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Project Goals
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• Review internal and external customer needs to identify how the 
website can best serve the them.

• Identify recommended policies and procedures for long-term 
content management.

• Establish a stable platform for innovative web and outreach tools 
encompassing recommendations for direction, protocols, tools and 
methodologies to enhance public outreach.

• Achieve efficient and user-friendly website navigation

• Develop a proposed list of best practices and design for effective 
delivery of content and services to a diverse customer base 
including development of policies and protocols to maintain 
appropriate content and efficient information delivery.
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Project Goals
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Our Research
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• Six (6) Onsite Stakeholder Interviews
30 minutes – guided conversation

• Two (2) CMS User Interviews
Process Observation (Contextual Inquiry)

• Three (3) Onsite Employee Focus Groups
2 hour group exercise and guided conversation

• One (1) Citizen Focus Group

2 hour group exercise and guided conversation

• One (1) Online Public Survey for English 

184 responses

• One (1) Online Public Survey for Spanish

4 responses

• Technical Review Meeting

• Competitive Benchmark of Three (3) Sites

Oregon City – OR, Orange County – CA, Austin – TX  
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Our Recommendations
Organizational Structure
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Key Site Features
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Our Recommendations

1. Consistent primary site navigation organizing content by Department, Service, and 
Location.

2. Global utility navigation with links to the County Directory, Alerts and Messages, and 
Site Search

3. Global umbrella navigation placed on all sites and pages.  This provides quick access 
to top level county content from anywhere.

4. Global footer treatment for all site pages.

5. Centralized county news and events.

6. Discoverable links to top level information, such as; reporting, RFPs, contact 
information, location information, employment, events, news, and assistance.

7. Use GovDelivery for email subscriptions. 

8. Searchable content. 

9. Mobile optimization.
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Our Recommendations
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Sample - Site Architecture
Umbrella navigation on all county sites and pages

Persistent utility links to; County 
Directory, Alerts and Messages, and 
Search

Primary site information organized 
by; Department, Service, Location

View Prototype

http://q6mka6.axshare.com/
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Our Recommendations
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Sample - Site Architecture
Seen when a user clicks the 
Umbrella Navigation – Displays 
quick links based on popular 
topics or high traffic pages, and a 
link to the county home page.

Controls the 
Umbrella 
Navigation

View Prototype

http://q6mka6.axshare.com/
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Next Steps – Roadmap for 
Development
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Redesign county site: 

• Conduct a thorough content inventory of existing site and content

• Construct a new site architecture, including sitemap and navigation 
structure

• Create accessible, mobile-first page layouts and design for the main 
county site

• Use GovDelivery to provide email updates for your audience, and 
incorporate in appropriate places within the website

• Provide ways to incorporate department sites, including cross-
navigation, alerts & emergencies, where applicable

• Work in conjunction with technical advisors for advice with 
development, including accessibility strategy, search, and CMS 
deployment
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Next Steps – Roadmap for 
Development
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Ongoing governance: 

• Form a Web Advisory Committee and hire a Web 
Editor/Content Coordinator

• Develop policy surrounding governance, including 
workflow, accessibility, web content best practices, 
navigation and other Information Architecture 
(ongoing)

• Deploy a robust analytics tool, like Google Analytics, 
to help track user behavior and engagement on 
your sites
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Web Advisory Committee

• Meets quarterly, composed of representatives of various 

departments and administration, to advise on web policy 

and governance of the county websites

• Hears updates from and provides feedback for the Web 

Editor/Content Coordinator

• Helps with diplomacy for department relations and 

county-related dotted line web presence

• Members could include representatives from:

− PGA / Communications

− Administration

− TS

Proposed – New county role

12
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Web Editor/ Content Coordinator

• Drafts governance policy and ensures it is interpreted correctly

• Works under direction of PGA but on behalf of all departments, including TS, 
and the county’s audience to help ensure site adequately serves needs

• Day-to-day responsibilities include: 

− Accessibility – individual is well-versed in web accessibility standards, works with TS and 
others to draft a county accessibility strategy and guidelines, and helps ensure they are 
enacted

− Content Management – ensuring departments meet best practices for web writing and

formatting, that all content meets standards

− Content Entry and Formatting – for the general county and those departments who may 
need support, this role can provide assistance loading or updating content

− Training – helping ensure content managers understand content and governance standards, 
and how to use the CMS

− User Experience and Design – works with departments, TS and/or vendors to ensure new 
sites, applications, pages, etc., meet county standards and best practices

