AN

(SRANHCUSFQAHCNQAL

2018

Strategic Trends In
Government Websites

Martin Lind

April 3, 2018



Agenda

1. Infroductions and terminology
Data-driven website design
. Viewing your website as a brand
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Bringing it all together
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INntfroductions &
Terminology



About Vision

For 20 years, Vision has been a recognized leader in local government
website development and content management system software

Developer of more than 800 state and local websites for agencies across
North America

Unique services include content strategy and web accessibility consultations

Recently became part of the Granicus family

Martin runs services and partnerships at Vision

o 25 yearsin tfechnology, including 15 years in government technology and
consulting
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Terminology: "Customers”

Your website serves many different types of visitors, each with a different purpose:

—— Residents (current, potential)
—— Businesses (current, potential)

- Tourists

—  Customers
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Terminology: "Tasks”

Find information
Get answers

— “tasks™
Complete actions

Share and socialize information

—
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Data-Driven
Website Design
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SIGN UP LOGIN

MY TRIPS

MANAGE AN EXISTING TRIP

BOOK A TRIP

FLIGHT, HOTEL, CAR & VACATION PACKAGES

FLIGHT STATUS
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CHECK IN
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AmericanAirlines "¢

Plan Travel Travel Information AAdvantage @

All you need.
n one place.

Download the American app »

Airline websife 3

. n |
have It easy | :
og in Join AAdvantage » Book flights My trips / Check-in Flight status

AAdvantage # or usermame

Last name

One way Round trip + hotel |_| Redeem Miles

( ® Required)
From Toe* Number of passengers
Password
LAX O City or airport je; 1
- Remember me Log in Departs Relum
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SouthweSt \3 FLIGHT | HOTEL | CAR SPECIAL OFFERS RAPID REWARDS® Q

First day of spring sale.

Spring is in the air. Shouldn't you be, too?

Book now

Airline websites e
have it easy e —

— -

Book ¥ rist [FigHotel &= Car ¥ Vacations () CHECKIN () FLIGHT STATUS () CHANGE/CANCEL

® Round trip (0 One-way Baggage and optional fees ® Dollars O Points

DEPART ARRIVE DEPART DATE RETURN DATE ADULTS SENIORS

d 03/21 03/24 1 0

Wed, Mar 21 20138 Sat, Mar 24 2018

PROMO CODE (optional)

P <
9~9 Where we fly Flexible dates Advanced search Search
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Why do they all have this in commonge
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[l My dates are flexible
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DEPART DATE

03/21
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Advanced search »
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Other popular sites that are singularly
focused

Final Final Final Final/OT Final Final Final Final
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Quick Links Top Headlines

o Fantasy Baseball: Sign Up ) ! « Fultz gets standing O, scores 10 in Philly return

Shelvout bt + Odds-breakers: Knights to playoffs in first year
y

« Ex-Nassar boss Strampel arrested in Michigan

¥ NFLFree Agency + Schneider: Seahawks ‘resetting.’ not rebuilding

' MLB Season Preview « Yanks have 7th-highest payroil; Red Sox on top
+ KU fan Bowyer: Wife said no to Final Four trip
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Other popular sites that are singularly

focused

Today in politics

Flu season still
hasn't peaked

=

Clinton kept adviser accused
of harassment on her 2008
campaign, NY Times reports

EXCLUSIVE State Department employees hire
attorneys, charging 'political retribution’

Analysis: What Trump's attempt to fire
Mueller shows us

37 children have died so far, the CDC says, and every
state except Hawaii is under siege

Grassley: Trump should let Mueller work
How the flu turns deadly

Hannity flip-flops on Trump report critique &
Flu diagnosis ends up being flesh-eating disease (») il i y

Schumer wanted Stephen Miller kept out of

Seasonal flu: What you need to know (» WH immigration meeting

| us < its iforni icul ' ri
Deadly flu season hits California particularly hard Jeers heard as Trump calls media ‘fake' G

Photos: Flu under the microscope (= Haley slams 'disgusting' Trump affair rumors

So you have the flu. Now what?

GRANICUS

- .
They seemed strange, but no
one suspected child torture

Fallout from Nassar's abuse is just beginning
Departing MSU president to get lifetime perks

Opinion: Even a giant tax cut can't buy Trump
the love of the billionaires

Athletic director retires in wake of scandal
ESPN's Jemele Hill is leaving SportsCenter
The US economy grew 2.3% in 2017

US announces fresh Russia sanctions
Stormy Daniels' friend talks Trump (>
Opinion: Trump's troubled Mideast peace bid

Anderson Cooper debunks FBI 'secret
society' conspiracy theory (»
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...and Amazon used fo be
amazon 10%off paper towels by Amazon

Deliver to martin EN Hello, Martin \%,
EL SEGUNDO 90245 Departments ~ Your Pickup Location Browsing History ~ Martin's Amazon.com Today's Deals @ ~ Account&Lists ~ Orders Prime - e s Cart

I

“Alexa, call dad.”

