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MINISTER
Water Resources,

[Shri Keshab Mahanta]

Science & Technology and LT.
Assam, Dispur, Guwahati-781006
tel: 0361-2237007 (Fax)/2237063 (0)

Mail ID : mwrofficeassam@gmail.com

[am glad tolearn that the Websites Development Cell
of the Information Technology Department has taken
several stepsto enable various Government Departments to
develop their Websites in a standardized format. I
understand that the Cell has organized several training
programmes across various Departments to enable the
officials of the Departments to understand the concept of
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standardized websites, relevant and useful content, content

M

managementand upgradation and their role in all these aspects. The standardized
websites will allow an efficient and effective interface for the citizens for obtaining

information and transacting business with the Govt. as well.

[ believe that this Manual on Standardized Website Framework will help all the

concerned in fulfilling their responsibility in a more meaningful manner.

[ wish all the luck to the stakeholders in their endeavour.

Keshab Mahanta
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[Shri V.K. Pipersenia]
Chief Secretary to the Govt. of Assam

The Government of Assam has laid considerable emphasis on the
use of Information and Communication Technology (ICT) tools
for promoting efficiency and transparency in its functioning.
There has been a fundamental shiftin the role that technology
plays within the Government functioning as ICT is now pervading
allaspects and areas, opening up new opportunities.

With a vision to usher in effective, participative and open
governance, the Governmentis committed to renewed thrustin

adoption of emerging ICT tools and technologies. Establishment of platform for
presenting unified face of the Government, for engaging citizens for theirideas and
suggestions, improved service delivery through cross departmental interconnection,
data analytics for gaining insights for better decision making are some of the key drivers
for the nextlevel transformation. As a first step in this direction, it was decided to
Standardise the Government of Assam Websites. To support this effort, a Website
Development Cell was established under the IT department. The establishment of a
Standard Website framework (SWF) that will serve as the blue print for taking the
government websites to nextlevel in e-Governance is one of the major outcomes of the
efforts.

This documentis meant to serve as a guiding document for all departments intending to
develop their websites using the guidelines and standards laid down. I would urge that
the best face of the departmentis portrayed through their individual website leading to
greater transparency and efficiency within the Government.
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V.K. Pipersenia
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[Dr. K. K. Dwivedi]

Commissioner & Secretary to the Govt. of Assam
Information Technology Department

Websites are an important contact point that citizens have with
the government. As many of the services are becoming online,
citizens can get most of their required services through the online
mode. By making websites as amosttrusted and preferred mode

for obtaining information and services, we can pave way to a
transparent functioning in the government.

The Information Technology department, Government of Assam

foreword |

Y

has always been in the forefront for adoption of the emerging ICT
tools and technologies for improving governance. Standardisation of Websites is an
important step taken to bring a uniform and unified face for Government department
websites. Guidelines have been laid down as a part of the Standardisation framework to
ensure thatall departments and its constituent organisations under the administrative
control of the respective departments, publish their information and services on the
website. This will minimise the need for citizens to physically visit the department for
availing the services.

The IT department has empanelled a set of agencies which the departments can engage
after due process, for development of websites. These agencies will configure the
department websites by conforming to all standards and guidelines of the ‘Standardised
Website Framework (SWF)’. The Website Development Cell established under the IT
department with domain experts will assist and guide the departments. I hope this
document will help the departments in building websites that will benefit common
citizens and other stakeholders by way of easy access of information and availing services

ofthe departments.
//
K. K. Dwivedi
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About the Document

This document covers the topics that are important for Standardisation of Government
websites. The approach, roles and responsibilities of the department and stakeholders
involved and the Standard Procedures and guidelines to be followed form a part of the
document. It is aimed as a guiding document for enabling departments in the
Standardisation of Websites.

Intended Users

The contentin this document applies to all user departments/and its organisations
moving to standardise their websites. The document can be used as a comprehensive
guide on the steps and decisions the department needs to take before starting the website
development.

Authorship

This documenthas been prepared by Web Development Cell, Information Technology
Department, Government of Assam.

Version
Thisisthe second version of the Document.
Copyright

© 2016, Web Development Cell (WDC), Information Technology Department,
Government of Assam

Feedback maybe sentto:

Website Development Cell

CM Block, Assam Secretariat, Dispur-781006
Website: http://wdc.assam.gov.in

Email: wdc.assam@gov.in
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Executive Summary

Websites are the face of the Government and good websites enhance the overall image
ofthe Government. Websites play an importantrole in bringing in transparency and openness
in governance. Alarge number of State Government Websites is operational today. Although
some are well-designed, these websites do notappear to be inter-connected as partofalarger
Government umbrella; as aresult, the information is fragmented, often raising questions on
thereliability of the information. There is also alack of standardization notleading to the best
user experience. Non-availability of an enforcement and compliance mechanism and standard
guidelines often leads to the development of websites in an isolated fashion following
non-standard mechanisms.

The Government of Assam initiated a project named ‘e-Prastuti’ to enable Standardization of
all Government websites. [tis basically to establish a unified and uniform face of the websites
across all departments of the Government of Assam. Standards compliance makes it easier for
people from all walks to use the Web with the same level of ease and consistency. Besides, it
aims to bring in efficiency, transparency and proficiency in the service delivery system in
Assam.

The mission of this projectis to guide the departments in designing and developing their
websites in accordance with the standardization guidelines. The Government of Assam
attempts to turn the departments’ websites into a platform for participative practices and
open governance for the citizens of the state. The establishment of a unified face of the
Government for and improved service delivery are the key drivers in Standardization.

One of the key principles in the whole projectis that the ownership of the website and its
contentlies with the department. The ownership of department of their website is very
importantto ensure the quality and authenticity of information. It is very crucial that the
capacity and capability of the department officials in content creation and updating is
established.

The long term sustainability of website and its content are also critical and for this the
department will need to be educated and informed of the guidelines. This document gives
end-to end activities in website design, development and content management by laying
down Toolkits, Guidelines and Standard Operating Procedures.
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Abbreviations

G20 e s Governmentto Citizen
G2G o s Government to Government
Q2B s s Governmentto Business
G2N e Governmentto NGOs
LA s Information Architecture
O3 T Information and Communication Technologies
SWE e sees s s sssesseees Standardised Website Framework
Y €1 N Standard Government Information Architecture
L8 2 R Uniform Resource Locator
WDC ot Website Development Cell
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1.1 Introduction

Government Websites play an importantrole in Information and Services delivery to the
public. Websites not only play a crucial role in Information and Services delivery butalso in
bringing transparency and openness in governance. Websites can be considered as the face
of the Government and good websites contribute to enhancing the image of the
Government.

1.2 Background

To meet the objectives of providing the citizens the best web experience from the Government,
the following key challenges existing in the present websites need to be addressed:

e Information thatisavailable on the State Portal of Assam will need to be consistent
with that published in the departmental websites. Similarly the information on the
departmental websites will need to be consistent with that of the constituent
organisationsunder them.

e Information should be accurate and updated.

e Although Government Website Guidelines have been published, there are no
enforcementand compliance mechanisms in the development of websites.

e FEachwebsite hasitsownsetofinformation; thereis no minimum set ofinformation
that has to be mandatorily provided.

1.3 Stepstaken

Government of Assam is laying thrustin Promoting Participative and Open Governance
through the websites by making them as platforms for service delivery and engagement with
the citizens. ePrastuti- A project for Standardization of Websites of the Government of Assam
was a firststep in this direction. An empowered structure was established under the overall
leadership and guidance of the Chief Secretary, Assam who was designated as the Chief
Responsible Officer (CRO) of the project. The senior most Secretaries of all departments were
designated to function as the Responsible Officers (RO) and they would be supported by
Additional Responsible Officers (AROs) and Web Masters (Wms). Each department would
have their own Project Steering Committee for Standardisation of Websites under the
Responsible Officer (RO).
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1.4 ExpertCommittee on Website Development Guidelines

The Government of Assam had constituted an expert committee for guidance on Design,
Usability and Human Interaction Aspects of Government Websites.

e Prof.A.K.Das, Dept.of Design, IIT Guwahati & Director-in-Charge, IIIT Manipur
e Dr. Prasad Bokil, Asst. Professor, Dept. of Design, IIT Guwahati

e Shri Ashwini Kumar, Jt.Secretary, IT Department, Govt. of Assam

e Ms.Suchitra Pyarelal, Scientist F, NIC, - Member Secretary

1.5 Website Development Cell

A Website Development Cell (WDC) was formed by the IT Department, Government of Assam
with Terms of Reference as follows:

e Toassistand guide departmentsin designing and development of their websites
e Preparingthe Web Site framework with Guidelines for Standardization.

e Tosupportdepartmentsinachievingthe required transition/ building new sites
e Capacity Building of Department Nodal Officials

e Tohelp transform the present Government of Assam web-portal to one which
provide a unifying experience for the end-users across all Government Websites.

e Help promote engaging and participatory practices in the governmentby adopting
social mediaand Open Government Data policy.

e Monitor the progress ofimplementation of standardization of web-sites as per
agreed framework

1.6 Workshops

A One day Workshop on “Standardization of Websites” was held on June 27,2015 in the Assam
Administrative Staff College. The workshop was presided by the Chief Secretary, Assam. The
workshop had very eminent speakers both from Academia as well from the Government
giving their views and ideas on the subject. Prof. Sanjay Verma, IIM Ahmedabad, Prof. Gautam
Barua, Mentor Director IIIT Guwahati, Prof. A.K. Das, [IT Guwahati took partin the day long
deliberations and brainstorming sessions that brought forth several new ideas and useful
suggestions on the subject. A specially designed Group exercise was conducted for the
participants and each group came up with their recommendations. The workshop had more
than 150 participants.
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Summarization ofrecommendations of the workshop

Websites should be designed to meet the needs of the citizens. It should cater to the
various e-delivery services for the citizens as well.

The target user group of the websites should be decided firstand accordingly proceed
towork on the design, usability and interaction aspects of the website;

The user who comes to the department website should be able to focus on the
information and contentretrieval by being able to seamlessly find the rightlink to the
information.

Websites should be developed around open source portal and content frameworks.

Websites should cater to both the internal government users (Intranet) as well as for
the public (extranet).

Content ownership should rest with the department and they should take the
complete responsibility for updating and making all information authentic.

Standardization of the layout and design of government websites will help the public
in finding the information quickly.

Capability and Capacity building of department officials in website management so
thatthe internal strength for sustainability of the website.

Requirement of a Standard panel of Website development and security auditing
agencies for developmentaround standard guidelines, whom the departments can
engage.

Establish of single coordination point for all queries and supportin website
development. A Help desk mechanism is to be established for supporting all
government websites.

Establishment of necessary infrastructure for hosting websites.
Websitesto:
X3 Have multi-lingual support.

