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Building forthe people,
withthe people

How do people want to access information?



Taxes are serious.
Mail isn't the best way
to reach someone.

- Jewel, young professional in Atlanta



Terrible online,
I'll just go stand In line.

- Jason, father of 2, renewing a car tag



Honestly, [I'd changel
how to get in touch with
a live person. That's kind

of hard.




When things get messy..
It's best to talk to
someone In person.

- Callie, 58, relies on food stamps and
disability support to live
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When you Google
something, you expect the
first answer to be right.

e



Google dominates search

4,602,837

of Tetal: 100.00

(4,60283/)

[] 1. google / organic 2,591,159 (56.29%)
L[] 2. (direct)/ (none) 922,278 (20.04%)
[] 3. bing / organic 362,628 (7.88%)
L] a, yahoo / organic 89,273 (1.94%)
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Optimizing for Search:

e .gov (and domain longevity)

e Digital Inclusivity:
o Responsive, Performance, HTTPS, Accessibility

e Schema markup
e Content optimized
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Just text it to me.

0,



of mobile searches were
made using voice in 2016

of search will be
voice search by 2020

- Forbes

https.//www.forbes.com/sites/forbesagencycouncil/2017/11/27/opti
mizing-for-voice-search-is-more-important-than-ever

®
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How do people want to access information?
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| don't want to feel like
| need you.

- Roy, small business owner in Atlanta

Q



Human Interaction Web / Search Text Voice Search

How do people want to access information?
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The website and what
people say at the office,
they're all different.

- Tracy, wife and mother, recently
unemployed



"here's not a single thing
IN this building that's done
IN a consistent way.

- State agency employee
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Restructuring for the People

Structuring content for ease of access




Don't think pages.

Think chunks of information.
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Content Types give you the right
container for your content
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Edit Event GOVTalks: Fall 2016 View published [HS

Status: New draft of live content.

Events - o

GOVTalks: Fall 2016

Summary (Hide summary)
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[0 Source = s @ I Q
Format - =2 Lh

A one-day conference dedicated to helping agencies create an effective web presence and user
experience. Featuring topics in digital trends. providing key solutions needed to stay updated
and reach citizens online.

A
Description
B I USZE= E = QX x 9
) Source =
Format - =2 L=p
GOVTalks: Fall 2016
GOVTalks 1s a one-day conference. hosted by GeorgiaGov Interactive, a division of the
Georgia Technology Authority. dedicated to helping agencies create an effective web
presence and user experience. Twice a year we feature topics in digital trends, providing
key solutions needed to stay updated and reach citizens online. The GeorgiaGov Interactive
team offers a web publishing platform to state agencies and elected officials and is tasked
with providing standards. guidelines, and education around web best practices and digital
strategy. -
4
Disable rich-text
Text format  Full HTML v More information about text formats

Event Date
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Edit Event GOVTalks: Fall 2016 £

Events
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A one-day conference dedicated to helping agensies create an effective web prescace and user
experience. Featuring topics in digital trends, providing key solutions needed to stay updated
and reach citizens online

4
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Fomat - |[g 32 &

GOVTalks: Fall 2016

GOVTalks is  onc-day conference, hosted by GeorginGow Interactive, a division of the
Georgia Technology Authority, dedicated to helping agencies create an effective web

presence and user experience. Twice a year we feature topics in digital trends, providing

key solutions needed to stay updated and reach ouline. The GeorgiaGov Interactive
team offers a web publishing platform to state agencies and elected officials and is tasked

with providing standards, guidelines. and ed d web best practices and digital
strategy. 4

a

Event Duce

View published

Events Schedule

BCEE Webinar: Expand on Locations
2 November 2, 2016

Covering new Locations
functionality for content managers,
this class is recommended

for platform web content managers
who have already taken the Editors

Training Class.

Read Event Details...

ECEE govTalks: Fall 2016

16 November 16, 2016
Atlanta, GA

A one-day conference dedicated
to helping agencies create an
effective web presence and user
experience. Featuring topics in
digital trends, providing key
solutions needed to stay updated
and reach citizens online.

Read Event Details...

EE=ZE  prypal Editors Training
13 December 13, 2016
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Events R —
2 November 2, 2016
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Covering new Locations

A one-day e dedicated to hely agenc ate an effect veb £ i it o ¥ + -
et Faniog wpiosa il :i:‘;‘di‘:::ii;fi:lf,“;i.;;‘i:TQLZJ::’:%;:S'\ functionality for content managers,
and reach citizens online - - _

this class is recommended
for platform web content managers
who have already taken the Editors
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Training Class.
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Read Event Details...

