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Introduction 

Purpose

The ACT Government Website Development and Management Standard helps agencies maximise the benefits and minimise the risks associated with providing access to government information and services through the World Wide Web.

Scope 

The ACT Government Website Development and Management Standard applies to the development and maintenance of websites for departments, agencies, statutory authorities, the Canberra Institute of Technology, ACT government schools and preschools, as well as non-profit organisations whose primary function is provision of education, training, research and/or related services in Australia and whose secretariat is within ACT Government.

The ACT Government Website Development and Management Standard does not apply to multimedia projects that have web and/or CD-ROM components, including educational Learning Objects. Learning Objects should comply with the latest Learning Federation technical and accessibility specifications available from the Learning Federation website at http://www.tlf.edu.au/tlf2/showMe.asp?nodeID=89 

The ACT Government Website Development and Management Standard does not apply to government business enterprises.

Policy 

1. Context

The ACT Government has embraced the Internet as a means of communicating and exchanging information, delivering services, and interacting with clients. The Internet is being used by the ACT Government to complement existing work practices.

To implement a website which users find effective, efficient and satisfying requires a user-centred approach to the development process. Agencies should observe principles of good customer service and design their web pages or websites in an accessible, usable, appealing and informative format for the intended audience. It is essential that representatives of the target audience be involved throughout the development of a website.

The philosophy behind the development and ongoing maintenance of government websites is captured by the following statement:

“People wishing to find government information need to know the information exists and be able to obtain that information quickly, confident that it is current, authoritative and accurate. When the information is located it needs to be understandable, useable and consistently presented.”

2. Overview

The ACT Government Website Development and Management Standard (based on the previous ACT Government Website Guidelines) has been developed according to industry standards and best practice for the publishing and management of information and services on the Web. The primary purpose of this document is to ensure ACT Government Websites present information and services that are:

· easily discoverable through searching or by following links from other sites;

· easily navigable and accessible for all types of users;

· informative, educational and service-oriented;

· actively maintained in a manner that reflects ownership by senior management;

· clearly identified with the ACT Government; and

· amenable to cross-agency online information searches and resource discovery.

3. Intended audience

The ACT Government Website Development and Management Standard is a resource for staff and consultants involved in the development of ACT Government websites. A basic understanding of website development is assumed.

4. Exemptions

Exemptions from the “required” elements identified within this document will not be granted unless compelling reasons for taking an alternative approach can be demonstrated. Requests for an exemption must be provided in writing to InTACT.

5. Compliance Date

All ACT government websites must be fully compliant with these standards by 30 June 2005.

6. Acknowledgments

InTACT recognises the valuable contributions of the Territory, State, and Commonwealth governments in the preparation of this document, and many Web managers within the ACT Government who have participated in the recent revision.

7. Custodianship arrangements

Agencies are the custodians of government information and services. Each agency is required to ensure that website material is managed according to the relevant legislation, policies and guidelines. It is essential that agencies allocate sufficient resources to develop, maintain, and support their web presence for accuracy, currency and relevance. 

The management and control of information resources and services are normally designated to particular businesses. It is the responsibility of the business unit to ensure that a comprehensive and appropriate range of material is provided online. Custodians must be identified who will be responsible for maintaining the integrity, confidentiality, accessibility, storage, and disposal of information.

The key roles and responsibilities associated with the development and maintenance of ACT Government websites are indicated in Table 1 below.

Agencies may find that it is not necessary that all roles be assigned to unique individuals. Depending upon the resources available and the nature of the site material, it may be appropriate to combine certain roles and assign them to a single individual. The assignment of roles and responsibilities must be clearly defined to ensure accountability measures are in place.

	Role
	Key Responsibilities

	Web Managers

(also known as Webmasters)
Agency Website Custodians
	· Manage all aspects of the Web presence for the agency or business unit. This may include activities such as:

· Providing technical assistance to Web Authors.

· Collecting and analysing site usage statistics.

· Advising the agency on effective and efficient methods of achieving business objectives through the use of Internet technologies.

	Content Authors

(also known as Custodians)
	· Create original content and provide it to the Web Author so it can be published online.  This person will most likely be nominated as the “Creator” in the metadata.

	Web Authors
	· Convert content into a suitable online format (e.g. HTML, PDF, Word, etc) and arrange for it to be made available temporarily so that it can be approved for publication.

	Content Approvers

(preferably a Manager or Senior Exec from the relevant business unit)
	· Ensure content is accurate, relevant, useful, timely and correct in all aspects (i.e. politically, technically, legally and in principle).

	Content Editors
	· Undertake quality assurance activities in relation to website content. They review and edit the material developed by the Web Author to ensure it is appropriate for online delivery, e.g. that it meets usability and accessibility criteria.


Table 1:  Roles and responsibilities in Web publishing

A sample workflow for the content approval process is described in Figure 1.  Note that this is only a sample to show the relationships between the various players.  

The Content Author initiates the publication process by giving “raw” content to the Web Author.  If the Web Author is not satisfied with the information they are given, they refer this back to the Content Author.

The Web Author converts the content to a form suitable for online publishing and submits this to the Content Approver.  If it is not approved (because of problems with the content, not its online representation), then the content is sent back to the Content Author.

If it is approved, then it is sent to the Content Editor for a final check to ensure that the online version meets the requirements of this Website Development and Management Standard, with particular attention being paid to usability and accessibility.  If it fails this check, it is sent back to the Web Author for correction.

In many cases, some of these roles may be carried out by the same person.  However, it is most important that the Content Approver should be a responsible senior officer who is competent to confirm that the content is correct in all aspects.
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Figure 1:  Sample Workflow for Content Creation and Approval

In many cases, material to be published on websites will also be published in other formats, in which case the agency’s Communications, Marketing or Publications units will have some responsibility for its preparation.  Web managers should look to these areas for guidance for matters such as approval procedures, and should keep these areas fully informed of the Web publishing activities.

8. Content Issues

8.1 Availability


8.1.1   Provide access to all publicly available information.
[REQUIRED]
Ideally, information intended for public access will be available for electronic viewing. In situations where this is not practical (e.g. high cost and limited benefit, low demand, publication complexity, or low suitability for web delivery) the information must be discoverable through the website. This can be achieved by providing summary information and details on how to access a hardcopy. Any decision not to publish must be made by an appropriate Senior Executive or delegate.

Agencies must ensure that the following items of information are available through their websites (this may not be appropriate for certain cross-agency and cross-jurisdictional portals e.g. Business ACT):

· Service directories that include a description of services provided, the hours of operation and appropriate contact details.

· Legislative information under which the Agency operates or is responsible for administering.

· Annual reports, corporate plans and other public accountability-type documents.

· Policies, guidelines and other documents used in decision-making that are deemed appropriate for public access.

· Media releases, speeches and other public information released by the Minister or Agency.

It is not necessary for information to be physically hosted on the agency’s website. The website may provide links to information hosted elsewhere. For example, ACT legislation is hosted primarily on the ACT Legislation Register at  http://www.legislation.act.gov.au but also on several legal databases including AustLII (http://www.austlii.edu.au/).

8.1.2
   Provide agency publications in an easily accessible location.
[REQUIRED]
Publications produced by an agency – particularly Annual Reports – are to be located in a “Publications” section, with a distinctive link from the Home Page.

8.1.3   Provide access to forms that are in public demand. 
[REQUIRED]
Forms that are frequently completed by the public must be made available on agency websites, either in downloadable or interactive format. Agencies are encouraged to ensure that all forms are presented in a consistent and professional manner.

It is not necessary for forms to be physically hosted on the agency’s website. The website may provide links to forms hosted elsewhere. For example, many ACT Government forms are available through the BLIS facility within the Business ACT site at http://www.business.act.gov.au.

8.1.4   Provide documents in an appropriate format.
[REQUIRED]
Before creating a document in HTML consider the characteristics of the content and how to best present it for online reading. Some documents, particularly those that span many pages, may be more suited to off-line reading. In these cases a downloadable version, specifically formatted for printing, should be provided as well as, or instead of, the HTML version. 

See also 9.5 Accessibility.

8.1.5   Publish text documents in RTF format.
[REQUIRED]
There are various problems associated with files in Microsoft Word format, such as compatibility with previous versions and hidden information that the author may not wish to have revealed.  This can be best addressed by saving files as Rich Text Format (RTF), which will usually result in a smaller file size, especially if the document does not contain images.

If there are any concerns about how a document will render in RTF (e.g. with images or tables) a PDF version should also be provided.

8.1.6   Publish online first.
[RECOMMENDED]
Extended timeframes are usually associated with the production of hardcopy publications. Public documents should, where appropriate, be published electronically prior to their hardcopy equivalents. This will ensure information is made available to the public in the shortest possible time.

8.1.7   Highlight the availability of new content.
[RECOMMENDED]
Draw attention, when appropriate, to new information and services either directly on the home page or within a “What’s New” section. This will assist users wishing to locate new material.

8.2 Titles and Headings

8.2.1   Provide meaningful text in the <TITLE> tag.
[REQUIRED]
The text assigned to the <TITLE> tag appears in the title bar of the web browser and is reflected in various navigation support mechanisms (e.g. bookmark lists, history lists, and search results). The page title must accurately and succinctly describe the content of each web page. It must also stand alone: the context of the page should be obvious from the text in the tag.  It is particularly important to avoid having the same <TITLE> tag content on each page.

