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OUR HISTORY

November 2018: GovCMS beta website developed on Drupal 8

June 2019: Online Services Branch conducted user research
activities

July 2019: Commenced GovCMS website redevelopment project

25 October 2019: GovCMS website went live. Gallery to
showcase all GovCMS websites

13 May 2021: First GovCMS website to migrate from D8 to D9
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OUR GOVCMS JOURNEY
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We all came together We designed content We tested it We kept going
We collaborated We built our website We went live
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Started 01 July 2019 Still going..



OUR GOAL

To develop a user friendly, modern website that ...

DEFINITION OF SUCCESS

Users agree that the new website content and structure is better for them



KEY HIGHLIGHTS custonerfoc)

We practice what we preach.

 The launch was completed in less than 4 months.

« Build Agile and Service Design skills across the GovCMS branch.
 We focus on our customers throughout the process.

» Overhaul of business processes



https://www.google.com/imgres?imgurl=https%3A%2F%2Fmiro.medium.com%2Fmax%2F600%2F1*FJ0INrNTmIT0rddb_Ux0SQ.jpeg&imgrefurl=https%3A%2F%2Fmedium.com%2F%40abdulmukaddes%2Fcustomer-focus-major-growth-driver-in-bangladeshi-e-commerce-market-e244263887d4&docid=t9YCN3SLuHJ4GM&tbnid=rV0Vx3UpSwOHsM%3A&vet=10ahUKEwjs3ruDwNTlAhV_4XMBHRJICg8QMwhcKAIwAg..i&w=600&h=400&safe=active&bih=799&biw=1368&q=customer%20focus%20image&ved=0ahUKEwjs3ruDwNTlAhV_4XMBHRJICg8QMwhcKAIwAg&iact=mrc&uact=8

We stayed strong, even through COVID-19



GOVCMS WEBSITE

Integrating user experience

e Researched what worked on the old GovCMS site and identified users needs
*  Ourrevamped GovCMS website was received well by the community

« GovCMS plan to continue to improve user experience and are in the progress of
redeveloping our website

«  The community are the forefront of GovCMS




Linux (5898)
Android (8356)
i0S (11551)

Macintosh (22855)

We focused on our customers.  wowomm
Focusing on our desktop accessibility.



GOVCMS WEBSITE

What’s new 20217

« Changed “Our Community” to “Gallery”
« Added Breadcrumbs
« Added “last updated” date to page
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Age are Pricin:

Aged Care Quality and
Safety Commission

[Drupal 8| “Saas | [ Corporal

* Moved the “Agency Update” newsletter to News and Events from Support
« Improved our Contact Us form

« Added tables of contents to long pages

« Improved the accessibility of the website (changed link hover effects)




This is the pulse of govcms.gov.aul...

*Page views by day since April 2015



GOVCMS USER EXPERIENCE

Our community is at the centre of everything we do

« GovCMS tells a story

« Staying connected to the community through Twitter, Discourse, GitHub, GovTEAMS
« GovCMS focus on engagement

* Participation in user research workshops (online, survey)

 The switch to Drupal 9

« We innovate, collaborate, plan and create

« Events

« Training (videos, manuals and interactive training sessions)




GOVCMS DRUPAL 9

Govcms.gov.au was the first website to migrate to D9

Updated modules:

« Chaos Tools Suite (3.4 -> 3.6)

« Facets (1.3->1.5->1.8)

Ul starter Kit:

» \Was part of the Drupal 8 distribution

 The Ul starter kit can be downloaded from
GovCMS Github if you choose

& GovCMS




?, Australian Government B GovCMS I What are you looking for? ﬂ
Home ~WhyGovCMS  Pricing  Gallery ~ Newsandevents  Support Contact us

Website Experience Survey

« We are always looking for feedback
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« Simplifies data entry

« Convenient and easy to use

 Engages customers

 Webform is a product you can use for your website

*  QOur focus is the community and making continuous improvements to make our website
more user-friendly




Project Timeline GovCMS.gov.au
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Reviewing and
changing how
information is
displayed and
received.

- Accessibility updates

- Contact Us form update

- Help Centre creation

STAGE 01

Ll

Improving the quality
and integrity of
information across
platforms.

- Content review
- Knowledgebase review

- Gap analysis

STAGE 02
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Redesign the IA to
support easy and
intuitive navigation.

- Card sorting activity
- Site map development

- 1A redesign and
deployment

STAGE 03

Implement features
to better answer
complex queries.

- Quote Calculator

- MOU Template
- Automate DSP request
- RFQ Builder

STAGE 04

Maintain scheduled
approach to quality
assurance.

- Content Management
Strategy

STAGE 05

Stage 1: Review

Analyse the current
platform and
environment and
implement quick wins

Stage 2: Explain

Improve the quality of
our information. Aiming

for clarity and
transparency.

Stage 3: Map
Chart the customer

journey through self
service and redesign the

IA.

Stage 4: Answer

Design new approaches
to answer complex
queries around the
clock.

Stage 5: Assess

Implement strategies to
ensure accuracy and
relevancy of
information.
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