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Foreword

The use of digital technology to simplify interactions and improve information exchange between
governments and citizens has increased in most OECD member countries in recent years. Government
websites dedicated to informing citizens can provide opportunities for engagement, improve information
and service delivery in all areas, and enhance trust between government authorities and citizens. The
COVID-19 pandemic has made digital information sharing all the more important.

This report looks at how a well-designed government information website can help improve
citizen-government interaction. It provides a practical toolkit for designing, operating and upgrading
government information websites, taking into account elements such as the OECD’s Good Practice
Principles for Public Service Design and Delivery in the Digital Age. It is based on the work funded by the
European Commission (DG REFORM) and conducted by the OECD under the project in Greece
“Simplification of Administrative Processes and Support for Advancing the Implementation of Digital
Transformation Projects”, as part of the OECD’s broader work on administrative burden reduction. While
drawing extensively on the Greek government’s experience in setting up the National Registry of
Administrative Procedures with the OECD’s support, findings and recommendations are based on good
practice in OECD countries.

Furthermore, it builds on the OECD'’s significant body of work related to governance of regulatory policy,
data-driven regulation and agile regulation. This includes OECD analysis such as i) Improving Regulatory
Delivery in Food Safety and Data-Driven, Information-Enabled Regulatory Delivery, which focuses on
promoting the transformation of the public administration through the use of digital technology ii) the 2021
Recommendation for Agile Regulatory Governance to Harness Innovation that helps governments rethink
their approaches to rule making for harnessing innovation iii) the Best Practice Principles for Regulatory
Policy: One-Stop Shops for Citizens and Business, which operationalises principles highlighted in the 2012
Recommendation of the Council on Regulatory Policy and Governance to facilitate interactions between
governments and citizens and businesses.

Similarly, the OECD Digital Government Policy Framework: Six dimensions of a Digital Government
reflects the principles and actions needed for countries to deliver a whole-of-government and user-driven
digitalisation of government processes and services. The OECD Recommendation of the Council on Digital
Government Strategies identifies specific provisions to engage users throughout the digitalisation of
government processes and services. Likewise, the OECD Framework for Public Service Design and
Delivery identifies the contextual factors, philosophical approach and core enablers that enable a user-
driven digitalisation of government services at scale and pace.

The report was approved by the OECD Regulatory Policy Committee for publication via written procedure
on 20 December and was prepared for publication by the Secretariat.

This report was produced with the financial assistance of the European Union. The views expressed herein
can in no way be taken to reflect the official opinion of the European Union.
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Executive summary

For the purposes of this paper, “information websites” are websites created by public institutions to provide
citizens with information on public services, procedures and rules to walk them through the complexity of
the public sector when trying to solve their needs. They can be distinguished from transactional portals,
which allow citizens or businesses to directly initiate and potentially complete administrative procedures
from an end-to-end perspective.

To be effective, information websites should meet four main requirements: authoritativeness (information
given on the website is not contradicted by public officials “on the ground”), comprehensiveness (at least
on the topics covered on the website), fit-for-purpose and ease of navigation, so that citizens can easily
find what they are looking for and actually identify solutions to address their needs. Information websites
seek to efficiently and effectively ensure that citizens have all the necessary information before they
request specific governmental services.

Effective information website design is not a straightforward task. Governments, and public institutions
more generally, should clearly identify the goals of these websites to monitor effectiveness. While many
governments and public bodies have used such websites to provide digital public services and promote
citizen engagement, only a few information websites appear to be successful as information sources from
public institutions to citizens.

Similarly, countries in the transition towards being digital governments face the challenge of horizontal
integration and coherence across public sector institutions for a concerted and aligned way to understand
user needs and provide relevant information to solve their problems in a more convenient and effective
manner (OECD, 2020;1)). For this reason, as stated in the OECD Framework for Public Service Design and
Delivery, government information services should be considered an integral component of a whole-of-
government and omnichannel strategy for service design and delivery so the experience of users is
consistent and coherent regardless of their preferred channel (OECD, 20203)).

Moreover, several governments have focused their efforts solely on publishing extensive amounts of
information, as required by their legal framework, but ensuring access to meaningful and comprehensive
information for citizens requires more: for example, adopting practices to improve accessibility conditions
and communication standards while reducing administrative burdens. Procedural complexity, a plethora of
regulations, organisational structures, technicalities, legal bottlenecks, communication failures and various
other issues commonly found throughout the public sector can hinder efforts to clearly inform citizens about
administrative processes.

Governments are increasingly focusing on tackling public governance challenges, improving
communication practices, and achieving the digital transformation of the public sector. This report presents
a practical toolkit to ensure high-quality government information websites, as well as key elements to
upgrade sites, including transactional portals (i.e. platforms that allow users to conduct formalities digitally).
The report extensively describes the Greek government’s work on the National Registry of Administrative
Procedures, which was carried out with the OECD’s technical assistance. Beyond the Greek experience,
findings and recommendations are based on good practice examples in OECD countries, including
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Canada, France, lItaly, Luxembourg, and the United Kingdom. The toolkit provides findings and
recommendations across three areas to ease their implementation: i) resource management, ii) building
blocks for effective information websites and iii) upgrading informational portals. It is designed to offer
practical input and hands-on advice for governments wishing to implement information websites.

Resource management

The first chapter considers the planning and management of resources when building information
websites, which is crucial for ensuring the long-term sustainability of these websites. This entails:

e Comprehensive cost estimates for the original development of information websites, taking into
account the need for maintenance and upgrades.

e Resource requirements, including the choice of platform functionalities that support all relevant
functions — the software used, the people involved, and the content stored — as well as the
resources needed to create and update content in the platform.

Building blocks for effective information websites

The second chapter addresses the main elements to be considered during the implementation of
government information websites to ensure they achieve their goals: 1) the structure and use of the
information website, with a focus on the homepage and the search tool; 2) the engagement with, outreach
to, and assistance for end-users to promote use and instil confidence; 3) the necessary, continuous
improvement of platforms to ensure they are fit-for-purpose.

e The website should be designed and developed with the end-user in mind, with their involvement
during early development stages.

e Information websites should have visually pleasant, easy-to-understand homepages, which enable
all users to find necessary information. The website should include a powerful, user-friendly search
tool. The information should be organised in a clear and intuitive way. Moreover, the hierarchy of
information should be defined according to available data, and be based on citizen/business
consultations to ensure clarity of language.

e Different stakeholders to test the websites before launch should be engaged to ensure
accountability and the incorporation of different points of views (interests or profiles) collected
during development phases.

e The performance of information websites should be regularly assessed.

e Improvements, modifications, and upgrades should then be proposed and implemented (based on
the aforementioned assessments) — taking into account good practices, expert advice, and
stakeholder/user inputs.

Upgrading informational portals

The final chapter of this report addresses the adoption of technological features and developments to
further enhance search tools, as well as the upgrading of informational platform to transactional portals.
Recommendations include the following:

e Planning and developing the adoption of virtual assistants to improve the end-user experience.

e Developing an app version for all website services — thereby increasing website accessibility.

e Streamlining the transition from communication webpages to transactional websites, where users
can obtain relevant information and receive public services.

EFFECTIVE GOVERNMENT INFORMATION WEBSITES: TOOLKIT FOR IMPLEMENTATION © OECD 2023
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Resource management

This chapter focuses on providing recommendations for planning and
management of resources needed to launch and operate an effective
government information website. It provides insights into selecting the
appropriate software that should support all the features of the website. The
chapter also illustrates the need for resources in developing and updating
content for information websites.
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Planning

Long-term planning and management of technological and human resources are key elements to succeed
in the implementation of an effective government information website. Often times, government fail to
consider the long-term sustainability of software projects. Information website should not be conceived as
“one-off’ activities, rather as a dynamic project that is sustainable over time. Proper planning and
management of resources ensure the effectiveness and efficiency in the operation and management of
information, and support the overall governance of the project.

Comprehensive cost-based estimations
Finding

Cost-based estimations which look at the entire lifecycle of an information website can ensure that the
website is performing effectively and is regularly updated.

Recommendation

Web design is a continuous process involving planning, conceptualising, implementing, maintaining and
updating. Each phase requires time and involves costs related to procuring software licenses, hardware,
human resources, training etc. An estimation of the total costs should be performed at the inception stage
to better allocate resources throughout the lifecycle of the website.