Example:  Use <TITLE>Chief Minister’s Department – Annual Reports</TITLE> rather than <TITLE>Annual Reports</TITLE>

8.2.2   Provide effective headings.
[REQUIRED]
Headings that accurately and succinctly describe the content of sections facilitate page scanning allowing users to quickly find the information they want.

8.2.3   Headings should appear in “sentence” case format. 
[RECOMMENDED]
The initial letter of the first word should be capitalised with all remaining letters, except for proper nouns and acronyms, in lower case. The use of too many initial capital letters in headings can disrupt the readers’ comprehension.

8.3 Writing style

8.3.1   Write succinctly and use plain English.
[REQUIRED]
Acronyms, jargon, and complex words are to be avoided unless explained in hypertext links. Text is to be written in plain English using uncomplicated sentence and paragraph structures. Ensure the word count of web documents is minimised to limit scrolling and aid online reading.

8.3.2
   Write for your audience.
[REQUIRED]
Your website needs to cater to as much of your audience as possible. The reading level of the audience for the website should dictate the writing style, noting that Australian newspapers are generally written for a reading level applicable to Year 5-8 students.

8.3.3   Make web pages scannable.
[REQUIRED]
People rarely read web pages word by word. Provide scannable text with meaningful headings, chunking of information, bulleted lists and short paragraphs.  You may highlight individual keywords, but this should be done sparingly.

8.3.4   Ensure content is free from vulgarities and is non-discriminatory. 
[REQUIRED]
Content that could be considered offensive to any section of the community is not to be published.

8.3.5   Place important information first.
[RECOMMENDED]
Text should follow the media style of writing: start the document with the conclusion, follow with the most important supporting information, and end with the background. This “inverted pyramid” approach allows the user to read important information immediately and then read additional information if they want more detail. 

8.3.6   Present content from the perspective of the third person.
 [RECOMMENDED]
Except when quoting an individual or a previously published work all content must be written from the perspective of the third person.

Example:  Use “ACT Government” rather than “we”.

8.4 Text formatting

8.4.1   Maximise readability by making paragraphs left justified.
[REQUIRED] 

Left justified text is easier to read than text that is right justified or centred.

8.4.2   Never underline text in a Web page unless it is a link.
[REQUIRED]
Underlined text can be easily mistaken for a link and should not be used. The preferred method of highlighting or emphasising text is to use the bold font style.

8.4.3   Italicise references to published documents. 
 [RECOMMENDED] 

References to published documents (e.g. reports, Acts, etc) should be in italics.

Example:  Urban Services Annual Report 2002-2003

8.5 Spelling and grammar

8.5.1   Ensure content is free from spelling and grammatical errors.
[REQUIRED]
All content must adopt Australian English - not American English - spelling and must be grammatically correct. Examples of correct spelling include:

· “ise” instead of “ize” verbs, e.g. organise, harmonise

· “our” instead of “or” words, e.g. colour, favour

· “program” instead of “programme”

The Macquarie Dictionary should be used as a guide to contemporary Australian spelling.

8.5.2   Ensure correct wording is used.
 [REQUIRED]
Use the correct word. Note the correct usage of some commonly misused words:

· advice - guidance received (noun)

· advise - to provide information or guidance (verb)

· license - to grant permission or authorise (verb)

· licence - the certificate or formal permission to do something (noun)

· compliment - an expression of praise (noun); congratulate (verb)

· complement - that which completes (noun); counterpart (noun); add to (verb)

· its - singular ownership (where gender is unknown) e.g. ”a website is the public presentation of an agency and its activities”

· it’s - abbreviated version of “it is”

· inquire/inquiry – relating to a formal investigation

· enquire/enquiry – relating to a less formal question 

8.5.3   Use correct abbreviations.
 [REQUIRED]
The Australian Capital Territory is abbreviated ACT, not A.C.T.  Similarly, the Australian states should be abbreviated as NSW, NT, Qld, SA, Tas, Vic, WA.

8.6 Dates, times, currencies, telephone numbers and locations
8.6.1   Provide date, time, currency, telephone, and location information in a format that is complete and understandable.
[RECOMMENDED]
Information published on government websites must be presented in a manner that is precise and complete. Date, time, currency, telephone and location information should acknowledge that users may be in various geographic locations. Apply the following conventions where relevant, to avoid confusion:

· Spell out references to the month (e.g. 1 January 2008).

· Specify time zone information (e.g. 9:00am AEST).

· Include the area code in telephone numbers - e.g. (02) 6207 5111 (If applicable, include the international dialling code)

· Provide complete details and avoid using abbreviations that may only be understood locally.

· Indicate the type of currency (e.g. AU$100.00). For tables of data it is sufficient to indicate once that all currency amounts are Australian Dollars and not for each dollar amount.

8.7 Footnotes and endnotes

8.7.1   Use endnotes when referencing other works.
[RECOMMENDED]
Unlike the practice followed in printed material, footnotes should appear at the end of the document. This type of note is commonly referred to as an endnote. Endnotes consist of two parts:

Note reference mark: A number that indicates that there is additional information contained in an endnote. The note reference mark identifies the note.

Note text: The details (e.g. explanations, comments or citation of sources) of the note.

8.8 E-mail addresses

8.8.1   Hide e-mail addresses from spammers.
[RECOMMENDED]
Spammers use harvesting tools to gather e-mail addresses from Web pages.  There are various techniques to hide these addresses from the harvesters, but each has drawbacks – usually in terms of accessibility.  Web managers should consider using the technique that best meets their needs.

9. Design Issues

9.1 Site structure

9.1.1   Develop a user-centred structure for the website. 
[REQUIRED]
Organise information in a manner that is meaningful to the user. The user should not be required to have an understanding of the internal structure of government in order to find the information or service they require. Provide a hierarchical or linear structure (or a combination of the two) taking into account user expectations and the functionality to be delivered:

Hierarchical structure: Pages are grouped according to a number of attributes or categories. This is the most effective method for organising large volumes of information.

Linear structure: Pages are presented in a logical sequence. This approach is best suited for search results that present information alphabetically or according to ranking and web-based applications and forms that progress through a number of steps.

9.1.2   Design hierarchies of breadth rather than depth.
[RECOMMENDED]
A site structure that forces the user to traverse layer upon layer of subcategories before reaching the required information (or completing a continuous series of steps before finishing a form) can be very frustrating. Users often become lost or suffer from “are we there yet?” syndrome once they go beyond the third level of a site. Websites that feature flat structures may require the scanning of longer lists but overall they present fewer usability problems. All content should be accessible within a small number of mouse clicks, or at least the user should be reassured that they’re on the right track within a few mouse clicks.

9.2 Directory structure and file naming

9.2.1   Create a directory structure that mirrors the site structure.
[RECOMMENDED]
The directory structure and site structure (i.e. site map) should match to make it easier to find and organise files, thereby improving the maintainability of the site.

9.2.2   Employ best practice conventions for file and directory naming. 
[RECOMMENDED]
Improve the portability of the website and reduce the risk of broken links by adopting the following file and directory naming conventions:

· Use lowercase file and directory names. 

· Ensure file and directory names are continuous – i.e. no spaces.  

Example:

  
http://www.tams.act.gov.au/play/community_art

· Limit file and directory names to fewer than 20 characters.

· Specify the correct file name extensions (e.g. htm, html, gif, jpg, doc, pdf, etc).

9.2.3   Avoid changing file and directory names.
[RECOMMENDED] 
Reduce the risk of broken links on websites and bookmark lists by not changing the way that files and directories are named, unless it is essential.  For an explanation of this, see http://www.w3.org/Provider/Style/URI 

9.3 Page layout

The ACT Government has chosen not to adopt an identical (or even consistent) look and feel for its websites.  It has done this because it feels that a website should be designed with its intended readership in mind: a Youth Portal for instance, should have a much different appearance from the site relating to Public Sector Management.

Nevertheless, there are certain elements that must appear on all pages, and a sample page at Appendix B indicates where these elements should be located.

9.3.1 All pages

9.3.1.1   Establish a visual identity and apply it throughout the website.
[REQUIRED] 

The branding of a website can be established by incorporating common design elements (e.g. colours, logos, styles, etc) into every page. Not only does this present a professional and consistent visual identity, it provides an important “sign-post” that informs the user of their location.

9.3.1.2   Provide a link to the ACT Government entry point.
[REQUIRED]
All web pages must have a clearly identifiable link to the ACT Government web portal (http://www.act.gov.au). The link must incorporate the ACT Coat of Arms and the words “ACT Government entry point”. This approach will facilitate access to other government websites. (Refer to “About this Site” at http://www.act.gov.au/CAP/accesspoint?action=help&pageTitle=Help for graphics and text links).

9.3.1.3   Identify the agency responsible for publishing the site.
[REQUIRED]
All web pages must contain the name of the agency that has published the website.

9.3.1.4   Provide links on all pages to mandatory elements of the website.
[REQUIRED]
All pages must contain the following links to these elements of the website:

· About us

· Contact us

· Feedback

· Search

9.3.1.5   Create web pages that are free standing.
[REQUIRED]
Users may access pages directly without coming in through the home page. Web pages must provide contextual clues so users can easily identify their current location and then move on (i.e. no “dead-end” pages).