@ Be friendly for the differently enabled

@

Easy navigation

X3 Be mobile compliant

«)
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e Website to have agood feedbackmechanism

e Thefollowing wererecommended to be a part ofthe website:
Frequently Asked Questions(FAQs)
Contactinformation

Acts& Rules

Notifications

Schemes, plans

© © & O o 9

Organization structure and contact details (with visual aid)

Following the workshop, Orientation workshops and Content Managers Workshops were
conducted for all departments to sensitise the departments on the approach to be adopted for
Standardisation of their respective websites.
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Content Managers Workshops held for various Government Departments



WEBSITES
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2.1 Websites: Multiple Stakeholders

The Government Websites aimed at providing information and services can be depicted as
follows with four main stakeholdersin the end-to-end delivery:

provi INFORMATION +
des SERVICES

"""“""'|""“"“"‘i"“"""“‘I'"‘""""o

DEPARTMENT through @ THE WEBSITE ' for END USERS

Stakeholders of the Website Ecosystem:

ENDUSERS Thetargetaudience ofthe websites

WEBSITE The interface or channel for Service and Information Delivery. A
unified information and service delivery point will provide the
end user, access to entitled services based on their role as a
Citizen, Business and Government.

INFORMATION &SERVICES The internal content of the department thatis converted to the
specificneeds of the targetend user.

DEPARTMENT Direct responsibility to provide information and services to
the citizens.

Requirements at each point in this end-to-end can be detailed as below:

prov | INFORMATION +

DEPARTMENT ides SERVICES

in THE WEBSITE for END USER

..0.0..00.0.I..00......0.100.‘..0.0....‘000‘..00...0

+» Institution «+» Content Strategy + Information +»+ Identify the End
Mechanism for o . Architecture User
overall = ldentiy
& . ¢+ Data Architecture + Understand their
management ¢+ Grouping pa
& Technical Specific Needs
<> < Authorin . - :
’ V\I/‘}gigfeontent o g Architecture + Tailor the website
p %+ Content Design & Protess to meet the needs
o i i b
* Who will provide % Services Grouping Avchitoctire of the user

% Roles and
Responsibilities

%  Ensure the
Standardisation
enforcement
mechanism
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2.2 Multi Stakeholder Description

2.21 Enduserorthetargetaudience of website

The Useris the mostimportantand User needs to have the highest place in the priority of
website design. So trying to understand who they are, what they want, how they look forin the
website and when they look for the information (at what periodicity) are considered essential
factors to be keptin mind. Always get feedback from users and getting this early on will make
users feel thattheir inputs are valuable.

Citizens expect Websites to be
Different “ Wil
— Functional

*  Human skills — Getstheright
. Age service
Divided —
» Economic = Eay

) — Does rightly
* Social — Enjoyable
. Digital — Userexperience
Diverse * Reliable
* Literacy * Available

W * Ability

) ) + Consistent
ol ¢ Location

While itisimportant to understand what the users wantin the website, itis equally important
to understand whatusers do notrequire in the website. Similarly, when we look for reasons
why a user uses a website or finds it desirable, we also need to understand why users do not
use awebsite after the first visit.
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2.22 Website

The important characteristics of websites that make it Useful and Usable are summarised
below:

Navigable

Intuitive

Interactive

Accessible

Available

Simple and Understandable

Searchable

Consistency

To bring in all the above characteristics, the architecture of the Website with respect to the
Technology, Information, Data and Process Architecture need to be Standardized.

A. Technology Architecture

e Based on Open Architecture for Scalability
e Open Standards for Technology Neutrality

B. Data Architecture
Open Data Formats
E-Governance Standards for Data and Metadata

Data Sharing
Common Data should be shared

C. Information Architecture

Starting with an ‘Abstract’ state where contents lie within the departments; to a ‘Complete’
state where the Websites of each department are created, the Information Architecture goes
through various phases. These evolutionary phases are supported by workshops and
brainstorming sessions. The Standard Framework toolkits acts as the guidingdocumentin the
process, giving an Integrated web experience. The Information Architecture also focuses on
content classification and categorization enabling generation of dynamic menus based on
needs ofthe various users.
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Interactive

Complete
Integrated Web

Framework Presence

Standard Layout

Consistent Navigation
Uniform Placements

Publish Minimum Information

Organisation and Labeling Information

D. Process Architecture
e Institutional Mechanism at the Department Level
e Guidelines
e Standard Operating Procedures

2.2.3 Information & Services

The Content packaged for delivery to the end users can be classified into the following two
main categories:

(i) For Information

(ii)  AsServices
‘Information’, in strict terms can be considered as a ‘Service’ (Information as a Service).
However, for the purpose of differentiating between a service thatis offered ‘online’, from a

service thathas notbeen made as online, this book will refer to any content or information
made online as ‘Service’, the rest will be ‘Information’.

The Content of a Department will have to undergo transformation to be made as meaningful

Information or Service. It has to be identified, categorised and grouped, given meaningful
labels and finally designed for delivery.
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2.2.4 Department

An Institutional Mechanism needs to be evolved for the long term sustainability and
management of the website. The Governance Structure with clear roles and responsibility for
the overall steering of the project need to be putin place.

Content Management, Master Trainers, Web Site Administration are responsibilities integral
to website. Designated officials to perform these roles along with their responsibilities need to
be brought out by the department. Regular and Periodic review of content, enforcement
mechanism of the Website Standardization guidelines are some of the critical success factors
of Website Management.

Why Standardization Framework for Websites (SWF)?

For each of the four players, in the end to end ecosystem of Website design,
development, deploymentand implementation, there isaneed to putin placea
set of Standard Architecture, Procedures, Guidelines and Reference Models
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3.1 Standardized Website Framework (SWF)

A Standard Website Framework for the Government of Assam websites is to address the
common functional and technical requirement of department websites at the framework

level.

Standard Website Framework (SWF)

Content Security Manager Site Manager
Management Search Calendar Gallery (To maintain roles (Creation of main
System & access) & sub sites)

Document

Management :
System Catalogue Configuration Se;vg:sel_gaay;?;rf‘or
Archival Indexing Reusable Components
System |
Standard Messaging Service Layer for aggregation
Themes

Queuing

Common
Portlets

The Standardized Website Framework will comprise of the following:
e Technical, Information and Data Architecture

Services Delivery Model

Common Reusable Services

Standards: Technology, Data and Metadata, Localisation

Standard Operation Procedures (SoPs)

Technology Portal and its core components

Standard Government Information Architecture (SGIA)

[

Standard design templates and themes

e BestPractices, Guidelines and Process
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3.2 Strategic Objectives:

Objective 1:
Establish a Single Unifying Standard Web Platform for the Government of Assam for effective
and efficientinformation and services delivery:
e Standardisation of Government of Assam web sites
e Establish a Single Unified Interface with seamless web experience across all
web sites

e Provide an aggregated view of all services and information in one place

Objective 2:
Formulate guidelines for enforcing standardization and setting bench mark in service
delivery.
e Minimum services ( all types : information, public, directory and internal) to be
made available through the website
e Information dissemination of all services in a standard format

e All services are to be made available from the Government of Assam Web Sites

Objective 4:

Use of Social Media for Collaboration and Participation
e To serve as a platform to engage with public through social media tools
e Invite ideas and suggestions

e Feedbacks, Polls, Consultation

3.3 Goals:
e Todesignand develop a Standardised Website Framework based on Open Architecture
and Standards.
e Toestablish a Platform which will have the Core Technology Components and Services
for Standard Web Site development.
e Tobringin Uniformity and Standardisation in Government Information Service

Delivery.
e TohaveaSingle Integrated Website for adepartmentand its sub departments.

e EstablishaSingle Centralized Government Document Repository.
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3.4 Benefits

e New Government websites would be built by configuration of the Standard Website
Framework.
The common services available on SWF would be reused for all Government sites.
Aggregation of information and data through web services.
Documents would be able to be exchanged and shared across different departments.

Uniform and Standard deployment of Government websites with standard domain
naming conventions and Role based Access mechanisms.

3.5 GuidingPrinciples

Principle1: Transparencyand Openness
Information that will enable transparency and openness need to be made available on the

website.
) RTI, Grievances, Tenders
° Status of applications
° Citizen centricinformation and services

Principle 2: Minimise Redundancy of Information
Single source with multiple views: All information and data that need to be made available
across departments should be shared and not duplicated in each department.

Principle3: Open Architecture and Standards
° Technology neutrality
° Configurable and Scalable
° Based on Standard Portal and Portal Component Standards that is extensible
° The backend database should be based on Open Standards

Principle4: Reusability
Aservicesbased approach will be adopted

Common services that will be used across the departments will need to be made available on
SWE.
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4.1 Guidelines for Govt. of Assam Websites

4.11 General

The design, development and implementation of Websites of Government of Assam will be
based onasetof guiding principles that are described below:

1.

10.

11.

The Guidelines for Indian Government Websites (GIGW) shall be adhered to by all
Government of Assam. See Annexure for GIGW Compliance Matrix

Government of Assam websites will need to be developed around the Standard
Website Framework (SWF).

Websites will need to adhere to the basic principles of Openness and Transparency
with respect to information. This will require that all information and data of the
department thatisrequired to be made public should be made available on the
website.

Ensure the accuracy and authenticity of information made available on the website at
all times.

Capability building of department officials with respect to the Website Management
needs to be carried outinaperiodic manner.

Main Administrative Department and its constituent organizations to have a Single
Integrated Website.

Minimize the redundancy of Information and Data on the websites.
Website and Website Content to be fully owned by the department.

Department will need to develop its plan in terms of sustainability of the website with
respectto contentupdating, management of website, obtain periodic feedback of
website from its users and ensure continuous updates to the website.

Due permissions need to be obtained for publishing any content protected by
copyright.

Every Website should have the Website Copyright policy, Terms & Conditions, Hyper
linking Policy
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4.12 Website Initiating Process:

Institutional Mechanism

Department (and its associated organizations) will need to have the Website Governance
Structure established with roles and responsibilities clearly defined.

e Project Steering Committee under the Chairmanship of the Department
Responsible Officer

e  Website Information Manager
e ContentManagers
e Master Trainers

e Website Administrator

The Governance Structure with roles and responsibilities will need to be made available on
the respective department websites.

Selection of Agency for Development

(I) Fordevelopment of websites, department (and its constituent organizations') will
need to select from the set ofagencies’ empanelled by the Information Technology (IT)
department, Government of Assam.

(ii) Forthosedepartments who have already developed websites, these will need to be
redeveloped around the Standard Website Framework (SWF) by the empanelled
agencies.

(iii) Website Development Cell (WDC) will support the departmentin providing
consultation on the design and development of the website.

(iv) Allocationneed tobe provisioned by each departmentin their budget for development
of their respective websites around the SWF.

4.13 Website Technology

(I) Website Technology should comply with Open Standards that have been prescribed for
e-Governance (http://egovstandards.gov.in)

(ii) Website should be developed using responsive design techniques.

