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Summary

Scoping-and developing the potential
for SAPS online service delivery

by
Nelly Elizabeth Sonderling

Study leader: Prof TID Bothma
Department Information Science
MIS (specialising in Publishing)

This study gives guidelines to enhance online service delivery by the South African
Police Service (SAPS) by means of its website. It makes various recommendations to
achieve this, following various investigations.

The SAPS describes its primary goal as “service to the public”. This is in line with the
South African government’s Batho Pele (“People first”) initiative to improve the
delivery of public services.

However, as society is changing in response to the demands of the Internet Age,
service providers (for the purpose of this study, police agencies) must, too, adjust. The
application of e-Governance will enable these agencies to serve the public with a wide
variety of information and services. This study makes recommendations in this
regard as well.

In the initial study for this work user needs regarding the establishment of the SAPS
website were assessed. Subsequently a study was conducted to determine best
practices in various English-speaking countries, using an evaluation framework
compiled for this purpose. Based on the results gained a measuring instrument was
designed to evaluate the SAPS website. Four expert evaluators were then requested to
do so.

This resulted in an assessment of possible shortcomings of the SAPS website and
recommendations for enhancing online service delivery and e-Governance.

KEYWORDS: South African Police Service (SAPS); SAPS website; SAPS website
audit; e-Government; Batho Pele (people first); service delivery; police agency; user
needs; website best practices; websites evaluation framework; websites evaluation
instrument; expert evaluators
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There is no dearth of literature on the requirements of effective websites in general. However,
information as to what makes for an effective police agency website specifically could be not

found in secondary sources.

Given these factors, it was decided to undertake an investigation into possible guidelines for an
effective police agency website. This would be done by examining primary sources — firstly, the
needs of users of the SAPS website and, secondly, other police agency websites. From this,

guidelines to improve the existing SAPS website could be compiled.

1.2 The SAPS customer expectations measure

An outside research company, Ask Africa, undertook a customer expectations measure in 1997
(Ask Africa 1997). The SAPS approached Ask Africa, a Pretoria-based research company, to
conduct such research, with a view to determine needs that users of the proposed SAPS website

would have.

Although the SAPS — according to Ask Africa — had already contacted relevant stakeholders, it
was necessary for the public to be consulted (Ask Africa 1997:4). Ask Africa agreed that it was
necessary for the SAPS to see the public as its customers (Ask Africa 1997:4).

The objective of the expectations measure was to provide the SAPS with guidelines to be used in
deciding on initial content for its website. The aim of the research was to describe what specific
information the public would like to receive from the SAPS in general and on a web page (Ask

Africa 1997:6).

The research design was qualitative (Ask Africa 1997:6). A telephone survey was undertaken
and the sample size was 222 respondents. For the second phase of the study 12 police stations
were contacted to determine what police members regarded as important information (Ask

Africa 1997:7).

According to Ask Africa, it was necessary that the following questions be asked: What were
customers’ needs and expectations, and which needs did they regard as the most important? (Ask
Africa 1997:4).

1.2.1 Ask Africa methodology
Ask Africa initially defined the objective of its research as follows:

o To provide the SAPS with guidelines to be used in deciding on the initial content for its
website (Ask Africa 1997:6).

Ask Africa described the aims as follows:
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The major categories of customer information needs were identified as follows:

O

¢ Crime statistics

e Criminals

e Missing persons

e Community policing

e Structures and strategies

Other important points to consider were listed as follows:

e Crime statistics

» Policing strategy

»  Success rates

® Area specific crime rates

e Wanted criminal information

s Missing persons information

e Channels for community involvement in the fight against crime

o Safety tips (Ask Africa 1997)

The survey indicated that 50% of the respondents were familiar with the Internet, while 50%

were not.

According to Ask Africa, the categories identified at the SAPS workshop and those identified by |
the general public coincided (Ask Africa 1997:18).

1.2.5 Conclusion and recommendations

Ask Africa consequently recommended the following content for the SAPS website:

Reports (crime statistics per area/success rate per type of crime, arrests and convictions)

Structure of the SAPS (information on service type, quality of service/important contact
numbers/judicial procedure)

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)

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

It further recommended that

e afacility be provided whereby visitors to the SAPS website could provide feedback in terms
of content and style; and
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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
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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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The evaluation of the SAPS website proved the effectiveness of the website evaluation
framework. Adherence to the specific issues addressed in the framework will ensure that the
SAPS website communicates effectively to its target market, the South African public. This will

ensure that electronic media are used optimally in supporting the SAPS national strategy.
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URL

URL clarity — rate the domain distinctiveness,
memorability, competitive positioning, and
acddress permanence

Site clearly identified — police service, country
URL gives a clear indication of police service
Each page has a unique URL

Website
management

Evidence of effective maintenance and
management process

Table 29: Evaluation of website style

on the web pages. Contrast between text and
background sufficient, Font size not too small
for continuous reading. Limited number of
practical type styles and typefaces