9.3.1.6   Ensure that web pages have content.
[REQUIRED]
The body of a Web page, i.e. the space separate from navigation elements, must have usable content.  The user should be presented with information on the page, not just a set of links in the navigation area.

If the purpose of the page is to have a series of links to other pages, these should be set out - with some explanation as to their purpose - in the body of the page, as well as appearing in the navigation area.

9.3.1.7   Include footer details at the base of all web pages. 
[REQUIRED]
An area at the bottom of all web pages is to be reserved for:

· The date the document was last updated.

· Links to the copyright, disclaimer and privacy statements.

9.3.2 Home page

9.3.2.1   The home page must be informative and inviting.
[REQUIRED]
Provide enough information for visitors to recognise what is being offered, enough to invite them to explore further, and simple navigation aids to make that task easy. Clutter, in the form of distracting animations, unnecessary graphic elements, and blinking or scrolling text, should be eliminated, to improve accessibility and usability of the site. These features are more annoying than helpful to page visitors.

9.3.2.2   The home page must indicate any parent organisation.
[REQUIRED]
The Home Page must provide clear information about the larger organisation to which this organisation belongs.  This will inform users about the structure of the entity with which they are dealing.

Example:  “The Territory Records Office is a business unit within the Department of Territory and Municipal Services.”

9.3.2.3   Design the home page to be less than two screens in length.
[REQUIRED]
The home page must be concise and easy to read. Previous design guidelines required that a home page should be designed to eliminate any need for scrolling when viewed on a screen operating at a resolution of 800 x 600 pixels, but this is now seen to be too restrictive, especially when mandatory links (to government portals and other sites) are specified.  However, to keep the home page to a reasonable size and minimise the need for users to scroll to view key information, it should be no more than two screens in length.

9.3.2.4   Provide a prominent link to the Canberra Connect web portal.
[REQUIRED]
The home page must facilitate direct access to government services by providing a clearly identifiable link to the Canberra Connect web portal home page (http://www.canberraconnect.act.gov.au).  

9.3.2.5   Provide a prominent link to other sites nominated by the ACT Government.
[REQUIRED]
From time to time, the ACT Government will require that links to specific sites appear on government websites (an example is the Bushfire Recovery Taskforce site in 2003). These requirements will be notified to Web managers, and will appear in an addendum document posted in those locations where these standards are posted. 

9.3.2.6   Provide mandatory information, as specified from time to time. 
[REQUIRED]
Previously, mottos and logos such as “Building our City, Building our Community” have been required to be published on websites.  Agencies will be advised of such requirements in the future on the ICT Policies page at http://intact/wofg/Services/ICT_D&P/polstdgls.htm..

9.3.3 Splash pages

9.3.3.1   Do not use splash pages. 
[REQUIRED]
“Splash pages” are the graphically rich entry pages commonly used to attract attention and develop brand recognition. They often consist of sophisticated animated displays (e.g. Macromedia Flash) designed to make a lasting visual impression prior to providing access to the main website. Fancy splash pages that prompt users to “click here to enter the site” often lead to frustration. Access to government information and services should be provided as quickly as possible.

9.3.4 Screen resolution

9.3.4.1   Adopt a resolution-independent design.
[RECOMMENDED]
There is no way of knowing the size or display settings of the user’s monitor. Websites must be designed to suit all screen resolutions. A resolution-independent design does not use fixed pixel-widths for tables, frames, or other design elements. Instead of using fixed sizes, widths are specified as percentages of the available space.

9.3.5 Page size

9.3.5.1   Build short pages.
[RECOMMENDED]
Users tend to prefer short pages as they are easier to scan and take less time to load. The bottom of the page should be reached within four clicks of the vertical scroll bar. Longer pages should be divided into multiple inter-linked smaller pages.

9.3.6 Templates

9.3.6.1   Use templates to enforce consistency and facilitate the development and maintenance of web pages
[RECOMMENDED]
Web page templates should be used to maximise consistency and greatly reduce the time and effort required to create and maintain site content. Templates often contain calls to standard Cascading Style Sheets (CSS) and JavaScript files and common header, footer, navigation and metadata elements.

9.3.7 Frames

9.3.7.1   Avoid the use of frames.
[REQUIRED]
Frames present a number of usability problems and are not to be used. They can interfere with book-marking, printing, indexing and retrieval by search engines, and using the browser’s “back” button.

9.3.8
New Windows

9.3.8.1  Avoid creating links that open new  windows.
[recommended]
When a link opens a new window (which in some circumstances can be regarded as a pop-up), this can be confusing to users and the site should only do this when there is a specific need.  A good example is a portal site or a search results page, where opening a new window can be justified. You should also note that many users routinely block pop-ups and that the code you use to open a new window may not work on all browsers

9.4 Navigation

9.4.1   Make navigation predictable and consistent.
[REQUIRED]
Provide a navigation system that supports the user so that they can easily locate the information or service they require. The size, shape, position, and function of important elements must remain constant throughout the website. Surprises are not welcome and inconsistency leads to confusion.

9.4.2   Use navigation labels that are easily recognised.
[REQUIRED]
People have grown to understand and expect certain popular web navigation labels like “Home”, “About Us”, “What’s New”, “Media Releases”, “Publications”, “Search”, “Contact Us”, “Useful Links”, “Site Map”, “Feedback”, “Help”, “Privacy”, “Disclaimer” and “Copyright”.  It’s tempting to apply unique and creative labels but this can have a detrimental effect on website usability. Use conventional terms for navigation labels. 

9.4.3   Provide persistent navigational links.
[REQUIRED]
Links to the home page, high-level site categories and the search engine must be provided on every page of the site. These persistent links allow users to easily navigate from one area of the site to another.

9.4.5   Provide feedback in response to user actions.
[REQUIRED] 

Create navigational controls that provide visual feedback in reaction to mouse movements and menu selections. The navigation system should provide feedback that answers three basic questions: 

· Where am I?

· Where have I been?

· Where can I go?

9.4.6   Provide for navigation between sections of a web document.
[REQUIRED]
All sections of a web document must be interlinked to facilitate navigation between sections. A contents page (or index) should be provided that allows direct access to sections of interest - this page should be accessible throughout the document. 

9.4.7   Provide “bread crumbs” on every page.
[RECOMMENDED]
At the top of each web page provide a list of all levels between the home page and the current page, each of which is a hyperlink. This “bread crumb” approach provides context and lets users travel back up the hierarchy to any level without having to hit all the intermediate points.

9.4.8   Provide navigation at the top and bottom of all pages.
[RECOMMENDED]
Minimise the need for scrolling by providing site navigation at both the top and bottom of all pages.  On a long page, a “top” button could be used at various intervals.

9.4.9   Provide a site map to aid navigation.
[RECOMMENDED]
Site maps represent the structure of the website either textually or graphically in a single page. They can provide an excellent overview of the site and allow for quick access to the major sectional pages and content, but Web managers must be sure to keep them up to date.

9.5 Accessibility

9.5.1   Maximise the accessibility of information and services.
[REQUIRED]
ACT Government websites must support all users irrespective of their physical limitations (e.g. vision, hearing, mobility, literacy, or cognitive impairment), environmental limitations (e.g. noise), and / or technical limitations (e.g. slow modems, older browser versions, low resolution displays, and monochrome monitors).

9.5.2   Comply with the Web Content Accessibility Guidelines.
[REQUIRED]
The Web Content Accessibility Guidelines, developed by the World Wide Web Consortium, are aimed at making websites accessible to all users – particularly those with a disability. ACT Government websites must satisfy all Priority 1 checkpoints and where possible Priority 2 and Priority 3 checkpoints.

References:

· Web Content Accessibility Guidelines: http://www.w3.org/TR/WAI-WEBCONTENT/
· World Wide Web Access: Disability Discrimination Act Advisory Notes, Human Rights and Equal Opportunity Commission: http://www.hreoc.gov.au/disability_rights/standards/www_3/www_3.html
9.5.3   Make PDF documents as accessible as possible.
[REQUIRED]
There are certain procedures to follow in ensuring that PDF documents can be properly accessed by users with visual impairment.  Details can be found at http://access.adobe.com.

A format that is accessible to the visually impaired and users with a text-only browser or a slow Internet connection must be available. It should be noted that PDF documents are generally not suitable for people who rely on screen readers.  If a document is supplied in PDF format, a version in HTML or RTF format may also be available on the site, with a link adjacent to that for the PDF version.

9.5.4   Provide offline access if necessary.
[REQUIRED]
If a document is published on a website and it is impossible to provide an “accessible” version of the document (an example would be a map), the site must contain directions on how users may access the document offline (e.g. a location where it may be accessed or explained).

9.5.5   Provide non-English versions of information and services.
[RECOMMENDED]
Consider providing access to non-English versions of information and services based upon demand and the ethnicity of the client base.  Such access may consist of a link to a translating service.

Some translation tools are available that automatically convert material into various languages. Although these tools are capable of producing good results, they should not be relied on in situations where a high degree of accuracy is required.

9.5.6   Give users a choice before playing audio and video content
[REQUIRED]
Users with sight disabilities may “read” a Web page with a screen reader such as JAWS, which translates the page content into speech.  If a video or audio clip is launched automatically when the page is opened, the user will not be able to hear the spoken version of the page.

