WEBSITE PROJECT

Building A Healthy New Digital Home

We seek to welcome visitors to our digital front door
with a new healthy website.

DHSS would like a new solution to remove current
barriers and risks to provide access, integrity, quality
customer service, and health and safety for all
Missourians.

We are focused on:

e Accessibility a healthy home!
e Cybersecurity

e User Experience (UX)

Laura Bennett-Smith
Digital Projects Manager
Email: laura.bennettsmith@health.mo.gov




Four Phase Process

Building A Healthy New Website

Journey Mapping
Complete: 2023

Content Inventory
Assessment, Audit &
Discovery

Complete

Website Information
Architecture, Design,
Build, Test & Deploy

Strengthen Website &
Digital Health



(’ HEALTH &
SEMIOR SERVICES
KEY TAKEAWAYS
DHSS website is
n considered a sowrce
fior informational and
transactional neads

fior individuals and
entities.

@) vsersam=mpro
search the site and
find information
relevant to their
situation, but it's
tough.

It gets more
frustrating for users
the further they move
through the site to
take steps to address
their needs.

JOURNEY DATA

over half of users are
coming through search
and mast are using
Google
MOEILE
4%

E DESKTOP

41%

[safety

Papes consistently in the
muost frequenthy visited

7 of 10

Pages with highest
bounce rate are disease
information

Journey Mapping

DHSS Current State Website Journey

Cconsult friends
and family

Browse information by
highlighted links

. Browse information by

?)""e (®)
identify nesd for health, Browse Wisit DHSS
safety, or senior related . mo.goy, site

resourcefs) consult
Experts Fi ' kY

szarch for relevant
information

audience categony

Browse information e .. A
by program

visit topic or
program page

The Registry is easy to wse
and the supportis —
excellent

werall, CACFE is very easy
to interoct with. Pretty
sasy to wnderstand

e

Long Term care
information wos hard to
wgerstand

Fownd it dijficert to find
information and resources |
needed in refotion to elderdy core

L

Mo training page exists to
access halpful hints

The ssarch function isn't helpful or
intuitive

& It's difficult to find required & Programes that require in-person or off-
forms ling submission fragment and disrupt the
on-line experience

Reguesting & record or applying for a change an your record
n Financial awsistance with food, healthcare, or child support
E Finding & job

H Obtaining & medical marijuana license

Top 2 Box
Satisfaction
DHEE Citizen
Meeds

E Understanding ar abtaining COVID-19 related information or services

n Cara and wafaty of an alderly individ ual

@ 20

Improved user experience
with enhanced navigation
tools, better search
capahilities

Increzsed capabilities for
performing mare service-related
tasks online (g.e. application
subrmizsion, docoment submission)

Improved
communications for
first-time users

crEate on aocount for. §enjoy heing able to upfood
documents electronically instesd of mailing

infarmation is not kept
up to date

hdailing documents a5 part of sarvice
processes sometimes introduce delays

Motifications lzcking when
program rules are updatad

Top 2 Box
Satisfaction
DHS5 Business
Lifecycle

[
Clear and improved communications for
processing times, appointment neads,

submission requirements, next steps,
decision outcomes, Teasons

A

Contact DHSS
with questions

Review to determing &
if relevant, meets
nesds

Download forms
orinformation

[ fee! SRV is very sasy to use ond the
support staff are prompf To answer
any questions that arise.

ro complgings on FCSR except the
turnground on new registrants being in the
systen to initiate bockground checks

Continus
z=arch

Taxpcins Prsamddl Pash,
i roecn RS Lol

o

Get anEwers,
resolution

. Create log in
D
A @ o
4

Follow defined
neit steps to
rmanage need

Acoess online

form &

. Visit 3 party
page

COMPLETE

i normally hove no issues
completing birth or death
certificores

Horrible experiences - information is way too generoiized;
different types of entities hove different needs but system

seems only geored toward ons fype of user

Lacking commumnications releted to missing information, delays in responses/processing/status
& updates, next steps after form submissions, specific rather than generalized denial reasons

Some links for services {based on the program nomes) seem similar or related, but first-
time users are not familiar with how to differentiate betwesn them

Top 2 Box
Satisfaction
DH55 Top
Business
Sericzs

—
—

Improwed communications
betwssn agendies related
to DHSE specific services

annuasl Immunization Reporting
Cammunity Faod Programs
Employes Degualification List (EDL)
Family Care Safety Registry
Missauri Ekectronic Wital Recards {MoCVR]
2 Missouri WIC Program [Authorized Retailer]

Shiova e ifax

»

Structured governance for DHSS
website content, format
changes, and communication

updates

Etreamiined entry for
zdding new providers




Advisory - Federal Accessibility Law

On April 8, 2024, the United States Department of Justice signed a
new law under Title Il of the Americans with Disabilities Act (ADA) to
ensure the accessibility of web content and mobile applications
(apps) for people with disabilities. On April 24, 2026, all state
government agencies are expected to comply with the new law.

