
priority is addressing users’ algorithmic susceptibility — their cognitive and emotional reliance
on automated recommendations, which, if unacknowledged, can deepen disengagement or
institutional mistrust.

Strategic storytelling emerges as a central mechanism for translating policy into emotionally
compelling narratives. Campaigns directed at younger, digitally native audiences or more
institutionally distant demographics benefit from platform-specific tailoring, analytics-
informed testing, and adaptive refinement. Real-time feedback mechanisms, far from being
evaluative add-ons, should be embedded into the design of communication systems. By
integrating sentiment analysis, engagement tracking, and iterative adjustments, institutions can
foster responsiveness, transparency, and evidence-informed decision-making. Operationalising
this model requires interdepartmental coordination: policymakers must embed narrative and
segmentation logics into planning; communication teams must integrate analytics with human-
centred design; IT departments must ensure GDPR-compliant infrastructures; and researchers
must provide longitudinal, mixed-method evaluation to secure empirical robustness.

Future research should empirically test this model across governance levels, from municipal to
supranational, and explore cross-sectoral applications. Context-sensitive adaptations will be
vital for preserving legitimacy. By translating institutional precision into civic responsiveness,
the model provides a pathway toward public communication that is both effective and
democratically sustainable. In fragmented information ecologies, such an approach offers a
resilient foundation for restoring trust.

LIMITATIONS AND FUTURE EMPIRICAL VALIDATION

This study represents an initial conceptual step within a broader research agenda. As a
simulation-based framework, it draws on secondary data, modelled engagement indicators, and
illustrative case studies to demonstrate the feasibility of adapting strategic communication
strategies to public governance. The reliance on simulated engagement scenarios ensures
methodological transparency and allows for controlled testing in ethically sensitive
communication domains. No primary data were collected in this phase.

Future research should pursue empirical validation through surveys, interviews with
communication professionals, and advanced statistical techniques such as structural equation
modelling. Such triangulation would enable contextual adaptation and enhance external
validity. A phased research design — combining qualitative depth with quantitative scale — will
strengthen theoretical generalisability and support practical implementation across sectors and
governance levels. Future studies may benefit from integrating expert insights or user
interviews to validate how algorithmic influence shapes perception and action across different
user types. These findings invite further exploration of users’ algorithmic susceptibility — an
emergent form of digital vulnerability shaped by cognitive and emotional dependencies on
platform design and recommendation systems.
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