9.6 Browser compatibility

9.6.1   Ensure that the site will display and operate correctly when accessed using different browsers and operating systems. 
[REQUIRED]
There are many different browsers (e.g. Internet Explorer, Firefox, Safari etc) and browser versions (7.0, 6.0, 5.0, 4.0, 1.0 etc) that are in use within the community. Unfortunately what looks good in one browser may not look the same (or even work) in another browser.  The same is true of different computers and operating systems.

Government websites must be developed in a manner that ensures successful operation when accessed using the current and previous versions of the main browsers. Wherever possible the access by other browser technologies should be maximised by:

· Providing alternate versions of sites that do not rely on advanced features such as layers, frames, javascript, and JavaApplets.

· Developing websites in accordance to the HTML 4.0 specification.

There are various sites that provide statistics on general browser usage, such as WebReference.com at http://www.webreference.com/stats/browser.html. You should also check the access logs for your site to get a better idea of what browsers your visitors are using.

Mobile devices (PDAs and mobile phones) are being used more to access the Web.  Information on developing for this technology can be found at http://dev.mobi/node/197 

9.7 Bandwidth conservation

9.7.1   Create quick loading pages by minimising file sizes.
[REQUIRED]
Many website visitors will not have high speed broadband Internet connections. The total size of a web page (including HTML, images, and scripts) must be kept to a minimum to ensure acceptable download times for all users:

· the total page size of the home page should not exceed 80K bytes.

· the total page size of all other pages should not exceed 60K bytes.

Consider using special software to optimise images for the Web.

9.8 Metadata

9.8.1   Apply ACT Government standard metadata to all web pages. 
[REQUIRED]
To improve the visibility and accessibility of information and services all ACT Government websites must use and comply with the ACT Government metadata standard. It is essential that metadata be assigned to all resources.

Note that the AGLS standard (upon which the ACT Government metadata standard is based) does not require that metadata be applied to all resources on a website, but the ACT Government has decided that, to comply with the requirements of the Territory Records Act, metadata must be applied to all resources.

References:

· ACT Government Metadata Standard for Web-based Resources: http://intact/wofg/Services/ICT_D&P/polstdgls.htm
9.9 Hyperlinks

9.9.1   Create labels that accurately describe the destination of links. 
[REQUIRED]
Avoid using meaningless labels such as “Click Here” or “Go”. Link text must be worded in a manner that accurately reflects the destination of the link. This will facilitate scanning and allow the user to quickly identify the links of interest.

9.9.2   Create links that are easily recognised. 
[REQUIRED]
All links, irrespective of whether they are presented as images or text, must be easily recognised. Appropriate visual cues should be adopted to clearly identify links:

· Link text should be underlined as this is a widely recognised standard.

· Images that link to other pages should look like and act like buttons.

· Avoid images that depend on the cultural background of the user - for instance the US-style mailbox which may not be known to people in other countries.

· Mouse-over effects (e.g. background or foreground colour changes) for text and images can be used to emphasise that an object is a link.

9.9.3   Clearly indicate links to external sites. 
[REQUIRED]
If a link is to an external site, it must be explicitly indicated - either by text (e.g. “External site”) or by an obvious symbol such as a globe or an arrow.

9.9.4   Clearly separate links that occur consecutively. 
[REQUIRED]
Consecutive links are difficult to read and must be separated, ideally using a vertical bar and white-space.

Example:   About Us | What’s New | Publications
9.9.5   Evaluate the appropriateness of links to external websites.
[REQUIRED]
The presence of a link to a website owned by a non-government organisation may be perceived as an endorsement or advertisement for that organisation. Links from government websites to websites belonging to non-government organisations must be carefully assessed and take into account the following: 

· Links that could produce commercial benefits for an organisation are generally not permitted.  The Government decided in 2003 that such links will only be permitted under these circumstances:

1. Sponsorship must be in accordance with the guidelines of the individual agency. 

2. Where specific commercial benefits have been arranged, discreet links to suppliers be permitted.

These recommendations do not apply to government-related organisations operating in the commercial sector, such as Government Business Enterprises and Territory Owned Corporations.

· Links are appropriate for websites belonging to:

1. semi-autonomous government bodies (e.g. ActewAGL) and government owned corporations;

2. non-government organisations that are fully funded by government;

3. reputable organisations receiving significant government funding; 

4. suitably accredited organisations representing groups within a community of interest, in non-commercial activities;

5. umbrella groups which represent commercial and industrial enterprises;

6. sponsors of government initiatives;

7. organisations that provide high quality information relevant to the activities of government or the Canberra community; and

8. reputable organisations referenced in government publications or media releases.

· Education and library websites may provide links to other sites that are assessed by qualified persons as having educational value.

The nature of the relationship between the ACT Government and the organisation that is being linked to should be clearly stated at the point that the link is provided.

Links to non-government websites should not generally appear on government entry points or home pages.

9.9.6   Seek permission from website owners before providing a link.
[REQUIRED] 

Always ask the owner of an external site for permission to create a link to it. This should be done as a matter of courtesy and to avoid possible legal implications.

Web managers should notify the manager of another ACT government site when they create a link to that site.  This will keep all Web managers informed of who is linking to their sites.

9.9.7   Consider carefully any request to link to an ACT Government website.
[REQUIRED] 

While you cannot prevent any organisation from providing a link on their site to yours, you should not give permission to link, without considering its suitability.  

An example of the issues to be considered are described at  http://www.act.gov.au/CAP/accesspoint?action=help&pageTitle=Help  

9.9.8   Differentiate visited links from unvisited links. 
[RECOMMENDED]
Web browsers, by default, display visited and unvisited links differently. It is possible to develop websites that over-ride this behaviour making it impossible to differentiate visited links from unvisited links. This should be avoided, as it is likely to result in user confusion and frustration.

9.9.9   Use the absolute path for links to external pages and the document-relative path for links to local pages.

[RECOMMENDED] 

Understanding the file path between the document you’re linking from and the document you’re linking to is essential to creating links. There are three different methods of linking to a document:

· Absolute paths (e.g. http://www.treasury.act.gov.au/accounting/html/guidelines.htm) must be used to link to a page on another website.

· Document-relative paths (e.g. report.htm) should be used to link to a page within the local site. Pages containing document-relative links can be tested on a local hard drive and then transferred to the web server without the need for code changes.

· Root-relative paths (e.g. /guidelines.htm) may be used to link to a page within the local site. Pages containing root-relative links must be interpreted by the web server and cannot be tested on local hard drives.

9.10 Fonts

9.10.1   Make text easy to read by using default or standard fonts.
[RECOMMENDED]
The display properties of text (i.e. the typeface, size and colour of fonts) must be readable in both electronic and printed form. Unfortunately not all fonts are supported or accessible by all users. This may be due to the browser version, browser settings or operating system in use. The use of default or standard (e.g. Times New Roman or Verdana) fonts is encouraged as it maximises control over the presentation of text.

This can be facilitated by the use of Cascading Style Sheets (CSS).

9.11 Colours and backgrounds

9.11.1   Use colours from the 216-colour browser-safe palette.
[RECOMMENDED]
One way to ensure the colours used for text and graphics look good on a variety of platforms and monitors is to select them from the 216-colour browser-safe palette.  This palette can be found at  http://www.webreference.com/html/reference/color/websafe.html together with a discussion on the benefits of its use.  However, this policy is less important now because of advances in monitor technology.  Web managers are encouraged to consider whether their users may need this. 

9.11.2   Use colours that contrast well on screen and on paper.
[REQUIRED]
The contrast of the text against the background must be sufficiently high to ensure it is legible both on screen and on paper. The “dark on light” approach improves the readability of information - black text against a white background produces the best results.

9.11.3   Do not use colour alone to indicate meaning.
[REQUIRED]
If colour alone is used to convey information, people who cannot differentiate between certain colours and users with devices that have non-colour or non-visual displays will not receive the information.

9.11.4   Use the selected colour scheme consistently throughout the site.
[RECOMMENDED]
Select a suitable colour scheme and apply it consistently throughout the website. The colour scheme should, where appropriate, incorporate or complement the colours used within the corporate logo, or are otherwise associated with the agency. 

9.11.5   Avoid the use of background textures or graphics. 
[RECOMMENDED]
Backgrounds textures or graphics should not be used as they can reduce readability and delay load times. 

9.12 Images

9.12.1   Create images in an appropriate format. 
[REQUIRED]
Images must be created in an appropriate format to minimise load time and maximise the display quality. There are two formats for displaying images in web browsers:

· Use the GIF format for images that contain line art and flat areas of colour. GIF images are limited to a 256-colour palette.

· Use the JPEG format for images that contain many colour variations, such as photographs. JPEG images can contain up to 16 million colours. 

JPEG images are usually bigger and slower to load than GIFs and look best on monitors capable of displaying 16 million colours.

9.12.2   Specify the HEIGHT and WIDTH attributes for all images.
[REQUIRED]
The HEIGHT and WIDTH dimension attributes forces the browser to allocate space for images and load the text first. This reduces the time required to render the web page and display the content.

9.12.3   Provide ALT text for images. 
[REQUIRED]
An alternative textual description must be specified for all images (except for those that are purely decorative, in which case you should use a null in the IMG tag, i.e. ALT=””) using the ALT attribute. The text description should be succinct and summarise the content or purpose of the image.

The ALT text for an image is displayed before the image is fully loaded and is a source of image information for users of text-only browsers, users of browsers with graphics turned off, and users who are vision impaired and use screen reader software.