'Directorates/Commissionerates/Missions/Projects / Institutes
*The details of the empaneled agencies for Website development is available at http://wdc.assam.gov.in
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(iii) Website should render seamlessly across devices and mustbe technology neutral.

(iv) Website Technology Architecture mustbe based on the SWF.

4.14 Website Deployment

(i) Hostingofthe Websites will be in the Common Secure Infrastructure established by the
IT department for deployment and hosting of the Government Websites.

(ii) Allwebsites shallbe under the standard domain “assam.gov.in” and a uniform domain
naming convention (“name.assam.gov.in”) to be adopted by all departments.

(iii) The constituentorganizations thatare notallowed to come under ‘assam.gov.in’ will
need to come under ‘in’ domain or ‘.co.in’.

4.15 Website Information Architecture

(I) The Standard Government Website Information Architecture (SGIA) developed under
the SWF is to be adopted by all departments.

(ii) TheSGIAwill prescribe the standardization with respectto the following:
e Common Minimum Information
e Placement
e Navigation
e Layoutand Appearance
e Uniformwordingandlabelling

(iii) All Websites shall have a Standardized header with the Government Emblem/ Logo, on
the homepage.

4.16 Website Information Quality
e Providingadatelastmodified on the bottom of every page
e Reviewingpagesasperthe periodicity of review thathas been laid down.
e Providingaccesstodocumentsusing open, industry standard web formats

e  Makingonlineinformation and services fully available to individuals with disabilities
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e Measuringuser satisfaction and usability through feedbacks and usability testing

e Organizing contentby audience group and by subjectbased on feedback and other
research

e Usingconsistentnavigation. Most of the navigational items to be in the same place
and work the same way on every page.

e Usingthe samelayout,appearance, and wording for pages thatare related

e Usingbasiccommon contentlike contactinformation, organizational information,
frequently asked questions, and regulations

e Usingsimpleand plainlanguage

4.17 Website Information Management

1.

©® N o 1ok W DN

There would be a Single Website for the department and its associated organizations.

e The department website will be the Main Site and the sites of
organizations under the department are the Sub-sites.

e Accessing the Main and Subsites will be through a Single web address
(Uniform resource Locator or URL).

e Main Site and Sub sites will be based on the Standard Government
Information Architecture (SGIA).

The Websites will need to publish the details of the Content Managers and Web Master.
Website to have a transparent feedback mechanism

Websites to provide the date last modified on the bottom of every page

Online information and services to be made fully available to individuals with disabilities
The content on the website should be organized by the target audience group

Source of all documents, whether reproduced in part or full are to be mentioned.

Clearindicationis to be given when alink from the website points to another government
website.

Before hyperlinking, department will need to verify the accuracy of the hyperlinked

Content.
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4.18 Website Content

(i) Thedepartment (and its constituent organizations) will need to finalise and notify
the responsibility matrix ' for content management in the website(s).

(ii) Contentaccuracy will be the sole responsibility of the department. Regular review is
to be undertaken by the Department Website Information Manager.

(iii) Website Development Cell will train the Master Trainers of the department who in
turn will be responsible for the continuous and regular capability building of the
department content managers.

(iv) The designated Content Managers in the department (and its associated
organizations) will be responsible for the creating, updating and publishing content
on the website.

4.19 Website Content Design
e Languagetobekeptsimple
e Contentinapageiskeptto minimum.

e Mostimportant matteris first presented and supplementing contentis made viewable
under ‘More... option

e Dependingontheuserneeds:
o  reducetheamountof content
o  reducethecharactersperline
o remove unused content from the site

e Makeitdifferently-abled friendly

*Roles will need to be defined for Creating, Reviewing and Publishing Content on the Website
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4.2 Document Management Guidelines

4.21 Document Category

The Standard Category of Documents have been Standardized as follows:

> Acts > Notifications
> Budget > Office Memorandums
> Booklets > Office Orders

> Case Studies > Procedures

> Circulars > Regulations

> Compendium > Reports

> Forms > Rules

A document repository where all types of
the documents of the organization can be

searched and located in the shortest

possible time.

> Guidelines > Tenders

> Minutes of Meeting > White Papers

4.22 Document Scanning Specifications

Any document falling into any category which has to be uploaded on the website has to be
converted to electronic format by scanning (if the electronic formatis notavailable).

The Settings for Scanning are as placed in the table below.

Document Type/ Condition

Color & DPI

Regular text

100 Dots per Inch(dpi) Black &White(B/W)

Textwith images

300dpi Grayscale

Very damaged /Tarnished/Clouded

450 dpi Black &White(B/W)

Seriously damaged / Tarnished/ Clouded

600 dpi Black &White(B/W)

Documents with Photograph

600 dpi Grayscale/Colour

Table: Settings for Scanning documents

Ifthe documents are scanned in very high resolution, the size becomes very large. This will

affect the performance of the website, while uploading and when downloading. Hence,

documents are bestscanned in the optimum dpi (which is 100 dpi).
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4.23 Document Storage Format

The Scanned documents must be stored in Technology Open Standard Format prescribed by
the Government for eGovernance. ( http://egovstandards.gov.in)For Scanned Document
Storage/Archival, the Standard prescribed is as follows:

Standard/Specification with [SO 19005-1:2005 (PDF/A)

Version and Publication D

ate (ifapplicable)

Source: http://egovstandards.gov.in

PDF/Ais astandard which turns Portable Document Format (PDF) into an “electronic
document file format for long-term preservation”. The reproducibility requirement for PDF/A
documentsisto be 100% self-contained. All of the information necessary for displaying the
documentin the same manner every time is embedded in the file. APDF/A documentis not
permitted to be reliant on information from external sources (e.g. font programs and hyper-
links).

4.24 Document Metadata

Atthe time of uploading documents, the user will be required to add Meta Data for the
document. Metadata is a set of pre-defined parameters that need to be entered for every
scanned document, while uploading it to the website. The advantages of entering Metadata
are as follows:

e identify, authenticate, and categorise the documents

e allowusersto control, manage, understand and search documents over time
e enabletopicbasedreferencesand retrieval of documents.

e secureaccess privilege can be set for documents

Metadata:

Document Category, Author, Title and Description are the main Metadata associated with each
Document.
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This Toolkit - Implementation Guide aims to provide a step by step guide to implementing a

Standardised Web Site. The implementation has four main phases and steps that need to be
performed under each phase are detailed considering the following:

® Whatneedstobedone?
® Howshoulditbedone?
@ Whoshould carry outthe activity?

® Whenshoulditbedone?

Phase 1-Plan

During this phase, the activities that are required to establish the pre-requisites for
Standardisation of Websites are initiated.

Phase 2-Prepare

Outlines the preparatory work thatwill need to be carried out by the departmentalong with
WDC and the agency engaged for development of the website.

Phase 3 -Implement

The actual implementation is carried outin this phase. Activities include the configuration of
the website based on the finalized website structure and information architecture, content
uploading by the content managers of the department, security audit and final release of the
website.

Phase 4- Post-Implementation

Monitoring of the website, review feedbacks received, take required mid-term corrective
actions, trainings for building capabilities on website management as and when required are
the key activities during the post-implementation phase.

The approximate duration for each phase is considering a mid-sized department. Duration may
vary based on the size of the department and the number of its constituent organizations.
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ACTION PLAN FOR
STANDARDIZATION OF WEBSITES

ACTION WORK / ACTIVITY BY METHODOLOGY
Plan TO ( Two weeks)
Constitute the Department Project Department See Toolkit 5:
ePrastuti Steering Committee ePrastuti Governance
Governance and the Support Structure of
Structure for the | Structures to be Standardization
project constituted and Framework for
Notified with the Websites (SFW)
Roles and
responsibilities
defined.
Take steps for Initiate the process of | Department Follow the due
engaging agency | engaging a Website process of selection.
for website Development agency Sample Request for
development from the list of five Quotation (RFQ) and
agencies who have Details of agencies
been technically have been made
empanelled by the IT available on
Department, Govt. of http://wdc.assam.gov
Assam vide .n.
notification no:
IT.70/2015(A)/77, Department to have
dated 22nd April the final RFQ vetted by
2016 their respective FA
The Website of Main
Administrative
department and its
constituent
organisationsto be
developed together
(recommended).
Government e Apply for Department Department will need
eMail ids Government eMail to fill up the eMail

id for all members
of the Project
Steering
Committee and
Support structures

Bulk Registration form
and submit to the NIC
Coordinator who is the
member of the Project
Steering Committee.
Form and Guidelines
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e One General are available at
DepartmenteMail http://wdc.assam.gov.
id in the following in
format<<departme
nt-name>>@gov.in

4 | Domain e Domains have Department Department and its

Registration been standardised | and IT Constituent
to be under Department Organisations will
‘assam.gov.in’ need to register their
domain respective domains
e PSUs/Organisatio with the Standard
ns will be under Domain Convention.
‘in"domain The Domain
Registration Form and
Guidelines is available
at
http://wdc.assam.gov.
in

II. Prepare (TO+ Three Weeks)

5 | Schedule the Notification of Department See Toolkit 7 :
Content Content Managers ePrastuti Workshops,
Managers withRoles and Training and
Workshop responsibilitiesto be Certification

completed before
scheduling the
workshop.

6 | Award the work | Bid evaluation and Department Work order to be
to the selected Selection of agency placed to the agency
Website from the list of five by following due
Development agencies technically process and
Agency empanelled by the IT procedures.

department.

Signing of agreement
and Issue of Work
Order

7 | Content Identifying and Content Steps inToolkit 2 and 3
Managers Grouping Content Managers and
Rl Developing the LE

Website structure
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ACTION WORK / ACTIVITY BY METHODOLOGY
8 | Content The department will Department/ Guidelines outlined in
Readiness now need to start Agency Chapter 4 to be
preparing the Content applied while
for uploading on the developing the
website based on the Content.
outcome of 8.
Toolkit 4: Best
Practices for Website
Authoring
9 | Content Responsibility Matrix | Department Toolkit 6: Content
Responsibility of each Content Management : Roles
Matrix Manager need to be and Responsibilities
defined.
1 | Master Trainers Master Trainers are to | Department / | See Toolkit 7 :
0 | Certification be carefully selected WDC and AASC | ePrastuti Workshops,
Programme by the departmentas Training and
they need to have Certificationfor details
aptitude for training. on Master Trainer
Certification
Programmes
1l. Implementation (T0+ Six weeks)
1 | Website The Website Agency Under the overall
1 | Configuration development will be supervision of the
based on SWF based on the Standard Department and WDC
Website Framework
1 | Content It is assumed that the | Department Uploading all the
2 | uploading department is ready content that has been
with the Content and made ready
Content Managers are
provided with the
required training.
Here the Content
Manager will be
responsible for
uploading content as
per the responsibility
matrix defined at 9
1 | User testing User acceptance and Department Department will need
3 testing to form a small group
to test the website
with respect to the
Content.
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’ ACTION WORK / ACTIVITY BY METHODOLOGY
1 | Website Department has to WDC WDC will look into the
4 | Development submit the final tested Standardization
Cell sign off website to WDC aspects of the Website.
1 | Exit Creation of necessary | Agency / An effective exit
5 | Management documents and User Department strategy to be followed
Manual for trainings so that the department
can maintain the site
Department Site on their own.
Administrator,
Content Managers and
Master Trainers
should be able to
manage the website
Training &
handholding to the
Webmasters, Content
Managers and Master
Trainers of the IT
Department & its sub-
organizations.
e IV.PostImplementation
1 | Management of e Regular reviews on | Department Regular reviews by the
6 | Website the website Project Steering
content Committee on the
website , content
e Ensure that the updating and
guidelines on adherence to
Content Archiving standards,
are followed incorporation of
feedbacks received
1 | Continuous To ensure that the Department Arrange periodic
8 | Trainings Content Managers are | Master update training
regularly trained and | Trainers and programmes
equipped to manage | WDC
the contents
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M SUMMARISED IMPLEMENTATION CHECK POINTS

website development

* Government eMail ids

.