1 echo dotl

Hi, Martin PRIME FRESH VIDEO MUSIC ALEX/
k - Shop Easter essentials: FREE Browse high-quality, natural Recommended for you: Recentlyplayed: e s
JR ORDERS 2-hour delivery and organic groceries Sneaky Pete - Season 1 Top Pop

1 recent order

Rk s SR p : ’? PRIME ORIGINAL
catL S s = & \\ % ﬁL/’ g“ >

attps://www.amazon.com/#
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So, how do you know what to put on your
website<¢

“Your opinion, while interesting, is irrelevant.” — Pragmatic Marketing

There's no way to know without doing the research
« Web analytics

« Surveys — internal and external

« Heat mapping

« User festing, including eye tracking
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But the one thing ...few of your

we DO know about customers want
o go there or

hang out there

your website Is...
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Commonly believed MYTHS about web design

% [V

All webpages must be People don’t scroll down
accessible in three clicks webpages

If you don’t make the user think
about the clicks, they won't

mind a few extra clicks
(“Constant scent of information”)
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And the GREATEST MYTH of all

Our customers come to our website primarily to find our
mission statement and to see photos of our leadership
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Welcome to Jakob'’s Law

“Users spend most of their time on other sites. This means
that users prefer your site to work the same way as all the
other sites they already know.”

Jakob Nielsen
UX expert and co-founder of
Nielsen Norman Group

Sources: Laws of UX; NN/g
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You're beftter off following Jakob's Law

 The main navigation menu is on the top of every page

« "About Us" is a link on the bottom of the page, and that will lead to the
organization’s mission statement and photos of leadership

 You don't need to welcome people to your website
 Your agency’s logo is hyperlinked to the site’s homepage
« “Search” is in the upper right, unless it’'s a search-centric homepage

« Underlines are hyperlinks and hyperlinks are underlined (or a different color
text, but watch for accessibility issues)

« All caps IS SHOUTING (and sometimes an accessibility issue)

« Things that look like buttons are buttons and should be hyperlinked

« Windows that pop up on their own are annoying and will be instantly closed
 Keep it short and put the important stuff at the top: process first, then purpose
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Government website design trends

Top task
Search-centric
Service-centric

Video-centric
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Before

“Let's put

everything on the
home page

GRANICUS

City Government

Search

Agendas & Minutes

lmo City Meeting Videos
Live & Replays

& Employment

GS Online Payments

Home |

Departments

Events B view an
Sat, Aug. 13

Animal Shelter Volunteer Class
Mon, Aug. 15

City Council Special Meeting
Tue, Aug. 16

City Council Special Meeting
Thu, Aug. 18

Parks and Recreation
Commission Regular Meeting
Fri, Aug. 19

Music In The Park 2016
Tue, Aug. 23

City Council Meeting

Community

Residents Business

ervice Directory  How Do I?

City News view all [ Music in the park

West Pecan Street lane closure [»Water Quality Report

Read on...

Pflugerville Pfocus highlights
from the August 9 City Council
meeting

Read on...

UNOFFICIAL TABULATION OF
RESULTS City of Pflugerville
8/6/2016 Special Election
Read on...

Stage Il Water
Restrictions

b Chipping
Schg[dulé

Kennemer Drive Overlay Project
begins week of August 13
Read on...

City offices, library and
recreation center offline
Saturday, August 13; Police 9-1-1
not affected

Read on...

Pf Seniors

Music in the Park continues
August 19 with Glen Collins and
the Alibis

Read on...

Contact Us | Sitemap | Accessibility | Copyright Notices | Open Records Request | Powered by CivicPlus




[ A ] where quality meets life
< PFLUGERVILLE

for RESIDENTS for BUSINESSES for VISITORS for ONLINE SERVICES CITY GOVERNMENT

S —— o PARKS &
¥ Y = RECREATION

.-0
@

connect

MINUTES & éT&T-"T:

AGENDAS

CRIME MAP
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Search- %3 FRESNO Cromen Conats s ang

COUNTY SERVICES ~ RESOURCES ~ DEPARTMENTS ~ | WANT TO... ~

Cenftric

The Google

problem: 2

 toO much that e
doesn't fit as
buttons

* OO many tasks
are close in

priority - o 5 -

~—— ANNOUNCEMENTS —— PRESS RELEASES

GET PMDFOR SERVING

fumzfﬁ-zow-

Senate Bill 272 Become a Poll Worker

More Announcements >
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Service-
Centric

Contact Us B Translate

Good for large
agencies
providing too
many services 1o
provide as
buttons

SERVICES OUR CITY DEPARTMENTS CITY HALL HOW DO I...