9.12.4   Use the TITLE attribute for complex images (e.g. graphs and charts) that require a lengthy description.

[RECOMMENDED]
The TITLE provides a way of describing the image in more detail. 

9.12.5   Re-use images. 

[RECOMMENDED]

Commonly used images, such as those used for site identity and navigation, should be re-used to decrease load time. Images stored in the browser’s cache will not need to be re-loaded and will, as a result, display faster.

9.12.6   Limit the use of images. 
[RECOMMENDED]
Images can add “life” to a website. Used incorrectly images can be distracting and will slow down the load time, forcing users to leave in frustration. Strike an appropriate balance between the visual appeal and load time of web pages. The use of text, rather than images, should be considered for headings and site navigation.

9.12.7   Minimise the size of image files.
[RECOMMENDED]
The size of image files should be reduced as much as possible to minimise the load time of web pages. There are a variety of techniques that can be applied to improve the load time of pages that include images:

· Use GIFs instead of JPEGs (except for photographs) as they tend to be smaller.

· Reduce the number of colours in the image.

· Reduce the physical dimensions of the image.

· Provide a thumbnail (a smaller version) for a large image and link to the full-size copy.

· Limit the resolution of images to 72 dpi.

9.12.8   Use interlaced GIFs for large GIF files.
[RECOMMENDED] 
Large GIF images should be interlaced so that they are loaded progressively at increasingly higher resolutions. This allows the user to view the image initially in “rough” form without waiting for the full image to be loaded.

9.13 Multimedia and animation

9.13.1   Provide text equivalents for video and audio clips.
[REQUIRED]
Ensure the content of video and audio clips is accessible by providing:

· Text and/or audio descriptions of video clips for the vision impaired.

· Transcripts or at least a description of audio clips for the hearing impaired or those who do not have access to audio.

9.13.2   Avoid the use of animation that may trigger epileptic fits.
[REQUIRED]
Certain special effects such as spiralling, throbbing, strobing or flashing is known to cause epileptic fits and should not be used.

9.13.3   Provide download details for video and audio clips. 
[RECOMMENDED]
Download information should be provided to help the user determine whether they wish to access the video or audio clip should be provided. This information would include the download and usage instructions, subject matter description, file size, and file format (e.g. MPEG, WAV, Real Audio, etc).

9.13.4   Minimise the use of animation that may slow the loading of pages. 
[RECOMMENDED]
The use of animation can be an effective means for drawing attention to key aspects of a website. Care must be taken to ensure it does not distract users or lead to unacceptable load times. The file size of animated images should be kept as small as possible, by limiting the number of frames, to minimise the load time. 

9.14 Style sheets

9.14.1   Use Cascading Style Sheets (CSS) to control presentation.
[RECOMMENDED]
The use of CSS allows various styles to be defined and modified independent of the site content. Global styles should be employed to ensure consistency in presentation across the site and to aid web page development and maintenance.

9.15 Scripting languages and Java applets

9.15.1   Provide alternate mechanisms for accessing web pages that rely on scripting languages or Java applets.
[REQUIRED]
Website functionality delivered through client-side scripting (including Dynamic HTML) or Java applets (e.g. visual effects, electronic forms, etc) must be accessible to the widest possible audience. This may require the development of alternate facilities that will ensure successful operation under different browsers. Special “browser sniffers” can be used to detect the browser in use and load alternative versions as appropriate.

9.16 Plug-ins and special software packages

9.16.1   Provide information on special software that is essential for the display of certain material.

[REQUIRED]
The prime example of this software is the Adobe Acrobat Reader, which is used to display resources in PDF format.  Where links to PDF documents appear on a page, there must also be a link on that page to the Adobe site from which the Reader software can be downloaded.  The link may consist of the “Get Adobe Reader” logo: 
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9.16.2   Avoid providing material that requires the download and use of a plug-in or a special software package.
[RECOMMENDED]
You should avoid content that can only be accessed through a plug-in (e.g.. Shockwave, RealAudio etc) or a special software package as it may inhibit access to information. The provision of alternative access mechanisms that permit online viewing through a variety of browsers and without the need of non-standard facilities should be provided wherever possible. Provide links to appropriate websites where downloads are required.

9.17 Forms

9.17.1   Provide forms that are easy to understand and complete.
[REQUIRED]
There are some basic principles that apply to form design irrespective of whether the form is in electronic or hardcopy format:

· Forms should be clearly documented to identify their purpose, who should use them, when they should be used, how to complete them, and where to submit them.

· Forms should be easy to complete by providing clear presentation, consistent layout and structure (including field labels), unmistakable wording, logical grouping of questions, and sufficient room for each response.

There are additional requirements for electronic forms to be completed and submitted over the Internet:

· Full disclosure of matters relating to the privacy and security of the submitted information must be made available.

· Appropriate navigation facilities and indicators are to be provided.

· All field items should be arranged vertically (i.e. down the screen) to aid readability.

· Form pre-filling should be utilised wherever possible.

· Errors resulting from incomplete or invalid information should be detected upon submission and immediately communicated to the user for correction.

· The user should be provided the opportunity to verify and edit the form prior to final submission.

· Upon submitting the form the user should be issued with an electronic receipt notifying that the form has been accepted. 

9.17.2   Provide alternatives to interactive forms. 
[RECOMMENDED]
Electronic forms can be an efficient and effective means of capturing information from citizens of Government. However, there are many people who are unable to (e.g. browser compatibility or disability issues) or refuse to (e.g. security and privacy concerns) use electronic forms. Suitable alternatives to electronic forms must be provided. This may include the provision of:

· Downloadable versions in Text, Word and/or Acrobat format. These could be completed offline and sent via e-mail or printed and sent via fax or regular surface mail.

· Telephone contact details for requesting a hardcopy, further information, or assistance.

9.18 Search facilities

9.18.1   Provide access to the general ACT Government search facility.
[REQUIRED]
The structure of government can make it very difficult for members of the public to know with certainty which website is likely to contain the information they require. Providing access to the ACT Government search facility (via a hyperlink to http://www.act.gov.au/accesspoint?action=initialiseAdvancedSearch or some other means) facilitates cross-government searches, allowing the required information to be located with minimal effort.

Information on accessing this search facility is available from Canberra Connect.

9.18.2   Include a site specific search facility.
[REQUIRED]
Approximately half of all users could be described as exhibiting search-dominant behaviours. These people are not interested in looking around a website; instead, they want to find specific information as fast as possible. Cater to the needs of the search-dominant by including a site-specific search engine that is accessible from every page of the website.

One option is to use a customised version of the whole-of-government search facility described above.  Information on accessing this service is available from Canberra Connect.

9.19 Mailing lists

9.19.1   Make it easy to subscribe and unsubscribe to mailing lists.
[REQUIRED]
Develop a user-friendly interface to mailing list subscription facilities. Respond to subscription requests by sending a message to the user asking them to confirm that they do want to join the list. Subscriptions should not be activated until the user sends a positive response.

Subscribers to a mailing list may, at some point, wish to opt-out of the list. All messages sent to the mailing list must explain how to unsubscribe from the list. When a user unsubscribes an acknowledgment message should be sent that confirms that they have been removed from the list.

9.19.2   Minimise the size of e-mails sent to mailing lists.
[RECOMMENDED]
Competing priorities and time limitations can frustrate users attempting to process their in-boxes. Keep e-mails to subscribers succinct and avoid including file attachments. The e-mail text should be limited to brief summaries and provide links, where necessary, to more extensive content or downloads residing on the website.

9.20 Discussion forums

9.20.1   Moderate all submissions to discussion forums.
[REQUIRED]
All online discussion forums must be moderated to prevent the automatic publishing of inappropriate material to government websites. It is important that suitable administrative and resourcing arrangements are in place to support discussion forums.

9.21 Downloads

9.21.1   Provide information that will help users determine whether they want to access downloadable material. 

[REQUIRED]
Downloading material from the Internet can be an expensive and time-consuming exercise. Inform users about downloadable material by providing information concerning the:

· Subject matter.

· Download and installation instructions.

· File format.

· File size details.

· Running time (for video or audio clips only).

9.21.2   Ensure all downloadable material is virus free. 
[REQUIRED]
Prior to making downloadable material available it must be checked and cleared of computer viruses. The distribution of virus infected material could result in legal action against the government. 

9.21.3   Provide alternative formats for downloadable material. 
[RECOMMENDED]
The accessibility of downloadable material should be maximised by providing a selection of file formats. This is particularly important for PDF documents – see 9.5 Accessibility.

9.22 Printing

9.22.1   Provide a means for printing related pages in a single action.
[RECOMMENDED] 

For most people reading from a computer screen is slower than reading a hardcopy. Make it easy for users to obtain a hardcopy of documents split across multiple web pages. Consider providing alternative versions that may be downloaded or accessed through a single continuous web page.

9.23 Error messages

9.23.1   Provide clear and informative error messages.
[REQUIRED]
It is important that all situations likely to result in error are anticipated, detected, and explained. Error messages must provide a clear explanation (free of any technical terms e.g. “404 Not Found”) of the problem and offer instructions for overcoming the problem. User-centred error messages must be generated for:

· Forms that contain incomplete or incorrect values.

· Requests for web pages that do not exist.

· Search requests that fail to return any results.

