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Executive Summary

TKS / AdeéQa ¢ SoaAnit&msiotboth dppedrané i dedhNHoHyR aAd] & Q &

website has seen nmajordesgn change since 200Rcreasednternet use mobile phoneuse,

social networking through sites such as Facebook, and increased speed with which information

flows havecontributed to a vastly different Internet commuiittons landscapéhan in 2002

CKS / AGe&Qa ¢So a stieSand the dankagds foriffereat ahtgri delddry

methods are increasing. Managing our web content is becoming nwnplex and blurred with
electronicrecords managemenDuring 200,over50@ nnn @Aaida (2 GKS /AdeQa
from the Denver Metro Aea alone, which suggests that the website is a top communication

channel for the City.

Vision

¢tKS [/ AGeQa ¢ Sineitdpednménicdtidn crii&Ioritizens, businessasd

other agencies to collaborate with Lakewood government. Website users will have access to
online selfservice functionality and timely, welbrganized information in an intuitive, easto-
navigate design.

This vision is supported by four
strategic cocepts:

1) transparency in information,

WCM System

Web Content
Approval Processes

2) centralized content,
3) website as a channel, and
4) process efficiency.

As the vision of this plan
becomes reality, certain
organizational and technological
change will occurThe goals and
actions contained ithis plan
serve as a guide to helpalize the vision and outline a roadmap to help managepéreding
change ahead. Success will be achieved whéhS / A (i & Q & dfikighByziddted dndl 2 v
published through a variety of Internet channels teaaiety of device types operated by our
citizens, businesses, or other information consumers

vi



Purpose

¢CKAA LI I yQa dedindhifrécton fbrouf k2l eQ%f WWS0aAlSY [1S622RD
gAtt NB A ShistanKa#sess $16 curkeit Sitida, outline a vision for the future, and

chart a roadmap for achieving the visidnis intended for internal, operational use as a guide

for transitioning to a new approach to thinking about and managing web contém.actions

outlined in this planepresent a starting point for continued investméntveb content

YFEYF3SYSyd yR (GKS (SOKyz2t23e LIFGF2NYa 2y 6KAOF

Planning Process

The web strategy exists because of an internal commitment to improving how the Citgdister

and communicates with its citizens via its website and other Inteb@sed communications

channelst KS RAIF3INIY o0St2¢ AffdzaAaGNIGSa GKS LINRPOS&da dz

Document OutlinegL Y F2 NXY I 1 A2y ¢ SOKyY 2 2 Is®Office(GMO) mepfdR (G KS / A
discuss initial document outline.

Discovery and CGAIT SurveyT researched topics from document outline. IT performed a
survey of the Colorado Government Association of Information Technology (CGAIT) related to
web content managemnt processes and technology. CGAIT is a memasswciation of public
sector information technologists.

(Dec2008)) |-Jul 2009)

Full draft
Bocumant {Aug — Oct plan{Oct
(Aug 2009 2009)

Discovery Staff
and CGAIT interviews
Survey (Mar 2009

Figurel: Web Strategy Planning Process and Timeline

Staff Interviewsg IT surveyed City departments to understand how they currently produce web
related content. These interviews also helped produce #ialrset of web content




management system requirements (Appendix A).

Initial Draft ¢ Based on theopic researchand the interview data, IT developed tivétial draft
plan.

Commentsg The initial draft plan was sent tdnembers of the technical review aonittee for
initial review.

Full Draft Plarg based on theecomments received, Igroducedthe final full draft plan.

Comments on Full Draft the final full draft plan was sent back to technical review team for

comments. In addition, CMO atifipresentedii KS LJ 'y O2y OSLJia (G2 [ 1S622F
Commission on an Inclusive Community (ACIC) in NovemberOOACIC consists of residents

who advise the City Council on a variety of issues.

Final Plarg based on the comments received from the final draft plaview, IT finished the
| AGéQa 2SS0 /2yiSyd alylr3asSySyid {GNIGS3IA0 tftlyod

Background

TKS /AdGeQa SyiddANB m$eons afbodh appaarahcé ant tedbridBgied N2 | Ra @

/I AGeQa 6So0aiidsS gdchange SirRe 2002 2althwligtBealddpRrti@entshave
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Lakewood Commurnity
Resources Department
redesgrs its pagesusng

its own contert tool

' Googlebuys
YouTube

| Verizonlaunches
its 3G wireiess
network in US

RSS
widespreaduse

'

2002 2003 2004 | 2010

FirstTyatmer
Messagesent

Facebook
geated

| K5 messazes
hitltrillion

Googleidaps
Ussd onCNN

1o show Kamina {8Mi and Googe
damage parmneron “Cloud
COTpLUTIngresaarc”

Figure2: Timeline of events related to Internet technologies.




and different content delivery methods are increasing. Managing our web content is becoming

more complex and blurred with everyday records managemgaine gople expect

transparency of our records through the website, yet it is becoming increasingly harder to

manage the organizational content through the existing toolset, Dreamweaver. As an

organization, we are looking to utilize tihaernet more forpublishing our contenand

providing highquality online sekservices for citizeds Ly ad SR 2F ONBFGAyYy3 | ag
each original piece of content, we are looking teprgpose the original content tthe website

easily.