Actions for implementation

1. Develop comprehensive cost estimates that take into account the whole lifecycle and long-term
sustainability of the information website to make sure that investments deliver intended benefits.
Cost-based estimations should include:

a) Cost for acquiring the hardware and software infrastructure: Both the components can be
directly purchased or acquired as a service (cloud). In the first case, this includes costs for
purchasing servers and associated costs such as housing the servers and cooling systems. In
the second case, complex virtual environments like Google Cloud, Microsoft Azure and
Amazon AWS can also significantly impact total costs. Other costs to consider can come from
server workload, database and storage infrastructure, network bandwidth requirements,
installing plugins etc. Additional set up or start-up costs should be considered too, and may
include development or content creation costs.

b) Costs for management of infrastructure and the software platform: Once a website is created,
it needs to be managed. Moreover, the platform requires human resources, and the
management can either be internal or through external contracts.

c) Costs for editing and updating the contents of the website. Depending on the size and
functionality of the website, these costs may vary. Websites can be maintained on a quarterly
or even monthly basis. The domain name of the website needs to be renewed on a timely basis
and can incur costs. This includes both the domain name and the domain extension such as
“.com”. Examples of other costs include web hosting costs, email services, customer support
(including live chat and email ticketing system) etc. Such costs could also result from law or
policy changes, as well as from government re-shuffles, which may require a rearrangement
of how information is presented on the website.

d) Costs for maintenance. This entails ordinary maintenance (e.g. cloud costs, support, content
update, etc.) and non-routine maintenance (e.g. hardware/software or platform upgrade).

EFFECTIVE GOVERNMENT INFORMATION WEBSITES: TOOLKIT FOR IMPLEMENTATION © OECD 2023
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e) Costs for evolution of the platform and its features. To make the website more interactive,
analytics and algorithms make predictions based on previous searches. Embedding these
features can be costly and should be factored in the overall budget. Similarly, governments
should invest in regular performance and satisfaction measurement that inform their continuous
improvement. Costs related to migration (e.g. reversibility costs for the migration to a different
platform) and those derived from legacy systems should be considered, too. Considerations
regarding compatibility with future updates should also be taken into account.

2. Evaluate the “as a Service” option for all the layers of the infrastructure and related maintenance:

a) the hardware (e.g. servers and network devices)

b) the platforms (e.g. web servers and database engines)

c) the software (e.g. out-of-the-box web portal application)

d) software as a service (SaaS) for maintenance and support

3. Evaluate a software solution/framework considering the impact on costs defined above.

Resource requirements for information websites

Software to enable core functionalities
Finding

International experience suggest that software is the core dimension for the development of an information
website.

Recommendation

The website should support all functions related to the software applied, the people involved and the
content stored. The choice of software and related extensions is important to ensure that the website
guarantees analysis and continuous updating.

Actions for implementation

1. Define requirements for software that take into account the dynamic nature of the website. The
software should ensure a two-way flow of information, i.e. from the website to the user and vice-
versa. Hence, the software (and its extensions) should be able to “learn” from user queries, search
preferences, etc.

2. Consider the use of extensions as they can enhance the functionalities of software. Namely,
extensions can add value to the base software through generation of statistics, vocabularies etc.
This can help in creating catalogues of information and classify data with the goal of improving the
effectiveness of user searches.

Good practice examples

Software learning is done through extensions. These extensions collect and standardise information based
on use (e.g. browsing behaviour within a website), helping to generate additional interfaces based on the
most useful information. In the context of information websites, such extensions can collect specific
information about the queries of users, categorise this information, and generate additional content that is
most useful based on the user behaviour.

In Greece, the software of the National Registry of Administrative Procedures was complemented with
several extensions to enhance its effectiveness. See relevant good practice in Box 1.1.
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Box 1.1. Indicative list of useful extensions: Greek National Registry of Administrative Procedures

An extension is a software that allows the management of accumulated content, to generate useful
summaries and statistics, to create vocabularies from the entries of the national registries and to perform
multi-faceted semantic queries over the structured data of each procedure.

The Greek Registry employed a software to allow the querying of content within pages as well as the
development of catalogues that are directly linked to administrative procedures. For example, Figure 1.1
displays the catalogue of organisations that is available on the home page.

Figure 1.1. Catalogue of organisations

ZeAideg otnv Kathyopia «Katdhoyog Popéwv»
(mponyoupevn oehiba) (emdpevn oehibo)

T

YNO@HKODYAAKEID MANATDY
YMNOSHKODYAAKEID NMANATOY /METABATIKD
TOMIKOE OPTANIEMOE EMTEIQN BEATIOZEQN (T.0.EB.) AAMAPHE YNOOHKODYAAKEID TPADEIO NANAMOY
TONIKOZ OPTANIEMOZ EFTEIQN BEATIOIEQON (T.O.EB.) YNOGHKOOYAAKEIO NEIPAIA
NEKAMNOMEAICY K. NEYPOKOMIOY YNOSHKODYAAKEIO NEPIZTERIOY

TONIKOZ OPTANIZMOE EMTEIQN BEATIQZECN (T.O.EB.) AEZINIOY YNOGHKOOYAAKEID NYPTOY

TOMIKOZ OPTANIZMOE ETTEIQN BEATIQIEQN (T.OEB.) AYTAPIAZ YMNO@HKODYAAKEID EANAAMINAZ

TONIKOEZ OPFANIZMOZ EFTEIQN BEATIQIEON (T.O.EB) AYIIMAXIAZ YNO@HKODYAAKEID FAMOY

TOMKOE OPTANIEMOT EMTEIQN BEATIOQZEQN (T.O.EB.) MESIATCON- YNOSOHKODYAAKEID XAAKIAAS
KOMMOTAACQN-AQCYTPON YNATHZ-APTYPOXQPIOY YNOBHKO@YAAKEID XANION

TOMIKOZ OPTANIZMOE EITEIQN BEATIQEZEQN (T.O.EEB.) YNOOHKODYAAKEID XIOY

MEPAMBEAADY

s YMO®HKODYAAKEID XOPAZ ANAPOY

s TOMIKOE OPFANIIMOE EITEIQN BEATIOZEQN (TO.EB) MNOIAA - 4 YOYPIEIO AFPOTIKHE ANAMTYZHE KAl TPO®IMAN
MAYPHL * YMOYPIEIO ANAMTYZHE KAl ENENAYIEQN

» TOMIKOE OPFANIEMOX EITEIQN BEATIQEEQN (T.0.E.B) NEAZ

YNOYPTEIO AIKAIOZYNHI
YMNOYPTEIO E@NIKHE AMYNAL
YNOYPTEIO EZQTEPIKON

AMIZOY APAMAZL
+ TOMIKOEZ OPTANIEMOEZ EFTEION BEATIOQZECN (T.O.E.B.) NEOXOPIOY

Pages in category "Organisations Registry"

{previous page) (next page)

" B
« "ACHARNES INVESTMENT" - MUNICIPAL SOLE PROPRIETORSHIP * BIOTEXNIKO ENIMEAHTHPIO GEEEANONIKHE
COMPANY OF ACHARNES 5.4
& “AIGINITEIO" HOSPITAL r
+ "ANDREAS SYGGROS™ HOSPITAL o TENIKH TPAD NONIAE Kl ENHMEPQEHE
= “ANELIXI" - PUBLIC LAW ENTITY OF VELO - VOCHA MUNICIPALITY * [E \TEIA NMAHPO@OPIAKON ZYITHMATON AHMOZIAZ
» “ANEMOPYLES" CULTURAL, SPORT AND TOURIST MUNICIPAL
AGENCY OF KARYSTOS . MEID AAPIZAL “KOYTAIMMANEIO &
* "ATHINA™ RESEARCH CENTER \EIO)
« "DANIEL PABOUKIS" - PUBLIC LAW ENTITY FOR SOCIAL CARE » TENIKO NOIOKOMEIO IYPOY “BAPAAKEIQ & NPOIO"
SOLIDARITY AND EDUCATION OF NEMEA MUNICIPALITY
« "DEMETRIOS VIKELAS” - PUBLIC ENTITY OF MUNICIPALITY OF A
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« “DIKTYNNA KOLYMVARIOU §.A." - MUNICIPAL COMPANY » AHMOZ KEPKYPAS
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* “EF ZIN" PUBLIC LAW ENTITY FOR SOCIAL CARE, SOLIDARITY AND HE AHMHTEANAZ. IETOPIKO APXEIO [OPTYNIAZ
SPORTS OF EDESSA MUNICIPALITY * AHMOEIA KENTPIKH BIBAIOBHKH TPINOAHE

One can select an organisation and see the organisation’s data.