10. Management Issues

10.1 Website naming 

The following is a summary of the requirements of the ACT Government Domain Name Administration Policy.

10.1.1   Comply with the Australian Government Domain Guidelines or the Australian Education Domain Guidelines .
[REQUIRED]
The Australian Government Domain Guidelines and the Australian Education Domain Guidelines were developed to facilitate the management of the .gov.au and .edu.au namespaces and ensure consistency in domain name administration across Commonwealth, State and Territory jurisdictions.

References:

· Australian Government Domain Guidelines: http://www.domainname.gov.au/Eligibility_and_Allocation_Policy    

· Australian Education Domain Guidelines:       http://www.domainname.edu.au/registrar/policy  

10.1.2   Provide domain names in the format <name or function>.act.gov.au or     <name>.act.edu.au  
[REQUIRED]
All ACT government websites are to be named consistently using the format www.<name or function>.act.gov.au or www.<name>.act.edu.au. Deviations from the ACT Government’s website naming convention will not be approved unless a valid business reason can be demonstrated. All such requests must be directed to InTACT.

10.1.3   Register domain name requests through the appropriate authorities.
[REQUIRED]
.act.gov.au domain names are registered through the site operated by AGIMO at http://www.domainname.gov.au   The process can be briefly described in four steps:

1. The applicant (who must be a government employee and who must have authority to apply for a domain name) registers as a user of the system, if he/she has not already done so.

2. The applicant then submits an application to the system, applying for the required domain name.
3. The request is then forwarded to InTACT for approval. InTACT may discuss the matter with the applicant before approving the application.

4. The system informs the applicant of its decision.

The agency is responsible for ensuring that:

· the domain name complies with the Australian Government Domain Guidelines; and

· ownership and control of the domain name rests with the agency and not a third party (e.g. an Internet Service Provider). 

act.edu.au domain names for ACT Government schools, as well as non government schools and educational bodies using the Canberra Schools on the Net internet service provider, are registered using the form at http://www.csn.act.edu.au/ 

All other act.edu.au domain names are registered through the site operated by educationau limited, http://www.domainname.edu.au
The process can be briefly described in four steps:

1. The applicant (who must be the Canberra Schools on the Net Administrator or an employee of the educational body) registers as a user of the system, if he/she has not already done so.

2. The applicant then submits an application to the system, applying for the required domain name.
3. The request is then forwarded to the relevant approvers as stated in the .edu.au Eligibility Policy  http://www.domainname.edu.au/registrar/go/cache/offonce/pid/1036;jsessionid=B6E324877B301F39E6D0BB6FE9B6213B 

4. educationau limited or Canberra Schools on the Net informs the applicant of its decision.

Departments may implement additional policies relating to domain names for entities within their portfolio.  For example, the Department of Education and Training may set particular policies relating to agencies that may be seen to be located in both the government and education sectors.

10.1.4   Register new  websites through the appropriate authorities.
[REQUIRED]
New websites must be notified to InTACT (in the case of .act.gov.au sites) and to the Web Administrator of the Department of Education and Training (for act.edu.au sites).  This will allow those authorities to take note of which sites are in existence and to be able to notify Web managers of news and important information.  Contact details are:

· InTACT – kerrya.webb@act.gov.au 

· DET – ITServiceDesk.DET@act.gov.au 

10.1.5   Cater for users who omit the www. from the beginning of the site’s URL .
[REQUIRED]
Many users now unconsciously omit the www. from the beginning of a URL that they type into a browser.  When making hosting arrangement for websites, ensure that the hosting organisation sets up their system so that www.<name>.act.gov.au and <name>.act.gov.au both resolve to the correct address.

10.2 Internet presence notification 

10.2.1
Notify the Canberra Connect Online Services Manager of new, relocated, or redeveloped websites and services.
  [REQUIRED]
The ACT Government and the Canberra Connect web portals must be maintained in an efficient and effective manner to maximise their accuracy and completeness. To ensure government websites and services are discoverable through these portals it is necessary to register them with the Canberra Connect Online Services Manager. Notifications must include:

· Name of the agency

· Name, address, telephone number, fax number of the agency contact person

· Short description of the site or service.

· URL of the site or service

10.3 Website promotion

10.3.1   Register with Australian and international search engines.
[REQUIRED]
Increase the “discoverability” of the website by registering it with Australian and international search engines. Some of the more widely used search engines include: Google, Yahoo and Web Wombat. 

10.3.2   Implement a suitable promotional campaign for the website.
[REQUIRED]

There is no point developing a site if no one knows it exists. Once the website is publicly available consider how to increase its visibility:

· Register with search engines.

· Arrange for a public launch by the relevant Minister.

· Raise awareness through presentations at appropriate community meetings, public exhibitions and industry conferences.

· Advertise on television, radio, or in print.

· Subject to publishing guidelines, include the URL on business cards, letterheads, and in publications.

There must also be a plan to evaluate the effectiveness of the promotional campaign.

10.4 Customer support

10.4.1   Provide a link to contact information on every page.
[REQUIRED]
This will be done through a link to a “Contact Us” page on the site.

10.4.2   Provide a link to a feedback facility on every page.
[REQUIRED]
This should be done through a link to the whole-of-government feedback facility at http://www.contact.act.gov.au/cgi-bin/canberraconnect.cfg/php/enduser/ask.php 

10.4.3   Respond promptly to all e-mails.
[REQUIRED]
Internet users expect quick responses to their e-mails. Provide a response to all e-mails within 5 working days. Substantial effort may be required to address the issues raised in the e-mail. In these circumstances it would be appropriate to send a brief reply acknowledging the correspondence and details when a full response will be provided. 

10.4.4   Provide advanced notice of scheduled downtime.
[RECOMMENDED]
Situations may arise where it will be necessary to schedule some downtime for the website (e.g. hardware or software upgrades). Warn site users at least one week prior to the scheduled downtime by posting an appropriate notice on the home page advising of the time, duration, and purpose of the downtime.  

This is REQUIRED for websites that include online transactions.

10.5 Content management

10.5.1   Develop a content management strategy.
[REQUIRED]
Agencies must develop a written strategy for each website, which will include at least:

· identification of custodians; 

· workflow processes for creation, checking and publishing approval; 

· compliance with the Privacy ACT and other legislative or administrative requirements;

· periodic checking of each site for accuracy and currency; and

· appropriate records management procedures. 

Guidelines for the preparation on such a strategy can be found on the InTACT Policy Portal at http://intact/wofg/Services/ICT_D&P/polstdgls.htm 

InTACT will audit these strategies on a regular basis.

10.5.2   Review and refresh the site at least annually.
[REQUIRED]
Failure to provide quality information may have significant consequences, from damage to the agency’s credibility to liability risks.  Agencies must review the complete site at least once each year, to ensure that the information is still up to date and the site continues to meet its objectives.  It is expected that these reviews will result in significant changes to the site.

10.5.3   Seek authorisation prior to publishing.
[REQUIRED]
Prior to publishing content on the Internet it must be approved by a Senior Executive or delegate. The approving officer must be confident that the content is correct in all aspects (i.e. technically, legally and in principle).  See  7 Custodianship Arrangements.

10.5.4   Make regular backups.
[REQUIRED]
Implement a regular backup regime to ensure the website can be quickly restored in the event of a disaster (e.g. hardware failure, malicious damage, etc).  Note that a backup regime will also incorporate a recovery strategy, which should be tested regularly. 

10.5.5   Implement an information management and record-keeping strategy.
[REQUIRED]
Agencies are accountable for the accuracy and currency of the information on their website. Suitable information management and record-keeping strategies must be implemented that ensure:

· Adequate version control and site maintenance.

· The capture and retention of website snapshots on a regular basis.

· The documentation of all website changes (i.e. change logs).

This strategy must conform to the requirements of the Territory Records Act 2002.  Details can be found at  http://www.territoryrecords.act.gov.au/ 

10.6 Contractual arrangements

10.6.1   Implement a service level agreement with the service provider for the hosting of the website.          
[REQUIRED]
A service level agreement must be implemented to ensure the reliable delivery of information and services to website visitors. The service level agreement must be documented in writing, taking into account all requirements. The following aspects should be considered when negotiating a service level agreement: 

· Scope of responsibility (what the service provider is responsible for and not responsible for). 

· Duration of hosting contract, with continuation of the contract dependent on satisfactory service determined by annual review. 

· Minimum level of website availability.

· Downtime penalty clauses.

· Problem reporting mechanisms.

· Minimum timeframes for responding to and rectifying any problems.

· Prior notification of planned system unavailability. 

· Timeframes for undertaking maintenance activities. All maintenance must be scheduled outside of normal periods of peak usage.

· Monitoring and provision of reports identifying website traffic (i.e. usage statistics) and server performance (i.e. available disk space, server load, etc).

· Backup and security of the website and related components.

· Security measures to guard against malicious attacks.

10.7 Evaluation arrangements

10.7.1   Implement a strategy to measure the success of the website.
[REQUIRED]
A strategy must be developed to measure the success of the site.  This will require consideration of:

· the success factors for the website (which could include the number of hits, but there will be other factors);

· how these are to be measured; and

· the frequency of reporting of the success measures.

10.8 Security

 10.8.1   Provide appropriate security for websites handling confidential information.
[REQUIRED]
For websites that require confidential information to be exchanged with the user, the Secure Sockets Layer (SSL) technology must be used.  This will involve obtaining an SSL certificate.