Due to the nature of welsontent publishing requests, some contenbimn by the content

editor tool itself and does not originate from other desktop productivity solutions such as word

processors, spreadsheet generators, or other document creation tools-3Mgkd @ G & LR Gf A IK G & «
events, citizens, or businesses may exist entirely within the web content editor toolset.

Whatever system is chosen to meet our content management needs, it will have to be flexible
enough to help publish a variety of file types that exist in our filgess; imaging systems, and
databases, as well as be able to create and manage original content within the tool itself.




Pictorial history of the Lakewood.org home page since 1998

Figure 1: Lakewood.org Home Page from 19¢
The website pages were created, built, and
hosted by a third party company. Content
managed via email and phone calls to compa

Figure 3: Lakewood.org home page from July
2002. Flastbased scrolling event calendar anc
search features are added and quick links are
grouped and categorized in various areas.

(531

Figure 5: Lakewood.org home page in Octobe
2008. The page header, realized in 2002 with
JavaScript ranus and rendered with Cold
Fusion tags, provides a common theme acros
all pages on the site including a Google searc
component. In addition, the "Green Stripe" we
added to provide an easy way to navigate to
GKS axiasSqQa 2ytAyS as

City of Lakewood, Colorado
NI ] p———————

Figure 2: Lakewood.org home page from May
2002. Dreamweaver became the standard
toolset for managing content. The beginning$
the page header emerged as did quick links
along right.

Figure 4: Lakewod.org home page in October
2002. Revamped to simplify layout and add
Y2NB 3INI LKAO | LIS @
scrolling calendar shifted to bottom.

/Crtie

Figure 6: Lakewod.org home page in July 20C
Due to low use, "What's Hot" component was
removed. The need to start integrating with
backend systems like a centralized event
calendar is becoming more apparent. The sct
through calendar at the bottom moves closer
toward a centralized calendar.




& City of Lakewood

2007¢ The Community Resources Department (CRS
redesigns its pageand manags its content viats
own content toolset, developed kg third-party.
The CR page is shown at I8he custom tool has
not met expectations and while CR continues to use=:
it, they want to change systems.

i

2008¢ IT and certairCityemployees becomeore =
familiar with SharePoinfor the intranet site, _
COLORT starts exploring the possibility of using it Figure 7: In 2007, The Department of

to manage content for Lakewood.org. Community Resour_ces hired an outside
consultant to redesign the Department's page

2009¢ Police Department launches redesigned site
using Dreamweaver toolset. -

= - - & T —

ITdecides to piloSharePoinas content -
management system for the IT department pages

on Lakewod.org

i

Trends Figure 8: The IT Pages pilot project using
Windows SharePoint Services.
Because the technology landscape has changed

adzoaidlyldAalrtte airyO0S K itisimpartanato iflehtify @nd deSapileA G S NB 6 «
some of the industry trends that have surfaced in recent ydardoing sq a better assessnms

can be madaboutthe need to leverage any of the technology that supports these behavioral

and technological trends his section describes the following trends

Technological

Social Networking ¢ social networking siteBave seen tremendous growth the past 3

years. Sites like Facebook, Linked In, and Google Masallowed the masses to share
information with others in the world using a websitela®th a oneway and awo-way
communication toolThis newfound interaction between people and websit is an important
consideration for many companies and government organizations in their website strategies.
Rather than having a "publiginly" website, the City should consider the interest that both
citizens and staff have in being ableimteractwith both content and services

RSSca wS I £ £ @yndjcatiofitafol§ abdund and are even embedded in common

applications ke web browsers and-mail clientsp w{ { SaaSydadAlFtfte A& I &Lz ¢
interested person who hasan RSStoolcansubgri 42 || aFSSRéE FNBW || O2yid$S
localgovernmentOl 8S> 'y AyGSNBaGSR OAGATSYy Yre glyid (2
bSsaé FSSR GKI G O2 dfulent®apyedings af the/CRENE Friday ReNdita 2y O

is an excellent exang of a potential RSS feed from the City. Other examples include Cultural




Events, Neighborhood Meetings, or oth&rippetsof information.

SMSca { A YLI S a Sa awihithe Bumped dNEBMS@eltémessages reaching 1 trillion

in 2008, it is clear thaext messaging is a preferred way to communicate for certain segments

of the populatiorl. According tdhe Cellular Telecommunications Industry Associatimnthe

end of 2008 there were 270 million wireless subscribers, which means that as a communicatio
medium, it rivals or outpaces the web at reaching more fsers2 S KI @Sy Qi (K2 dzaKi
SMS messaging at the City other than point solutions to solve particular communications issues.

For example, one idea that has surfaced is using SMS as aratdteray to schedule your

building inspection. A contractor / owner could text the permit number to a SMS gateway (i.e.
daSYR &2 dzNJ LIS NYY A (land/relediva & teidt résponse palpindipating that an

inspector would be at the job site within 24 haur

Smartphone usage has skyrocketed in the last few years, matching pace with the original
Internet adopting trends of the late 1990s and early 20biBhonesplus iTouch useralone
represent57 millionpeoplewho have performed ove? billioniPhone apfication download$

Web 2.0 ¢ While Web 2.0 has been a fluid term with a wide range of definitions and
perceptions, one definition that captures the concept of Web 2.0 well is from Wikipedia.

