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Colorado: DCSS Website BEFORE

Site built in 1996 and not
touched since then

Cumbersome to navigate
Not mobile-friendly

Only available in one
translated language

Limited imagery



Colorado: DCSS Website Analysis

Keep

Toss
Recommendations Dated user
from DCSS Website experience

Governance Group
Complicated

User Identities: content
Potential Customer,
Current Customer, One standard
Employers, Child masthead
Support Caseworker,
Partner Agency Multiple pages

with minimal text



Utah: ORS Website Before

Circa 1996

Information
contained:
Too much
Too complicated
Disorganized
Out of date

Not mobile friendly



Utah: What Did We Want to Accomplish

* Make the site easier to update

* Drive more traffic to automated
processes and services

* Enrich content—extensively



Utah: What to Keep and What to Eliminate
from the Old Site?

e Technology
* Content

* Design
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Colorado: DCSS Website Project Team

Child
Support

Subject An added bonus:
Matter

Experts CDHS Family
Voice Council

Office of DCSS

Information
Technology
Employees

Our Team Project
Managers




Utah: ORS Website “Team”

ORS
Administration

Parent Department of
Department Technology
Comms Services

David Ramm
James Britton

Policy
Analysts/
Technical

Writers

Attorneys






Utah: Project Management Approach



Utah: Project Management Tools



Utah: Project Timeline

/' Contract starts between

ORS and Grays Peak

e A totally chill time in
history giving the team
nothing to do or think

~

about but web design

e April 2020

—

begins

N

2020

¢ Design approach
established

e Major content
development push

2\

November

N

/-Grays Peak’s work
finishes and
implementation begins

/ ) or 2021

~ March 2022

* New website live
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Utah: Time by Task

ORS Web Redesign Update Tasks by % of Time*
) ()
1% 1%

8%

m Design

W Structure

m Content Development

m Saying, "You're on Mute"

® Waving to Children and Pets
Appearing on Screen

* Percentages based on survey (n=1) of “What did it feel like at the time?”



Colorado: From Concept to Completion

Website redesign kicked off Dec. 15, 2018. The
redesigned site launched Aug. 19, 2019.

Content Review & Edits: Approx. 2.5 months
Design Concepts & Approval: One month
Development: 3.5 months

General Project Management: Ongoing

One project manager (DCSS staff) who managed

the work of multiple vendors, DCSS, and OIT
employees.






Where Should We Live?



Colorado: DCSS Development Platform

Drupal is a free, open-source, non-templated
digital experience platform.

It provides top-notch security, including regular

patches, which was a priority for the DCSS team.

Drupal offers a blank slate. It is highly
customizable.

The platform’s modular approach to website-
building opens room to do much more than just
content creation.

Drupal



Colorado: Website Content Management
System



Colorado: Website Content Management
System



Utah: WordPress and Themeco Pro:
Simplifying Development and Maintenance



Utah: WordPress and Themeco Pro: Easy
Sitewide Updates



Utah: WordPress and Themeco Pro: Media
Storage and Organization



Utah: WordPress and Themeco Pro: Making
Menus



Utah: WordPress and Themeco Pro: Plugins,
Security, and
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Where
should we
put this?
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Utah: From Research to Design
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Utah: Analyzing the Analytics



Colorado: Utilizing Ogilvy’s 2018 Report

In 2018, Ogilvy (a global public relations firm) conducted qualitative focus
group research for California Department of Child Support Services. This
research revealed important insights as to how parents viewed
themselves when applying for child support as well as how they viewed
the child support program and marketing of services.

Vulnerability

No two parent
families in photos

Transactional No parenting
service advice

DIN{T




Colorado: DCSS Website Redesign Process

Engagement

Rewrite content using User experience SME review of revised
plain language, removing design content
complicated terms and
jargons Content entry portals Project advisory board
Make child support more Intentionality with CDHS Family Voice Council

approachable selected images



Colorado: Making it Easier for People to
Get the Information They Need

Our Focus:

* Applying for a Child Support Order

* Making a Payment

* Logging into an Existing Account

* Finding a County Child Support Office

Google Analytics was used on the front
end to better understand site traffic and
user engagement.

DCSS continues to use Google Analytics to
monitor traffic and gather metrics from
digital marketing campaigns.






Colorado: DCSS Website AFTER



Colorado: DCSS Design
Process

Followed existing DCSS brand standards
3 content entry portals

Mobile-friendly

Easy to navigate

Contact information readily accessible
Translated into 50+ languages

Images reflect diverse people and
landscapes



Colorado: Post-Launch

A few months after the launch of the new
site, the State of Colorado went through a
rebrand — new logo, colors and brand voice.

The DCSS website will soon reflect this new
look and feel.

Process reflects the importance of staying
nimble. New leadership and staff can impact
the design of a website.






Utah: Some Ideas Are Too Good Not to Steal

The Colorado Child Support Services Program The Utah Child Support Services Program



Utah: Design Requirements



Utah: Shifting
Design
Requirements




Changes to rest of website
are currently in progress to
comply with new department
standards.

Governor has announced that
he will soon require a statewide
standard, so more updates will
be needed.