Topic Description Rating | Notes
1. General style
General impression | Site projects an appropriate stytlish, image 1
in keeping with Home page designed attractively and entices
purpcse user to further exploration
i Overall visual Consistent visual identity established 2
appeal
Visual aspects Visual aspects add to website pages without 2
functionality distracting the user
Overall Site interesting and appealing at first 1
presentation impression
Ease of reading Complex components simplified, e.g. the use 2
of synopses and summaries
Readability Readable fonts throughout 3
Optimum paragraph and sentence length
Text not too big or small
Not too much bold, italics, capitals
Not too many font types
2. Specific
elements
Relevancy of Appropriate use of images (not just ‘eye- -
graphic images candy’) _
Use of thumbnail images to speed page
download and give viewer choice as to
whether or not to download full-size image
Images have captions or identified in text
Use of graphics Quality of the graphical images good -
(style) Graphics prove funclional and contribute to
usability
Images enhance the resource and do not
distract from the content
Legibility Addresses user's ability to recognise words 1

SAPSevaluationvp

05-03-04
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Forms Easy to understand and complete . None
Privacy and security guidelines followed
Alternative to forms provided

Downloads Detailed information provided about - None

downloadable material

Alternative formats provided

All material tested and confirmed as virus
free

Browser support

All pages display on various browsers and
platforms

Lack of script errors

All pages error-free in the most widely used
web browsers

All pages print properly

Cannot evaluate. Display
fineinIE5.5

Resolution Screen resolution-independent design Good in 1152x664
independence adopted. Page dispiays correctly in 640,
600x800, 1024 or higher resolution
Attention to detail Absence of process failures and code crash 3 OK
2. Multimedia
Innovative use of Innovative use made of multimedia — e.g. - None
technology audio and video broadcast and streaming
media
Interactivity Useful and relevant links at appropriate - None
piaces
Adequate number of links - not too many or
too few.
Effective use made of e-mail lists,
newsletters, newsgroups, chat, bulletin
boards
Other value-added services provided
Singularity of Absence of unrequested intrusions (e.g. pop 2 Home page animation is a
purpose ups), nc “atiention clash” hindrance
Responsiveness Speed of connection, response time, 3 Response generally good
and connectivity download time satisfactory
3. World Wide
Web factors
URL URL clarity - rate the domain distinctiveness, 3 Could be a "gov.” domain.
memorability, competitive positioning, and Not everybody will know
address permanence what SAPS stands for.
Site clearly identified — police service, country
URL gives a clear indication of police service
Each page has a unigue URL
Website Evidence of effective maintenance and - No evidence
management management process
Table 29: Evaluation of website style
Topic Description Rating | Notes

1. General style

sapsevaluationcw oct 2003
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General impression
in keeping with
purpose

Site projects an appropriate stylish, image
Home page designed attractively and entices
user to further exploration

Functional rather than
attractive

Overall visual
appeal

Consistent visual identity established

No consistent visual
identity, look or feel

Visual aspecis
functionality

Visual aspects add to website pages without
distracting the user

Flashing graphics
distractive

Overall
presentation

Site interesting and appealing at first
impression

Functional rather than
enticing or professional

Look and feel

Friendly
Background colour
Readability

Many different looks,
colours, backgrounds

Ease of reading

Complex components simplified, e g. the use
of synopses and summaries

Wording sometimes
lengthy and clumsy in
conveying facts Many
different looks, colours,
backgrounds

Readability Readable fonts throughout Readability OK
Optimum paragraph and sentence tength
Text not too big or small
Not too much bold, italics, capitals
Not too many font types
2. Specific
elements

Relevancy of
graphic images

Appropriate use of images (not just ‘eye-
candy’)

Use of thumbnail images to speed page
download and give viewer choice as to
whether or not to download full-size image
Images have captions or identified in text

images not used very
effectively

SAPS logo not very sharp

Use of graphics
(style)

Quality of the graphical images good
Graphics prove functional and contribute to
usability

Images enhance the resource and do not
distract from the content

Images seem old-
fashioned and grainy

Legibility Addresses user's ability to recognise words Widely varying
on the web pages. Contrast between text and backgrounds, usually
background sufficient. Font size not too small readable, except bright
for continuous reading. Limited number of blue text such as "l.ocal
practical type styles and typefaces partnership policing”
Writing style Content written in a style appropriate for the Wording sometimes too

World Wide Web

Acronyms, jargon, and complex words
avoided

Content clear and simple

Content free of material that could be
generally considered offensive

Succinct, easily “scannable”, plain English
used

Correct spelling and punctuation used

lengthy, technical, not
aimed at the average SA
citizen.

Consistent use of
fonts

Standard fonts used throughout the website
Font type and size clear and easy to read

sapsevaluationcw oct 2003 05-03-04

Not always the same.
Usually readable.
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