®,
"o’

Domain Registration

-

.
Qe

R
Qe

>3

’0

Content Managers
Workshop

Content Readiness

Content Responsibility
Matrix

Master Trainers
Certification
Programme

User testing

Website Development
Cell sign off

Exit Management

Phase 1 Phase 2 Phase 3 Phase 4
Plan Prepare Implement Post-Implementation

% Constitute the % Schedule the Content Website Configuration | %+ Management of Website

ePrastuti Governance Managers Workshop based on SWF

Structure for the « Continuous Trainings

project Award the work to the Website Configuration

selected Website based on SWF

% Take steps for Development Agency

engaging agency for Content uploading
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TOOLKITH

Understanding the End Users of
Websites and User Needs
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Tool kit 1: Understanding the End users of the Website and User needs

Websites will serve the purpose, ifand only if itis in sync with the needs of the end user of the

website. Hence, user needs are the firstand mostimportant area in the whole cycle of

websites. Butbefore understanding user needs, itis important to understand who the users of

the website are going to be.

L.
®
®
®
IL.

Starting by identifying who are the End Users of the Website
Identifying the users should be the starting point while designing a website.

Then understand their requirements and needs so that the website is attuned to the
user expectations. Italso increases the probability of the user acceptance of the
websites.

Clearunderstanding of the context of use in which the websites are going to be used can
help build better usability.

Understanding User Needs

Users are diverse and their expectations are also of the same nature. An early understanding of

theirneeds can help factor alot of these in the design process of the website.

User needs to have the highest place in the priority of website design.

So trying to understand who they are, what they want, how they look for in the website
and when theylook for the information (at what periodicity) are considered essential
factorstobe keptin mind.

Always get feedback from users .Getting this early on will make users feel that their
inputs are valuable and that they have been listened to;

Oftentimes, there is atendency to put what we want rather than what users want and this
should be avoided.

Adeeperunderstanding of user, their larger expectations and needs play an importantrole in

thelongterm sustainability of websites. Two activities are recommended to be carried outas a
partofthis Toolkit.
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Activity 1: Identifying the End Users who are going to be the Target Audience of
the Website

Who are the end users of the website and why identifying them matters? [fthe end user or
audience of the website is known, then the following can be made possible:

Ifusers are known, then we can interact with them to understand their needs

With the information on how the target audience describes the type of services or
information that they come to the site for, the website labelling can be matched to it.

Knowing what type of information is often looked for will help to structure and
prioritize the contents on the site and make the site relevant to them.

Whatis notrequired by user mustbe removed from the website

How their life is better thanks to your service, you know which end-benefits to
communicate

...and so on and so forth.

Traditionally, defining end users involves determining their age, sex, geographic
locations, and their needs.

Who are the users?

End Users of Government websites generally fall into the following categories:

® Citizens who form the largest base of Government Websites
® Business Community

® Government

® NGOs

Further categorization is possible of the above categories. Say, citizens can further be
categorised based on the following:

Age group

Gender

Internet Literacy
Differently-abled
Geographic Profile

Quality of Access to Internet

Language and Culture
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a. Work profile (Student community/Professionals/Labour Community)

2. Further classify them as :
a. Farmers
b. Students
c. Job Seekers

d. Skilled workers

3. What do they look for or what are their needs and expectations?
4. How they describe the information or service they want?

5. Then prioritize the end users in the following way:
®

Primary: This set of users will be your site’s main focus and site will be designed and
optimized for this set.

@ Secondary: Users who are important, but not critical.

Knowing the end users isimportant as the information can help guide the structure of the
website and using the appropriate labeling for the menu

Suggested Methodology for Activity 1:
Do a Brain Storming Session within the department. Try and include members

from the constituent organizations of the Main department.
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Activity 2: Understanding User Needs

From Activity 1, the end users are identified. The outcome of Activity 2 is gain deeper
understanding of user needs and expectations. Direct and Telephonic Interviews with end
users, Survey through questionnaires are methods to understand the user needs and
information they look for from the website. While a strong preference should be given to the
primary set of end users, itisimportant to selecta cross section of users to getareliable
sampling.

How to do theresearch?

@ Each Content manager in the department can identify groups of users in different
categories.

Elicitresponse on the needs through interviews and/or Questionnaires
Write down the needs.

Interviewing seven to ten users is usually sufficient to represent the majority of
relevant user expectations.

(Ifitisnotpossible to conductinterviews and get user feedback, department should frame a
questionnaire that can bring forth the characteristics and needs of the users.)

First, collectgeneral information about each ofyour interviewees.

eName ¢ Role (e.g. citizen, business, student) eGeographic profile « Educatione Type of
computer the individual users to access information (desktop, laptop, mobile) ¢ Type of
Internet connection

Second, needs and expectations of users from the department website:
® Whatdoesthe user want?

® Whattype ofinformation does he/she seek?

® How does he/she look for the information?
If departmentalready has a website, then the following questions may be additionally framed:
Which areas are most useful, often used and why?
Whatimpression does the individual want to have upon exiting the site?

What does the individual user like about the existing site?
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What frustrates the individual in the current site?

Isthe content written in a way that the individual understands?

Create data sheets for your interview findings. Combine and make a consolidated sheet of all
Content Managers findings.They build a common understanding of users’ objectives.

Do the Userresearch and write down the needs (User category wise)




TOOLKITH

Identifying and Grouping Content
for the Website
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Identifying and Grouping the Website Content

Contentplays averyimportantrole in a website and can contribute to the popularity, success
and effectiveness of a website. In the context of website, content refers mainly to Information
and Services being offered through the website. Good quality and up to date content can be the
single most factor for drawing visitors to the site. However, in the whole process of developing
Government websites, very little importance is generally given to content planning and its
readiness. Oftentimes, even after the website is ready, itlacks in content. And when content is
prepared in arushed manner, the quality is very often compromised resulting in incomplete
and inconsistent information. Content planning is therefore a very important activity and
should begin from the day the department decides to go for its website. Content Managers play
animportantrole in the activity of Content Identification, Grouping and Uploading on the

website.

This toolkitis a guiding document for the departments to plan and prepare the content for the
website. [t provides a step-by-step approach to identify, classify the content and categorize

them based on the target end users of the website'.
Pre-requisite:

The Content Managers have been identified, designated and notified by the Department

(Refer Toolkit 5 ePrastuti-Governance Structure)

How isthisactivityis carried?

Workshops for Content Mangers are conducted for this activity. These workshops are activity
based. (Refer Toolkit 7 :Workshops, Trainings and Certification) (Footnotes)

'Outcome of Toolkit 1
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1. Step-by-Step approach for Identifying and Grouping Content

Table 1 below provides the summarized approach for identifying and grouping the
department (and its constituent organisations) content. This is done by conducting
Workshops for Content Managers that are activity based.

Steps Activity Outcome

Step 1 | Each Content Manager will be required to | The basic details of the
enter the basic details and their Area(s)of | Content Manager are
Work allocation as per the Job Chart captured along with their
Refer: Activity -Questionnaire 1 (A) areas of work allotted as per

the Job Chart.

Step 2 | The second step would be to list the Listing of functions under
different functions performed against each of work.
each area of work mentioned above.

Refer: Activity - Questionnaire 1 (B)

Step 3 | The next step would be to detail the Under each of the above
different Information and Services that listed functions, the different
are generated under each function. information and services
Specify as “Information” or “Service” generated will be listed.
Refer: Activity Questionnaire 1 (C)

Step 4 | Against each Information and Services The Information and Services
listed above, decide the intended target are further categorised as
end user for whom the information or G2C,G2G,G2B,G2E
service is meant for.

(i.e., if it is targeted for citizens then it is a
G2C Information/Service)

Step 5 | Grouping of Information and Services as All Information and Services

G2C/G2G/G2E under each Area of Work are grouped as belonging to
G2C/G2G/G2E/G2B categories

2 Directorate/Commissionerate/Missions/Societies
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1. Step-wise details are as follows:

Step 1: Basicdetails and Area of work as per the Job Chart

Each Content Manager will be required to enter the basic details and their Area(s)of Work
allocation as per the Job Chart. A few examples of areas of work in Education Departmentis
placed below:

Examples of Areas of Work: RTI, Admission Counselling, Schemes Monitoring

Step 2: Listdifferent functions performed against each area of work

The different functions performed under each area of work are listed. If the areas of work are
more than one, the functions performed under each ofthem need to be listed.
Eg: Under the RTI (Area of Work), the different functions are:

(1) Disposal of RTI

(ii)  Transferring of RTI Petitions

(iii) Placingtothe Appellate Authority

Step 3: Listall Content (Information and Services) thatare generated

Listall the types of Information and Services thatis generated under each of the functions as
listed above. Firstlistthem and then decide if it of “Information” type or “Services”

Listing all contents that are generated in the various functions:

Status of RTI Petitions

Disposal Status

Figuresand Statistics

Number of RTI Petitions received /disposed/sent for second appeal within one year
Proactive disclosure

Details of SPIO

Online RTIapplication

® Nk W

Online submission of petitions
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Now, decide if the listed Content is 'Information’ or 'Service':

1.

B W

©® N w

Status of RTI Petitions- Information
Disposal Status - Information
Figures and Statistics- Information

Number of RTI Petitions received/disposed/sent for second appeal within one year -

Information

Proactive disclosure- Information
Details of SPIO - Information
Online RTI application -Service

Online submission of petitions -Service

Step 4: Decide the Intended Target End User for each Content Type

The content (Information and Services) identified at 3 above need to be grouped under the
appropriate target end users.