& Q2 S orefarstoaerceived second generation of webetigpment and design, that
facilitates communication, secure information sharing, interoperability, and
collaboration on the World Wide Web. Web 2.0 concepts have led to the development
and evolution of wellbased communities, Isted services, and applicatis,such as
sociatnetworking sites, videsharing sites, wikis, blogs, and folksonongfes.

Y (

9EI YLX 88 2F 2yiAYyS ONI yRBA[EABKG AlyKB dBRBy £k DESRNBR | &°

YouTube, Google maps, and Bing maps.

Web 2.0 technologies along with moogen programming standards have also given rise to

GYl-@zKa ¢ > FLILIX AOFGA2ya GKFEG FNB OwgebdiéhFarSR 2 F Y dz (

example, if theRegional Transportation Distriptiblished its public transit route information, a
potential mas-up application could be created by the public to display it on Google Maps.

! http:/imww.cellsigns.com/blog/general/smstextmessaginegand-mms-usagesoarsin-2008.htm

bid.

3 Morgan StanleyMobile Internet Reportp. 87. Dec. 15, 2009. Accessed on 3/29/10 from
http://www.morganstanley.com/institutional/techresearch/pdfs/Theme_2 Mobile_Ramping.pdf

*Ibid, p. 86.

® http://en.wikipedia.org/wiki/Web 2.0
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In a recent Citfunded report by Integral Solutions, City departments viewed Web 2.0 more as a
one-way marketing channel (monglacesto post marketing content) than its trueupposec a
two-way communication channel. Continued monitoring of feedback was cited as a primary
deterrent to full adoption by City department§he prospects for using Web 2.0 technologies in
Lakewood City government do exist, but the ideas are in aemastate.

5dzZNAyYy3d GKS LI IyYyyAy3d LINRPOSaa F2N) GKAa LIXIy>X GKS /
to their use of Web 2.0 technologieBhe majority of the commission members are not using

social networking sites (viewing or contributing), bliéte does exist 10% to 30% participation

either as information sources (viewing) or as content contributors. The top sites known by the

ACIC members included: Google Maps, YouTube, Facebook, and Flickr.

With continued emphasis on whether and how the Chigudd adoptsocial mediaechnologies

to facilitate communication with citizens, (ctober 2009the CMO assembled a team of
representatives from each of the City departments. The committee worked through these two
main questions and recommends that the#yGnove forward with adoptingocial media

platforms on a casby-case basis with oversight from CMO. The committee also looked at policy
development for usage and records management. The complete report is located at
http://color/CityWide/onlinesocialnetworking/Documents/FINAL SocialMediaReport.doc

Security ¢ Because of the twavay interaction with social networking sites, blogs, or other Web

2.0related channés, data, network, and application security have risen to the top of many
LYTF2NXIGA2Y {SOdNAGEe hTFAOSNARAQ LINRP2SOG fAaGao Ly
G2 O02YLX SGS Iy AYOGSNYylIt &addzReé NBIdpdiRa yI &S OdzNR G ¢
Integral Solutions interviewed several of the departments who have expressed an interest in

using Web 2.0 technologies to reach out to constituehty/ § SANI f { 2f dziA2y Qa NBO2°®
AY RAOI { S Gity shéuld Gonderikr&e on providing anfrastructure to support

aggregation and management of informatdnmd | Y R theddd&vind content type to relevant

media®d y 6 SANI f Qa NBO2YYSYRIGA2y G(G2dz0KSa G4KS ARSI
andthe organizatiort, requiring changes inrpcesses, procedures, structure, and thinking.

Cloud ¢ Cloud computing refis to the concept of using thaternet as the conduit for

consuming services for applications, data, and network processing gower KS 02y OSLJi Qa O
LINR LJ2 & A 0 A 2y UAREY Taédzavip@iadiBduldpay o Ludmt they ud&’hen utilizing

0 KS &/ calabiiiRand ug@dnt infrastructure investmentarey 2 i G KS o60dzaAySaaQ 02
Some examples of cloembmputing providersncludeD2 2 3¢ S 1 LJLJAX ! YI T 2y Qa 9f I 2
Cloudb 9/ 03X aAONR&a2F(iQa ! 1 dNBZI I yR I K22Qa %AYONI &

5

SaaSq Software as a Service (SaaS) is one sliver of the cloud computing concept. Hosted
solutions for needs like-mail or line of business applications have become more prevalent in
recent years since thacreased bandwidth capacities have made data centers seemingly close

® City of Lakewood & Integral Solutiom@ity of Lakewood Web 2.0 Studyugust 2009
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regardless of actual ggoaphic location. Prior to separating itself frahe City, the Lakewood
Housing Authority had hosted solutions for asset managemelated business needs.
Currertly, the Family Services Divisiases a hosted solution fahild care management.

The significance of the Cloud and Saas is that web content management systems could

potentially be fully hosted solutions that leverage the benefits of the latest techgaog the

City would not manage the infrastructure supporting it. While this does sound attractive, IT is
NBO2YYSYRAY3 Ol dziaAzy 6AGK GKA& F LIWINERIF OK RdzS G2
system data (line of businesgstem data anélectronic ecordg.

