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 SEQ CHAPTER \h \r 1Nomination Form 

Web Content Managers Best Practice Awards (2005)

Best Practice Being Nominated:   Web Management Operating Procedures Manual

Website URL:  http://www.hud.gov/library/bookshelf15/procedures/operating.cfm
Best Practice Category  (You can nominate the same website or agency in more than one category).   Read descriptions of each category
� 
Website Design  

� 
Website Content 

� 
Citizen-Focused Online Services  

� 
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)

Over the past 10 years, HUD has developed 7 web products – Internet website, archive website, Spanish website, intranet website, web-based kiosks, Public Computers, and Web Clinics for HUD Partners - and organized support services around managing those products.  We had documented policies governing those products and written publication standards and a style guide to govern content creation.  But until this year, we had never documented the management processes involved in maintaining these products.  This year, we published the 101-page “Web Management Operating Procedures,” to serve as a how-to guide for current and future HUD Web Managers.

The Operating Procedures provides an overview of HUD’s web management strategy and covers:

· Roles and responsibilities of Web Managers and Web Coordinators
· Detailed procedures for managing each of the 7 web products 

· Detailed procedures for product support services, such as marketing and outreach, providing good customer service through webmail, and management consulting

· Web management training

· Handling interagency efforts
· Management controls

It even includes a “Web Management Calendar,” to help HUD’s Web Managers plan for annual events.

This Operating Procedures manual is a big part of the HUD Web Team’s succession planning strategy.  Now, instead of keeping our operating procedures in the heads of current Web Managers, we have a detailed set of instructions that future Web Managers can use – and update – to ensure that HUD’s web products are maintained efficiently and effectively.  
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