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BackgroundBackground

!! First HUD web site posted April 1995First HUD web site posted April 1995
!! First job of Web Manager: define the purpose ofFirst job of Web Manager: define the purpose of

the web sitethe web site
!! Talked to people to find out what they thoughtTalked to people to find out what they thought

HUD should do with the webHUD should do with the web
!! George Latimer:  focus on citizensGeorge Latimer:  focus on citizens
!! Mom:  organize from the audience’s point of viewMom:  organize from the audience’s point of view
!! Henry Cisneros: it’s not about HUD — it’s about homesHenry Cisneros: it’s not about HUD — it’s about homes

and communitiesand communities



Background:Background:
Statement of PurposeStatement of Purpose

HUD’s Homes and Communities Page is aHUD’s Homes and Communities Page is a
clearinghouse of information and services aboutclearinghouse of information and services about
homes and communities for citizens and for ourhomes and communities for citizens and for our
current and potential business partners. It’scurrent and potential business partners. It’s
designed to empower citizens and businessdesigned to empower citizens and business
partners by giving them what they want, when theypartners by giving them what they want, when they
want it, in ways that make sense to them, so theywant it, in ways that make sense to them, so they
can solve their own problems and achieve theircan solve their own problems and achieve their
objectives.objectives.



Background (cont’d)Background (cont’d)

!! HUD’s first web site had about 5 pagesHUD’s first web site had about 5 pages
!! Many, many growing pains along the way!Many, many growing pains along the way!
!! It’s a processIt’s a process









Quick OverviewQuick Overview

!! HUD’s web site organized in two basic ways:HUD’s web site organized in two basic ways:
!! 16 topics — general categories like “own a home” and16 topics — general categories like “own a home” and

“rental help”“rental help”
!! 28 audience groups — pages designed for specific28 audience groups — pages designed for specific

customer groupscustomer groups

!! Don’t have to know HUD organization to use theDon’t have to know HUD organization to use the
web siteweb site





Quick Overview (cont’d)Quick Overview (cont’d)

!! Featured best practice: drawn from our database of bestFeatured best practice: drawn from our database of best
practicespractices

!! Highlights: current hot topicsHighlights: current hot topics
!! Homes for sale: most popular page on the site!Homes for sale: most popular page on the site!
!! Audience groups: one-stop shoppingAudience groups: one-stop shopping
!! Reading Room: if you can’t find it anyplace else, check theReading Room: if you can’t find it anyplace else, check the

library!library!
!! Bookshelf 15: web documentsBookshelf 15: web documents
!! Federal One Stops: cross-agency web sites targeted onFederal One Stops: cross-agency web sites targeted on

specific consumer groupsspecific consumer groups
!! HUD’s web site over a million pages, if printedHUD’s web site over a million pages, if printed



What are We Doing Well?What are We Doing Well?
Consistent Look and FeelConsistent Look and Feel

!! Looks like “one HUD”Looks like “one HUD”
!! “McDonalds approach”“McDonalds approach”



What are We Doing Well?What are We Doing Well?
WebcastsWebcasts

Live presentations and archived videos onlineLive presentations and archived videos online
!! 150 hours of webcasts — grant training sessions, PSAs,150 hours of webcasts — grant training sessions, PSAs,

press conferences, and otherspress conferences, and others
!! 500 webcast users subscribe to mailing list500 webcast users subscribe to mailing list
!! 11,000 visitors viewed one or more webcasts in the past11,000 visitors viewed one or more webcasts in the past

yearyear
!! All webcasts on grant applications available in English andAll webcasts on grant applications available in English and

SpanishSpanish
!! Received a Hammer Award for our innovative use ofReceived a Hammer Award for our innovative use of

webcastingwebcasting



What are We Doing Well?What are We Doing Well?
ChatsChats

Chat online in one of our 15 forums.Chat online in one of our 15 forums.

!! Some chats used as online meetings — passwordSome chats used as online meetings — password
protected and moderatedprotected and moderated

!! Some chats just openSome chats just open
!! Hope to develop these more:Hope to develop these more:

!! town hall meetings about policy issuestown hall meetings about policy issues
!! Q&A with HUD officialsQ&A with HUD officials
!! etc.etc.