Broadband ¢ According to Neilsen Online, as of December 2008, US broadband penetration

topped 92 percerft Narrowband users, those that access thiernetat 56kb or less, are now

below 8 percent.As reported in the 2008 Lakewood Citizen Sur@8ypercent of the

respondents had cable or DSL internet access and 20% had no Internet abeesististics for

GKS FANRG |j dzf NI SNJI v n mn 60fperdeht of knévisitoksfiod Q&4 6So0aA (S af
Lakewood.org usa @able modem or DSL. Taking that pErtage and adding other known

forms of broadband access (T1, QGDN the number is just over 71 perceht

Pages | Avg. Time on
Ran Connection Speed | Visits % of Total | per Visit | Site(h:mm:ss)

Cable 64,368 37.87% 4.36 0:02:36
2 DSL 36,673 21.58% 4.31 0:02:42
3 Unknown 30,903 18.18% 3.99 0:02:31
4 T1 18,706 11.01% 417 0:02:23
5 Dialup 17,714 10.42% 3.49 0:02:09
6 OC3 1,541 0.91% 3.98 0:02:19
7 ISDN 68 0.04% 3.62 0:01:55

169,973

Tablel: 1Q2010 website statistics from Lakewood.org for visit information by connection speed.

" Taken fromhttp://www.websiteoptimization.com/bw/0901/on March 26, 2010.

8¢l 1Sy TFTNRBY [ lodglé Analgits @ dui enaMarth 28, 2010.
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Demographics

The rise of mobile Internet

ComScorea leader in measuring the digital world, reported in March of 2009 tihanumber

of people accessing the Internet from a mobile phone doubled from January 2008 to January
20009.

Frequency of Mobile Jar08 Jar09 % Change
Internet Access

Daily 10,81,000 22,369000 107
Weekly 10,312000 19,283000 87

Ever in the month 36,870000 63,182000 71

Table2: Accessed News and Information (excludes social networking) by Frequency of Accessmbingh average
ending Jamary 2008 and January 2009nique U.S. mobile phonesers

Gh@SNI GKS O2dNRS 2F GKS Lkad &SHNE 65 K @S a
200l aazylt QU)\Q)\VUé u2 oSAy3d I RI Afvé LIt NI 2 ¥
president 2 0 Af ST O2Y{ O2NB® da¢KAa dzy RSNRAO2NBa UKS 3INR
as consumers become more reliant on their mobile devices to accessénsitive and
dzOAEf AGENRLIY AYyTF2NXYIGA2Yy D¢
Text messaging usén addition to accessing the Internet fronmoivile phones, the ubiquity of
text messaging is also growing. The following statistics from Cellsigns, a mobile applications
provider, show the text messaging volume in 26508
o US Mobile Content Market = 68.7 million text users
A This represents approximate8% of the population. Using that same
LISNOSyYy GF3S F2NJ [ ] Siv2oaecauiatesta T >nnn NBaAR!
approximately 33,200 text users in the city.
0 86% of the US owns a mobile phone
A lary3d GKAa LISNOSydr3asS ra + otl@aAia F2NI[ -
phone owners is 126,420 residents.
265 million mobile phones users
240+milliontext enabled handsets
65 milliontext & web enabled phones
Median age of a Text Message user is 38 yrs old.
49% M /51% F
Age 1824: 19%(13,053,000 people)
Age 2534: 249%(16,488,000 people)

O O O 0O 0O oo

® http://www.comscore.com/Press_Events/Press _Releases/2009/3/Daily Mobile Internet Usage Grows

10 http://www.cellsigns.com/industry.shtml
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0 Age 3554: 229%415,114,000 people)
0 Age 4554: 19%(13,053,000 people)

Text messaging combined with mobile Internet access builds a strong case for making sure our
web content and information management strategy will support mobileickes

Internet Usage and Population Growth

The table below shows the increasing percentageénefdSpopulation that uses the Internet.
Clearly, the web is a strong and growing communication channel and should be utilized as a

OSYUGSNLIASOS F2NJ GKS /AdéQa O2YYdzyAOFUA2Y YR Ay
Population Users % Pop. Usage Source  Lakewood Lakewood |
Population Users

2000 281,421,906 124,000,000 44.1% 1Ty

2001 285,317,559 142,823,008 50.0 % 1Ty

2002 288,368,698 167,196,688 58.0 % ITU

2003 290,809,777 172,250,000 59.2 % 1Ty

2004 293,271,500 201,661,159 68.8%  Nielsen//NetRatings

2005 299,093,237 203,824,428 68.1 % Nielsen//NetRatings

2007 301,967,681 212,080,135 70.2% Nielsen//NetRatings

2008 303,824,646 220,141,969 72.5% Nielsen//NetRatings 147,000 106,575
Table3: Source: htp://www.internetworldstats.com/am/us.htm and US Census information for Lakewood
population. Lakewood Users column derived using %Pop percentage multiplied by the Lakewood population for
that year.
During 2009757,3000f Lakewood.orgisits came o <
from 173countries/territories Of those, 736,591 T - a .
came from the United States. Of those, 539,083 <2 ‘,ié:' v
came from Colorado, and of those, 377,230 came K R W R '
from the LakewooeDenver area. The map to the pul® TV g Ll ' .
right depicts the spatial pattern of Colorado visitors v s o >
to Lakewood.org.The arrow points to the R . : 228
LakewoodDenver areaWith over 1,000 visits per Te
day during 2009 from the local populatidhijs . 2 . :
clear that the Lakewood.org website is a wedked Figure 9: State of Colorado mahowing spatial
communication channel. pattern of website visit origin. The arrow is pointir

to the LakewoodDenver area.