More information can be found at  http://www.agimo.gov.au/infrastructure/gatekeeper 

10.9 Quality Issues

10.9.1   Identify and address the quality attributes for the website.
[REQUIRED]
Consider the importance of the various quality attributes applicable to website development.  Ensure that the required level of quality is addressed throughout the life-cycle of the website.

	Attribute
	Description

	Conformity
	Does the website have all of the data and functionality specified?

	Usability
	Is the website easy to use, learn and understand from the user’s perspective?

	Efficiency
	Does the website use the hardware and software and other resources efficiently?

	Maintainability
	Is the website easy to maintain and correct?

	Reusability
	Does the website include code and data that is capable of being used by other products?

	Flexibility
	Is the website easy to enhance in order to add or modify function and data?

	Reliability
	Does the website operate without failure and with consistency?

	Portability
	Is the website capable of operating on a variety of hardware and software platforms?

	Security and Auditability
	Is the website secure from unauthorised access and is it auditable?


Table 1: Website quality attributes

10.9.2   Maximise quality by involving users in the development process.
[REQUIRED]
Involve representatives of the target audience in the development of the website. Identify user needs and expectations by consulting them during the early planning and design stages of the project. Continue to collect feedback from users after the site’s implementation through online and offline questionnaires.

10.9.3   Ensure the website is adequately documented.
[REQUIRED]
The website structure (files and folders), design (navigation, fonts, graphics), templates, program logic (i.e. explanation of code developed in JavaScript, etc), and publishing procedures must be documented to a standard that will ensure the site can be easily maintained.

10.9.4   Conduct quality assurance testing.
[REQUIRED]
Inspect all web pages to ensure:

· Correct spelling and grammar usage.

· Correct operation of links.

· Correct display of design components (e.g. colours, fonts, graphics, tables, etc).

· Correct behaviour of scripts, applets, and downloads.

10.9.5   Conduct accessibility testing. 
[REQUIRED]
The accessibility of a website can be validated through a combination of automatic testing tools and human review. The following validation methods must be applied:

· Use automated tools to analyse web pages for accessibility, browser compatibility, and conformity with HTML specifications
. 

· Use a text-only browser or emulator. 

· Use multiple graphic browsers, with: 

· Sound and graphics enabled.

· Graphics disabled.

· Sounds disabled.

· No mouse.

· Frames, scripts, style sheets, and applets disabled.

· Use old and new versions of the Microsoft, Firefox and other browsers.

· Use spell and grammar checkers.

· Review documents for clarity and simplicity.

10.9.6   Conduct performance testing.
[REQUIRED]
Test the performance of the website by evaluating the capabilities of the technical infrastructure (i.e. web servers, database servers, application servers, routers, etc) and the response times associated with requests for individual pages (particularly the home page). The text and navigational components of all web pages should display within 10-15 seconds over a 28.8Kbps modem during peak periods.

10.9.7   Check links regularly.
[REQUIRED]
Ensure that links are correct prior to making material available on the Internet. Due to the dynamic nature of websites it is necessary to periodically check all links to ensure they are operational – as a minimum this would be undertaken on a monthly basis. Correct or remove broken links upon discovery.

10.9.8   Monitor  website usage.
[REQUIRED] 

The ongoing monitoring of traffic to the website is a vital mechanism for identifying areas that require improvement or ongoing development. Site usage reports, generated by software running on the web server, can be used to determine:

· Total page views for the site, which may indicate the success of the promotional campaign or the value of the information and services offered by the site.

· Pages that are frequently accessed, which may be used to identify documents that need to be made accessible directly from the home page.

· Navigation paths people take to access pages within the site, which may highlight problems with the site architecture.

· Terms entered into the site’s search facility, which could identify alternative methods for categorising information and services.

10.9.9   Monitor customer feedback.
[RECOMMENDED]
Solicit feedback from website visitors through an annual survey and the provision of an online questionnaire. The collection, collation and analysis of this data will highlight areas requiring improvement and assist with the ongoing maintenance and development of the site.

11. Legal Issues

11.1 Legislation

11.1.1   Adhere to the various legal obligations and responsibilities. 
[REQUIRED]
There are various legal requirements that apply to the electronic delivery of information and services. Agencies must comply with the relevant provisions of their enabling legislation and with the relevant provisions of the following Acts: 

	Broadcasting Services Act 1992
(Commonwealth)
	Relates to broadcasting material through television, radio and the Internet.  Implements a uniform national approach to online content regulation with the objectives of:

· Providing a means for addressing complaints about Internet content.

· Restricting access to certain Internet content that is likely to cause offence to a reasonable adult.

· Protecting children from exposure to Internet content that is unsuitable for children.



	Copyright Act 1968
(Commonwealth).
	Addresses matters relating to the nature, duration and ownership of copyright for original works (e.g. text, music, art, computer programs, etc).



	Electronic Transaction Act 1999
(Commonwealth)
	Provides a regulatory framework that: 

· Recognises the importance of the information economy to the future economic and social prosperity of Australia.

· Facilitates the use of electronic transactions.

· Promotes business and community confidence in the use of electronic transactions.

· Enables business and the community to use electronic communications in their dealings with government.



	Telecommunications Act 1997
(Commonwealth)
	Establishes the system for regulating telecommunications in Australia. The Act contains a number of provisions relating to the confidentiality of personal information.



	Privacy Act 1988
(Commonwealth)
	Establishes the privacy safeguards that Commonwealth and ACT government agencies must observe when collecting, storing, using and disclosing personal information. The Act also gives individuals access and correction rights in relation to their own personal information.



	Crimes Act 1900
(ACT)
	Identifies various criminal offences, including those relating to the use of computers (e.g. theft, damage, unlawful access, etc).



	Discrimination Act 1991
(ACT).
	Prohibits discrimination in areas such as work, education, access to premises, and the provision of goods and services.



	Freedom of Information Act 1989
(ACT)


	Provides the public with the right to obtain information contained in the records of ACT Government agencies.

	Public Sector Management Act 1994
(ACT)
	Identifies the values, principles, obligations and rules associated with various facets of public administration. The Act is complemented by the Public Sector Management Standards 2006 and the Ethics in the ACT Public Service 



	Civil Law (Wrongs) Act 2002
(ACT)

Electoral Act 1992 (ACT)
	Addresses issues relating to slanderous comments and accusations (Chapter 9).

Identifies requirements for indicating the agency that is responsible for an electronic publication. 



	Territory Records Act 2002
(ACT)
	Identifies various requirements in relation to the management of Territory records. The main purposes of this legislation are:

· to encourage open and accountable government by ensuring that territory records are made, managed and, if appropriate, preserved in accessible form;

· to preserve Territory records for the benefit of present and future generations; and

· to ensure that public access to records is consistent with the principles of the Freedom of Information Act 1989.




Agencies should seek appropriate legal advice where deemed necessary.

References:

· ScalePlus database (provides access to Commonwealth and ACT legislation) at http://scaleplus.law.gov.au) 

· ACT Legislation Register at http://www.legislation.act.gov.au 

11.2 Copyright notice

11.2.1   Provide access to an appropriate copyright notice from every page.
[REQUIRED]
A copyright notice suitable for ACT government websites can be found at http://www.act.gov.au/accesspoint?action=copyright&pageTitle=Copyright  The text in this notice will need to be amended to reflect the site on which it is to be used.

11.3 Disclaimer notice

11.3.1   Provide access to an appropriate disclaimer notice from every page.
[REQUIRED]
A suitably worded disclaimer notice may limit the Territory’s liability associated with the use of published information. A disclaimer notice suitable for ACT government websites can be found at  http://www.act.gov.au/accesspoint?action=disclaimer&pageTitle=Disclaimer  The text in this notice will need to be amended to reflect the site on which it is to be used.

11.4 Privacy policy

11.4.1   Provide access to a suitably worded privacy policy from every page.
[REQUIRED]
Privacy is a major concern of Internet users. The widespread acceptance and use of electronic service delivery mechanisms, particularly public access websites, is dependent upon establishing an environment of trust. The public needs to be assured that their privacy will be protected. 

Providing access to a suitable website privacy policy will engender trust. The privacy policy must be accessible from every page within the website and given prominence where users are asked to provide personal information.

The privacy policy must comply with the relevant privacy legislation and the Australian Privacy Commissioner’s Guidelines for Federal and ACT Government World Wide Websites. 

A privacy notice suitable for ACT government websites can be found at  http://www.act.gov.au/accesspoint?action=privacy&pageTitle=privacy The text in this notice will need to be amended to reflect the site on which it is to be used.

The privacy statement adopted by an agency must take into account the individual characteristics of its website operations (e.g. use of cookies or secure authentication by a website). Agencies are encouraged to seek advice from the Privacy Commissioner, the Government Solicitor’s Office, and their Internet Service Provider (ISP) when preparing a privacy statement.

References:

· Guidelines for Federal and ACT Government World Wide Websites, Privacy Commission: http://www.privacy.gov.au/internet/web/index.html
11.5 Permission to link policy

11.5.1   Provide access to a suitably worded “permission to link” policy.
           [RECOMMENDED]
Organisations wishing to link to an ACT Government website should be given guidance on the protocol involved in seeking permission to do so.  An example of this can be found at  http://www.act.gov.au/CAP/accesspoint?action=help&pageTitle=Help  This information should be displayed on the “Contact Us” page. 

