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Web Content Managers Best Practice Awards (2005)

Best Practice Being Nominated:  Content Quality Control Process

Website URL: http://www.hud.gov/library/bookshelf15/policies/appendixd.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()


� 
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’s Content Quality Control Process

HUD is using its website to complete its mission and goals and serve the public; and it is important to have a process to ensure that the content is well-written, well-organized, and in compliance with Departmental web policies and publication standards. This quality control process complements the already-established quarterly certification that requires HUD managers to certify that content is current and accurate. 

Overview of Process

The quality control process a peer review that is intended to be as objective as possible, helpful and constructive, and routine.  

What Gets Reviewed?

Several hundred pages are reviewed in each “round.”  Pages are selected in 3 ways:

· Randomly (by formula)

· By statistics (we routinely review the most-visited pages), and  

· By Web Managers, who can ask to have certain pages reviewed. 

Review Teams

HUD’s 27 Web Managers do the Quality Control reviews.  Web Managers are assigned to teams of 3.  

Review Process

· Quality Control reviews are conducted twice a year.  

· Each team is given a set of pages to review.  Reviewers do not review their own pages.
· Each member of the team reviews each page, so that there are 3 different evaluations of the content

· Reviewers use a checklist of content standards (available at:  http://www.hud.gov/library/bookshelf15/policies/appendixd.cfm) and complete a web-based review form for each page, including specific comments where necessary. 

· Evaluations are averaged to come up with an overall "score" for each page, which helps to identify trends and anomalies. 

· Web Managers responsible for pages that score 80% or lower must remedy deficiencies within 1 month.  Web managers who fail to correct deficiencies within one month face remedies that could include temporary suspension of posting rights.

Evidence of Success

HUD has been piloting the quality control process for about 1 year. We have trained all field and headquarters web managers, and we improved the automated system used to track ratings.  The training process alone produced significant results, simply by raising awareness.  In addition, the process helped to make web managers more aware of policies, procedures, and requirements.  The Quality Control process helps web managers feel responsibility for the site as whole – not just their sections.  And – of course – the major benefit is that the Quality Control process helps HUD provide better content for citizens.  
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