SI. Functions under the Area of Work Information/Service | Target end users for the
No. “RTI” Information/Service
1 Status of RTI Petitions Information G2C
2 Disposal Status Information G2C
3 Figures and Statistics Information G2C and G2G
4 Number of RTI Petitions | Information G2Cand G2G
received/disposed/sent for second
appeal within one year
5 Proactive disclosure Information G2C and G2G
6 Details of SPIO Information G2C
7 Online RTI application Service G2C
8 Online submission of petitions Service G2C
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Step 5: Grouping of Content -Target End User Wise

Target End User Information Services
Status of RTI Petitions Online RTI application
Disposal Status Online submission of petitions

Figures and Statistics

G2C Number of RTI Petitions
received/disposed/sent for second
appeal within one year

Proactive disclosure

Details of SPIO

Figures and Statistics

Number of RTI Petitions
received/disposed/sent for second
appeal within one year

Proactive disclosure

G2G
Details of SPIO

Figures and Statistics

Number of RTI Petitions
received/disposed/sent for second
appeal within one year

Similarly if there are Services targeted for Business users, group them under Government to
Business (G2B). If there are Services targeted for NGOs then they need to be grouped under
Governmentto NGOs (G2N)

The functions targeted for Employees within the department will be Government to

Employees (G2E).
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Step 6: Rank the Grouped Content in order of its importance

Target End users

Information

Services

G2C

Status of RTI Petitions

Online RTI application

Disposal Status

Online
petitions

submission

of

Figures and Statistics

Number of RTI Petitions

received/disposed/sent
second appeal within one year

for

Proactive disclosure

Details of SPIO

G2G

Figures and Statistics

Number of RTI Petitions

received/disposed/sent
second appeal within one year

for

Proactive disclosure

Details of SPIO

Figures and Statistics

Number of RTI Petitions

received/disposed/sent
second appeal within one year

for
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Activity: Contentlisting and Categorization

Blank Sheets of paper are provided where participants are required to provide the details as
per the following format.

Questionnaire 1

A. Enter Basic Details

Name of Content Manager:

Name of Section:

Name of Department/Directorate:

Areas of Work Allocation (As per the Job Chart and may be multiple):
1.

2.

3.

B. Enter the functions or activities performed under each area of Work.

Note: Ifthere are more than one Area(s) of Work being dealt, then the functions under each
ofthem need to be listed down separately as shown below:

Area of Work 1
Functions:

1.

2.

Area of Work 2
Functions

1.

2.
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C. ContentManagers will write the list of Content thatis generated in their unit of work
thattheyfeel isimportantto be placed on the Website.

List the Content (Information and Services) generated under each of the functions listed. This
may be inany order.

List down all the Content (Information and
Services)generated against each function

1.

Area of Work Functions

2.

Function 1

Area of Work 1 Function 2

Function 3

Function 1

Area of Work 2

Function 2
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D.Now against the Contentlisted, decide if the contentis of 'Information’ type or

'Services' type.

Information: This Content will be mostly targeted at information seekers

Services: Services offered by the department can be categorized as Government to
Citizen(G2C), Government to Government (G2G), Government to Employee (G2E),
Governmentto Business(G2B)

Area of Work

Functions

List down all the
Content (Information
and Services)generated
against each function

Decide if the Content is
‘Information’ or ‘Service’

Area of Work 1

Function 1

1

2.

3.

Function 2

Function 3
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E. Decide the Target audience for each

Area of
Work

Functions

List down all the
Content
(Information and
Services)generated
against each
function

Decide the if
Content is
‘Information’ or
‘Service’

Decide the Target
Audience for each

Area of
Work 1

Function 1

1

2.

3.

Function 2

F.Now Group them Target Audience Wise and rank them in the order of priority

Area of Functions Target Audience Information Services
Work
Function 1 G2C
Area of
Work 1 626
G2B
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Outcome of Activity of Toolkit 2

All Content (Information and Services) generated
within the department (and its associated
organizations)as per Job Structure and Functions are
identified and are grouped as per the Target End Users
the Contentis meant for.

Ascertainifthe above areinline with the Vision, Mission
of the department.

This will need to be placed by the Website Information
Manager to the Project Steering Committee of the
Department for approval and finalisation.
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TOOLKITH

Developing the Website Information
Architecture
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Toolkit 3: Developing the Website Information Architecture (IA)

Good websites are those developed after careful understanding of the need and expectations
ofthe end users. Ifthe userisnotable to get the information or has found that the site is
extremely hard to navigate or lacks clarity, then in all probability the user will notrevisit the
site. If asiteis toberevisited by the user, then the firstimpression and experience is the most
important.

Thus, websites should be designed in a manner thatitallows any visitor to the site find
information in a fastand easy manner. Information Architecture (IA) of a website refers to the
design of the structure and organization of the website. IA plays a very important role in
providing a satisfying experience to the visitor. Proper planning of the IA of the department
website therefore is considered as the first and foremost task that the department needs to
take up.

The general expectations of users of a website are the following:
@ Site is simple and easy to understand

It is pleasing

Site is intuitive and navigation is easy

Clarity on what is being provided ( or, not provided)

It works the way that the user expects it to;

Understandable language

@ Accessible

The content that has been identified through Toolkit 2 should be placed in an appropriate
manner that will be intuitive.

This toolkit begins by describing the aim of IA and outlining the steps for establishing an
effective Standard Information Architecture for the Government (SGIA). The process for
designing the IA for each departmentis provided in a step by step manner.

Outcome of the ToolKit:

(i) Establish a Standard Government Information Architecture (SGIA) which will be the
base IA for all government departments. SGIA will include the standard content areas and
their placement.
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(ii) To arrive atthe Department Information Architecture for the department website by

keeping the big picture of the information and services of the department and its sub

organizations.

(iii) A Website Structure where information and services are organized in a logical and

consistent manner to allow visitors to find information quickly.

Key Outcome:

The Department Website Wire frames. Site Maps, Site Information and Content Flow to depict

how the site will function.

Understand the | to how users will use the content to Structure of
Content and ‘ ‘ information
functionalities

Note: The design to the wireframes are given by the design team at a later stage.
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1. Information Architecture

1.1 Background

When a user comes to the website, the following are the mostimmediate questions that come
to mind:

(D Ifthis website is the right place for getting the information I am looking for ?

(ii) Whether the information soughtis available or not on the website?

(iii) How do I getto thatinformation?

(iv) [sthere more such information on the website or any related sites and links for getting more?

) Other questions that surface much later are mostly on the accuracy and integrity of the

content.

A well designed IA should be able to address all of the above and create an information
structure that will help the user quickly find the information they are looking for.

Users could be having different levels of experience and this is to be kept in mind while

planning the website structure.

Experience of User (High): Knows what information is required, how to look for it, how to
navigate through ifinformation is notfound in the firstinstance.

Experience (Low): User knows whatis required to be obtained, but does not know how to go
aboutgetting the information.

Inthe first set of users, a well organized site can help user get the needed information with no
external supportatall, whereas for the second setit will be an advantage if the website hasa
powerful ‘Search’ feature.

1.2 Introduction to Information Architecture

A well organized and intuitive website makes it usable to the user. This requires
considerable thoughtand planning. Itrequires an in depth understanding of the target user
group: their age, skill, preferences, points from where they would access the sites.
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Itishere that‘Information Architecture (IA)’ or ‘the artand science of organizing websites’

play akeyrole.IAis abouthow the contentis organized and labelled and how the content flow

inawebsite is designed by keeping the user requirements in mind.

1.3 Specific Objectives of 1A

(i) To structure the site for Optimal User Experience

(ii) To design a structure thataddresses the user requirements

(iii)  Tohelp build an intuitive navigation to guide users through the vast website to find the
rightinformation

(iv)  Toestablishwhatshould be on the home page and sub pages

(v) To structure the menu items with meaningful labels:
a. Whatshould be the first-level menuitems?
b. Whatshould the menulinksbe named?

1.4 GuidingPrinciples for effective Information Architecture for
Websites

(i) Know your target audience

(ii) Hierarchical Grouping: The Grouped content needs to be arranged in hierarchies for
easy sorting.

(iii) A particular content can be brought under more than one menu but will have only
one source.
@ Anotificationrelated to RTI can appear under ‘RTI’ and also under

‘Documents’
® Thepredictable manner auserlooks for a particular contentis to be
considered while arranging the content.

(iv)  Limit the size of information presented
Provide only that much information thata user can assimilate at the first pointand
then provide a ‘More’ feature to read more information.

(v) Every page on the website should have basic information and pointers to navigate to

related pages
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User gets to asite in the following manner:
® Bytypingthewebaddressandlandingonthe home page
@ Bysearchingthroughany search engine

® Fromanyother website, as user may not be necessarily land on the home
page, butonany page on the website

Labelling Conventions

(vi)

(vii)

Meaningful descriptive labelling conventions should be adopted for the Content Areas.
Say,ifauserislooking forinformation about the department, it should be keptunder a
label ‘Aboutus’ whichisintuitive in itselfapart from being a standard convention.

Adhere to the basic rule of optimisation and effective utilisation of space in the web
pages.
Provide a helpful guide map to a user on landing in the home page of the website

Standard Government Website Information Architecture (SGIA)

All Government departments are bound to have a set of common content (Information
and Services) that will need to become an integral part of their web sites. This set of
common content can be categorized and made to be uniform for all department
websites. This can be brought under acommon IA pattern by organizing and placing
the common content to establish a Standard Government Website Information
Architecture (SGIA). The first step is to arrive at the SGIA which will form the base IA
and all departments will build their respective website 1A around the SGIA.

The SGIA will be designed and developed for adoption by all Government departments.

The design of the SGIA should highlight all the important functionalities thatare
necessarily to be a part of any Government website.

Categorisation and Grouping of Standard Content Areas
Uniform Placement of the Standard Content

Standard labelling to allow user to find information quickly
Meaningful and intuitive naming conventions

Maintenance of consistency in the page layout (navigation and text elements)
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3. Designing the Standard Government Website Information
Architecture (SGIA)

3.1 Header

Website Header will comprise of the following items/areas:

® GovernmentLogo and the Name of the Department. When the sub-organisation is
selected, then the name of sub-organisation also appears.

® Search:Inview ofitsimportance and requirementacross all pages and sub-pages,
this can be placed on the Header.

® TargetAudience (G2C/G2G/G2B/G2N/G2E): The Website will present the view and
information based on the role of the user who is accessing the site. The Primary
Audience Group is placed first. For locating the selection, this is placed on the top
portion of the header.

Asample header for SGIA is depicted in Figure 1 below.

Government of Assam Citizen |Government |Business | NGOS

Department Name Search

Figure 1: Standard Header

3.2 Standard Contentthat will be uniform for all websites

The Contentareas thatall Government Websites need to mandatorily have on their home page
have been identified. Placement and Layout of these Standard content areas should be
uniform across all the websites, so that the end users find it easy to locate them.