For example, by choosing the Ministry of Maritime Affairs and Insular Policy one can get the main
description fields — “General information” (“I'evikég lTAnpogopies™) (see Figure 1.2).
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Figure 1.2. Description fields
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YNOYPTEIO NAYTIAAZ KAI NHZIQTIKHE MOATIKHZ
MINISTRY OF SHIPPING AND INSULAR POLICY

WWW.yen.gr

+302131371700

ddy@yna.gov.gr

EAANALA 18510 AHMOEL MEIPAIQE £1-e2 AKTH BAZIAEIAAH
18510

YMNANM

QANAZIIA KAI AIMENIKH NOAITIKH

997881842

Evepyog

2015-09-22

YNOYPTEIA

MINISTRY OF MARITIME AFFAIRS AND INSULAR POLICY

General Information Unique Identifier

Official Title (in Greek)

Services owned by the
Organisation

Alternative Titles
Website

Services provided by deepiions

the Organisation Email adress

Full address
Registries Area code
Identifier
Secretariats Purpose(s)
VAT Number
Sub Organisations
5 Status

Foundation Date

Type

29883

YNOYPIEIO NAYTIAIAZ KAI NHZIQTIKHI NOAITIKHI
MINISTRY OF SHIPPING AND INSULAR POLICY

yen.gr
+302131371700

ddy@yna.gov.gr

EAAAAA 18510 AHMOEL NEIPAIQE e1-22 AKTH BAZIAEIAAH
18510

YMNANM

BANAZTIA KAI AIMENIKH NOAITIEH

997881842

Evepyog

2015-09-22

YMNOYPrEIA

The content classified under this category contains information on the serial number, formal name,
webpage, or contact details of the Ministry of Maritime Affairs and Insular Policy. Data is also classified by
the Procedures it owns (“Aladikaacieg”) — see Figure 1.3.
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Figure 1.3. Defined procedures
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Abewa Astoupyiag kadivo og uttd EAANVikn onpaica empPotikd TAoia Tou exteAovv SieBveic TTAGEC

Abdea Asttoupyiag TayumAoou Zkagoug (AATZ) i Auvapukwe Yrnootnpilopevwy Ikagwyv (AAAYI)

Abela peTa@opdG Kot £680V OIS TN XWPo OTIAWY KOl TIUPOUAXIKWY OF ERTIOPLKA TTACLO oTIOIRaSHTIOTE

MINISTRY OF MARITIME AFFAIRS AND INSULAR POLICY

General Information

Services owned by
the Organisation

Services provided by
the Organisation

Registries

Secretariats

Sub Organisations

Services owned by the Organisation -

Announcement of Commencement of Operation of a Floating Reception Facility for Petroleumn Residues

Announcement of Commencement of Operation of a Seaside Resort

Announcement of Establishment and Operation of a Diving Crew

Anncuncement of Exercise of Cutdoor (Stationary or Itinerant) Trade on Ships

Anncuncement of Installation of Floating Craft or Permanent Mooring of Ships and Establishment of Shops of

Sanitary Interest on Them

Announcement of Operation of Reception of Ship Oil Residues by a Tank Truck

Anncuncement of Practicing the Naval Agent Profession

Anncuncement of Recognition of a Scuba Diver Certification Body

Announcement of Rental of Motor Boats and Small Speedboats
Announcement of the Establishment and Operation of a Shop of Sanitary Interest on a Seagoing Ship

Announcement of the Establishment of a Training Schoel for Operators of Speed-boats or Sea Mopeds

Announcement of the Operation of Receiving Qil Residues by Tankers and Floating Crafts

Announcement of the Start of Circulation of a Waste-Receiving Ship

The registry is updated through these procedures (see Figure 1.4).
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Figure 1.4. Updates based on the procedures

YIMOYPIEIO NAYTIAIAZ KAI NHZIQTIKHE MOAITIKHZ
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Awadikaoisg mov Epappoyn PortlS

TapEYEL opéc
AN Hiektpovikn Epappoyn kataywpenoneg EmBewpnoswy-Napatnphoswy

, , HAekTpoVIKG pnTpWwo abEUwy XEIPIOTWY TOXUTACWY OKoUpWY

Tnpovpeva MnTpwa

Hhektpovikd Mntpwe Npootipwy Aywahol-Napohiog

AreuBivosic HAekTpovike MnTpwo oToleiwy KaToywy pocwikwy padlogpapwy evbelfng Béong kivbuvou (PLBs)
Hhektpovike MnTpwo TouploTikwy mheiwy Ko pikpuv okaupwy e-MHTPOO NACION

Emomtsuopevotl Popeig MnTpwa MegtuPeTpnTWY

Mntpwo abewsv gt eTaipeieg ow Sievepyouv emBewpnoeig o8 TveuoTeg owoiPieg oxebieg (MIL) ko voutikon

TUTIOU oUATApOTA eykaTadepng (M.ES)

MnTpwo cvayvwplopévwy eToupewy apoyrng Texvikng unooatrnpifng Enpag ota spnopika mhoio

MINISTRY OF MARITIME AFFAIRS AND INSULAR POLICY

General Information Registries Maintened by the Org =

« further results
Services owned by the
Organisation

BAZIH MAOION-NAYTIKON

EPMHZI

Services provided by Eupetiipto onpatoloynpévioy EAdnvikey hoiwy
the Organisation Epappoyn Portls

HAektpovikn Epappoyn katayxwpnong EmBewpnoswv-Napatnprioswy
Registries HAZKTPOVIKS HNTPWO aSEDY YEIPIOTWY TOXUTIAGLWV TKAPUIY
Hiektpovike Mntpwe MNpooTipwy Anpahou-Napadiag

retariat . . . . . . . . .
p— HAgktpovikd MnTpwo oTolEiwy KaTdywy Tposwmkwy padopdpwy evedne Beong kiviivou (PLBs)

HAekTpovikd MNTpuio TOUPLOTIKLY TAAOIWY Kot piKpwy ooy e-MHTPOO MAOION

Sub Organisations >
Mrtpuect MayupeTphnTwy

MnTpwo adewwy oe eTalpeie TTou Slevepyolv emBewpnoeL ot TveuaTeg owaoifieg oxedieg (MEIL) kol vauTikon
TUTIOU CUOTNHOTO eykaTahenlng (M.ES.)

This constitutes a comprehensive data repository of interconnected information for the Greek
administration, which can be used in a multitude of ways.

Source: (GOV.GR, 2022y1).

Content management
Finding

Content management of an information website is a continuous process. Populating the content of effective
government information websites often goes beyond the remit of the platform owner, given the scope of
such websites covering administrative procedures throughout government. Structured collaboration
processes can make content management more efficient and self-sustaining over time.
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Recommendation

Consider the full scope of resource requirements for 1) populating the information website with key
information across government at the time of its creation, 2) continuously updating the website throughout
its lifecycle. This entails consideration of necessary governance or management structures, legal
mandates, human resources, training and upskilling as well as coordination across the administration.

Actions for implementation

1. Set up a management/ coordination structure for collecting information to populate the information
website. Consider the specific roles and responsibilities of the website owner vs. the owners of
administrative procedures (line ministries).

2. Ensure training of resources dedicated to manipulating the information website (e.g. content
creation, content update, etc.).

Good practice examples

The Greek experience of setting up a management structure provides insights into how collaboration
across the public administration can make content management of the information website more effective
(see Box 1.2).

Box 1.2. Management model for content updates: evidence from the Greek National Registry of
Administrative Procedures

An important characteristic of the Greek National Registry of Administrative Procedures is that
employees throughout the public administration are in charge of content management of the website.
This set-up allows first to collect and register all the procedures and services of the Greek public
administration, and second, to continuously update the Registry. To operationalise this modus operandi,
the law (L. 4727/2020, L. 4961/2022) and other regulations mandated the involvement of public
administration in preparing and updating the content of the website.

The first step was to establish a concrete management structure with clear roles and responsibilities
(see Figure 1.5). The structure establishes roles and responsibilities within the Ministry of Digital
Governance, as well as within line Ministries. As the owner of the Registry, the Ministry of Digital
Governance has the overall management responsibility for the website. Line ministries are expected to
contribute according to pre-defined tasks and roles, and have responsibilities regarding content that
pertains to their domain. This ensures that information provided in the platform comes as close as
possible from the source, i.e. the entity in charge of a particular administrative procedure.