As an agency, we plan to continue to remove barriers for all citizens
and exceed meet Web Content Accessibility Guidelines (WCAG).

Did you know?
DHSS Website internal stakeholders have been working on improving their web page and
document content since last June.

Accessible Useful Desirable Efficient Findable Credible


https://www.ada.gov/resources/2024-03-08-web-rule/




State of Missouri Digital Accessibility Roadmap

The What:

e Digital accessibility laws, standards and practices, for the State of Missouri and DHSS.

e Details pertaining to the DHSS current resolution agreement, and the procedural improvements being
made as a result, including accessibility training.

e Tools and techniques currently used to test the accessibility of webpages and content.

e Clarity on the roles and responsibilities of team members who perform accessibility-related functions.

The Why? The law requires state and local governments to make sure that their services,
programs, and activities are accessible to people with disabilities. Title Il applies to all services,
programs, or activities of state and local governments. This includes the services, programs, and
activities that state and local governments offer online and through mobile apps.

3 ACCESSIBILITY
ll CHAMPION

Did you know?

DHSS is working on our Accessibility Roadmap, Plan, Training and remediation to meet
compliance and best practices by April 2026.
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https://www.figma.com/proto/8m4ojVPkkuZeq9CrZo2HlP/MDHSS---Hifi-%2F-Styleguide?node-id=2001-397&t=ChWQp6VJF08RVwhA-1&scaling=min-zoom&content-scaling=fixed&page-id=0%3A1
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Title Il ADA WCAG Law

Exception 1 -
Archived Web
Content

Web page will clearly identify Archive
Library with a disclaimer: “The
information here may be outdated and
links may no longer function.”

« Archive Library: Collection of guides,

reports, data, research prior to 2021.

« The PDF file name will change to

clearly identify archive, example:

www.health.mo.gov/archive/filename

lrmamiini Zation D008 Annual Repart

= e

Miz=auri State Health Assessman
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TIP:

“Archive” PDF documents only. In Adobe Acrobat Edit PDF
toolbar, find the "Link" dropdown menu and choose "Remove Web
Links.“ Confirm the action to remove all links.



Title Il ADA WCAG Law

Exception 2 - ,
Tier #1.

pre-eXiSting PDF files with high views and frequent
Documents public use.

Documents identified as “keep” in the Tier #2:

lles with low views.
inventory that existed on Health.Mo.Gov PDF 1
PRIOR to April 24, 2024 will not be

remediated.

Tier #3:
«  Word, Excel, PowerPoint, PDFs. Word, Excel, PowerPoint

 Broken links do need to be fixed.

* Files edited or created AFTER
April 24, 2024 must be remediated.
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MISSOURI ASSISTIVE
TECHNOLOGY

Resources

Webpage Webpage Web & PDF
inventory Documents content Broken links

Missouri Assistive Technology:

Information Communication Technology (ICT) Accessibility - MO AT
Quick Guides for Electronic Information

Sample contract language

Citizens 8th grade, Professionals 12th grade
Using Plain Language - MO AT

Perspectives:
Learn about how people with disabilities navigate digital spaces

Adobe Max InDesign Video:
For designers using InDesign



https://at.mo.gov/it-access/
https://at.mo.gov/ict-electronic-documents/
https://at.mo.gov/ict-procurement/
https://at.mo.gov/ict-plain-language/
https://www.w3.org/WAI/perspective-videos/
https://www.adobe.com/max/2023/sessions/na-designing-with-accessibility-in-mind-with-creat-vs302.html
https://at.mo.gov/it-access/
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MISSOURI DEPARTMENT OF

HEALTH &

SENIOR SERVICES

a healthy home!

QUESTIONS?

‘ Email:
Laura.BennettSmith@health.mo.gov

‘ Phone: 573-751-6075
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