@ AboutUs: All Information about the department thatincludes it Vision, Mission,
Objectives, Functions, Organisation Chart, Job Chart, Citizen Charter, Budget

® Sub-organisations in the department (viz Directorates, Commissionerates,
Missions, Societies, Bodies)

Divisions within the department / and its sub organizations
Right to Information (RTI)
Grievance Redressal

System for meeting Audit Objections

System for delivery of Services to the Public
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Citizen Charter

Schemes

Documents

Frequently Asked Questions (FAQs)

Events

Tenders

Feedback

Media Gallery:

o Photos

o Videos
Documents:

o Acts

o Rules

o

o Office Memorandums
o Office Orders

o Circulars

o Notifications

o White Papers
o Case Studies

o Guidelines

o Reports

o Success Stories

Regulations and Procedures pertaining to the department
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Common Content that will be present in the
Home Page of all Government Websites

Citizen | Government | Business | NGOs | Emploves
Government of Assam

Department Name Search Q]

m RTI

# Grievance Redressal
B Citizen Charter

B Tenders

m Budget

n Media Gallery

§ Tenders

# Events

8 Who's who
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When each main content category is selected, the various options under itappear. The
figure 3 below shows the various options that appear for selection when the Content

Category “Documents” is selected.

Citizen | Government | Business | NGOz | Emploves

Government of Assam

Department Name Search Q|

ﬁ Directorates ~ Commissionerste ~ Missions e sv  FAQs Feedback About Us
Acts Minutes of Meetings Procedures Rules
Circulars Notifications Publications White Papers
Forms Office Memorandums Regulations
Guidelines Policies Reports

8 Media Gallery

1 Tenders
I Events
“ B Who's who
Online Services for Information
‘j » Citizens * Benefits
‘ + Government + Eligibility
| * Business + Forms
+ NGOs * Due Dates
\ x

Figure 3 Options under “Document” Content Category
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Citizen | Government | Business | NGOs | Emploves
Government of Assam

Department Name Search
ﬁ Directorates =~ Commissionerate Missions Schemes Documents FAQs Feedback AboutUs +
Vision Citizen Charter Ministers Divisions
Mission Organization Chart Key Officials Schemes
Functions Job Chart Location & Address Budget E
Objectives History Staff Strength Contact us

i Media Gallery

g Tenders

§ Events
Top Stories of the department and its organisations

B Who's who
Online Services for Information
» Citizens * Benefits
* Government  Eligibility
» Business * Forms
+ NGOs * Due Dates

Figure 4 Options under “About Us” Content Category

Main Site and Sub sites

The approach for development of websites for a department website and its organisations
(viz: Directorates, Commissionerates, Missions, Societies) will be as follows:

(i) TherewouldbeaSingle Web site/Portal for the departmentand organisations under the
department.

(ii) Thedepartmentwebsite will be the Main Site and the sites of organizations under the
departmentare the Sub-sites. Together they form an integrated Portal.

(iii) Accessingthe Main and Subsites will be through a Single web address (Uniform resource
Locator or URL).
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(i) Main Site and Sub sites will be based on the Standard Government Information

Architecture (SGIA).

(i) The Standard Contentdetailed atsection 3.2 above will form a part of both the Main site
and the Sub sites. The Main department website and its organisation sub-sites will have
their respective contentin addition to the Standard Content (SC). Hence, each sub-site
while being anindependent one having its own set of information and services, will be

anintegrated part of the main department web site.

(iii) Oftentimesthere are sets of content thatare required to be provided both in the Main

department site and in the organisation sub sites. Such content should be grouped

together as Common Content (CC) for the main site and sub-sites.

(iv) TheStandard Content (SC) and Common Content(CC) will appear in both the Main site

and Sub-site. The placement and positioning will be uniform.

Main-Site Menu Bar

Sub-Site Menu Bar

Home, Sub-
Units Common Menu
(subsites), Items Example:
Content Services, Main Home,
Common to all Programme, Home of Sub-
Library, About Unit, Specific
Us Contents of the
Sub-unit
Example: Social
Auditin SIRD
(How it was
conducted)
Figure 5
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The following is an indicative Main Site IA for the Department of Panchayat and Rural

Development

Citizen |

Government of Assam

m Organizations  Information & Services ~ Schemes

Top Stories of the department and its organizations

Panchavati Raj

Get Involved

Elected Representatives

Rural Infrastructure
Projects

Plans

Livelihood
Self Help
NREGA Employment

Pensions
Initiatives

Know your status

Document  About Us
Right to Information  Popular

Requestfor Information Wha'sWho

Knowyour status Contacts Details
Latest News
. Tenders
Grievance
. Advertisement
Lodge a new grievance
Events

Knowthe status of your

grievance Important Links

Rural Housing
Initiatives

Know you status

Social Audit
How to conduct Social Audit

Statuses and Reports

Figure 6
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On Selecting “Organisations” tab from the Main Department Home Page, the list of

Organisations under the Department of P&RD are displayed:

Government of Assam Citizen | G

Search

LR Information & Services  Schemes  Document  About Us
Office of the Assam State Rural State Institute of
Commissioner Livelihood Mission Rural Development

= P aal

njabar i Panijal Gl Kal 3, |

Grievance JEmdces
000 Lodge anew grievance ::::isement
Knowthe status of your
Top Stories of the department and its organizations grievance Important Links
Panchavati Raj Livelihood Rural Housing
Get Involved Self Help Initiatives
Elected Representatives NREGA Employment Know you status
Rural Infrastructure Pensions Social Audit
Projects Initiatives How to conduct Social Audit
Plans Know your status Statuses and Reports

Figure 7
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On selecting an organization under the department, user is taken to the site of the

Organisation:

Government of Assam

Reach Us Popular
Feedback Who'sWho
Connect with us Contacts Details
Latest
Partnership
Events
UNICEF / UNDP Important Links
Innn Corporate Census
Top Stories of the department and its organizations NGQOs Open Data

Poverty Alleviation =~ Women Empowerment  Sustainable Development  Model Panchayat

SECC 2011 Policies SDG 2030 Smart Gaon Panchaya
Policies CM’s Vision 2020 Projects Digital Gaon Panchay
Panchavati Raj Livelihood Infrastructure and Housing Pensions
Action Plans Self Help Projects Initiatives
Elected PRIs NREGA Plans Status
Wi
Figure 8

The sub site, while being an independent site with its content and site administrator, will also

atthe same time become a part of the Main Department's structure.



1.

WTANDARDISATION FRAMEWORK FOR GOVERNMENT WEBSITES)

Steps for developing IA of Website

Annexure 1 may be studied before proceeding to the steps.

Step 1: List out more information on the target audience

In Toolkit 1, the general target audience group for websites was categorized as under

Government to Citizen (G2C)
Government to Government (G2G)
Government to Business(G2B)

Government to NGOs(G2N)

Now prioritize the audiences in the following way:

Primary: The audiences that will be your site’s main focus. Site will be designed and

optimized for this set of audience.

Secondary and Tertiary: Audience in the order ofimportance.

Gathering specific data on the target audience will be required. Say, if the Target User Group

was identified as Citizens, then more specific information on the user group need to be

captured:

Gender
Age group
Work profile (Student community/Professionals/ Labour Community)

Access
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Step 2: Define the expectations of each type of user community

The ultimate objective of Standardization of the IA of a website is to have an effective design
thatanticipates the user needs and expectations (See Annexure 1) Most often the site is
designed by department officials or by external agencies without a consultative approach. The
target user needs are seldom kept in the forefront while the site is organized or designed.
The approach should be tolook at the site design from the end user point of view. Site should
be structured and arranged the way your target audience expects to see it. Department will
need to understand the expectations of each of the above user groups and identify their goals
and expectations. Thiswill help to ascertain what needs to go on the website and will drive the
final IA of the website.

@ Whattype of specific content they are looking for?

o Access the existing contentidentified and filter out what is really required to be
placed on the website for each type of user community
@ Whatisthelanguage they use? Knowingthis may help to tailor the content?
® Howdotheynormally search for the content they want?

@ Howaretheylikely to access the content?

Step 3 : Organize the content under proper menu structure in an
meaningful manner

Content on the web site can further be organized in a logical way after a deeper
understanding of the user.

@ C(lassifytheabove interms of their importance

@ Allsimilartypes of content to be clubbed together
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Step 4 : Describe the content in an intuitive and meaningful manner

Understanding the manner in which the audience would describe the content while they

search the site will help in having a similar pattern on the website.

Afew scenarios are given below:

Scenario 1: Giving specificinformation to user based on who they are?

One area of website could be focused on providing information to different category of users.
For this, itis important to know what category of user community will be accessing.

Information for

® Students

® Job Seekers

® Educators

Scenario 2: Know what type of questions users normally ask and appropriately frame the
content area headers

[ am looking for —————
What are my entitlements?.....

When is the exam scheduled for ...........7

Step 5 : Draw up the wireframe for placing the content

Organize the placement of the content

[

® Mostimportanttobeinthe Main Page

® Placementto be consistentand predictable
L

Providing clues to help use the site efficiently
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TOOLKITH®

Best Practices for
Authoring Good Web Site Content



MTANDARDISATION FRAMEWORK FOR GOVERNMENT WEBSITEQ




WTANDARDISATION FRAMEWORK FOR GOVERNMENT WEBSITES)

Best Practices for Authoring good Website Content

We must understand that the website belongs not to the departmentbutitis meantto cater to
the people. Content of a website plays a key role in the relevance and usefulness of a website.
Without meaningful content, a website appearsincomplete and inadequate. Writing Content
of a Website therefore is a matter that will need to be approached with considerable care to
bringin the desired simplicity and appeal.

Firstand foremost, we must understand that what we read in a website is different from what
weread in abook. Readers study a book from cover to cover. However, users do not read word
for word in a website. They visita website for obtaining the rightinformation in the shortest
possible time. Hence, your content should be as interesting and motivating as possible so that
the visitor not only stays but also continues to visit your website. As the attention span of a
user islessinawebsite, only good and useful content will attract users to your website.

The following sections include the Guiding principles, Tips for good authoring and Common
mistakes to be avoided that together make up the best practices for authoring website content.

Section 1 Guiding Principles
Section 2 Tips to be borne while authoring content

Section 3 Common mistakes to be avoided
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1. Guiding Principles

Original and Relevant: Originality in the website content can not only be appealing but also
will help the site to be ranked well in search engines.

Ensure the accuracy of the content: Accuracy of content will build trust of the website with
theusers. Itisimportantto verify all data and contentbefore posting them on the website. This
willhold good in cases where the contentis linked from your website to other sites. The linked
sources need to verified if they are an authoritative source of information.

Meaningful headlines and Captions: Wherever you would like to invite the attention of user,
say to some importantupdate, it helps to provide headlines that will immediately catch the
interestand attention. The text should be appropriate to the context.

Regular Update the Content: Contentin a website should regularly be updated with the
mostrecentinformation. An outdated website will not only reflect badly on the image of the
departmentbutalso the trust of users.