FIND A SERVICE MOST REQUESTED PAY ONLINE
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Service-

[ ]
C en Trl C . B SERVICES OURCITY  DEPARTMENTS  CITYHALL  HOW DO I..
AMARILLO

OPEN SPACES » ENDLESS OPPORTUNITIES

Contact Us & Translate v

FIND A SERVICE

Search Services MOST POPULAR ADOPT A PET

Most Popular Services Adopt a Pet ,
The Animal Management & Welfare

Bus Fares Department and the Amarillo-

: Panhandle Humane Society have a
R ol Mapanditue unique joint partnership. The

Schedules Amarillo-Panhandle Humane

Buy Fixed Route Bus Tickets Society is charged with conducting
all adoptions of available animals

Buy Spec-Trans Tickets | within the facility.

By Department

By Category

Communicable Disease Reporting

Immunizations VIEW MORE
Legal Resources

Make an Online Police Report

Municipal Court Jury Duty
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Video-
Centric

Allows i@Q«wJZ« o <

= GEM o the DESERT — OUR CITY CONNECT BUSINESS RESIDENTS visiT PRESS ROOM

agencies to
give people
a feel of
what the
community
has to offer
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Don’'t forget mobile design

About 40% of your web visits will come from
cell phone and tablet users

How does your site look on a phone®¢
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Like a desktop@e "

(O city.milwaukee.gov/h¢ [

CALL for Action (414) 286-CITY | Click for Action

g 7 i 7

: . —_— ; . G oy e ©
Residents Business Visitors O Sel anty

Directory

Offidal Website of the City of Milwaukee

* MKE Business Now Entrepreneurship
MKE Summit
BUSINESS
NOW

& s \4
VIREpRENEUREY
suMmIT

Directory v Residents

MKE
BUSINESS
! NOW

FIND IT FAST

FIND IT FAST

Accessibility

Historic Houses For Sale Y HALL ROTUNDA RVENT » Zenty. Gub g Bid / Contract Opportunities
o ukee Art Display
ene

"o Birth and Death Certificates

Business Improvement Districr Board

2. Gty M
R. Coy

Citv Charter and Code of Ordinances
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Or responsive like mobile webe

®
® GEEE——
— (@ @ |ocinocounty.org [ :
MENDOCING
COUNTY.OF
M EN D 0 C I N 0 Services Government Community Business HowDol..
. Ukiah 23 64° Fort Bragg %% 57°
— (a4 lifotie :
Property Jobs Library Meetings &
Taxes Agendas
Human Birth, Death Planning & Animal Care
Services & Marriage Building
e
County Roads  Visit Mendo Parks & Event
Recreation Calendar
Permits & Pay Online Veterans Elections
Licenses

— 9 )
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Your Website as o
Brand



What do you do when...

...You hear about a hew vendor your
agency is considering usinge

...deciding between two hotels for
your vacation¢

...helping your high schooler decide
between two far away colleges?

Image:
Freepik
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You go to their website!l

...and if the website is awful, does that influence your opinion¢
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Your customers are no different

For local governments, your website is your brand and
first impressions count

You are no longer the only thing on the Web
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How did your customers know of your
brand before the Infernete

Photos: Faondom, Wikipedia, DeviantArt, Carnegie Library

__~NA__ GRANICUS #GranicusSummit18



That was then...

Today your customers mostly interact with you on
your webpsite, so your website IS your brand
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You're deciding between two nearby
towns to locate your Quiznos franchise

O  www.lodi.gov Bl @

Lodi profile

View the video!

City Council z S

City i Visit the City's new and improved online payment portall

City Departments You'll have the option to pay online, by text, by phone, at our

Job Opportunities new kiosk, and receive email reminders when a payment is

Storm Water due and a confirmation after making a payment. Registration

Economic Development  will norrbc required 1o view or pay vour bill and the new (Satart Sate)
Public Records service allows customers to pay multiple mnvoices m one
==
Clty Maps Water Conservation
Media Information ={Text Learn more about
Meeting Agendas Water Conservation

The Bnutinuts Foe Local Geversmen Wghlighes
Lo Larve Yoar Wiock Pragram

City Council £ Y 0 WWatershed Friandry
Meeting Webcasts Landscaping

‘ View Coundil Meetings On March 12th, the current payment portal will no longer be