To ensure the continuous update of the information website, the Greek Registry relies on the support
of a dedicated community of practice (Ruopp, 19932) with the necessary training and rights to modify
content on the website (Figure 1.5). By using a train-the-trainer model, and leveraging on champions
across the public administration, the core team is able to ensure regular content update. In practice,
30 trainers have upskilled 1 000 editors/ admin, which in turn oversee the work of up to 4 000 curators.
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Figure 1.5. The management and training structure of the project

Management structure Training and support
structure

Supervisors < Super-users
Ministry of eGov (10) Core team (5)

Curators (4000)

N Editors/Admins (1000
ez > Executive Officers T 0)
Ministries (18) Ministries (~18) L )

'

Administrators
Ministries (~200)

— N

Mims?!: I(s-anu] Local Gusgrf::u(woun)
Source: (GOV.GR, 2022y)).
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z Building blocks for effective

information websites

This chapter addresses the main elements to be considered when
implementing effective government information websites. It starts by
providing insights into how to upgrade and improve the homepage and the
search tool. It also focuses on practices to engage users in improving the
website, the quality of its contents, and the service delivery. Finally, it
presents useful information to implement a continuous improvement
strategy.
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Structure and use

Information websites are used by citizens to gather information on administrative processes, which can be
complex at times. It is therefore essential to keep the website simple and easy to understand and navigate.
The structure of the information website, the choice of design for the homepage and the robustness of the
search tool can ensure that the user experience is smooth.

Homepage — Visually pleasant, comprehensive and easy-to understand
Finding

The homepage is a critical part of the information website. A complicated homepage with information
overload can overwhelm a user and deter future use. Moreover, information needs to be standardised for
the purposes of effectively feeding the website from different parts of the public administration.

Recommendation

The platform should have a homepage that is visually pleasant and easy-to-understand to enable all users
to find the necessary information. It should include a search tool and a clear categorisation of information
available. The structure of the information, i.e. the main categories proposed for quick/direct access, should
correspond to situations/issues that are the most frequent or prominent for citizens’ concerns and
questions. These priorities should be defined based on available data and citizen/business consultations.

Actions for implementation

1. Design a user-friendly homepage enabling the user to get a quick overview of the information
available, through:

a. A well-presented list of key areas the platform can provide information on.

A set of visual icons corresponding to the category of procedure/service to facilitate the
identification of the appropriate service or information.

c. A categorisation of processes/services for ease of navigation. When clicking on the category,
the user is taken to a new webpage presenting, in a similar way, the services offered within
that category and enabling the user to find the information relevant to their situation.

d. An easy approach to the website’s structure. This is indispensable to help users find easily
what they need, avoid discouragement at excessive complexity or irrelevant information, and
ensure that the portal rapidly gains in popularity and use.

e. Use of life event categorisation or similar relevant categorisation. For example, “people with
disabilities”, “child and housing allowance”, “health file” “medical care and hospitalisation” can
be ordered within a broader “health and welfare” category. The ability to browse for services
using a life-event categorisation has recently been adopted by the Greek portal for online digital
services (GOV.GR, 20221}) and is also part of the YourEu portal (YourEurope, 2022j2;) and the

French public service portal (ServicePublic, 2022;3)).

2. Specific rules to present the structure of the information provided by all actors involved in the
website should be drafted. All the information should be drafted according to communication
standards and avoid technical language when possible (use of citizen language). Concretely, this
entails the following:

a. Guidelines to produce contents should be drafted before the information is released.

b. An oversight actor or body should review the adherence to the language guidelines and
propose changes when needed.
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3. The search function should be clearly presented to the user in the homepage (see Search tool
— User-friendliness and effectiveness section for detailed explanations on the recommended
design and gradual development of the search function). If possible, the search function can offer
suggestions while typing, to help the user with formulating the request during the search.
Suggestions while typing could correspond to keywords or to titles of specific pages or documents.
The suggestions could correspond both to content pages, e.g. fact sheets or webpages, and to
online services, if available. The search function is particularly critical, as it is often the main tool
applied by users to navigate the portal.

4. Users should be able to easily identify contact details and opening hours of the administrative
service locally responsible for a certain type of administrative process. The use of a
geo-localisation function as used by the French national platform (see section on Finding the
competent authority) can be added to help users locate administrative services responsible for
administrative processes at local level.

5. The homepage should be designed in a way that it allows citizen users to look for information on
processes in languages other than the national language spoken in the country (see section
on Multi-language information). This would ensure that foreign nationals and businesses, or
minority-language speakers residing in the country, are not disadvantaged and can find relevant
information when needed — to promote integration, investment, business creation, and public trust.

a. Additional languages shall be selected based on research (e.g. census) of the language
communities present in the country, as well as the latest immigration and transnational
investment trends.

b. To ensure that public resources are spent efficiently, only certain parts of the website could be
translated based on the target audience. For instance, critical procedures for foreign residents
include dealing with immigration & residency, driving licenses, car registration, etc. The wide
availability and good performance of automatic translation models' and tools for assisting the
manual curation of machine translations, guarantee fast cycle of translation to other languages.

Good practice examples

User-friendly presentation of the homepage

The way a governmental information platform is designed should take into consideration the need to ensure
that end-users understand its purpose and content, and can make use of it swiftly and easily. It is essential
that the homepage presents information in a clear and concise manner. The opening pages from the
information websites of the US (usa.gov), France (service-public.fr) and the UK (gov.uk) showcase
different approaches to ensure a user-friendly presentation.

The US portal uses a terminology that is easy to understand. It clearly links to a short and clear description
of what users “can do on this site”. It can also be displayed in Spanish (Figure 2.1).
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Figure 2.1. Snapshot of the national information portal deployed by the United States

HowDol...

Get or renc a passbole We’re building the next
version of USA.gov, your
Locate affordable rental housing official guide to government

information and services.
Find mental health services

Get a preview and let us know
Get government benefits and financial assistance what you think. »

Learn about the U.S. government response to Hurricane lan

Source: (USA.gov, 2022).

The French portal uses life-event categorisation to guide users to relevant administrative procedures.
These are displayed with visual icons (Figure 2.2). In addition, it includes several tabs that facilitate the
navigation, including a “How to?” section, thematic fiches, and a section on procedures and tools. The
portal serves primarily as an information website, but also has transactional functions for selected, simple
procedures.

Figure 2.2. Snapshot of the national information portal deployed in France

REPUBLIQUE Service-Public.fr 2 Se connecter Accéder au site pour les entreprises >
FRANCAISE Le site officiel de I'administration francaise
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Jraide les services publics & s'améliorer : je donne mon avis avec services publics + 2

Bienvenue sur le site officiel d’information et de
démarches administratives

-_'I;EDS [nlﬁj %ﬁ [jg

Je recherche un Je prépare ma
emploi retraite

Je déménage J'attends un enfant

Vous étes dans une autre situation ? -

Source: (ServicePublic, 2022y5)).
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The homepage of the GOV.UK information website gives a concise description of its purpose (“the best
place to find government services and information”) and provides suggestions on popular themes, in
addition to featuring a prominent search function (see Figure 2.3).

Figure 2.3. Snapshot of the GOV.UK homepage

~ Topics v Government activity Q

Welcome to GOV.UK

The best place to find government services and information
Simpler, clearer, faster

Popular on GOV.UK Search

Check benefits and financial support you can get I| IE

Limits on energy prices: Energy Price Guarantee

Find ajob
Coronavirus (COVID-19)

Universal Credit account: signin

Source: (GOV.UK, 2022g)).

Search function from the end-user perspective

An effective search tool is one that makes it possible for end-users to find the information they are looking
for in an easy and straightforward way. Typically, the search tool will improve over time, as the search
engine is gradually “trained”. However, this should be seen as a key priority for the platform’s development.
One way to improve the training process is through the use of “guiding phrases”. The search box can guide
the user by having an opening phrase such as “how can I’. This is useful because it can help engage the
user with the search tool and from a technical perspective, collect requests in a homogenous fashion.
Some examples of this function are:

e “How can | enrol my child in kindergarten?”
e “How can | transfer my residence?”

Box 2.1 provides the functions of the search tools in the French and British national websites.
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Box 2.1. The search function from the end-user perspective

The examples below show how relevant search tools work in the French Public administration platform
(ServicePublic, 2022;5) and in the British one (GOV.UK, 2022;7;) from a citizen’s or end-user’s
perspective.

French platform

e The user can select the type of end-user (citizen, professional or association).

¢ When typing the information sought in the search tool, suggestions are automatically proposed
based on the keywords entered.

e Suggestions are divided into fact sheets, online services and websites. Based on the selection
made by the end-user, the platform may direct the user to a different website.

o Ifthe user prefers not to use the search tool, groups of easily understandable services illustrated
by a simple icon, are also displayed on the homepage.