Citizen Survey responses z from the 2008 Citizen Survey
The/ AGeé 2F [1S622R KIFIa O2yRdzZOGSR | 0Alyydz f &dzNZ

Working with National Research Center, Inc. (NRC), Lakewood has used the same systematic
method for sampling residents aragproximatelythe same set of core questions feach

10
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survey The 2008 surveyvas the fifth survey to monitor the quality of Lakewood services and
guality of life in the community.

In the 2008 survey, a random sample of 3,000 households received surveys. Of the 2,822 eligible
households, 744 completedi¢ survey, providing a response rate offggcent.The margin of
error was plus or minus 3.6 points around any given percentage point for the whole sample.

Some of the survey highlights related to the Lakewood.org website include the following:

e TheCityWeb sitewas used by 13% of residerats a top information sourgencreasing for
each survey administration since 2002 when 6% used the Web site to learn about
Lakewood Assuming that the 13% is representative of the entire city population, 19,110
residerts used the website as a top information source.

e 58% of the respondents never used Lakewood.org in the last 12 manfiés equates to
85,260 residentsgiven the 2008 city population

e 42%o0f the respondentddid use the website in the last 12 monthsvhich is potentially
higher than in 2006 which was 37% (gi&6% margin of error)This equates to 61,740
residents, given the 2008 city population.

e Communicating with Council Representatives byrail was the most popular method
(63% preferred it) and aldwas been steadily increasing over the years.

e Maintenance of parks, government access chan@iy, Web siteand code enforcement all
had higher quality ratings in 2008 compared to 2006.

e ¢KS /AleQa O2YYdzyAOl GA2Yy &S NYchaorelandWgis g &t S i
site) also received favorable ratings with at least tivdK A NR& NBLIRZ NI AYy3I GKSE
2NJ 6322 R®DE

e Services receiving ratings similar to other jurisdictions across the Front Range were street
cleaning, code enforcement, recreation grams, municipal courCity Web siteand City
newsletter.

e More than 20% of respondents felt they could not rate these services and provided a
NEBalLR2yaS 2F aR2y Qi 1y2sd¢

Web site

Planning Land Use

KLTV8

Municipal Court

Cultural Facilities

ReceationPrograns

Receation Facilities

Community Service Programs

Older Adult Programs

0 Building Permit and Inspections
o 25% of respondents work in Lakewood; 20% do not work; 55% work outside of Lakewood
e 38% office workers

O O O OO0 OO0 O o

11



e 53% above $50,000/yr income

e 47% bachelors or highe

e 30% between 18 and 34 years old
e 69% between 18 and 54 years old

Keyassertions derived from survey

e The trend of the web site increasing as a top information source reinforges it
importanceas a marketing and communications channel.

e |tis counterintuiive thatsixout of every ten respondents had never used the website in
the last twelve monthsyet the demographicas well as website usage statistics from
Lakewood.orguggest the respondents are ngithe Interne. Potential explanations for
this paralox include 1) The website usage statistics are skewed because Lakewood is
included with Denverr 2) Sampling errobetween both samples (Lakewood Citizen
Surveyand Nielsen Net Ratings the tableabove may be bigger than predicted for the
Internet Usage questions

e Communicating with Council via email shows that citizeng&glilarly interacivith
government if it is convenienfAnecdotally, many City departments have mentioned
that e-mail is increasingly becoming the citizen preference for comoatimg with the
City, since it is convenient and provides a record of communication.

Transparency
Government tansparency ibroadtermsY S| ya (G KI G GKS 3I20SNYYSyidQa
decisions related to providing its services are open to the publiansparencygf government

spending which has received most of the media attention lateéfersto government opening

its books to the public so that taxpayers can see exactlytheir tax dollars support the

government Transparencyelps
enablecitizensto review and | feel the City is open, candid and shares information

j dzZSaGA2y LRtAORYI{SNEQ RSOAAAZ2YAZ

examine documents, root out - e
inefficiencies and hold officials % . 37%
accountable for the way tax
dollars are spent.

Federal, state, and local
governments are starting to
produce seklservice applications Sichal Marea oy
that allow citizens the ability to 6% Disagree
search and monitor government !
expenditures. The State of Coloraaplemented a publigacing financial transparency system

Disagree
104
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in September of 2009n Feb 2010, the City implemented the Lakewood Ledger, an online view

ofthe/ A& Q& SELISY &S ahttF/Aetger Gikelvdod. BgBetweBnApriband Maii

2F HnmnY GKS [/ AGeQa [ SRDIDEMEBIE@E AnigGe vibiBrOeA SRy |
day who spent an average of juster 7 minutes on the site browsing City expenditures.