− Analytics – will oversee county site analytics, providing regular reports on user behavior, as 
well as recommendations for improvement

Proposed – New county role (under PGA)

13
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Re-Imagination Toolkit
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Best Practices – Writing for the Web

• Edit content ruthlessly to surface information 
of key importance to your users

• Use search term keywords within the first 
100 words of copy to help your audience 
find your content

• Break up copy into chunks, use bullet 
points, accordions, tabs, dividers, 
and other tools to help make the 
page easy to read

• Cross-link content to other, relevant 
content where ever possible

• Format social content in as 
easy-to-read format as possible, 
removing big spaces and links from the post 
area

• Re-use your content across channels

View Writing for the Web document

http://comps.whitehorse.com/ClackamasCounty_UXDocumentation/Clackamas County - Writing for Web best practices.pdf
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Re-Imagination Toolkit
Your Personas

We’ve distilled our research findings down to a limited 

number of representative personas (user profiles) 

that serve to inform the site s architecture, design, 

and content development efforts.  Personas help to 

keep real people in mind who need to use the site as 

a tool.  For example; county residents, people who do 

business in and with the county, and visitors and 

others interested in information about the county. 

Personas show 

• The major task paths associated with a specific persona

• Pain points to be solved in design and development 

• Demographic and background information for personas

• Emotions during tasks

View Personas Document

http://comps.whitehorse.com/ClackamasCounty_UXDocumentation/Clackamas_County_Personas_v5.pdf
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Re-Imagination Toolkit
Feature Matrix
The feature matrix articulates, organizes and prioritizes site 
features based on business requirements, user needs and 
technical difficulty, resulting in a comprehensive listing of all 
desired features correlated to business goals.

View Feature Matrix Document

http://comps.whitehorse.com/ClackamasCounty_UXDocumentation/ClackamasCounty_FeatureMatrix_v3.pdf
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Re-Imagination Toolkit
Social Media Strategy

View Social Media Best Practices Document – Long Report

View Social Media Overview Document – High-Level Overview

• Consider engagement strategies, such as: 

− Hashtag campaigns for non-emergency incident reporting and praise for county and 
community assets

− Orchestration, including links from site to social and social to specifically-referenced content 
on site

− Use images and content about county operations and other “behind the scenes” information 
to show audience how the county is working for the community

• Use good social format hygiene, including: 

− Ensure posts are easy to read

− Resize logos to fit spaces provided

• Consistent branding

− Provide a consistent experience across all channels by using the same header graphic for all 
social channels representing the same entity (eg, overall county, specific department or 
program)

− Departments can use their own logo for profile image, but should include county logo 
somewhere in header

http://comps.whitehorse.com/ClackamasCounty_UXDocumentation/Clackamas County Social Media Best Practices.pdf
http://comps.whitehorse.com/ClackamasCounty_UXDocumentation/ClackamasCounty_Social_Media_Overview.pdf
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Re-Imagination Toolkit
Accessibility Strategy

View Web Accessibility and Technical Standards Document

• Adhering to web accessibility guidelines is good practice

− Allows disabled users to access all your content using screen readers or by enlarging text

− Provides good user experience for all site visitors

• Employ best practices in both development and content, including:

− Good navigability and searchability

− Sequential content hierarchy on page

− “Skip to Content” links to skip repetitive content

− Alt tags behind images

• Require training for developers and content managers

− Learn tips and strategies for development to meet accessibility guidelines

− Helps navigate complexity of requirements

− Help your departments understand why accessibility is critical

− Learn best practices for content accessibility

• Use online tools to periodically check your site’s accessibility

http://comps.whitehorse.com/ClackamasCounty_UXDocumentation/Clackamas_Web_Accessibility_Tech_Standards.pdf
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This document helps defines the roles and responsibilities of the individuals involved 

with the management and updating of the Clackamas County websites. The 

recommended governance structure separates content updates from presentation 

issues or service changes and clearly outlines roles and responsibilities for managing the 

website going forward. 

A clear, task-driven workflow built into the CMS routes content updates for approvals 

and reviews and ensures that content is appropriate and approved before publication.  

Also, it will improve the ability to deliver accurate usable information and services to the 

public and to maintain consistency in the way the county web presence is created and 

managed.
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Re-Imagination Toolkit
Web Governance

View Governance Document

http://comps.whitehorse.com/ClackamasCounty_UXDocumentation/ClackamasCounty_Governance_v5.pdf
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Questions?