£ services accessible and payments will not be processed through that iy Decembes 018 Sl f Uty OfSe
= < site. You will have to update any bookmarks or shortcuts that o P 710 et oy e
Lok 535 Feady you have saved fonata Farm
f Follon the O & City Manager's Weekly Update Ontinanes
Thursday, March 1, 2018 Contact Us: 208-333-6829 or
Conservationlind. ooy

Follow the City of  The Institute For Local Government Highlights Lodi's

Lodil on Twitzge Tiova Your Block Program
Americans with  watch the video omer Service
O res % By-District Election Process Pl v O o Lol
Title VI & Related  </i<K here to view information rearding the conversion to a by-
‘l Statutes Compliance district election system | Click here to view of drow 3 map Sign up for service
Lodi City Hall January-December 2018 Schedule of City Office Hours
221 W. Pine Street Monday-Thursday, 7:30-5:30; closed every other Friday :ummul‘l:t‘:rnm 2
(209) 333-6700 2017 Stormwater Awareness Survey Let us know by using
What Your Nelghbors Had to Say... “Talk to Lodi™
2018 Calendar of City 2016 Annual Water Quality Report Code en t
oOffice Hours How safe is your water? Read the report here question/complaint?
Brownfield Site Rense and Revitalization Program Report it here

0 = 3 Program goal is to reuse and revitalize brownfield property Street closures
e e e Learn about planned
- oo

- street
s B e | For Public Review work, special events

i Draft triennial Public Health Goals Report relative to water

FY 2017/18 Final Budget
FY 2017/18 Budget In Brief Press Releases
2% 7 Impact Mitigation F
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You're decigisaaalan s ~aarby
towns to locH ot GALE Gt 1chise

Great American Little Town...

Search...
o Galt i prmre <

www.ci.galt.ca.us [l

: g
L B , F50 L™
. ol

- i
ENEWS
SIGN-UP

g a
GALT
MARKET

EVENTS & MEETINGS GAI-T MAR KET

APR

“NEWS SIGN-UP

JITY MEETINGS

Galt Youth Commission Mee, Q
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Content (Strategy)
Martters



Content: the text, video and audio stuff
on your website

Static Content Situational Content

e Forms  Events

* |nstructions « Weather
e Policies * Elections
« History « Jobs

 Maps * Minutes/agendas
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Following content strategy best practices
allows your customers to..

Find what they need q

\ S 4

~ -’
Understand what they find == =
/ — \ O
Act in the fime and effort that they think worthy \b
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The sfrategy in “content strategy”

* View your website as a conversation
* Plan everything you put on your site

 Create information architecture that focuses on site users instead
of your organizational structure

 Review and fest frequently
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Website analytics should be supplemented
with your community’'s Census data

Census estimates (2010 - 2016):

« Population under 5 years old in US: 7%

« Population 65 years old and older in US: 13%

« Under 65 years old and with a disability in US: 9%

« Foreign born in US: 13%

« People speaking other than English at home in US: 21%

* Living in a different house than a year ago in US: 15%

« Older than 25 years without a high school degree in US: 13%
« Population in poverty in US: 13%

« Average travel fime to work in US: 26 minutes
o Average travel time to work in Los Angeles County: 30 minutes
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TLDR

DILBERT BY SCOTT ADAMS
|
DID YOU NO, IT MAYBE YOU COULD I NEVER HAVE ~ MAYBE YOU COULD
READ MY || WAS TOO READ IT WHEN YOU TIME TO READ EMAIL REWRITE IT TO BE
EMATIL? LONG. HAVE MORE TIME. MESSAGES THAT ARE SHORTER.
TOO LONG. £

© 2007 Scott Adams,

DilbertCartconist@gmail.com

I DONT IF NO ONE READS PLUS, YOU'RE WASTING

HAVE THAT EMAIL, IT WILL MY TIME RIGHT NOW. I HAD IT'S A

, HIGH HOPES
TIME TO MEAN T WASTED TWO DON'T FORGET TO SUNK COST.
REWRITE HOURS WRITING IT. INCLUDE THAT IN YOUR [[gf| FOR THAT | Pertrch
IT. . FAILURE ASSESSMENT. | | :
77 [
:
=

Dilbert 4/2/17
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Avoid TLDR with the inverted pyramid

1. Main point first with a short and clear \w.,:fﬁ.ffﬁﬂfmﬂ"w'h"fﬁm/
statement ,
\Important Details/
2. Supporfing content

3. History and legalese at the bottom of
the page, if required
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Bringing It all together



You are not alone on the Internet

Your customers go to other sites more than yours

Make design decisions based on user research and website
analytics

Your website is greatest manifestation of your brand

Design is important, but the quality of the content on your site will
drive its success
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Questions?e
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Thank you!

Martin Lind
Mmlind@visioninternet.com