UK platform
The search function in GOV.UK is structured in a similar way

e Users can insert a word describing the administrative process/public service they are looking
for in the search tool.

e There is also a list of categories of processes or services. When clicking on one category, a
series of options (ordered alphabetically) open up in a new webpage.

Source: (ServicePublic, 2022), (GOV.UK, 2022y)).

Finding the competent authority

Citizens frequently need to have the possibility to contact the administration competent for a certain
procedure, either to ask questions and get the assistance they need, or to take an appointment (e.g. for a
procedure that has to be done in person).

The French Public Administration platform:

o displays email contact details related to the different procedures/services

e displays telephone numbers of relevant actors

e has a section of most frequently asked questions (FAQs) to help users navigate the portal.
Some information websites directly provide information on the closest contact points to the citizen.

The French Public Administration platform has a functionality that allows geo-localising available services
in the administration directory. This allows citizens to directly find the contact details of services close to
them (ServicePublic, 2022s)) (ServicePublic, 20229)).

Multi-language information

Having information in multiple languages, and making them easy to find (e.g. accessible from the
homepage or at least from a section’s main page) can be beneficial to those citizens who are not nationals
of the country they reside in, or belong to linguistic minorities.
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Figure 2.4 shows an example drawn from the regional website of the public administration in Tuscany
(Italy) that can serve as an example of what a multilingual information administrative services webpage
can look like.

Figure 2.4. Multilingual informative sheets
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Source: (Regione Toscana, 2022;1q)).

Similarly, Luxembourg’s information website Guichet.lu also provides information in multiple languages
(English, German and French), reflecting the multi-linguistic population and the high influx of workers from
different nationalities (Figure 2.5).

Figure 2.5. Languages available in the Luxembourg’s information website Guichet.lu

THE GOE "
OF THE GRAND DUCHY OF LUXEMBOURG

-Guichet.lu

o ® Homepage 1 Homepage
e

#@ Citizens Business

Source: (Guichet.lu, 202211)).
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Search tool — User-friendliness and effectiveness
Finding

A search tool is computer software used to search (probe) for data (such as a text or a set of documents)
in the pursuit to acquire specific information or processes. In the case of a government information website
on administrative procedures, the search tool should look through the platform’s contents to find
information that is relevant, considering the terms entered by the user. The key challenge is to yield search
results with not just pages or documents that contain the terms in question, but those that are specifically
relevant for the user.

Having a user-friendly and effective search tool will contribute to better understanding and use of public
services. Consequently, an enhanced system will provide transparency and generate greater trust between
citizens and authorities.

Recommendation

While developing the search tool, it should be kept in mind that the purpose is to facilitate the end-user
and provide him/her with the necessary information in an easy and user-friendly manner. Hence, the
software of the tool should be designed accordingly, namely in a way that user queries find relevant
information.

Actions for implementation

1. Information websites should contain a proper document management system to handle the
information it will hold, and this provides an ideal avenue for improvement of the search function.
Indeed, for each “document” (be it an actual “document” or a webpage), the document
management system should enable to record a series of key words, which then enable the search
function to link this document with the terms searched. This functionality can be gradually
developed, but it needs to be a core objective from the beginning.

2. Improvements of the search function will require regular analysis of most frequent searches, and
of user satisfaction (which the platform should collect feedback about), and successive navigation
from the initial result (see Box 2.2). It is also recommended that citizens / end-users be involved,
directly through consultation, to provide input into what they typically search for and how, and on
the effectiveness of the search tool. The purpose remains for this tool to be beneficial to the largest
number of potential users.

3. When developing a search tool, it is essential to consider the perspective, the need and the
envisaged results of the end-user. When designing the search tool and populating its analytics and
algorithms, it is essential to remember that the target audience is the end-user, and in that spirit,
the end-users’ needs should be met, which may differ from the need of the developer of the tool
or administrator of the information provided in the tool. The latter generally has more expertise in
the domain. Consequently, there may be a disconnect between “how” searches are performed by
non-experts, compared to public administration officials, and this is why non-expert input is
essential.

4. When a user is looking for information on an administrative procedure, a simple text search may
not present the desired output or result. One reason for this could be not knowing the exact search
term, i.e. the name of the procedure.

a. One way to fix this is to have a comprehensive autocomplete list, which can produce “hits”
based on analytics and algorithms from previous searches.

b. Another option could be to lead the user to an advanced search or giving the user an option to
enter the process ID of the desired procedure.
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Good practice examples

The Greek national platform currently employs the latter two methods to enable searches (see Box 2.2).

Box 2.2. Search function of the Greek Registry

Step 1: The user is looking for “ETmixeipnon” (Business), but the autocomplete works until “Emix” since it
matches a procedure on “ETmixopriynon...” (subsidy). See Figure 2.6.

Figure 2.6. Autocomplete functionality of the search function of the Greek registry

ETILY BU

EMIXEIPHMATIKO
MAPKO KABANAZ M.AE

Popeag
EMIXEIPHXZH
EKMETAAAEYZHZ
IAMATIKQN MHIMN
AATKAAA

BUILDING COOPERATIVE
OF PERMANENT

OFFICERS OF THE GREEK
NAVY @Popeag
BUILDING COOPERATIVE
OF PERMANENT

OFFICERS OF THE GREEK

!
T

ARMY @Dopeag

Step 2: However, there is an option to advance search for results that contain (Trepiéxel...) the query term,
as shown below. See Figure 2.7.

Figure 2.7. Advance searching functionality of the Greek registry

mesipnon‘ business

EMIXEIPHXH containing...
EKMETAAAEYZHZ business
IAMATIKQN MHIQN

ANATKAAA

Step 3: In the retrieved results, the search term does not appear in the title of the procedure. In fact, the user
does not need to type in the precise wording or search term to retrieve relevant results. See Figure 2.8.
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Figure 2.8. Preliminary results of the searching function of the Greek registry
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Search results

Q_ business () m

Content pages Multimedia Everything Advanced

Results 1 - 20 of 297

See the pages returned based on your search.

Category:Licences and compliance (category Business activity)
84 members (29 subcategories, 0 files) - 11:53, 25 June 2021

Commencement of Operations and Attribution of Tax Registration Number
to Service Providers, Legal Entities (with Establishment) (category Business
activity)

for the declaration of starting a business. Especially legal entities submit the
declaration of commencement of business activity within thirty (30) days

25 KB (3,034 words) - 15:07, 17 November 2022

Category:Business establishment and operation
21 members (0 subcategories, 0 files) - 15:17, 14 October 2021

Step 4: Some of the results have similar stems in the title. If a user were to click on the first link the search
term appears several times within the page. See Figure 2.9.

Figure 2.9. Visual support of the searching function of the Greek registry
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Description

The procedure concerns the issuance of a license to companies for the priming of firearm
cartridges (except those for hunting) and then to their trading, provided that the conditions
provided for by other provisions are established and the operation of these companies and the
trading license has been issued. Aimed at businesses.

Basic information

Related links Competent body

MINISTRY OF CITIZEN PROTECTION

Authority responsible for the provision of the Provided to

procedure )
Businesses

HELLENIC POLICE

Note: The website layout for the Greek and English versions may slightly vary.
Source: (mitos.gov.gr, 2022(12)) (mitos.gov.gr, 2022(13));

Users can also search using the procedure ID. See Figure 2.10.

Figure 2.10. ID procedure of the searching function of the Greek registry

314139 314139
TLEPLEXEL... containing...
(374139 314139

Source: (GOV.GR, 2022p14)).

Search tool — User involvement for search tool design
Finding

Effective tools are designed with the end-user in mind. However, too often, search tools are based on the
internal organisation’s needs, terminology, and acronyms, which may not be clear for end-users. Good
practices across the world suggest that effectiveness of a search tool requires a simplified process and
focus for the end-user.

Recommendation

Involve citizens and end-users early in the design phase. This step is critical to ensure that the software is
capable of deciphering human queries and input effectively, including using appropriate language.
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Actions for implementation

1. In order to determine the formulations mostly used by end-users when seeking services from
the government administration, it is recommended to conduct a survey amongst citizens and other
end-users. This step will clarify the terminology used by citizens and will make clear where and
how the general public differs from public officials in how they refer to different procedures, life
events, etc.

