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(b) Site architecture

The overall layout is simple, uncomplicated and uncluttered. The home page is neat and

attractive.
The site is organised in a logical fashion. The look and feel is consistent throughout the website.

The site location is easy to find. The URL is logical. The information is written and presented
clearly. It is easy for the user to find the information. The site is developed in such a way that the
search for information follows an easy-to-understand pattern, in other words the search is

intuitive.
The information is chunked together coherently and in digestible blocks.
An alphabetical index is available.

The external and internal links are adequate and appropriate. The pages follow logically.

(¢) Site technology

Pages require vertical and horizontal scrolling. Where pages are long, navigation aids within the

page leading to the top/end of the document are adequate.

The user can easily navigate backwards and forwards. The structure is apparent and logical. The
navigation functions are consistent across all pages — it is possible to move about without

returning to the home page.
There are a number of downloadable forms.

Quick answers are to be found. It does not take a user long to search for information — probably

in less than four clicks.

(d) Style

The website is presented in an interesting and appealing manner. The content is both readable

and legible. Visual aspects/graphics add to the website without distracting the user.

The style of writing is clear and simple. Spelling and punctuation are correct.

(¢) Service delivery

Physical addresses and telephone and fax numbers are given. E-mail addresses are given for a
wide variety of sections and units. The site further states that personal visits to police
headquarters (Scotland Yard) could be arranged. It goes even further and encourages the

community to impart information by offering a prize (a visit to Scotland Yard).
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The website has been designed and populated in accordance with the police service’s strategic

plan. A specific website policy has been drawn up. The AFP also has website content standards.

External consultants were appointed to plan the initial structure of the website, The structure has
been maintained. To develop the website, the initial content was analysed and research
undertaken to ensure that the content was up to date and informative. The content available had

to satisfy government requirements.
The target audience is defined as the Australian public and client organisations.

A usability specialist reviewed the website six months after implementation. The site is

frequently reviewed to ensure that requirements are met.

A user survey has been undertaken. Negative comments were received regarding font size (the
font size is now in the process of being modified). Survey results have also enabled the website

developers to focus on areas of the site most valued by users.
IT security has always been a major consideration for the web team.

Regarding ongoing development of the site, the web team investigates ways of providing online

services such as reporting crime, online recruitment, and online referral for client agencies.

There are efforts to stimulate growth from a static to a dynamic web presence. Security and

workflow issues must, however, first be resolved.

To promote the website its URL is included in all police agency advertisements, correspondence
and media releases. (The web team, however, points out that it does not have any measurement

of the way this improves the AFP image.)
Annual reports, police magazines and research reports are published on the website.

The website supports e-Government efforts by observing the requirements of NOIE (national

office for the information economy).

The website supports service delivery by providing information/forms for criminal history
checks, firearms licences and other needs. The website further has links to “Crime stoppers”, the
national missing persons unit, and the most wanted information. It also gives information on

crime prevention.

Examples of making citizen participation possible include the children’s section, the
opportunities published for volunteers in policing, the support for victims of crime, and several

community-based programmes.
The agency gives strong IT infrastructure support for the development of the website.
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(b) Questionnaire response

(See Annexure A: 12 for questionnaire returned from the Hong Kong Metropolitan Police

Service web team.)

The website has not been designed in accordance with the police agency’s strategic plan. No

website policy has been developed. There are, however, internal guidelines for the website.

The website structure changed recently — to meet the requirements for dynamic design. Contents
for the website are generated in-house. A local design house was recently contracted to help

improve the website.
The website’s target audience are the citizens of Hong Kong and the rest of the world.

Various surveys have been undertaken. The web team aims at providing a very user-friendly
interface. Therefore a usability test, which includes a test for the disabled reader, was
undertaken. A survey has also been undertaken to gauge user requirements. Further, the agency
has a statistical system that calculates the daily transactions done via online report forms and e-

mail — thus measuring the effectiveness of its online service delivery.

The website provides a government-to-citizens service to support the e-Government initiative.
Citizens are encouraged to participate and support police objectives by the provision of e-report

room functions.

