VILLAGE OF SOUTH LEBANON
MEMORANDUM


TO: 		Mayor and Council

FROM:	Gary Vidmar, Village Administrator

RE:	Memorandum 37, Village Website Redesign

DATE:	August 4, 2014

This memorandum reports on a proposal to redesign the Village of South Lebanon website and to provide certain structured content and automate some of the Village’s permitting and property maintenance enforcement functions using the website.

Background
The website for the Village of South Lebanon was designed several years ago.  After arriving at the Village in 2013 I noticed that much of the content on the website was outdated and stale.  Subsequently Village Staff implemented a plan to post updated information on the website on a more regular basis than in the past and keep the information fresh.

More and more, Staff is finding that citizens in our community and outside the community are using South Lebanon’s website to obtain information and keep themselves informed about community events, new developments, Council action and other useful information about the Village.  Moreover, prospective businesses and individuals that have an interest in moving into the Village use the website to learn about South Lebanon’s rich history and its services.  

The design and content organization of a website is paramount to a positive user experience.  For example, research shows that if a user is unable to find content within three clicks or 30 seconds, he or she abandons the web experience and turns toward more traditional methods of customer service and information gathering.  This normally means more in-office traffic and phone calls.  Research shows that the cost of a phone call to a local government averages about $9.00 per call to the organization. In-office traffic averages even higher.  These costs are a combination of both actual costs (in terms of a staff member’s wages, etc.) and opportunity costs (time taken away from other priorities, delays in re-engage into other projects, etc.)  However, costs for a citizen to access a government website and find an answer to a question averages approximately $0.10 per website search to the municipality.

Analysis
Discussions with regular users of the Village website have led Staff to believe that the current website falls short in a number of areas relating to user experience and content organization.  A more updated, more intuitive design and content organized in a way that is more-accessible to citizens could have a sizeable impact on user experience and may reduce costly “traditional” customer request traffic such as in-office visits and phone calls.

Some of the basic design flaws of the present website include:
· Antiquated navigation style that is not intuitive to the viewer
· Cluttered and confusing display of home page options
· Content uniformity issues causing viewer confusion
· Unattractive graphics
· No email, text message or mobile notifications for essential announcements found on the site for items such as:
a. Community news and announcements
b. Calendar of events
c. Project bid postings
d. Property maintenance and zoning code complaints 
e. Filing zoning permit applications
f. Submitting applications for utility and waste disposal services
g. Electronic payment deployment for Mayors Court, taxes and utility bills

Staff received two proposals for redesign and maintenance of the Village website.  The prices we received were as follows:

				E-Gov Link				CivicPlus

Redesign Website		$6,500					$18,099.55
Content Migration		$   750					Included Above

Total Cost			$7,250					$18,099.55

[bookmark: _GoBack]Annual Website Hosting	$3,000/year				$3,495/year
& Maintenance

In addition, E-Gov Link offers a website citizen request management software for adding structured data to the website.  Available features include citizen request management, community calendar, document repository, frequently asked questions (FAQs), online payment functions, bid posting, available property listings local business listings and citizen property maintenance complaints and staff violation notification management.  The price for adding this structured data to our website is $3,000 per year for five features plus $300 per year for any additional features after five.  In particular, the property maintenance and zoning permit filing features would reduce Staff time that is normally required to process property maintenance code violation notices and process zoning permit applications.  A reduction in Staff time would result in lower processing cost.

The E-Gov Link proposal and proposed contract which more fully describes the scope of services accompanies this memorandum.

Policy Options
Council may conduct the first reading or do nothing.

Fiscal Impact
The one-time cost to redesign the website is $7,250, including migration of up to 30 pages of existing website content.  The annual hosting and maintenance of the website is $3,150 per year.  The annual cost for the E-Gov Solutions structured data software package with five features is $3,000 per year.  Five features is probably adequate for the first year.

Legislative Process
Council may conduct the first reading of the resolution and adopt it after three readings, may reject the resolution after three readings, or may do nothing.

Recommendation
Staff recommends that Council conduct the first reading and adopt the resolution approving the cost of all one-time and annual services described herein.

Attachment: 
Resolution
E-Gov Link Contract