2. Inorder to conduct a survey or focus groups that are reliable, and representative of the citizens,
they will need to be performed using a methodology which will consider the appropriate criteria.

a. For example, it will be necessary to determine the characteristics of the sample, the number
of citizens to be polled/involved, to ensure that it is representative of society, considering
elements such as gender, age group, location.

b. Itis important to address the issue of the responsible body of the survey and/or focus groups,
meaning who will be responsible for conducting the survey, how will the survey be performed
(in-person/phone interview/ online questionnaire/ written questionnaire other social media
outlets), who will have access to the data compiled, who will analyse and report on the data.

c. If, before the introduction of the tool, the citizen's search for information was done in person at
public offices or governmental service counters or by phone, one could take advantage of this
contact to interview the citizens and/or the public officials in order to recognise the terminology
used when the citizen requests the information.

3. Digital solutions can be implemented within the information websites in order to obtain
information about users’ experience.

Good practice examples

To support user involvement, governments can engage in extensive public consultations that take into
account user-centred design research. For instance, the government of Australia adopted an extensive
public consultation process on the future of employment services in the wake of digitalisation and changes
in the labour market. This involved consultations over 23 roundtables and community forums, as well as
user-centred design research involving 550 people, among other practices (Welby and Hui Yan Tan,
2022;15)).

The region of Tuscany in Italy has put in place an information website that is structured in a simple way
that allows for easy identification of relevant contents. It also makes use of plain language instead of
applying the jargon of the public administration (see Box 2.3).

Box 2.3. Simple language and user-friendly identification of contents in Tuscany

The search tool should enable citizens to perform research and look for information about procedures
and/or services on a web platform in an easy, understandable, and straightforward way. The example
of the regional website of the public administration in Tuscany (ltaly) shows some ideas about the
structure and language used for end-users to navigate the platform. The search tool presents a list of
key areas that, if clicked on, open a further menu presenting the different procedures within that
category and enabling the identification of a given procedure.

Here the user can decide to look for procedures related to “entry routes and stay” and “life events”. This
more practical way of approaching the topics can be of particular help to individuals who are not very
familiar with the language or with administrative procedures.
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The Italian national information portal categorises functions into life events. It is possible to choose the
status of the end-user: non-EU or stateless, new EU member states national, or EU citizen (general
case). After selecting for example, the “non-EU citizen” category, the platform shows a list of different
types of life events that might be of interest to the end-user, including work, open a company, have a
family, stay in Italy for a long period, study, get economic aids etc.

The language that is used is relatively simple and very different from typical public administration jargon
that could represent an obstacle for end-users of the platform. When clicking on the categories if the
end-user is interested in a new ‘menu’ containing a more specific list of information, he/ she gets an
overview of the processes contained in the new menu. For instance, the option (life event), “have a
family” opens up more specific related processes: family reunification, children, spouse, parents etc.
This way, the end-user can easily find in an intuitive fashion the procedure he/she is interested in and
identify the relevant information.

Source: (Regione Toscana, 202216)).

Search tool — Full-text search functionalities
Finding

For a website that collects information on processes and documents, it is necessary to have a valid tool
for full-text searching, both on the pages of the site and within the documents themselves (e.g. pdf).
Essentially, information websites need to contain an indexing engine that allows searches within
attachments, and the management of metadata profiles for each document.

Recommendation

Adopt a platform that allows for search of webpages and within documents (in various formats such as pdf,
doc, etc.), both by content / thematic categorisation and by associated metadata.

Actions for Implementation

It is recommended to choose a software platform that can provide this support (i.e. search of pages
and documents by content and associated metadata).

Potential software solutions include e.g. Alfresco or Documentum (see Box 2.4).

2. Document software using powerful engines for indexing and searching content also include
Apache Solr and Elasticsearch which quickly return pages (including service pages, procedures
and other informational pages) that contain the search terms, with partial (stem) or full matching

3. There are also practical and effective cloud solutions, such as Amazon CloudSearch and Microsoft
Azure Search.

Good practice examples

Several software solutions offer ways to conduct effective searches within documents (see Box 2.4).
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Box 2.4. Software solutions for effective document searches

Several aspects can characterise documents by associating sets of metadata corresponding to different
domains such as author information, geo-referencing information, photographic characteristics (such
as exposure time and aperture), etc.

It is possible to define aspects with customised metadata, which indexing tools can understand and use
to improve search efficiency. Software available for this purpose is extensive and several options
provide quality results. For example, some software options use powerful engines for indexing and
searching content. Practical and effective cloud solutions can also be considered.

One or more customised aspects to be applied to the documents should be studied and implemented,
in order to optimise them for indexing and search engines. For instance, metadata describing the type

(e.g., “self-declaration” or “registration code”) and scope (e.g., “work”, “social assistance”, “family”), etc.
could be included.

Usually, this type of tool also allows the management of versioning, allowing one to keep an eye on
changes from one version to another of the same document.

Source: (Alfresco, 202217)).

Use of help desk in combination with information website
Finding

When a citizen / end-user cannot find or interpret or understand the information on the website, they often
resort to contacting the telephone helpdesk. When an end-user contacts the administrative body to seek
clarification or assistance, this is an opportunity for the administrative body to explore the potential
difficulties in the search tool. This opportunity will allow the government body to ascertain the terminology
used by the end-user when formulating the request and as such will allow the government body to evaluate
the reasons the search was unsuccessful or non-efficient. As the platform improves, based on the feedback
from citizens, the help desk/ line will notice a reduction in calls seeking assistance.

Recommendation

Implement a help desk (phone and chat) to help citizens find information on the platform. Use the feedback
from the help desk to improve the information website, including the search function.

Actions for implementation

1. In order to provide the necessary assistance and be able to collect the data to continue improving
the tool, choose a help-desk tool capable of collecting data and producing statistical analysis.

2. Carefully define the organisation of the help desk needed to support the use of the information
portal. For example, consideration should be given to the potential capacity of units with respect
to telephone lines, operators, call agents, data protection and the use of data to improve the
platform.
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Analytics tools to strengthen information websites
Finding

By using web analytics tools, it is possible to trace the navigation flow of visitors, and to identify the paths
that lead to the information requested. This information can also be used to study the difficulties and “failure
points” of navigation through the site content. Finally, analytics can provide valuable insights about the
various platform components (MediaWiki, API, Feedback forms) and their usability, and can also provide
a continuous reporting on the progress of the population of the information portal and the update of its
contents.

Recommendation

Adopt web analytics tools to better understand trends and developments in visitor navigation.

Actions for implementation

It is recommended to conduct a thorough review in order to select the most appropriate web analytics
tool. Although there are several alternatives, they should be compliant with privacy and data protection
regulations. The main objective remains the importance of creating reports and analysing the results
periodically by a search engine optimisation (SEO) expert.

Further engagement, outreach, and assistance

While numerous jurisdictions have already taken a lead in digitisation of government services with the
objective to facilitate and benefit their citizens, communicating these strategies and changes is essential
in order to achieve the results sought. It is recommended to take steps to promote the use and ensure
confidence in the information platform. By continually engaging users to improve the platform, the quality,
and the service delivery through different means such as stakeholder meetings, assessments, evaluation
forms or feedback etc., users will be more confident in using these services.

Prior to launch engagement
Finding

For the information platform to be successful and for the citizens to feel that the platform was created with
them in mind, and so they can perform the necessary searches successfully, citizens should be engaged
in the overall process (in addition/complementarily to the design of the search tool — see Search tool —
User involvement for search tool design above).

Recommendation

Promoting the engagement with different stakeholders for the testing of the platform before being launched
can ensure its accountability and promote different interests in the development of the platform.

Actions for implementation

If feasible, it may be useful to create partnerships with national and local administrations, business and
target group associations, non-governmental organisations, academic institutions to conduct testing for
several purposes: a) verify the correctness of information and b) improve end-user experience over time.
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Communication strategy throughout the process
Finding

A communication strategy is essential to ensure that end-users are aware of the existence of the platform,
its objectives and how it can be used. This includes updated information on any changes related to the
platform and administrative processes (e.g. simplification of a process, changes in supporting documents,
etc.) The communication strategy takes place via a variety of tools (e.g. an electronic newsletter and
bulletins alongside social media outlets) set up to enable citizens to be up to date with any administrative
change and contribute to an increase in public trust.

Recommendation

Effectively communicating to users (e.g. through newsletters, bulletins and easily available information) to
allow users to engage with the information portal and ensure confidence. See relevant best practice in
Box 2.5.

Actions for implementation

1. Design an outreach campaign(s) aimed at informing the public and target groups about the
existence, purpose, and utilisation of the information platform.

2. Use a variety of tools (e.g. an electronic newsletter and bulletins alongside a Facebook webpage
— or other social media outlets) to enable citizens to be up to date with any administrative
change and contribute to an increase in public trust.