GOVTalks: Fall 2016

GOVTalks is  onc-day conference, hosted by GeorginGow Interactive, a division of the
Georgia Technology Authority, dedicated to helping agencies create an effective web
presence and user experience. Twise a year we feature topics in digital rends, providing

GOVTalks: Fall 2016 |

key solutions needed to stay updated and online. The Interactive

team offers a web publishing platform to state agencies and elected officials and is tasked

with providing standards, guidelines. and educat d web best practices and digital November 16, 2016
e Atlanta, GA |

A one-day conference dedicated
to helping agencies create an
effective web presence and user
experience. Featuring topics in
digital trends, providing key
solutions needed to stay updated
and reach citizens online.

Read Event Details...

Drupal Editors Training
December 13, 2016

Aslaed= ™A
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Our Wol Our Support

Edit Event GOVTalks: Fall 2016 £ View putisied I}
Status: New draft of tive content Home » Events
Stay

e Events Connect

—— Upcoming Events O
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Webinar: Expand on Locations
A one-day conference dedicated to helping agencies create an cffective web priwgee and wser
experience. Featuring topics in digital trends, providing key solutions needed to staNgda Wednesday, November 2, 2016 - 1:30pm to 2:30pm o ~.ﬂ)

and reach citizens online.

Covering new Locations functionality for content managers, this class is
recommended for platform web content managers who have already taken
brscrpeor the Editors Training Class.

& ®akax K Read Event Details...

GOVTalks: Fall 2016 Gmalks: Fgjl 2016 I
WednesNay, Ndvember 16, 2016 - 10:00am to 2:50pm |
Atlanta, GB

GOVTalks is  onc-day conference, hosted by GeorginGow Interactive, a division of the
Georgia Technology Authority, dedicated to helping agencies create an effective web
presence and user experience. Twise a year we feature topics in digital rends, providing
key solutions needed to stay updated and oaline. The Interactive
team offers a web publishing platform to state agencies and elected officials and is tasked
with providing standards, guidelines. and ed d web best practices and digital

ne-day conference dedicated to helping agencies

strategy. hte an effective web presence and user experience.
uring topics in digital trends, providing key solutions
nedded to stay updated and reach citizens enline.
i1 ’ d Event Details...
Event Duce

Drupal Editors Training

Tuesday, December 13, 2016 - 1:00pm to 4:30pm
Atlanta, GA

Covering topics from the Editor’s Training Manual, this class is
recommended for all platform web content managers.

Read Event Details...

Drupal Advanced Training

Thursday, December 15, 2016 - 1:00pm to 4:30pm
Atlanta, GA

Covering topics from the Advanced Training Manual, this class is open to

mvickima niesre wrha haue sleasndu strandad the Tnbeadicbaeg frainina cloee
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A one-day conference dedicated to helping agencics create an effective web presence and user
experience. Featuring topics in digital trends, providing key solutions needed to stay updated

and reach citizens online.
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(GOVTalks: Fall 2016

[30VTalks is a one-day conference, hosted by GeorgiaGov Interactive, a di
Ficorgia Technology Authority. dedicated to helping agencies create an efj
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cey solutions needed to stay updated and reach citizens online. The G
eam offers a web publishing platform to state agencies and elected
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Text format | Full HTML - e inform

Event Date

All Doy Show End Date
11/16/2016 10:00am
Date T
11/16/2016 02:50pm
Location
United St -
180 Central Avenue
Address 2
city Stat 2P code
Atlanta Georgia v 30303

Our Services Our Work

Our Blog

Home 2 Fyente > COVTalie: Fall D01c

OVTalks: Fall 2016 |

Ved, 11/16/2016 - 10:00am to 2:50pm 1

ocation:
80 Central Avenue
lanta, GA 30303

alks: Fall 2016

ks is a one-day conference, hosted by GeorgiaGov Interactive, a division of the Georgia

Jogy Authority, dedicated to helping agencies create an effective web presence and user
experience. Twice a year we feature topics in digital trends, providing key solutions needed to
tay updated and reach citizens online. The GeorgiaGov Interactive team offers a web publishing platform to
tate agencies and elected officials and is tasked with providing standards, guidelines, and education around
eb best practices and digital strategy.

#GaGOVTalks
Lunch and swag is provided by Phase2 Technology.