In the 2008 Lakewood Citizen Survey, when asked to what extent they agree with the

aldl aSyYySyidz aL F¥SSt (GKS /Ade Aa 2LISysI OFYRARI I yF
respondents either agreed atrongly agree@dnd 15 percent disagreed or strongly disagreed

Based on benchmark comparisons with the nation and with the Front Range, Lakewood is

similar to the national norm and below the Front Ramgem. With more transparency

initiativesin governmat, the numberof respondents in agreaent with the above statement

mightrise in the coming years.

In addition to a more open government model, some of the potential benefitsansparency
mightinclude less time spent by City staff preparing publaords requests, sefervice
searching for citizengndkeeping pacevith other governmeniagenciesHowever the City will
continue totake acalculatedapproachin its transparency initiatives by examinitige potential
benefits of transparency for c#éns while remaining cautious about any negative impacts of
transparency on confidentiality, privacy or security.

Process
Enterprise Content Management (ECM)

Information Management Model

Search

=
Document
Management

Security

Figurel0: Adapted from Alfresco's ECM model. http://www.alfresco.com/products/solutions/

13


http://ledger.lakewood.org/

The Ganer Group thoroughly defines the concept of enterprise content management and
AffdzalGNI GSa 2/ aQa LRaAGA2yY Ay Yy 9/a adNIrGS3e

GThe term "enterprise content management" covers the vision and framework that
enterprises have for integrating a broad rangecoftent management technologies and
content formats. ECM can help enterprises take control of their contentrasd,doing,
booss productivity,encourage<ollaboration andnmakesinformation easier to share.

ECM suites consist of applications that iofeerate, but that can be sold and used
separately. Some vendors have added extended technology components, such as digital
asset management (DAM) for handling rich media, electronic forms and document
composition for higlvolume generation of customizedelments. Gartner defines

today's ECM suites as encompassing the following core components:

Document managementor checkin/checkout, version control, security and library
services for business documents.

Document imagingor capturing, transforming anthanaging images of paper
documents.

Records managemerfbr longterm archiving, automation of retention and compliance
policies, and ensuring legal, regulatory and industry compliance.

Workflow for supporting business processes, routing content, asgjgmork tasks and
states, and creating audit trails.

Web content managementor controlling the content of a Web site through the use of
specific management tools based on a core repository. It includes content creation
functions, such as templating, wdidw and change management, and content
deployment functions that deliver prepackaged ordemand content to Web servers.

Documentcentric collaborationfor document sharing and supporting project teams.

Though not explicitly identified as a core comgratinformation access, or search,
technology hasilways been a critical component of an ECM saite, itwill play an
even bigger role in helping companies sift through structured and unstructured
information.€

WCM Market Growth

In a 2008 publicationhie Gartner Group painted a promising picture for the WCM market:

" Magic Quadrant for Enterprise Content Managemégdren M. Shegda, Toby Bell, Kenneth Chin, Mark
R. Gilbert, Mick MacComascaj@3 September 200&artner RAS Core Resch Note G00160668
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with a compound annual growth rate (CAGR) of 15%, it has risen faster than the 12% CAGR for
spending in the overall enterprise content management (ECM) market. As a result, worldwide
expenditure on WCM accounted for over a quarter of the ECM market in 2007, up from 2003 and
2004 when it represented just over a fifth. The trend for increased cutl®yCM is strongest in
Europe, the Middle East, Africa and Asia/Paéffic.

Through 2009, Gartner has estimated that the WCM market is still roughly one quarter of the
entire ECM market Some key trends in the WCM market include: enhanced usability in WCM
toolsets, open source and SaaS are becoming popular, and there is a growing importance on

O2y G SEdGdz t Al SR RSt APSNE 2this pAg fioSyidinteresteddnd & (K2 & S

GKS&asS LI 3sa¢ovo

WCM System use

Process is crucial to a successful eahimanagement strategy implementation. During thé 1

Quarter of 2008, Lakewood IT surveyed itsrdeyparts in the CGAIT group, an association of IT

managers and other professionals that share ideas and experiences in managing information

technology. Theurvey focused on web content management strategy and processes. One of

the key findings suggests that agencies are now managing and publishing their content through

interdepartmental teams of contributors. The results are shown below:

o 43%d4 2 S0 & A (nSs céa@ed tiyShe business units and some business units have the
ability to publish content directly to the website, but other business units publish content
GKNRdzZAK | RS&aA3IYyFGISR AYRAGARdAzZt 2NJ Sl Yd¢

e Hp 2 G2868A0S8 02y iSyd HisinedNBits (nd I¥) ahdypiidlishet y I 3 S R

through a standardized approval process. Final publishing control exists with a designated
individual or teamLakewood falls into this content management process model.

e HM3? @2S50aA0dS 0O2yi Sy i mandgeddNtBelbisBRTunidOthof INRE f f SR
GAUK y2 Llzof AaKAYy3a 2O0SNBAIKGPE

e T2 G2S0aArdsS O2ydSyid Aa ONBIFISRE YIylI3aSRE |yR

designated responsibility to manage and market the website (i.e. a marketing team).

