WORKSHEET 1: MAPPING YOUR WEB SITE

WHO DO WE SERVE & WHAT DO THEY WANT?

It is important to identify how our web presence will best serve our customers and then walk them through the steps (or “clicks”) to get them where they want to go (e.g. Recreation Schedule) so they can do what we want them to do (e.g. sign up for activities). It is important to consider all of the following questions when mapping “web navigation” (or in fact, any communications activity).
When we think about how to structure our web site (or “hub”) and identify who we are serving and what is important to them we are able to develop the map or “navigational structure” which includes our Home Page, supporting Landing Pages, “blocks” that we include on our pages and forms we want people to complete. 

The chart on the next page will help you spell that out.
TARGET AUDIENCE? Who exactly do we serve through our department and its activities? It is important to be as specific as possible. 

· For example the Recreation Department may be serving Parents of Youth Children, Parents of Older Children, Teens, Adults who Play Various Sports (What Sports?), Families/Groups who want to Rent Park Facilities. 

· The Police Department may be serving People with Tickets, Victims of Crime, Teachers who would like Public Safety Officers to Visit, Businesses, People who want a Job, Neighbors concerned with Safety, the Staff members themselves.
WHAT ARE THEY AFTER? What are they coming to the site for? This information is important because it identifies the “Landing Pages” to which we direct them. Be as specific as possible. What exactly are they looking to do? Find a particular schedule? Check on their tax obligation and pay their bill?  Register for an event? Obtain a meeting Agenda? Learn more about a specific program?  Get touch with someone for advice or help? 

HOW DO THEY GET HERE? How exactly did they find their way to your site and the Home Page or particular “Landing Pages”? Did they do a Google Search? Did you send them an email with a link in it?

Did they hear about it at a meeting (word of mouth)? Did someone send them a “Tell a Friend” email? Think about how this happens today and how you would like it to happen in the future.

WHAT DO THEY DO ONCE THEY GET HERE? What action do we want them to take once they land on a particular page in the site? Fill out a form and register? Send an email inquiry for more information? Print out a meeting agenda? Forward the information to other people? Pay their Taxes? This is close to “what are they after” but it prompts us to be more specific about the action we want them to take.

WHAT ELSE COULD THEY DO WHILE THEY ARE HERE? Think of the Amazon.com model: “If you liked this book, you might also like….” What else is happening in your department or within the city that would be useful for this person/ interesting in this action to know about and be directed to? This information helps us to identify “blocks” of information that is common to all pages within a department or the city site.
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