Tailored to the Target Audience : Having an insight into the expectations of the target
audience of website will be a good start while authoring the content. The best way to ensure
good contentis by asking ourselves how our Departments wish to be perceived by the target
audience. Ifitisan Education Department, how well the content of website connects to its
audience which may be mostly the student community.

2. Tips to be borne while authoring content

Consistency in the usage of vocabulary
Addressyour Audience Directly
Clarity in Language

Shorterisbetter

BreakitUp

Abbreviations/Acronyms

Inverted Pyramid

Visual content
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Consistency in the usage of vocabulary:

Since the website will belong to the Government of Assam, opt for an official tone for your
website and this need to be carried out consistently throughout the website. Use of and
labelling and vocabulary should also be uniform. Example: If you are using the word
‘Department’, then this word should not be replaced by synonyms like ‘Organization’. Similarly,
ifyouare using ‘Login’in one web page, then it should notbe replaced by ‘Sign in’ in another

web page. Same applies for the usage of the word ‘Directory’ rather than ‘Who’s Who'.

Prefer British English over American English. Use ‘organise’ rather than ‘organize’,

‘programme’ rather than ‘program’, ‘honour’ rather than ‘honor..

Addressyour Audience Directly:

Your website must sound welcoming to the users. [t should sound official without being
pedantic or dull. Hence, the tone should be conversational. This will personalize the content

and bring the user closer to your website by addressing them directly.

”»u ”»u » o«

Example: Use first person (“I,” “we,” “us”, “our”) and second person (“you”). Explicitly tell your
apply”

» o« » o » o« » o«

readers what you want them to do next by using “subscribe”, “enquire”, “join”, “visit”,

etc.

® Atthe DepartmentofIndustries & Commerce, we offer various offers for the

entrepreneurs to investin Assam.

® Onour website, you will find an overview of each and every project that our
Departmentisimplementing for the benefit of the general public.
Useactive verbs (“starthere,” “read this”, “submit”).

® Toread moreonthe planand policies ofthe Department, read this.

@ Provideyourvaluable feedbackby filling up the form and click on the ‘Submit’ button.
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Clarity in Language

The language of all government websites should be simple and lucid. The language should

be comprehensible for myriad sections of the society. It is advisable to avoid using verbose,

flowery and ornamental words, high rhetoric and exaggerated hype should be avoided.

Some examples are placed below:

Existing content in a websites

Suggested content

The Department has to calculate its
intentional goals in terms of its citizen’s

base.

The Department needs to define its

objectives for the citizens.

This mission of this project is to give enough
space to people so that they can exercise
their rights and give valuable inputs into the

decision-making process.

This project enables citizens to offer their
feedback which will be taken into account in

the decision-making process.

Shorter is better

Users do not have the patience to read long in a computer screen as it is tiring to the eyes.

Therefore, the web content has to be 50% shorter than print. Keep the content short. The

shorter it is, the user-friendly it turns. Long, complex sentences should be avoided. Rather,

stick to short and direct sentences.

Existing website content

Suggested content

When we will launch the scheme, the
Department will organize a grand event to
ceremoniously start the opening of the

scheme.

The Department will soon launch a new

scheme.
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Agriculture and allied activities in the state
have an overriding importance as sources of
livelihood to about 75% of its population
and thus the socio-economic condition of
Assam is largely based on agriculture

development.

Agriculture is a major activity of Assam.
Almost 75% of its population depends upon
this sector. As such, farming and its allied
activities act as a main source of livelihood
for its people. Moreover, it also contributes

to the socio-economic development of the

state

Break it up

To make your web content user-friendly, break information into small paragraphs by using
apt and meaningful headlines and sub-headlines. Instead of writing the entire article at
once, try writing one paragraph at a time. You may also use bullet points or images.

Communicate only one idea per paragraph.

Use one webpage for one topic. This will add value and depth to the website. Users may not

scroll down to see what lies in the bottom.
Abbreviations/Acronyms

Abbreviations or acronyms which are used as Government vernacular must be written in
full form when it appears for the first time, and then abbreviated subsequently.However, if
the short form is more popularly known and understood by the common citizens than its

full form, the short form should be mentioned.
Inverted Pyramid

Most important information should be placed first, make that interesting and all the
detailed information follows. Giving meaningful headlines can draw the audience to the
section. Hence, while writing content, you can visualize it as a pyramid where the overview

of the topic is placed first followed by specific information.
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Visual content

People learn better by seeing (photos) and by hearing (videos). While selecting photos,
pick images that communicate the functions of your department. Photos must compliment
the website and should be meaningful. Put captions under each photo and include photo

credits.

3. Common Errors to be avoided

Some of the common errors which occur and can be avoided are listed below:

Incorrect content Correct content
This kind of schemes are adopted for the This kind of schemes is adopted for the
benefit of the general public. benefit of the general public.

Either of the two policies are meant for the Either of the two polices is meant for the

marginalised section of the society. marginalised section of the society.
One must do his duty. One must do one’s duty.

Much have been done for the public. Much has been done for the public.

The sceneries of Assam are very charming. The scenery of Assam is very charming.

Abiding all the above principles will help you to author good website content.

Three C’s are soul mantra for a good website.

Clear, Concise, Correct.
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TOOLKITH

ePrastuti Governance Structure
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The ePrastuti Project for Standardization of Websites is being steered under
the overall leadership of the Chief Secretary to the Government of Assam who
is also the Chief Responsible Officer of the project.
To ensure an effective implementation of ePrastuti within the departments
and its organisations, it must be driven and monitored by a well-defined
Governance Structure.
Every Department will therefore need to constitute the ePrastuti Project
Steering Committee that will be chaired by the senior most Secretary in the
department who will need to be designated as the Responsible Officer.
The constituent organizations under the Main Administrative Department
(viz: Commissionerate, Directorate, Mission, Project Directorate ) will also
need to form its own ePrastuti Project Steering Committee under the
chairmanship of the Head of the organization.
In addition to the Project Steering Committee, department and its constituent
organizations will need to identify and constitute the following support
structures:

a. Content Managers

b. Master Trainers

c. ePrastuti Web Site Administrator




WTANDARDISATION FRAMEWORK FOR GOVERNMENT WEBSITESD

Main administrative department

What Is The Governance Structure to be Established By The Main Department?

1.Department e-Prastuti Project Steering Committee

Itis the Department Programme Steering Committee (PSC) that will give the overall
direction for steering the implementation of ePrastuti for the Main department and its
constituent organizations. PSC will be chaired by the Responsible Officer who is the senior
most Secretary in the department. The PSC must include the heads of the constituent
organizations that come under the Main Administrative department as the model is to have
an integrated Website for the Main Administrative department and its constituent

organizations.
Chairman Responsible Officer(RO) who is the senior most Secretary
in the department
Members * Additional Responsible Officer (ARO) who should be

a senior level functionary in the rank of Secretary/Joint
Secretary

Web Information Manager - A responsible
functionary of the department in the minimum rank of
Joint Secretary to coordinate the overall Website

Content and ensure its quality and accuracy.

Heads of Constituent Organizations that are under
the Department

** This is important as the approach is to have an

integrated portal for the department and its
organizations

Representative of National Informatics Centre (who is
coordinating with the department)

Member from Website Development Cell (WDC)
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The key tasks and responsibilities of PSC should be as follows:

B W NpoRe

© N o

Provide Project oversight, direction and guidance as needed
Develop Sustainability Plan
Budgetallocation and approvals

Finalize the Web site structure of the Main Administrative Department and ensure its
integration with the websites of its constituent organizations

ContentReadiness of the Main Administrative Department
Implement the Standardization of Website in the defined time frame
Ensure compliance of the Website to the Standardization Framework Guidelines

Ensure the development, security audit and deployment through the Government
empanelled agencies

Identify the Site Administrator/Content Manager/ Master trainers in the department
and its associated organizations and notify

(** Note: Theseroles can be performed by one or many depending on the size of the Unit)

10.
11.

12.

Establish the Content Managers Responsibility Matrix

Promote a Participative strategy in the implementation such that the responsibility
and ownership of the Website is shared across the organization

Regular review of the Website

Support Structures

In addition to the PSC outlined in the above section, the following support structures are
considered important for the implementation. The roles defined in the support mechanisms
need to be designated and notified by the departmentalong with the responsibilities.

Content Managers
Master Trainers in each Unit for sustainability

Web Site Administrator
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Content Managers

i. ~ Who should be a Content Manager?
Content Managers will be those personnel in the department and its organizations
directly dealing with the subject matters and who can identify the content of their
respective work allocated.

ii. What should be their rank?
Rank is not the criteria for selecting Content managers. They could be Joint
Secretary, Deputy Secretary, Under Secretary, Section Superintendent, Assistants.

iii. Do they need IT skill sets?
Content Managers need not have IT skill sets. They should be able to identify and
provide the important and relevant content of their line of work for the website. For
uploading content on the website, training will be provided.

iv. What are their Roles and responsibilities?
o To identify the content in their respective unit.
o Classify the content into categories.
o  Convert the Content into format that is ready for uploading onto the website.
o Uploading Content as per their responsibility.

v. How many Content Managers should the department have?
The department and its organisations should ideally have at least one Content Manager
from each unit of the Job Chart.

Master Trainers

(i) Who should be Master Trainers?
Master Trainers need to be having an aptitude for training the department
Personnel on website content management. They need not necessarily have IT skill
sets.

(ii) Why are Master Trainers required?
a. They would undergo e-Prastuti Master Trainers Certification Programme
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They would initially be trained by the Website Development Cell(WDC) for Website
Management and they in turn would provide trainings to other department
personnel.

They would be imparted with trainings on any new developments by WDC. Thus
Master Trainers are required to provide the sustainability for the Website Content
Management.

What should be their rank?

Rank is not the criteria for selecting Master Trainers, only criteria being their
aptitude for conducting trainings. They could be Deputy Secretary, Under Secretary,
Section Superintendent, Assistants.

What are their Roles and responsibilities?
Will undergo the Master Trainers Certification Programme.
Will be responsible for building the capability of department Content Managers by
providing regular trainings to the Content managers.

(iii) How many Master Trainers should the department have?

The department and its organisations should ideally have at least one Master
Trainer each.

Website Administrator

1.

v W N

An official having IT skill sets

Would be overall responsible for administration & management of the website
Will assign Roles & Privileges to the department content managers

Manage the top level directory structure (department wise) in the Website

Ensure the updating of data in the Website Directory
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CONSTITUENT ORGANISATIONS UNDER THE MAIN ADMINISTRATIVE
DEPARTMENT

WHAT IS THE GOVERNANCE STRUCTURE TO BE ESTABLISHED IN THE
CONSTITUENT ORGANISATIONS UNDER THE MAIN ADMINISTRATIVE
DEPARTMENT?