It is impatant to note that since the 2008 CGAIT survey, Lakewood has taken steps to allow

certain content to be published directly to the website without going through the CMO for

approval. Examples include job postings from Employee Relatitaugl publicationsand City

Council agendas by the City Clerk, and public events by any hosting departi@Gergn the

situation as of March 2010, the Cifallsdzy RS NJ § KS dané LISNOSyd o6dz01 S

2 Introduction to the Gartner Maturity Model for Web Content Management, Mick MacComascaigh,
Gartner Research, Publication Date: 11 April 2008 ID Number: G00156759

¥ Magic Quadrant for Web Content Managemellick MacComascaigh, ToBgll, Mark R. Gilbert
Publication Date: 05 August 20@9artner RAS Core Research Note G00168694
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Current State

What works well

Lakewood staff attitudesWhether WCM system change other projects, time and time again
the Lakewood employees do step up to a new challenge. In interviews with staff, the message
wascleaca S gAft dzaS GKI G§SOSNI G #ehdets Quiineadsve gbS SR
properly trainedanditworkd ¢ Sf f ®¢

Website as a communication channds reported in the 2008 Lakewood Citizen Survey, the

City Web site was used by 13% of residents, increasing for each survey administration since
2002 when 6% used the Web site to learn about LakewGodiparedo the other

communication channels, the website is the only one that has shown increasing use each year.

Content editor tool flexibility.Dreamweaver is perceivday content contributorsas a tool that

gets the job done for managing content changésnent contributors who have been trained in
using Dreamweaver are more inclined to like managing content changes than those who have
not. Contributors who are new and have to le&ffMLediting within Dreamweaver have
expressed thaalthough thewhat-yousee-iswhat-you-get WY SIWY)XZontent editor is easy to
understandit still takes awhile to get proficien{managing links, associated files, development
area for files, staging area for files, et@.)anslation: A WYSIWYG editor for interacting with
content changess desired but at necessarily in the form of a fileasedhtml editor like
Dreamweaver.

Timely approval of content from CM0n general, the departments feel that when something
needs to be posted to the web by CMO, it gets done in a timelyneraireas for improvement

include posting changes to events (dates, times, places, cancelations) and job announcements.

Content contributors like the flexibility they have in design with Dreamweaver and are also
starting to request more publishing control their content.

It is important to note that since the DRAFT Web Strategy document was sent out for review,
Lakewood has taken steps to allow certain content to be published directly to the website
without going through the CMO for approval. Examplethi include job postings from

Employee Relations, legal publications and City Council agendas by the City Clerk, and public
events by any hosting department.

Google Search on Lakewood.offhe Googleearch appliance incorporated into Lakewood.org
hasproven to be effective in finding content and presenting results in a familiar way to those
information seekers. Search functionality serves as a form of navigation and will continue to
grow in importance as more content is published for the public.

GoogleAnalytics for website analysisnh March of 2008 the City started getting Google
Analytics(GA)data regularly from the web s files. The GA toolset is taptch and provides all
of the featuresrequested thus far foa web analytics solutiotdowever,some further fine
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tuning is necessary in order to include certain content that is not being counted yet.

In-house hostingThe City has hosted its website since 2002 and has maintained high availability
since then. Because of the current and future neefdsitegrating thewebsite with backend

systems such as the building permit system, the records management system, and others, we do
not foresee the hosting environment changing.

Challenges

Digital Cities survey result$n 2006, the City started partmating in the Center for Digital
D2@OSNYYSyYy(dQa 54 3A (dxdminéshdwiified e tecanoldgiRtb creaié A OK ¢
seamless environment between local government and constituéfitse surveys conducted in

partnership with the National League dti€s. All United States cities, towns, villages and

consolidated city/county governments with populations of 30,000 or greater artethto

participate in thesurvey While participation in the survey helps to serve as a benchmark against
likesizedcih Sasx GKS /AGeQa (GSOKyz2f23& AYyAlGAFIGAGBSa | NB
fiscal constraints.

/I AGeQad aO02NAy3d 2y GKS ylraGAz2ylFt S5A3IAGFE /AGASa {c
primary factors:

A. The Cit@ idability to respond andcore in seven (7) primary technological and web site
practices which will be outlined below.
B. The Digital Cities Survey raises the bar of expectations every year

Minimal Interactive Voice Response (IVR) offerings for service delivery
Antiquated Web Sit€ontent Management methods, tools and practices
Disjoint internal document management and web site access / visibility
Lack of wireless broadband offerings for public use

Lack of electronic citizen engagement channels

Minimal web site presence about Emergy Preparedness and alerting
Lack of online transactions for: Permits, Animal Services, Taxation,
Occupational Licenses and Utility Bill processes

NogakswdhpE

Regarding item #7, the 2008 Lakewood Citizen Survey reported that 60 percent of those
surveyed since 200at would do business online. Top services desired: utility payments 40%;
building permits 43%eserving a park 59%.

Usability, Content Organization & axonomy Several departments have expressed a need to
GNBNB | yAT-SZNRN GRNE Linadé bednbse they watSadkeep the
terminology more in line with what the plib may be thinking. With ove3,000active web
pages and files combinethe Lakewood.org site does pose some contegeaization
challengesThe need to simplify and reorgaei content is supported by the fact that the 2008
Citizen Survey shows decligifavor of navigation since 2004 when the current navigation
structure had been implemented for a yeém 2008, 57 percent of the respondents rated the
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The philosophy of the content organization is to structure it in such a way that crosses
departmental boundaries. The top level navigation is built similarly to other government
websiteswith menus for residents, businesses, or visitors. One challEmgomewith this
method is that as the end user, one has to first determinvehiait he/she wants to do on the site
is for a resident a business or a visitor.