What are we doing well?What are we doing well?
Interactive Citizen ServicesInteractive Citizen Services

!! Search for homes for sale — not just from HUDSearch for homes for sale — not just from HUD
!! Find out if you’re owed a refund of your FHAFind out if you’re owed a refund of your FHA

mortgage insurance premiummortgage insurance premium
!! Search for HUD-approved lenders, condos, andSearch for HUD-approved lenders, condos, and

planned developmentsplanned developments
!! Use interactive maps, showing where HUDUse interactive maps, showing where HUD

projects are locatedprojects are located
!! File a fair housing complaint — more than 400 inFile a fair housing complaint — more than 400 in

past 6 monthspast 6 months



What are We Doing Well?What are We Doing Well?
Interactive Services (cont’d)Interactive Services (cont’d)

!! File hotline complaints — more than 250File hotline complaints — more than 250
complaints in past yearcomplaints in past year

!! Find ideas that work in communities from nearlyFind ideas that work in communities from nearly
3,000 “best practices”3,000 “best practices”

!! Browse through all HUD handbooks andBrowse through all HUD handbooks and
publicationspublications

!! Print out and use HUD formsPrint out and use HUD forms
!! Purchase HUD research reports onlinePurchase HUD research reports online



What are We Doing Well?What are We Doing Well?
Educating CitizensEducating Citizens

!! Teach citizens how to do things (like buy a home)Teach citizens how to do things (like buy a home)
in terms they can understandin terms they can understand



What are We Doing Well?What are We Doing Well?
Online Business ProcessesOnline Business Processes

!! FHA Connection — nearly 200,000 transactionsFHA Connection — nearly 200,000 transactions
each dayeach day

!! 28,800 physical inspection reports submitted to28,800 physical inspection reports submitted to
Real Estate Assessment CenterReal Estate Assessment Center

!! 3,200 housing agencies used PIH Information3,200 housing agencies used PIH Information
Center (PIC) to submit and review inventory data,Center (PIC) to submit and review inventory data,
since it opened December 1999since it opened December 1999



What are We Doing Well?What are We Doing Well?
MarketingMarketing

It’s not enough to build a good product...youIt’s not enough to build a good product...you
have to tell people about it.have to tell people about it.

!! Go to the audience: find opportunities to demo theGo to the audience: find opportunities to demo the
web siteweb site

!! Leave a calling card: distribute brochures and smallLeave a calling card: distribute brochures and small
tokens to promote the web sitetokens to promote the web site

!! Listen to the audience: focus groupsListen to the audience: focus groups
!! Educate the staff: teach staff how to use the webEducate the staff: teach staff how to use the web

page so they can help customerspage so they can help customers



How Do We Know We’re Successful?How Do We Know We’re Successful?

!! Awards:Awards:
!! 2 years on “Best Feds On the Web” — 2 years on “Best Feds On the Web” — GovernmentGovernment

ExecutiveExecutive Magazine Magazine
!! Intergovernmental Advisory Board and GSA’s Office ofIntergovernmental Advisory Board and GSA’s Office of

Governmentwide Policy, in its report on Governmentwide Policy, in its report on GovernmentsGovernments
Using Technology to Serve the CitizenUsing Technology to Serve the Citizen, called HUD’s web, called HUD’s web
site, “wonderful...an excellent example of how to exploitsite, “wonderful...an excellent example of how to exploit
the web to better serve citizens”the web to better serve citizens”



How Do We Know We’re Successful?How Do We Know We’re Successful?
(cont’d)(cont’d)

!! Increased trafficIncreased traffic
!! Number of visitors doubled each yearNumber of visitors doubled each year
!! 600,000 discreet visitors in April; 1.5 million visits600,000 discreet visitors in April; 1.5 million visits
!! 75% of HUD’s web site users identify themselves as75% of HUD’s web site users identify themselves as

“citizens”“citizens”

!! Feedback: Single mom storyFeedback: Single mom story



How Else Do We Deliver Services toHow Else Do We Deliver Services to
Citizens?Citizens?

!! HUD Answer Machines:HUD Answer Machines:
Computers located inComputers located in
every HUD office, offeringevery HUD office, offering
free access to HUD’s webfree access to HUD’s web
sitesite



How Else Do We Deliver Services toHow Else Do We Deliver Services to
Citizens? (cont’d)Citizens? (cont’d)

!! HUD Next DoorHUD Next Door
KiosksKiosks
!! Web-based “ATMs”Web-based “ATMs”

provide basicprovide basic
information to the publicinformation to the public

!! Located in public spacesLocated in public spaces
across the countryacross the country
(malls, grocery stores,(malls, grocery stores,
Walmarts,  libraries)Walmarts,  libraries)

!! Use “top layer” ofUse “top layer” of
HUD’s web site, soHUD’s web site, so
content is consistent,content is consistent,
current, interactivecurrent, interactive