Associated documents

ACT Government Website Policy
Roles and Responsibilities

	Role
	Responsibilities
	Positions

	Content Author
	Ensure that content supplied for publication conforms to this Standard, e.g. in regard to writing style.
	Various staff in agencies with expertise in the subject matter to be published

	Web author
	Ensure that content published conforms to this Standard, e.g. in regard to the use of hyperlinks.
	Specialist staff in agencies with expertise in Web publishing

	Content approver
	Ensure that content published conforms to this standard and reflects the policies of the agency.
	Senior staff member of the agency, in the area relating to the subject matter of the website.

	Content editor
	Ensure that content published conforms to this Standard, e.g. in regard to ACT Government Standard metadata.
	Specialist staff in the agency with expertise in Web publishing


Compliance

Compliance with this Standard will be achieved by implementing all points marked as REQUIRED.

Compliance will be enforced by periodical audits of websites by Policy Office staff, to ensure that they have been developed in accordance with this Standard.  The results of each audit will be provided to the Chief Executive of the agency with a list of recommended actions to ensure that the site may be made compliant with the Standard. 

Contact Person

For queries about this Standard, contact the Policy Office on 6207 0239.

Appendix A: Website development checklist

	
Website Checklist
 

	Required Elements
	Compliance?
	Comments

	
	Yes
	No
	

	Content Issues
	
	
	

	Availability
	
	
	

	All publicly available information is accessible
	
	
	

	Agency publications are in an easily accessible location
	
	
	

	Forms in public demand are accessible
	
	
	

	Documents are published in an appropriate format (HTML, RTF, PDF, etc)
	
	
	

	Text documents are published in RTF format
	
	
	

	Titles and Headings
	
	
	

	Meaningful text in <TITLE> tag
	
	
	

	Effective headings provided
	
	
	

	Writing Style
	
	
	

	Content is succinct and in plain English
	
	
	

	Content is written for the audience
	
	
	

	Content is scannable
	
	
	

	Content is free from vulgarities and is non-discriminatory
	
	
	

	Text Formatting
	
	
	

	Paragraphs are left justified
	
	
	

	Text is not underlined unless it is a link
	
	
	

	Spelling and Grammar
	
	
	

	Content is free from spelling and grammatical errors
	
	
	

	Correct wording is used
	
	
	

	Correct abbreviations are used
	
	
	

	
	
	
	

	Design Issues
	
	
	

	Site Structure
	
	
	

	Site structure is user-centric
	
	
	

	Site structure ensures content can be reached within 3 mouse clicks 
	
	
	

	Page Layout
	
	
	

	All pages:

· Visual identity established and applied throughout

· Prominent link to ACT Government entry point provided

· Agency responsible for publishing the site identified

· Links provided to mandatory elements of the site

· Web pages are free standing (i.e. no “dead-ends”)

· Web pages have content

· Footer details provided (i.e. date last updated, copyright link, disclaimer link, privacy link)
	
	
	

	Home page:

· Informative and inviting design

· Parent organisation is indicated

· Fits within a two screens

· Prominent link to Canberra Connect portal provided

· Mandatory information and links provided
	
	
	

	No splash pages
	
	
	

	No Frames used
	
	
	

	Navigation
	
	
	

	Navigation is predictable and consistent 
	
	
	

	Navigation labels are easily understood
	
	
	

	Persistent navigation links provided
	
	
	

	Visual feedback provided in response to user actions
	
	
	

	Navigation between sections of a document provided
	
	
	

	Accessibility
	
	
	

	Accessibility maximised 
	
	
	

	Compliance with W3C Content Accessibility Guidelines 
	
	
	

	PDF documents are accessible
	
	
	

	Offline access to documents provided, where necessary
	
	
	

	Give users a choice before playing audio and video content
	
	
	

	Browser Compatibility
	
	
	

	Site displays and operates correctly under different web browsers
	
	
	

	Bandwidth Conservation
	
	
	

	File sizes are minimised to ensure pages are quick loading
	
	
	

	Metadata
	
	
	

	ACT Government standard metadata applied to all web pages
	
	
	

	Hyperlinks
	
	
	

	Labels accurately reflect the destination of links
	
	
	

	Links are easily recognisable
	
	
	

	Links to external sites clearly indicated
	
	
	

	Consecutive links are separated
	
	
	

	Links to non-government sites have been carefully evaluated for appropriateness
	
	
	

	Permission obtained from website owners for links to external sites
	
	
	

	Requests to link to this site carefully considered
	
	
	

	Colours and Backgrounds
	
	
	

	Colours contrast well on screen and paper
	
	
	

	Colour is not used on its own to indicate meaning
	
	
	

	Images
	
	
	

	Correct format used for images
	
	
	

	HEIGHT and WIDTH attributes specified
	
	
	

	ALT text provided
	
	
	

	Multimedia and Animation
	
	
	

	Text equivalents provided for audio and video clips
	
	
	

	Animation that may trigger epileptic fits avoided
	
	
	

	Scripting Languages and Java Applets
	
	
	

	Alternate versions provided for pages relying on scripting languages or Java applets
	
	
	

	Plug-ins and special software packages
	
	
	

	Information provided on software essential for display of material
	
	
	

	Forms
	
	
	

	Forms are easy to understand and complete
	
	
	

	Search facilities
	
	
	

	Access to an ACT Government search facility provided
	
	
	

	Site specific search facility provided
	
	
	

	Mailing Lists
	
	
	

	Users can subscribe and unsubscribe easily
	
	
	

	Discussion Forums
	
	
	

	Discussion forums are mediated
	
	
	

	Downloads
	
	
	

	Information concerning downloadable material provided (e.g. file size, file type, etc)
	
	
	

	Download material is virus free
	
	
	

	Error Messages
	
	
	

	Error messages are clear and informative
	
	
	

	
	
	
	

	Management Issues
	
	
	

	Website Naming
	
	
	

	Compliance with Australian Government Domain Guidelines or the Australian Education Domain Guidelines
	
	
	

	Named in the format www.<name or function>.act.gov.au/ or www.<name>.act.edu.au
	
	
	

	Domain name registered with the appropriate authorities
	
	
	

	New websites notified to the appropriate authorities
	
	
	

	Internet Presence Notification
	
	
	

	Canberra Connect notified of new, relocated, or redeveloped websites
	
	
	

	Website Promotion
	
	
	

	Website registered with search engines
	
	
	

	Promotional campaign for the website implemented
	
	
	

	Customer Support
	
	
	

	Information provided on every page:

· Contact Us

· Feedback
	
	
	

	E-mails responded to promptly
	
	
	

	Content Management
	
	
	

	Content management strategy developed
	
	
	

	Site reviewed and refreshed at least annually
	
	
	

	Authorisation obtained prior to publishing
	
	
	

	Regular backups made
	
	
	

	Information management and record-keeping strategy implemented
	
	
	

	Contractual Arrangements
	
	
	

	Service level agreement for website hosting implemented
	
	
	

	Evaluation arrangements
	
	
	

	Strategy to measure success implemented
	
	
	

	Security
	
	
	

	Appropriate security provided
	
	
	

	
	
	
	

	Quality Issues
	
	
	

	Quality attributes identified and addressed
	
	
	

	Users involved in the development process
	
	
	

	Website adequately documented 
	
	
	

	Quality assurance testing conducted
	
	
	

	Accessibility testing conducted
	
	
	

	Performance testing conducted
	
	
	

	Links checked
	
	
	

	Website usage monitored
	
	
	

	
	
	
	

	Legal Issues
	
	
	

	Legal obligations and responsibilities addressed
	
	
	

	Copyright, Disclaimer and Privacy notices accessible from every page
	
	
	


Appendix B:  Basic page elements

Web page layout
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Metadata
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	Manager, Policy Office 

	Document location:
	http://intact/wofg/qmsdocs/policies/Website_Development_Mgt_Standard.doc

	Review cycle:
	This policy should be reviewed every 12 months


Note: This is a CONTROLLED document. Any documents appearing in paper form are not controlled and should be checked against the intranet version prior to use.

Amendment history

	Ver no.
	Issue date
	Amendment details
	Author
	Approval

	1.0
	2004
	Initial release.
	ACTIM
	Information Management Board



	1.1
	Oct 2006
	Formatting update
	Policy Office
	Endorsed by Policy Review Group
Oct 2006

	1.2
	Feb 2008
	Minor update
	Policy Office 
	Approved by Chair, Policy Review Group

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Content 


Editor





Content 


Approver





Web 


Author





Content 


Author





Publication





Site Branding





Breadcrumb trail





Mandatory links: About Us, Contact Us etc





Page Content





Date last updated





Links to Copyright, Disclaimer and Privacy Statements





Page title





Site


Navigation


Bar























� Guidelines for Commonwealth Information Published in Electronic Formats, AGIMO, �HYPERLINK "http://www.noie.gov.au/projects/egovernment/Better_Information/electronic_formats.html"�� http://www.agimo.gov.au/information/publishing/formats�


� Bobby, located at �HYPERLINK "http://www.cast.org/bobby/"�� http://bobby.watchfire.com/bobby/html/en/index.jsp�, is a freely available test tool that is widely used for a basic test of the accessibility of public access websites.
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