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Agenda
● Challenges to providing government services
● Our Digital Platform Goals
● Where you fit in
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Challenge to Providing 
Government Services

Citizen Connectivity
(Channel fatigue)

1. 
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20%

Source: http://www.governing.com/gov-data/city-internet-connection-household-adoption-rates-data.html

of Georgia households go without the internet.



Source: https://www.theverge.com/2013/8/26/4660008/pew-study-finds-30-percent-americans-have-no-home-broadband

✓ Not interested
✓ Too expensive
✓ Too frustrating
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https://broadbandnow.com/Georgia

Access to 
internet service
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Internet 
in the home≠Access to 

internet service
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Challenge to Providing 
Government Services

Information lives in silos

2. 
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Challenge to Providing 
Government Services

Citizen 
Needs

Agency 
Goals≠

3. 
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Citizen Trust

● Trusted: 
○ State seal more than those with their own logo
○ Common, consistent design between Georgia websites

● Did Not Trust:
○ Sites with a lot of outdated graphics or banners
○ Sites with NO graphics
○ Sites that are overly “polished” or flashy
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Citizen Wayfinding

● Citizens don’t understand divisions in government 
○ Different agencies / divisions
○ Difference between local, state, and federal 

● Citizens start with Google
○ They give up if the first state site they come to doesn’t have 

all the information they need.
○ Citizens need more continuity between Georgia sites.



#GaGOVTalks



#GaGOVTalks

Citizens Needs Agency Goals
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Citizens Needs
Get answers without 
learning government silos. ≠ Stand out as a unique identity

Agency Goals
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Citizens Needs
Get answers without 
learning government silos

Get all their questions 
answered in one place.

Get on with their lives

Stop thinking about 
government.

Agency Goals

≠
≠

Increase citizen engagement

Increase pageviews

Break information into subsites

Stand out as a unique identity

≠
≠
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Recap: Challenges
1. Citizens are looking for information and services in 

different channels

2. Agencies store that information and services in 
different silos, that can become outdated. 

3. Citizen Needs often don’t match Agency Goals.
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Digital Platform Goals

Ease digital frustration and the 
silo effect for agencies, while 
reducing friction for citizens.

1. 
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Goal: Meet Content Manager Needs

● Robust file management 
● Flexible layouts
● Search weighting
● More workflow options and user roles
● Improvements in Webforms
● Reporting (e.g. spell checks, broken link checks)
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Digital Platform Goals
For Citizens For Content Managers
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Custom designs for 
agency brands
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Improve management and 
organization of content and files
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Digital Platform Goals
For Citizens 
Common Branding 
(across sites & channels)

Service-centered

Increase searchability 
between sites 

Improve connections 
between channels

For Content Managers
Custom designs for 
agency brands

Increase flexibility of layouts

Improve management and 
organization of content and files

Intuitive, streamlined interface 



Digital Platform Goals

Build towards a 
single source of truth

2. 
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Digital Platform Goals

Collaborate more with our 
Agency Partners. 
Get our Agency Partners to 
collaborate more with each other.

3. 
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Digital Services Center of Excellence
● Working groups to write new digital standards 

and policies.
● Beta testers for the new platform build.
● Pilot projects for new solutions.
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Recap: Goals
1. Ease digital frustration and the silo effect for 

agencies, while reducing friction for citizens.

2. Build towards a single source of truth.

3. Collaborate more with our agency partners.
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What does that mean for me 

RIGHT NOW?



Planning for 
the Future

What you need to know now.

We won’t migrate 
all content.



Planning for 
the Future

What you need to know now.

We won’t migrate 
all content.

We will migrate 
good content.



Don’t think pages. 

Think chunks of information.
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In the 1950s, 30% of a 
product’s price was shipping costs.
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Standards Changed Everything
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From truck...
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To ship...
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To store...
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Before containers, 30% of a 
product’s price was shipping costs.
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Before containers, 30% of a 
product’s price was shipping costs.

Now it’s less than 1%.
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Structured content 
is easier to ship.
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Content Types give you the right 
container for your content
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The right container for your content

Profiles

Events Blogs

Locations
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Planning for 
the Future

What you need to know now.

1. If you care about it, 
chunk it

2. Structure your Files
3. If you don’t need it, 

delete it



Planning for the Future

If you care about it,
chunk it.

1. 
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● Title
● Summary 
● Body
● Structured Image 
● Related Links 
● Related Files 
● Synonyms

Site Pages
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● Title
● Summary 
● Body
● Structured Image 
● Related Links ?
● Related Files  ?
● Synonyms

Site Pages
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If you care about it, chunk it



Planning for the Future

Structure the files you 
want to keep.

2. 
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Unstructured Files

Backend (WYSIWYG field)

Files linked from 
unstructured body field. 

Published Page
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Unstructured Files

Files linked from 
unstructured body field. 
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Structure Your Files



Planning for the Future

If you don’t need it,
delete it.

3. 
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Site Reports > Least Viewed



Planning for your Future

Level Up!

4. 
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Content Strategy Certification
● Develop Personas
● Map the Customer’s Journey
● Write for the Web
● Analyze Analytics
● Create Accessible Content
● Perform Content Audits
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Recap: What you can do NOW
1. If you care about it, chunk it.
2. Structure the files you want to keep.
3. If you don’t need it, delete it. 
4. Sign up for our Content Strategist Training
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