A differentapproach assumesat the typical end user of the website is browsing the site to
perform a specific task (find information on a particular topic or consume a service on the
website). This approach could sustain the philosophy ofaepartmentalized contentrad
potentially serve as anothemethod for content or service delivery.

Another approach leverages the search engine as a navigation tool. Through the Google search
appliance, configuration settings could be modified in ways to promote certain content to the
top of theresults list based on a variety @fdtors such as type of contemhost recent pagesr
others.

Google Analytics researclan help identifytop keywords, most recent pages, and ways people
enter and exit the website. As content goes through any reomgdiain process, Google
Analytics should be used as a tool to aid in the decision process.

Websiteappearance Complementing navigation, usability, and content organization is website
appearanceTheme choices, menu appearance and function, fonts andsiaes all help the

end user to get to the content of choice. Here is a quick compilation of the appearance elements
on the Lakewood.org site:
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Appearance Examples
Component

Themes 12 Home page, Community Resources, Planning & Public Wol
City Hall, Police, Go ®en, EnployeeRelations, Services,
Finance, City Clerk Officgty MI- y" | IG@fingformation
Technology (pilot project)

Top Level Menus |4 Lakewood.org and Camunity Resources

Sub Navigation 10 Police, Taffic Engineerig, Street Mint.,, Community

Menu themes Resources, Aile tflFyyAy3as [/ AdGe al
Office, Fhance ,MunicipalCourt, Information Technology (pilot
project)

Font types 5 Tahoma, Verdana, Arial, Helvetica, Sans Serif
NC Not counted(NC)but does not follow a standard

Table4: Appearance Components of the Lakewood.org website.

This appearance model hinders the philosophy of cutting across departmental boundaries
because in general, each department has its own thenmeattuality, the departmentalized

notion is actually reinforced when each department has its own look and feel. A more
consistent look and feel with more subtle appearance changes could greatly serve to achieve a
more unifiedbrand and potentially increaseisability.

In the screen shots on the next pagetifactsof consistency include placement of the sub
navigation on the rightand side of the screen to be closer to the default position of the scroll
bar in most browser windows. This design was implet@eprior to roller wheels on the

desktop mouséeingin production. Additionally, and not shown in the screen shots, a
consistent top navigation menu header and footer are in place. However, to help illustrate the
point of a departmentalized look and fedloth the header and the footer have been removed.

Another reason for the wide variety of themes has to do with the organizational culture and
resources assigned to maintaime web content. The website has evolved over time by the work
and ideas of numearus people who approach problesolving in different ways. The Lakewood
culture encourages employees to think differerdlyout problemsolving and remain open to

new ideas. As we have built internal knowledge around web design and presenting information,
collectivelywe have started taolidifyour thinkingtoward more consistency within the website.
Some suksites however, may need to maintain a different appearance by nature such as the

[/ Ad8dQa aaANBSYEé AYAGALFIGAGSE 2N 0KS 902y2YAO0 5S@St
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Managing content Managing content with #imited toolset has presented some challenges.

The content management needs have become increasingly complexwwithdesire to

integrate backend, lineof-business systems such as building permitting, pglegnoase

management, an@IS. In addition, the trend of more transparency in government has sparked
interest anda forecastecheed to tie into the records managemts system for public record

access by citizens. End users are also accessing content not only from home, but while they are
mobile from a laptop or from their phone. Citizens are starting to use RSS feeds on other sites
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and are expecting the same frometin local government.

The content submittal proced®r our content contributords viewedas average because it

suffices for content changes with enough lead tinféor content that needs more timely

change, the processan be improvedIf there is a wg to have content classified into

categories of needing review and not needing review, but have natification of all content
changes being sent to CMO for consistency and awareness sake, the process would be viewed
as more positive by the content contributs. Responsibility and accountabiligouldreside

with the Department that possthe content.

It is important to note that the City has taken steps to allow certain content to be published
directly to the website without going through the CMO for appriogxamples of this include

job postings from Employee Relations, legal publications and City Council agendas by the City
Clerk, and public events by any hosting department. These actions and process changes
represent steps in the right direction for thévgn content types.

The following table outlines the various content types within Lakewood.org and the current
approval requirements needed by CMO before the conispublished Additionally, the
columns indicate whether the given content type can litg-Generated, Citizeigenerated, or
both.

Content Type

New page describing one of the City \% \% Vv
services

Public Meeting at one of the City \ \%
facilities or & another offsite location.

Blll[ =l #" 8 Fact sheet for Economic Development \Y \Y Y
areas; Standards document for PW;

Meeting minutes for City Council or

Planning Commission; Budget

Documents

“No ability currently exists on the website to create or post documents directly to the website.
Depending on what level of adoption for Web 2.0 servities ability to post documents by citizens is
technically possible, which is why the Citizgenerated column is checked.
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