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Web Content Managers Best Practice Awards (2005)

Best Practice Being Nominated:  Web Clinics for HUD Partners

Website URL:  http://www.hud.gov/library/bookshelf15/webclinics/index.cfm

Best Practice Category  (You can nominate the same website or agency in more than one category).   Read descriptions of each category
� 
Website Design  

� X
Website Content 

� 
Citizen-Focused Online Services  

� X
Services for Defined Audiences EQ \O()


� X
Governance and Web Management  

Describe the Best Practice :  Please be specific about what it is, why it's a best practice,

evidence that’s it’s been successful, and how it could be replicated at other agencies.    (limit

one page)

HUD – like most federal agencies – delivers most of its services to citizens through intermediaries (partners):  nonprofits, faith-based organizations, state and local governments, public housing agencies, lenders, real estate brokers, and others.  So, as we started thinking about implementing electronic government and providing services to citizens online, we realized that we need to get our partners online, too.  We want to be able to provide generic information on the HUD site and then link to the local information and services on our partners’ web sites, to provide seamless service to citizens.

The problem is that many of our partners either don’t have websites, or – if they do – they aren’t good citizen-focused sites.  For example, it’s been very common to see a public housing agency web site that features a picture of the director on the front page and a statement of mission, but no information at all about how to apply for public housing.  We thought we might be able to change that.

The HUD Web Team decided to draw upon its knowledge and experiences in managing HUD’s web site and start a new initiative:  free one-day Web Clinics for HUD Partners.  These clinics arm our partners with content management tips, a step-by-step process for writing their web sites – complete with worksheets, low-cost and no-cost marketing ideas, and loads of information about how they can get all the technical support they need, for free.  Our aim is to take the mystique out of creating web sites and to give our partners the basic tools they need to get started.

We hit the road in 2- and 3-person teams, beginning in February 2000, traveling to local HUD offices throughout the country, who hosted the clinics.  Since then, we have conducted 100 clinics in 48 states, plus Puerto Rico and St. Thomas, reaching more than 3000 participants, representing some 2000 HUD partner organizations across the country.  

We provide detailed notes on each of the sessions, so attendees don’t have to sit and write - they can relax, listen, and participate in the class.  In addition, we have created a password-protected web page – just for “Web Clinic Alumni” – where we provide copies of all the materials, so they can download them, have the complete presentation that we show onscreen, and links to free tools to help them build and manage their websites.  

We emphasize that the Clinic is just the first day of our “web partnership” with them.  We give them our business card and encourage them to call us if they have questions, hit snags, or just need some encouragement.  

The benefit of the Web Clinics to HUD is this:  the better our partners are able to deliver services that HUD funds, the better citizens are served.  And the better citizens are served, the better HUD achieves its mission.  The web is a great way to deliver not just information about HUD’s programs, but actual services online.  For example, we’re encouraging public housing agencies to take applications online and allow people to check their status on the waiting lists, on their web sites.  We’d like to see HUD-funded housing counseling agencies provide online counseling services, for those who are more comfortable “chatting” via e-mail than on the telephone or in person.  They can’t provide services online if they don’t have a web site.

Web Clinics for government partners can be replicated by any government agency.  There's nothing magic about what HUD is teaching at these web clinics.  Most government agencies work through intermediaries to deliver services to the public, and they all could extend the reach of their services by helping those partner organizations create websites that deliver the information and services for which they receive federal support.  Clinic participants tell us that the single most important benefit of the Clinics is that we take the mystique out of creating a web site.  We help them think it through, from the citizens' point of view; and we provide encouragement by dispelling myths about costs and need for technical expertise.  But most of all, we're heartened when participants overwhelmingly tell us that they appreciate our willingness to be partners in this effort - to continue the relationship, to help them improve, to provide feedback and solve problems, and to help them be successful.  

Reaction has been overwhelmingly enthusiastic:

· “You pulled the curtain away from Oz and made the web and website design much easier.” - Jonathan Saint, Maricopa County Housing Department (Phoenix Clinic)

·  “A nuts and bolts cookbook approach to designing a website - this was great!” - Memphis Family Shelter (Birmingham Clinic)

· "The session went far beyond my expectations.  Shows how modern government agencies are and the move to focus on customers/citizens" - Mary DeJong, Interfaith Housing Center (Chicago Clinic)
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