There is limited seating, so register early!
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Status: New draft of live content

Our Services Our Work

Home » Events » GOVTalks: Fall 2016

GOVTalks: Fall 2016

Add to Calendar
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A one-day conference dedicated to helping agencics create an effective web
dated

experience. Featuring topics in digital trends. providing key solutions needed to sixp
and reach citizens online.
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GOVTalks: Fall 2016

GOVTalks is a one-day conference, hosted by GeorgiaG

GOVTalks: Fall 2016

GOVTalks is a one-day conference. hosted by GeorgiaGov Interactive, a diyisfon of the
Gieorgia Technology Authority. dedicated to helping agencies create an cf#tive web

presence and user experience. Twice a year we feature topics in digitghfends. providing
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Better Content through Structure

1. We can mark it up for search (schema.org markup)
2. Google is more likely to show it first on searches
3. Google Home (and other voice search tools) are

more likely to provide your answer in voice search.
4. Easier for call center staff to look up answers online

Digital Services
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Better Content through Structure

4. We can connect useful chunks to chatbots or text
bots - (contact info, location info, quick facts)

5. Send the key content your agency manages up to
Georgia.gov, to make sure it stays up to date there.

Digital Services
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New ways to
Structured Content



Structuring...

Contacts



Contact

Create Contact 1

Home » Add content

Title *
Name

Role
SROW row weights
PHONE NUMBER

3

Add another item

show row weights

FAX NUMBER

&

Digital Services
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Contact

Create Contact 77

Home » Add content _

Title *

Directory

Name

Text format | Basic HTML - Abaut text formats

PHONE NUMBER

L3

Add another item

FAX NUMBER

Create a Listing page of contacts...

@GaGovTeam I
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Contact

Create Contact 77

Home » Add content _

Title *

Directory

Text format | Basic HTML - Abaut text formats

PHONE NUMBER

L3

Add another item

FAX NUMBER

&

Create a Listing page of contacts...

@GaGovTeam I
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CO n ta Ct My Program

Create Contact 77

Still need help?

Home » Add content

Title *

Text format | Basic HTML

PHONE NUMBER

L3

Add another item

FAX NUMBER

embed one contact on a page,

Digital Services
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Contact

Create Contact 77

Home » Add content

Title *

B I|s s EMMQAe E | Fomat - | [§) Source

Text format | Basic HTML

PHONE NUMBER

L3

Add another item

FAX NUMBER

&

and link contact info to a staff member,

@GaGovTeam I

Jane Doe, Director

Get in touch

v
in]

@

Jane has been

Digital Services
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Contact

[ — Jane Doe, Director

Home » Add content

Title *
o]
Name Jane has been “
Role
Notes
B I |= s E Q= E | Format - | @ Source
Text format | Basic HTML - About text formats
sk weight:
PHONE NUMBER
+
Add another item
sk veight
FAX NUMBER
&

or not.

Digital Services
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Structuring...

“How Do I” instructions




[How To pages for DDS
and Medicaidl

are an effective way to
help users find what they
need while keeping them
within the website.

- User Insights Expert Auditor



How Do 1...?

e Option One

e Option Two

Organization

® Option Three

1 Step One

Related Services

2 Step Two
&/ Checkiist item One

¢ Checklist ltem Two

3 Step Three

¢ Checklist ltem Three

Children How Do I's

Digital Services
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Structuring...

Programs and Services




P rOg ram or Service or Program
Service Listing

How Do | Know If | Meet Related Services & Topics
All The Requirements?

Important Documents

Contact Us

1-877-210-KIDS(5427)

Digital Servuces
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Program or

Service Listing

Service or Program

Title *

Notes

B I|= EEvEe E | Fomat - | [@ Source

Text format | Basic HTML >, About text formats
How Do I?

+

Add another item

How Do I?

+

Add another item

Contact Information

+

Add another item

Important Documents

@GaGovTeam

How Do | Know If | Meet
All The Requirements?

Contact Us

1-877-210-KIDS(5427)

Related Services & Topics

Important Documents

|
Digital Services
GEORGIA



Program or
Service Listing

Service or Program

Title *

Notes

B I|= = v E e E | Fomst - | @ Source

Text format | Basic HTML - About text formats
Category

+

Add another item

How Do I?

+

Add another item

How Do | Know If | Meet
All The Requirements?

d

Related Services & Topics

Contact Information

+

Add another item

Important Documents

@GaGovTeam

M

1-877-210-KIDS(5427)

Important Documents

|
Digital Services
GEORGIA



The balance between
legal terminology and
readability is a tough one.