How Else Do We Deliver Services toHow Else Do We Deliver Services to
Citizens? (cont’d)Citizens? (cont’d)

!! Traveling kiosksTraveling kiosks
!! Mini versions of kiosk, used to demo both kiosk contentMini versions of kiosk, used to demo both kiosk content

and HUD’s web siteand HUD’s web site
!! Used at more than 220 state fairs, senior expos,Used at more than 220 state fairs, senior expos,

homebuyer fairs, home and garden shows, and otherhomebuyer fairs, home and garden shows, and other
public events in past 6 monthspublic events in past 6 months



What’s Next?What’s Next?
Turn up the BurnerTurn up the Burner

Get “e-government” on the radar screen of allGet “e-government” on the radar screen of all
Department managers.Department managers.

!! Achievements resulted from grass roots effortsAchievements resulted from grass roots efforts
!! Need to integrate e-gov initiatives in DepartmentNeed to integrate e-gov initiatives in Department

management planningmanagement planning
!! Distinguish between “e-commerce” (doing business withDistinguish between “e-commerce” (doing business with

our partners) and “e-government” (providing services toour partners) and “e-government” (providing services to
citizens)citizens)
!! And get managers to focus as much attention on the latter as theyAnd get managers to focus as much attention on the latter as they

do on the formerdo on the former



What’s Next?What’s Next?
Turn up the Burner (cont’d)Turn up the Burner (cont’d)

!! Figure out two things:Figure out two things:
!! How to use the web to automate what we already doHow to use the web to automate what we already do
!! What other services we could provide that were notWhat other services we could provide that were not

possible, before the webpossible, before the web
•• e.g., could we marry up with PHA web sites so that citizense.g., could we marry up with PHA web sites so that citizens

could learn generic info from the HUD home page and then gocould learn generic info from the HUD home page and then go
seamlessly to local PHA web sites to apply online, see whereseamlessly to local PHA web sites to apply online, see where
they are on waiting lists, and find other PHAs that have shorterthey are on waiting lists, and find other PHAs that have shorter
waiting lists?waiting lists?



What’s Next?What’s Next?
Turn up the Burner (cont’d)Turn up the Burner (cont’d)

!! Deputy Secretary’s Task Force on WebDeputy Secretary’s Task Force on Web
ManagementManagement
!! Made recommendations on staffing, training, andMade recommendations on staffing, training, and

changing the culturechanging the culture
!! Recommended separate but compatible advocates for e-Recommended separate but compatible advocates for e-

gov: Deputy Secretary/Department Web Manager togov: Deputy Secretary/Department Web Manager to
lead determination of “what” and CIO to leadlead determination of “what” and CIO to lead
determination of “how”determination of “how”



What’s Next?What’s Next?
Turn up the Burner (cont’d)Turn up the Burner (cont’d)

!! Look at obvious targets:Look at obvious targets:
!! Forms (particularly public use forms) — how can weForms (particularly public use forms) — how can we

consolidate, reengineer, automate?consolidate, reengineer, automate?
!! Current systems — what info do they contain that weCurrent systems — what info do they contain that we

might strain off and package, for citizens?might strain off and package, for citizens?
•• e.g., could we let citizens track their FHA loan applications thee.g., could we let citizens track their FHA loan applications the

same way they can track a Fed Ex package, online?same way they can track a Fed Ex package, online?



What’s Next?What’s Next?
Web ClinicsWeb Clinics

Helping our partners create web sites that deliverHelping our partners create web sites that deliver
the services we fundthe services we fund

!! Teach how to manage a web site, how to market,Teach how to manage a web site, how to market,
how to create (“write”) a web site, how to gethow to create (“write”) a web site, how to get
tech support for freetech support for free

!! Providing companion software that builds the webProviding companion software that builds the web
site for themsite for them

!! 11 completed; 4 more scheduled over the summer11 completed; 4 more scheduled over the summer



SummarySummary

!! E-gov is alive and well at HUD, largely due to basicE-gov is alive and well at HUD, largely due to basic
good advice, heeded from the beginning:good advice, heeded from the beginning:
!! Focus on citizensFocus on citizens
!! Organize information from the audience’s point of viewOrganize information from the audience’s point of view
!! It’s not about HUD — it’s about It’s not about HUD — it’s about homes andhomes and

communitiescommunities

!! Challenge is to evolve from grass roots efforts toChallenge is to evolve from grass roots efforts to
comprehensive management strategycomprehensive management strategy