The government has provided district digital centres to serve citizens in remote and undeveloped

arcas.

The Hong Kong government is currently running a corporate “Common Lock and Feel” project
to standardise all government bodies” websites. The next revamp is being planned — and is to be

implemented during the course of the year.

The website is not promoted.

It does not distribute offline publications or e-newsletters through the website.

4.10.3 Best practices identified: Hong Kong Metropolitan Police Service
website

The site is the most advanced of all seven websites evaluated in terms of service delivery. None
of the other websites offers online services to the extent that this site does. In terms of the

Gartner Group’s e-Government model, this website is would be classified as being in phase 3.
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Based on the best practices derived from the evaluation of the seven websites, the interviews
with the webmasters and the findings in the foregoing chapters, an instrument is designed to

assess the SAPS website. This is described in Chapter 5.
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CHAPTER 5 — DEVELOPMENT OF A WEBSITES EVALUATION
INSTRUMENT

5.1 Introduction

In order to assess the SAPS website, a websites evaluation instrument was subsequently
developed. Its development was based on the findings and recommendations derived from the

following:

e The Customer Expectations Measure (see Chapter 1)

o The literature review (see Chapter 2)

¢ The GCIS audit of government websites (see Chapter 2)
¢ The SAPS website query analysis (see Chapter 3)

¢ The evaluation of best practices of other police agency websites (see Chapter 4)
5.2 Development of instrument

As is pointed out above, the websites evaluation instrument was developed based on various

findings and recommendations. These are discussed below.

5.21 Findings: Customer Expectations Measure

In Chapter 1 it is pointed out that to be effective, a police agency website must pay attention to
satisfying user needs. It cannot succeed if it does not combine valuable content with good

information architecture and is delivered by effective technology.

In the early days of the establishment of the SAPS website, the Customer Expectations Measure
(Ask Africa 1997) — despite its many shortcomings — indicated what would-be users would want

in terms of content.

Ask Africa, the design company that undertook the survey, then recommended the following

content and information infrastructure for the SAPS website:

e Reports (crime statistics)
e Strategies and priorities (current strategy on crime prevention/high profile crimes)

e Community policing (information on community policing/community involvement/media
statements to improve SAPS public image)

e Projects (criminal information/wanted criminals/missing persons)

e A mechanism that would enable to user to give feedback

g7
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5.2.2 Findings: Literature review

The literature makes it clear that there is one overriding factor if a website is to succeed in what

it wants to achieve: It must have a user-centric approach. This means that it must cater for its

users’ needs, and it must be easy for users to use (i.e. it must be user friendly).

A website with a user-centric approach has the following features:

Service delivery is the prime reason for the website. Web developers must ensure that this
message is conveyed clearly by the website.

It is interactive or it is striving to be more interactive. Users must be given the facility to give
feedback, to ask questions and to request certain information or services.

It is continuously evolving. Like the progression of e-Government, a website must develop
from giving information only, to making interaction and transactions possible. Its ultimate
aim should be transformation — where users could obtain all the services they would usually
find at a physical police station or office via the website.

A website strategy serves as an important guideline in meeting the organisation’s vision and
mission.

Basic website rules apply. These include many aspects: The look and feel must be appealing.
The website should have a specific identity and this should be clear on any web page.
Information should be easily accessible, the website should have an overall content structure,
internal and external linkages should be satisfactory and information should be current.
[Hlustrations should be small. Printable versions of long documents should be available.

User needs assessments or website audits are undertaken. Usability tests should be
considered.

5.2.3 Findings: GCIS audit of government websites

The audit revealed the following:

It is difficult to find information on most sites. This is attributed to factors such as poor
information organisation and navigability, design and layout that could be improved and the
need for improved search engines.

Interactivity only takes place to a limited extent.

The choice of main categories on the home pages is often not logical.
Information is sometimes presented in confusing categories.

The choice of headings (also for links) is often not logical.

Hierarchical structures are often deep — this requires many clicks to get to the actual
information.

Other factors include a lack of clearly defined aims, insufficient indication of publication dates, a

lagging behind in updating websites, and poor indication that web pages form part of a specific

website.
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