- State agency employee



New ways to group information

Agency Info Agency Communications
- Organization - News
- Contact - Events
- Location - Public Records
- Bio - Press Releases
- Alerts

Digital Services
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New ways to group information

Visitor Aids Organizational Tools
- Programs & Services - Listing Page

- How Dol - Topic Page

- FAQ - Landing Page

Digital Services
GEORGIA

@GaGovTeam I



Make doing the right thing
the easy thing.

- Kendra



Now: Unstructured

B I U &5 = & & = 1= EH -] ™ B x° x, 99 [ Souce = @
B L Q
Format - 200

Fact Sheet Index

General | Healthcare Facility Regulation | Health Information Technology |
R Medicaid | Office of Inspector General | Office of Health Planning | PeachCare
< for Kids® | State Office of Rural Health

——

:ﬁ:(}eneral
o TIFACT SHEFT — Georgia Department of Community Health — December 2015 — Updated 12/30/15
+ TV FACT SHEET - Indigent Care Trust Fund — December 2015 — Updated 12/30/15
€|.EI-Iealthcare Facility Regulation
o T FACT SHEET — Healtheare Facility Regulation — - Updated 10/25/17
5|.}Health Information Technology
« T FACT SHEFT - Medicaid EHR Incentive Program - Updated 10/20/17

edicaid

+ FACT SHEET-- HCBS Settings Rule: Statewide Transition Planning -- Updated 10/19/17
 FACT SHEET — Planning for Healthy Babies — Updated 10/19/17

» FACT SHEET - Resources and the Medicaid Burial Exclusion - Updated 10/19/17

L]

FACT SHEFT - Citizenship. Identification and Income Documentation - Updated 10/19/17

@GaGovTeam I
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Now: Unstructured

A LU
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Format - 2 0 O
Fact Sheet Index
General | Healthcare Facility Regulation | Health Information Technology |
L Medicaid | Office of Inspector General | Office of Health Planning | PeachCare
S for Kids® | State Office of Rural Health

General

o BIFACT SHEET - Georgia Department of Community Health — December 2015 — Updated 12/30/15

« TIFACT SHEET - Indigent Care Trust Fund - December 2015 — Updated 12/30/15

i|i:Healthcare Facility Regulation

« T EACT SHEET - Healtheare Facility Regulation — - Updated 10/25/17

|. Health Information Technology

« T EACT SHEET - Medicaid EHR Incentive Pro gram - Updated 10/20/17
Medicaid

¢ FACT SHEET-- HCBS Settings Rule: Statewide Transition Planning -- Updated 10/19/17

e FACT SHEET — Planning for Healthy Babies — Updated 10/19/17
* FACT SHEET - Resources and the Medicaid Burial Exclusion - Updated 10/19/17

¢ FACT SHEFET - Citizenship. Identification and Income Documentation - Updared 10/19/17

@GaGovTeam I

Now: Structured

Title (required)

Fact Sheets

Columns content

Content

+ two-column - First Column

Edit Remove

+ ene-column - Second Column

Section Title

General

Title heading level {required)
h2 v
Select the heading level of the section title from h2 to hd.

Content

Content type: Related File

Related File:

Attachment

FACT SHEET - Georgia Department of Community Health - December 2015

FACT SHEET - Indigent Care Trust Fund - December 2015

Edit  Remove

Size

164.8 KB

724.8 KB

Collapse  Remove

&+ cne-column - Third Celumn

Digital Services
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Now: Structured

Title (required)

Fact Sheet Index

Columns content

— General | Healthcare Facility Regulation | Health
ool - Firet Cotumn ) Information Technology | Medicaid | Office of
Inspector General | Office of Health Planning |
Edit Remove
ANE PeachCare for Kids® | State Office of Rural Health

+ one-column - Second Column * .

Section Title

General

Title heading level (required) \

h2 v

Select the heading level of the section title from h2 to h4. \h G e n e ra |

Content

FACT SHEET — Georgia Department of Community Health — December 2015
(164.8 KB)

Content type: Related File

elated File:

Attachment Size / ( )

FACT SHEET - Georgia Department of Community Health - December 2015 164.8 KB 1 FACT SHEET - Indigent Care Trust Fund - December 2015 (724.8 KB)
FACT SHEET - Indigent Care Trust Fund - December 2015 724.8 KB Health care Fac”ity Regu |at|0n

Edit Remove

FACT SHEET - Healthcare Facility Regulation -~ December 2015 (106.5 KB)

Collapse Remove

+ one-column - Third Column

Digital Services
GEORGIA
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Body (Edit summary)