Good practice examples

Several platforms make use of various communication channels to keep users updated (see Box 2.5).

Box 2.5. Information and communication

The UK platform GOV.UK offers users the possibility to get emails about updates on specific topics
(e.g. money, children, or education), webpages (e.g. news about certain departments, agencies),
foreign travel advice webpages as well as news and communication.

Both the UK and the French websites have a Facebook page information presenting the latest
developments and procedures in an easily understandable and graphically appealing way.

Source: (GOV.UK, 2022;7) (ServicePublic, 2022;5)).

Features to assist users
Finding

International practices suggest that government information websites do not only inform users, citizens
and businesses about the services rendered, but also assist them in the administrative procedures and
practical information in a simple, user-friendly manner.
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Recommendation

Information websites should include features that facilitate assistance to end-users.

Actions for implementation

1. Including a Contact Us feature. This should be up-to-date and should provide a source of
reassurance to the citizen that they can be assisted in the search for information.

2. Providing a list of most frequently asked questions (FAQs) to enable a better understanding of the
platform’s functioning and services. This could be set up in cooperation with the different national
bodies contributing to the platform.

3. Setting up a call centre, a chat assistant, an email service (with service delivery targets) where
users can directly contact the administration if they encounter any difficulty during the
process. See in particular the finding “Use of help desk in combination with information website”
above.

Continuous improvement of the information website

Effective government information websites need to be conceived as dynamic tools if they are to provide
value for citizens over time. This entails considerations of continuous improvement and gradual updates.

Assessment for continuous and gradual upgrade
Finding

International experience shows that good practice websites are the result of years of continuous
improvement and gradual upgrade of relevant tools and functionalities, based on the objectives of the
platform (i.e. websites are not an objective per se, but tools to achieve regulatory goals). No platform was
born perfectly-fit-for-purpose. Improvements implemented are based on technological advancements, but
also on the input received from different stakeholders and target groups.

Recommendation

Periodically assess the need for improvements and upgrades, based on technical advancements,
feedback from citizens, end-users and stakeholders, and objectives underlying the implementation of the
information portal.

Actions for implementation

1. Regularly assess the performance of the information portal based in particular on the following:

a. See findings from the sections Use of help desk in combination with information website and
Analytics tools to strengthen information websites.

b. Indicators such as satisfaction of end-users and stakeholders, time spent in understanding how
to undergo administrative procedures, number of visits, etc.

c. Speed and quality of the tools and technologies used
d. Research of new and alternative solutions

2. Based on the assessment, consider improvements based in particular on the below.
Furthermore, an agile approach can contribute to continuous learning and improvement (OECD,
202011g)).

a. Benchmarking against international good practice
b. Expert advice
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C.

d

Input from end-users and other stakeholders (i.e. continually engaging users to improve the
platform and the quality of the platform so as to ensure that the use of the platform has attained
its main goal) — through different means such as stakeholder meetings, assessments,

evaluation forms, surveys, emails and feedback links.
. Cost-benefit analysis of possible upgrades.

Good practice examples

Continuous improvements have ensured the success of the French platform service-public.fr (see
Box 2.6). Several platforms are making use of feedback forms to collect information about potential
improvements (see Box 2.7).

Box 2.6. Recipes for success can take time: service-public.fr — evolution over time

The French experience shows that by implementing a continuous improvement process the Service-
Public.fr website has been able to efficiently meet the needs of the citizens. The strategy was based on
the improvement of functionalities and tools (in particular the search function), feedback from end users
and information collected for the purpose to gradually upgrade the design and use of the platform.

The brief history below shows that the use of the platform has been increasing along with substantial
improvements implemented.

2000: launch of https://www.service-public.fr/.

2004: 26.4 million visits. 91 000 subscribers to the electronic newsletter.
2007: redesign of the “space for professionals”.
2012: 143.5 million visits. Public site of the year award.

2014: launch of the simplification project aimed at merging the four existing sites (service-
public, mon-service-public, mon-compte-pro and mon-compte-asso) with the takeover by the
Directorate of Legal and Administrative information (DILA) of the mon-service-public.fr site and
the online procedures for the public operated by the Directorate General for State Modernization
(DGME).

2015: launch of a new version of Service-public.fr (new ergonomics and technical
architecture, new graphics, editorial changes): the site reaches 285.5 million visits, 25% of
which through mobile.

2016: launch of the new merged* service-public.fr site based on the online services platform
(PSL), which replaces the DGME's MDEL platform (Mes démarches en ligne).

2018: deployment of new online services, including electoral list registration.
2019: Service-public.fr exceeds 300 million visits.

2020: Service-public celebrates its 20th anniversary and records more than 350 million visits by
the end of October 2020.

Source: (ServicePublic, 2022s)).
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Box 2.7. Feedback and improvement

Involving end-users in the improvement of the portal is crucial to allow governments to assess the
quality of the platform and ensure that it achieves its intended goal(s).

The French Administrative services platform Service Public + shows that citizens can be encouraged
to the following:

e contributing to the improvement of the services (e.g. providing feedback about their experience,
positive or negative, and being informed on other users’ experience)

e indicating administrative documents that are too complicated (through the platform citizens etc.
can send the document and explain why it is difficult to understand)

e checking the quality outcomes of citizen-facing public services (via online surveys aimed at
enhancing the transparency on the efficiency and quality of public services).

The British Public Administration platform makes it possible to users to contact the GOV.UK team
(Figure 2.11) to:

e ask a question
e report a problem
e suggest an improvement

Further details are then asked to the end-user who can describe the situation in an online form. The
user can also ask the administration to get back to him/her by leaving the email address.

Figure 2.11. Form for issues to do with the GOV.UK website

What's it to do with?

What are the details?

For example if you were searching for something, what did you type into the
search box?

Don’t include personal or financial information, for example your
National Insurance number or credit card details.

You have 1200 characters remaining

Source: https://www.gov.uk/contact/govuk.

The Greek Registry has also integrated the ability of its users (public administration employees and
citizens) to provide feedback on the registered services (see Figure 2.12). A feedback form is available
on every service and allows users to provide feedback (optionally sharing their contact details) on issues
related to the metadata of the services, or suggestions on improvements or simplification of the service.
They can also provide suggestions and report issues about the platform itself.
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Figure 2.12. Form to provide feedback to the Greek public services website

Abela 1dpuong kal AetToupyiag AvioTepnc I8LWTIKAG ZxoAng Apapatikng Texvne n
Avwtepnc 1BiwTikng Exohng Xopoo (NIMIA)

Avapopd nepl ehhinole / pn opBR¢ mAnpoyopiac tne Sladikaciag oto EMA ~

Avapopa nepi eAAmoug / pn opbrg mAnpowopiag Tng Siadikaoiag oto EMA
Avapopd MpoBARPATOE TOU TANPOPOELAKOD GUTTANATOC

T VU

Ta napakatw nedia eival mpoalpeTIKa.

Ovopa EniBeto

Establishment and Operation of Higher Schools of Dramatic Art and Higher Schools of
Dance by a Legal Person of Private Law

Report on incomplete / incorrect information of the procedure in the NRPS ¥

Report on incomplete / incorrect information of the procedure in the NRPS
| Information system problem report
W =

ag

The fields below are optional.

Name Surname

Ermoil Tolonhang

Source: (ServicePublic, 2022(5)) (GOV.UK, 202217) (GOV.GR, 2022(14)).
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Note

' Examples for machine translation include FastText, i.e. a machine translation model for translating from
English and is already available in many languages. BERT is another tool which can provide with prediction
support. Though it does not translate text, it can predict the next word based on the context of the previous
text.
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3 Upgrading informational portals

This section provides recommendations to enhance information websites
with tools aimed at facilitating communication and interaction with citizens.
This includes adopting enhanced functionalities and increasing usability of
websites. Governments can also consider upgrading information website to
transactional portals.
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This section provides further suggestions on functionalities that governments may consider for future
upgrades, including the enhancement of the search tool and the increased usability of information websites
through development of mobile-friendly versions. Governments could also consider the implementation of
service delivery functionalities via transactional portals as a major step up of information websites.

Upgrades to enhance functionalities and usability

Advanced technologies such as machine learning and artificial intelligence are providing increased
opportunities to enhance information website, and in particular to strengthen the search function.
Furthermore, governments need to ensure that access to information is available via the most effective
channels of communication. Increasingly, citizens make use of portable devices such as mobile phones or
tablets to access any kind of online information. Hence, governments could consider creating mobile-
friendly websites as part of a strategy to increase usability.