Utah: The Content Crucible

Program Policies and
Practices

.‘ Better
Outcomes
@eoo °0

Limits of Attention
and Literacy
00060 ‘ for

O Participants

Power of SEO and
Skimming




Utah: The Content Development Process in
Practice

L : Comparison
. .

- Drafts from Program and
Revisions by : :
GPS ORS Policy Policy

Team Priorities

Discussions Submission for

and Additional . S . Approval to
o Draft
Revision Post




Utah: Readability



Utah: Readability



Colorado: Content Development Process

Make Content More User Friendly: Move from a
12th grade to 5-8th grade reading level, where
appropriate.

Content comparison & Subject Matter Expert
engagement.

Keyword targets for SEO infused into content
developed before site launched.



Colorado: SME Content Review

DCSS identified SMEs in
different areas of child
support

Spearca reviewed copy
on old website and
drafted new, user-
friendly text

Old and new copy
presented to SMEs for
comparison

Checklist completed for
approval or changes



Colorado: SME Content Review

The instructions below are specific to Colorado. If you'd like to start a case in another state, this website
provides contact information for all state and territory child support offices.

Step One: To start a child support case, contact the county child support office closest to where you live
to learn what’s required. You can search for your county office in the Find County Offices button.

Step Two: County child support offices require an application to begin a child support case. You can
access the application for child support services here. There are three ways to apply:

1. Start an online application.
2. Print an application for child support services.
3. Request an application directly from a county child support office.



Colorado: SME Content Review Checklist






Colorado: Biggest Obstacles

Merging of
Sites
Multiple state Planned website Spearca redesigned the
agencies needed to launch date: June 1, public facing DCSS
be involved in this 2019 website
project due to
security concerns Actual launch date: Back-end, password
(site is housed on August 19, 2019 protected site remains
the private state untouched, with plans

server) for future redesign






Utah: Before and After

https://web.archive.org/web/20200122071655/https://ors.utah.gov/faq_for ncp.htm https://ors.utah.gov/child-support/receive-child-support/custodial-parents-fags/







Colorado: Outcomes

The launch of Colorado’s new website
blew our expectations out of the water.
DCSS received positive feedback from
hundreds of customers, state
employees, and county child support
workers.

Colorado moved from a dated,
inaccessible website to an intuitive,
mobile-friendly website built for the
future.



Colorado: Outcomes

Apply for Services Webpage Traffic and Behavior by Period

Baseline Intervention
June 1 -July 31, Sept. 1 - Oct. 31, Difference Percent Change
2019 2019

Total Users 1,708 3,203 1,495 87.5%

1,124 2,313 1,189 105.8%
222 034 1812 s1.5%



Utah: Outcomes

Pageviews Pageviews
Before Redesign | After Redesign
(Monthly Average, (Monthly Average, %

Page July-October 2021)/July-October 2022)|Change
All Pages Combined 179,269 201,951 13%
Combined Homepages (ors.utah.gov +
Child Support + Medicaid Recovery) 130,706 138,558 6%
Child Support Homepage 3,612 16,956, 369%
Medicaid Recovery Homepage 103 797| 676%
Apply for Child Support 3,850 6,508 69%
Receive Child Support (Combined Pages) 2,148 3,743 74%
Child Support Portal 15,354 14,212 -7%
Forms N/A 1,726 N/A




Proper Care
and
Maintenance




Colorado: Maintaining the DCSS Website

Partnership Monthly SEO C(I))nte.nt &
with OIT Checks esisn
Updates
Ensures security Ongoing Managed by DCSS
patches and monitoring of Marketing &
Drupal upgrades keyword Communications
are managed performance Specialist with
appropriately and areas of ongoing support

opportunity from Spearca



Utah: Maintaining the Website

Division of

Technology
Services

Website
Content
Editor
(Business
Analyst)

Technical
Writers,
Director

Parent
Agencies

Security patches

Major changes to
site structure

Add content to
website

Manage
notifications

Minor changes
to appearance

Content

Govern
look and feel
standards



Ease of Maintaining (Example)






Colorado: A Whole New Digital World

Prior to the launch of the new website, DCSS had a
hybrid paper / online application.

Once the new site launched, DCSS convened a team
to reimagine Colorado’s application for child support
services.

Updated application is more streamlined and
intuitive for users.

Users can now complete, sign, and submit an
application for child support services on the DCSS
website.

In three month period after the online
application launched, web-based application
submissions increased 148%.



Social media -

Online Facebook, Display -

Paid search Remarketing &
Retargeting

application Instagram,
YouTube, TikTok




Utah: Next Steps

Secure
Portal for Electronic
Clients Form
Improved Delivery/
Completion

Modernize
L EINES
Calculator

Paternity
Matters Page

Employee
Page







Colorado: Three Big Tips From Our Experience

Time

Commitment

Stakeholder
Engagement

Keep It Direct
& Simple

Triple the amount of
time you think it will
take to concept,
develop, and deploy
the website

Buy-in across
multiple
departments is
required; continuous
communication
needed to be
successful

Get rid of the jargon.
Copy should
communicate how
child support can help
parents provide for
their children (i.e. a
helpful resource
responsive to parents’
needs)