Chunkscanbe .., . ...cc ¢ o . sen
embedded in
the Body field

How Do | .7

= Amicolola Falls State Park in Autumn

2018 Application

2
Have questions? Here's mv page.
3 1-234-567-8901
2018 Fiscal Report
Call-to-Action Within Content
a body p
Text format | Basic HTML v About text formats

Digital Services
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Land|ng Pages Landing Page

___________________________________________________________

Call To Action One i . Call To Action
Two, with Image

______________________________________________________

Category One . | Category One . | Category One

Dlgltal Servuces
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Land|ng Pages Landing Page

___________________________________________________________

. Call To Action One i 1 Call To Action
! |+ Two, with Image

______________________________________________________

Category One . | | Category One . | | Category One
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Building forthe people,
withthe people

Document management gets some
much needed TLC



Media to the Rescue

Select media to embed x

Document Library Upload
Type Name Category Synonyms
AL, /] - Any - v
Created by Published
-Any - w
Filter
TYPE NAME SIZE FILENAME EXTENSION  AUTHOR  CREATED
New 7.98 _ _ Fr.
Report DataProvider.xlsx xlsx admin 09/07/2018
Document KB
-10:04
R t 2016 Fiscal #5.90 le-d t.pdf df dmi ;;9(’)6'2018
epor Report KB sample-document.p P admin /06/
- 14:51
F 2018 202.69 dor_t 01.pdf df dmi 32%6'2018
orm Application KB or_home_page_01.p 9] admin ]_«4 4;

a

@GaGovTeam
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Scheduled Publishing



Staying up after midnight
twice a month [to publish
documents] became part
of my job description.

- State agency employee



Scheduled Publishing of Files

THUMBNAIL MEDIA
NAME
_- 2018
— Application
— 2018 Fiscal
— Report

@GaGovTeam I

TYPE

Document

Document

AUTHOR

admin

admin

STATUS

Unpublished

Unpublished

UPDATED ~ OPERATIONS

09/06/2018 .
-19-04 LI+
09/06/2018 .
~1851 I

+/ The documents Exercise Files (fake), D7 Editor's Training Manual, Editor's

Training Exerciseswere automatically unpublished s part of the unpublishing
process of their parent content.

Basic page Editor's Training has been updated.

Digital Services
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Delete gets a "Trash” state



It was pretty scary that
anyone could delete
whatever they wanted.

- State agency employee



Document Trash Bin

Document Trash Bin 57

Content Comments Files Media Media Trash Bin Documents Document Trash Bin

Home » Administration » Content

Document name Type Category Description Authored by
B z2AWS ¥ -Any- X v

Digital Services
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File Replace and Tracking



When we replace a document,
such as a PDF uploaded as a
related file, there appears to be
a lag in when the correct file
shows up.

- State agency employee



File Replace and Tracking

Replace 2018 Application everywhere s

Home » 2018 Application

Select a new document to replace 2018 Application

This document you are replacing has one or more other content items referencing it (opens in new
window). This operation will replace it everywhere it is being used.

Select documents

Digital Services
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File Replace and Tracking

NAME MIME TYPE UPLOAD DATE e L
DATE v IN
o Fri, Fri,
_ application/vnd.openxmliformats- o o 1
DataProvider.xlsx ) 09/07/2018 - 09/07/2018 -
officedocument.spreadsheetml.sheet place
14:04 14:05
Thu, Thu, 3
amicalola-falls.jpg image/jpeqg 09/06/2018 - 09/06/2018 - laces
18:53 18:58 P
Thu, Thu, I
sample-document.pdf application/pdf 09/06/2018 - 09/06/2018 -
18:51 18:51 place

Digital Services
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Bulk Drag & Drop Upload



uploading photographs to a
gallery one at atime is
exceedingly time consuming
and frustrating

- State agency employee



Bulk Drag & Drop File Upload

Document Library Upload

File upload *

Drop files here to upload them

or

Select files

SIS E S EEE N .

r

-

@GaGovTeam I
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For every [PDF] form, you need
to make a page. That's a huge
burden, because even the
smallest little PDF needs an
empty page just to be
uploaded.

- State agency employee



Media to the Rescue
Scheduled publishing of files

Trash your files instead of deleting them
Replacing files removes old versions
Bulk Drag & Drop Uploads

Removed the separate page node for each document

@GaGovTeam I
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Make your voice
heard Thank You!

Contact
yen.tang@gta.ga.gov

digitalservices.georgia.gov



Lunch!

Path to Drupal 8:
Process, Migration,
What to Expect

Design process —
with the people

Panel: All your
burning questions
answered!

Coming Up