Virtual assistants as natural evolution of search boxes
Finding

The natural evolution of search boxes (see Chapter 2, Structure and Use) are virtual assistants, commonly
called chat-bots. These tools allow the end-user to perform a search by asking a question directly, rather
than just typing in search terms. Furthermore, in the case of chat-bots, information about interactions that
did not lead to visitor satisfaction can be used for supervised learning and improvement.

Recommendation

Develop a virtual assistance tool to improve the end-user experience on the information website. Ensure
that virtual assistance tool incorporate advanced technologies, such as artificial intelligence and machine
learning to continuously improve search results.

Actions for implementation

1. Develop a chat box based on:

a. Decision trees, keyword recognition, or through the use of artificial intelligence (Al) and
machine learning (ML).

b. The use of Al and ML foresees the processing of data starting from a list of “intents” of the
visitor (it could be the search for information related to administrative procedures
subsequent to a specific life event) and sets of potential questions and answers. The
training of the chat box will lead it to be able to contextualise the visitor's question and
propose the appropriate answer.

2. Ensure that transparency and accountability mechanisms are taken into account given their critical
importance to secure a trustworthy adoption of Al in the public sector. This includes taking into
account the OECD’s Recommendation on Artificial Intelligence (OECD, 2022;1;) and the OECD’s
Good Practice Principles for Data Ethics in the Public Sector (OECD, 20212).

Good practice examples

Numerous portals allow a virtual assistant to be implemented without major technological and economic
investments. The effectiveness of a chat-bot is directly dependent on the information available for its
training. The information gathered in the search tool design phase (see subsection on ‘Search tool — User
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involvement for search tool design’) and from the analysis of searches (see subsection on ‘Use of help
desk in combination with information website’ and ‘Analytics tools to strengthen information websites’) can
therefore form the basis of know-how enabling the chat-bot to understand the intentions of the visitor and
respond in a correct and relevant manner.

Development of a mobile friendly website
Finding

The use of portable devices such as smartphone and tablets is becoming ubiquitous and includes the
search for information related to government services. The accessibility and usability of information
websites would increase with mobile-friendly versions.

Recommendation

Launch a mobile version for government information websites or transactional portals to increase real
access for government service users.

Actions for implementation

1. Consider the changes or quality controls necessary to transition from desktop to a mobile portal in
order to make the navigation experience and accessibility friendlier for these devises.

2. Ensure a “mobile by design” website development using responsive layouts that use the same URL
and the same code irrespective of the device from which the website is being accessed. Typically,
aresponsive layout website development is more cost- and time-effective compared to the creation
of a dedicated mobile website.

Transactional service delivery portal

A potential evolution of information websites is the upgrade to a transactional service delivery portal. The
key challenge when developing transactional websites is to ensure that they effectively can replace existing
processes and/or interface with existing systems. They should be user-friendly and reliable. In fact, it is
highly desirable to develop a strategy to ensure that procedures and formalities are as simple as possible
before digitalisation. If governments fail to simplify processes before digitalising, the outcome may be the
digitalisation of an already-existing bureaucratic system. Moreover, cumbersome administrative
procedures may appear even more frustrating online, as citizens have no means to ask for in-person
advice.

Often governments start with the creation of information website before embarking in the more complex
task of setting up of a transactional portal. An incremental approach might bring the advantage of gathering
learnings from the experience of implementing the information website prior to upgrading to an even more
dynamic tool. Namely, service delivery functionalities can be added to the information website, gradually
turning it into a transactional portal.

Upgrade to a transactional portal
Finding

An increasing number of countries have created transactional portals (or e-portals) whereby citizens can
obtain information and receive several services, for example, perform business transactions, receive

EFFECTIVE GOVERNMENT INFORMATION WEBSITES: TOOLKIT FOR IMPLEMENTATION © OECD 2023



44 |

services such as renewal of driver’s licenses, apply for official documentation such as birth certificates,
pay dues, fines, or taxes, or create different forms of business entities.

Recommendation

Consider implementing service delivery functionalities for certain processes, on a gradual basis. Ensure
confidence in the portal and provide privacy to the users with respect to their confidential information and
personal data.

Actions for implementation

1. Carefully consider which processes and service delivery functionalities can/should be introduced and
piloted — based e.g. on the Methodology for Rapid Identification of Reform Priorities, and on existing
or foreseen tools from competent authorities.

a. The portal can be designed so that the user can first identify him/herself as an individual, business
or association, and after which a series of different information are displayed in the homepage.

b. The portal can be available in multiple versions, each of which customised via a single identifier
and password to enable the user to meet his/her specific needs.

2. Ensure that the processing of personal data is carried out in accordance with the relevant regulations
on protection of data and that end-users are duly informed on the measures taken in this regard (see
Security of online government services).

Good practice examples

User-friendly identification of available online procedures
The ServiceOntario (Ontario, Canada) portal clearly lists the different categories of procedures. Those that

can be performed online are visibly indicated (see Figure 3.1).

Figure 3.1. List of procedures that can be performed on the ServiceOntario website

Health card Birth, marriage and death ID

Renew your health card Online Newborn baby registration  Online Ontario Photo Card

Change your address Online

Replace, cancel or change information on your Birth certificate Online

health card
S Change your name

Switch to a photo health card

Marriage certificate QOnline Change your last name

First-time health card -
Change your sex designation

" ; Death certificate  Online
Organ and tissue donation R RS

Register to be an organ and tissue donor

Online
Source: (ServiceOntario, 20223)).
Similarly, Luxembourg provides an integrated user-experience through its information website
GUICHET.LU and its transactional version MYGUICHET.LU (both available in mobile version) (see

Figure 3.2). The two sites serve as single entry point for citizens, businesses and migrants to access online
public services with a recognisable brand for service delivery (OECD, 20224)).
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Figure 3.2. Integrated user experience of information website and transactional portal in
Luxembourg

FR DE EN

~ #Guichet.lu
ia CITIZENS B MyGuichet.lu

B BUSINESS

& MYGUICHET.LU a

LOG ON TO MYGUICHET.LU

Securely access the Luxembourg State's onlin

services (online procedures, authentic source

linking your devices with the mobile applicatic
etc.)

Source: (Myguichet.lu, 20225)).

Service Delivery portals often apply customised access based on the typology of the user. This enables to
improve the portal experience from an end-user’s perspective — this way end-users have access to
information and services related specifically to their characteristics and needs.

In Alberta (Canada) a personal account for online procedures enables all citizens to perform administrative
procedures online using a single identifier and password (see Figure 3.3).

Figure 3.3. Personal account for online procedures in Alberta

What is MyAlberta Digital ID?

It's a free account that lets you prove who you are online without
paper documents or face-to-face visits. MyAlberta Digital ID gives
you seamless access to a growing range of government sites and

services, while protecting your information and privacy.

Source: (My Alberta Digital ID, 2022)).

Security of online government services

As Service Delivery portals involve processing of personal data of users, relevant platforms should ensure
that necessary measures are taken to ensure that this is done in accordance with the relevant rules, and
that end-users are duly informed on how their data are protected.

The portal Canada.ca provides extensive information on security of online government services, as well
as relevant guidance in a dedicated webpage (see Figure 3.4).
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Figure 3.4. Security of online government services on Canada.ca

Security of online government services

Canadians rely on the Government of Canada to provide secure digital services.

Secure use of cloud services

How to put in place secure cloud solutions.

Security and identity management guidance

Directives, standards, guidelines and publications related

to security.

Secure electronic signature regulations

Getting a valid electronic signature.

Password management guidance

How government services should manage user passwords

Recommended controls for cloud-based services

How to secure, manage, and use cloud services.

Using electronic signatures

Guidance on using electronic signatures in support of the

GC's day-to-day business activities.

Public key infrastructure

Guideline on creating public keys for secure identity

management

Privacy Impact Assessment Summaries

Privacy Impact Assessments (PIAs)

Source: (Government of Canada, 2022;7)).
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Effective Government Information Websites
TOOLKIT FOR IMPLEMENTATION

Government information websites are an important tool for governments seeking to improve communications,
ease administrative burdens and provide greater access to public services for citizens and businesses.

Effective information websites, centred on users’ needs, can ensure a trustworthy information exchange
between citizens and the public administration. This report looks at how developing a fit-for-purpose search
function, using predictive text, machine learning techniques, and other functionalities, can contribute to effective
information websites. It presents recommendations as well as guidelines for ensuring high-quality standards
across government information websites, including upgrading them into transactional portals, where citizens
may easily access public services and communicate with government agencies about their needs.
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