Each constituent organization should constitute its own ePrastuti Governance

Structure as the Web site is a separate one and has tol be maintained independently

(i) Project Steering Committee of the Organisation under the Chairmanship of
the Head of the Organisation

Note: The Head of Organization will be a member of the Project Steering
Committee of the Main Department so as to establish the linkage between
the Main Department website and that of the subsite.

(ii) Content Managers, Master Trainers and Website Administrators are also
required to be identified in each organization.
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TOOLKITH

Content Management Responsibility Matrix
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Content Management Responsibility Matrix

Website Content has to be continuously updated and maintained. Having Content Managers
identified from all sections of the department was with the objective of ensuring that the
Contentfrom all areas of work within the departmentare covered. Content Managers are to be
made responsible for the accuracy, timeliness and quality of the content that they upload on
the website.

Content will have to go through a workflow of process before itis published on the website.
The basic Content Workflow comprise of the following stages: Content Creation, Moderation
(Review), Publishing and Archiving. The moderation and approval could be multilevel and is
rolebased.

The simplest workflow is one where the content created is published withoutany intervening
process. Here, the Content Manger is given the permission to both Create and Publish on the
website. Generally, for routine documents in a departmentviz. Office Circulars, Office Orders
and Notifications, simple workflow setis adopted. At times, important content will need to be
approved and moderated prior to being published on the website.

Create . Publish
Create - Review - Publish

(Modify/Approve)

The department will need to decide on the following as the workflow will differ for every
content type.

® Workflow for each type of Content

@ For each Content Area and Type, the Department will have to notify the Content
Management Responsibility Matrix Responsibility with respect to the ‘Content

Authoring/ Publishing and Review’
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The Content Responsibility Matrix for the Department of Finance is taken to illustrate the

methodology of Content Management Responsibility distribution.

Citizen Business Government

GOVERNMENT OF ASSAM

FINANCE

Organisations « Information & Services « Schemes & Projects - Documents About Us « Contact Us

» EASE OF DOING BUSINESS

JiiBdge o

|“';F- = ;sl Iy

» Citizen Charter
Assam State Budget 201617
Pension for All: Retiring with

Financial inclusion schemes in Assam have achieved tremendous success. “ Dignity

Do you want to know more about: How do I? Latest
- First 100 days Agenda - Budget Enrollin National Pension S.. Budget Distribution
- ReSTART Assam + Grants Wise Budget Enroll in Atal Pension Yojan.. SR
« Tax Saving Schemnes - Model Draft GST Law Registering a Society Test Latest news for Finance

’[ET

&
FIRMS
REGISTRAT!

(F=m
Registration of Firms Regulating NBFCs to Keep Sukanya Samriddhi! For Your ReSTART Assam: Mopping Up
Investment Safe Girl Child State Resource
Small Savings for Financial Financial Inclusion: For One and Capacity Building & Resource Recruitment & Career
Security for All Utilisation

Fig: Website of Department of Finance
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Step 1: The Responsibility of the key areas of the Website is first decided.

Content Area Who is overall responsible
for the Content in the Areas
of the Home Page?

(Name of The Content
Manager)
Main Menu Information and Services

Schemes and Projects

Documents

About Us

Contact Us

Main Image Slider

Portlet Areas

Assam Budget

Pension for All

Do you wish to know
more about?

How do I?

Registration of Firms &
Societies

Regulating NBFCS

Sukhanya Samriddhi for
Girl Child

Restart Assam

Small Savings

Financial Inclusion

Capacity Building

Recruitment and Career
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Step 2: The Workflow for the Content Management is then decided for each Content

element

Content

Area

Name of the Content Manger
who will be responsible for

Create

Review

Publish

Main Menu

Information and
Services

Schemes and
Projects

Documents

About Us

Contact Us

Main Image Slider

Portlet Areas

Assam Budget

Pension for All

Do you wish to know
more about?

How do I?

Registration of Firms
& Societies

Regulating NBFCS

Sukhanya Samriddhi
for Girl Child

Restart Assam

Small Savings

Financial Inclusion

Capacity Building

Recruitment and
Career




WTANDARDISATION FRAMEWORK FOR GOVERNMENT WEBSITES)

Step 3: The Content elements need to be categorized based on its importance of timely

updating

The elements can be categorized as:
v" Routine
v Priority and
v Express

The table below depicts the category for a few Standard Content elements. Department will
have to extend this to cover all the content elements of the website and indicate the category as

‘Routine’, ‘Priority’, ‘Express’

Type of Content
Sl. Content Elements
Routine Priority | Express
1 About Us v
2 Schemes v
3 Documents: Policies v
4 Services v
5 Documents: Forms v
6 Documents: Acts / Rules v
7 Documents: Circulars / v v
Notifications
8 Documents / Reports v v
9 Tenders v v
10 |- v
11 - v v v
12 - v
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Step 4: Content Review

The website is the face of the department disseminating government information and
services. Itistherefore required to keep the content on the website current and up-to-date.
Since the scope of content is huge, different review policies are defined for the diverse
contentelements. The matrix below gives the contentreview policy

Basis of Content
S. No | Content Element Classification Frequency of Review
Event | Time | Policy
About the Department v v Once in a quarter as a policy
Programme / Scheme v 4 Immediate -  for new
programme .Once in a quarter
as a policy
Policies v v | Immediate — for new policy
introduced.
Once in a quarter as a policy
Services v Every fortnight
Documents: Forms 4 Every fortnight
Documents: Acts / v Once in a quarter as a policy
Rules
Documents: Circulars / v v Every fortnight
Notifications
4 v Once in a quarter as a policy.
Documents / Reports Keep recent 2 years documents
/ reports
Directories v 4 Immediate in case of a change.
Once in a quarter as a policy
Tenders v Immediate in case a new
tender.
Once in a quarter as a policy
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Step 5: Content Exit & Archival Policy

The Content Element on the website has different Entry/Exit policy and archival policy as

listed below:
S. No Content Entry Policy Exit Policy
Elements
1 About the To have the presence | Content to be updated
State / on the website and | whenever departments or
Department/ | content to be | ministries are merged
Statutory reviewed every
Body quarter
2 Schemes Sanction of | To be reviewed by approver
Programme / Schemes | two weeks prior to the expiry
for Central Sector, | date in order to revalidate. In
State Sector or both case scheme/ programme is
discontinued then to be
archived
3 Documents: | Announced by | To be reviewed by approver
Policies Government two weeks prior to the expiry
date in order to revalidate the
expiry date.
Discontinued policies to be
archived.
4 Services Citizen, Government, | Discontinued services to be
Business expunged.
5 Documents: Government, Business | To be reviewed by approver
Forms and Citizen centric | two weeks prior to the expiry
forms date in order to revalidate the
expiry date.
Discontinued services to be
expunged.
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Notifications

gazette/office
memorandum or

notification

S. No Content Entry Policy Exit Policy
Elements
6 Acts / Rules Passed Perpetual to be always
available in the acts/rules
database
7 Circulars / Issued through the |In case of perpetual no exit

policy else to be reviewed by
approver two weeks prior to
the expiry date in order to

revalidate the expiry date
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TOOLKITH

Workshops, Training and Master Trainers
Certification Programme
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Workshop for Content Managers

Pre-requisites:

® Notification of the ePrastuti Governance Structure :Project Steering Committee and Support
Structures

e Content Managers who are a part of the Support Structure Mechanism need to be identified from
allthe sections.

Purpose:

To identify and group contentin the department by following Toolkit -Identifying and
Grouping Contentas per the Target Audience

Who will organize and Who will conduct?

Department will need to organize the venue, laptop and Projector for the Sessions. Workshop
will be conducted by the Website Development Cell.

How many workshops are required for a department?
Minimum two workshops are required to be conducted.

Who should attend?

1.  AllContent Mangers of the departmentand its constituent organisations
2. WebInformation Manager

3.  Master Trainers

4.  NICDepartment Coordinator(s) as per the Project Steering Committee Notification

**Note: [tisrecommended that the organizations under the department or associated
with the department are involved right from the start as the websites of these
organizations would eventually become a part of the main department website.
Therefore, similar approach and activities will need to be undertaken by the
organizations.

Where willitbe conducted?
Atthe venue organised by the department.

What should be the preparedness of the Content Managers?
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Content Mangers need to study the Toolkits 1 and 2 before attending the workshop.

Methodology of Workshop

Department Content Managers will follow the Activities outlined in the Tool kits 1, 2 and 3.

Blank A4 sheets are required for the exercise.

A—

Content Manager’s workshop

Outcome
i) User and User needs identification
(i) Content from each unit of the departmentwill be identified and grouped

(iii) Content Categorised as per the Target User Group
(iv) The final Content Categorised need to be consolidated by the Website Information Manager.

(v) The Website Information Architecture need to be drawn up as per Toolkit 3

|
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Master Trainers Certification: Training and Evaluation

Training: Each Departmentneeds to build their core competencies which lie in their Master
Trainers. Itis only the pooled knowledge and technical capacities of these Master Trainers by
which a Department can provide significant benefit to its end users. In the future, these Master
Trainers will be trained, retrained after an interval of every six months to adapt them with the

nitty-gritty of the web technicalities so that the project remains sustainable.

The Training for Master Trainers is of three to three and half days duration. [t will cover the
following broad areas:

®  UserlInteraction, Usability and User Experience

® e-Prastuti Introduction, Standardisation Need and methodologies

@ Standardised Website Framework, Website Management, Content Management,
Content Publishing, Access Managementand Archiving

®  Web Authoringand Best Practices
®  Information Architecture, Grouping and placement of contents
®  Guidelinesand Best Practices for Scanning and Information Management

® I[mageand Photo editing

After the training, the Master Trainers are required to complete assignments as a part of the
evaluation. The assignments include

@  Trainingtheir department staff

®  Developing Questionnaires for identifying users and gathering their requirements




EFl!astuti STANDARDISATION FRAMEWORK FOR GOVERNMENT WEBSITES)

Evaluation

Based on their evaluation at the end of the Programme, Certificates (upon successful
completion of Level I), will be awarded to the Master Trainers. The next higher evaluation of
Level-II Certification Programme will be done in every six months. Those Master Trainers who

do not qualify in the three day Certification Programme will be retrained.

Online evaluation at Assam Administrative Staff College
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Written Evaluation at Assam Administrative Staff College

Outcome & Benefits
® Creationofacore workbench within the Government of Certified Master Trainers.
® These Master Trainers will in turn train other officials of government departments.

® Theywillalsoberetrained after every six months to keep the workforce updated with
new technologies.

@ Building Capability within the Governmentand thereby ensuring the sustainability of
the programme.
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References:

(i) GIGW Guidelines

http://darpg.gov.in/sites/default/files/Guidelines_for_Gove
rnment_websites_0.pdf

(ii) Digitisation Framework - http://eoffice.gov.in/

(iii) E-Governance Standards - http://egovstandards.gov.in

(iv) State Portal Guidelines http:/ /deity.gov.in
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