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Itinerary for Penny Chiu

Saturday, August 18
16 50 - Armve 1n Portland via UA6878Q
Meeting with Mr & Mrs Richard Cole President of Portland-Kaohsiung Sister Cities
Committee

Sunday, August 19
Meeting with members of Portland-Kaohsiung Sister Cities Commuttee

Monday, August 20
9 00 - Arnve City Hall, 1221 SW 4" Ave Portland (503) 823-4266
930 - 11 30 - Onentation meet staff, tour of City Hall, explanation of IR office
12 00 - Lunch, IR staff
14 00 - 15 00 - Japanese Garden Maureen Sanchez, Director (503) 223-0913
15 00 - Departs

Tuesday, August 21
8 15 - 13 30 - Commander Roste Sizer Central Precinct Portland Police Bureau
(503) 823-0099, 1111 SW 2™ Ave (check 1n at pont desk)
13 30 - IR staff meet at Sizer's office
14 00 - 15 00 - Policy Team
15 00 - 16 00 - Chuef of Staff Meeting

16 00 - 16 30 - Meeting with Mayor and Consul General of Mexico
16 30 - Departs

Wednesday, August 22
9 00 - Amve City Halil
9 30 - 10 00 - City Council Session
10 30 - 11 30 - Visit International School
Sarah Pons (503) 525-0549 025 SW Sherman St Portland, 97201
12 00 - Lunch Portland Farmers Market
15 00 - Departs
18 30 - Dinner with Dr Eng Khoo Advisor of Portland-Kaohsiung Sister Cities Commuttee

Thursday, August 23
9 00 - Armve City Hall
9 30 - 10 30 - Bureau of Information Technology Meeting
Art Alexander (503) 823-4893, 1120 SW 5" Ave Portland 97204
11 30 - 1 30 - Staff Meeting (brown bag lunch)
14 00 - 15 00 - Tour Portland Classical Chinese Garden
15 00 - Departs

Friday, August 24
9 00 - Amve City Hall
12 00 - 1 30 - Oregon Ballet Theater Luncheon, North Park Blocks
13 30 - Departs
18 30 - Farewell Dinner with Portland-Kaohsiung Sister Cities Commuittee

Saturday, August 25
12 30 - Departs via UA6873Q
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City of Seattle
www cityofseattle net
Public Access Network (PAN)
1999-2000 Report

For several years we have prepared a short annual report about the City s web site as a way to
summarize our major mitiatives and plans There was so much going on 1n early 2000 that we

did not have an opportunity to complete a 1999 annual report so this report will cover both
1999 and 2000

Mission

PAN s nussion 1s to provide a 24-hour City Hall for the citizens of Seattle

PAN s goals include

o To enable citizens to imitiate every transaction required to secure City services

e To be a central resource for Seattle community information

e To promote democracy on the local level by facilitating citizen debate on public i1ssues and
participation in government decision-making

e To promote the City s core values priorities and policies

o To promote Seattle worldwide as a good place to do business and to visit

o To assure that every Seattle citizen has access to the Internet an e mail account and basic
computer literacv

Brief History

The City of Seattle Public Access Network (PAN) began with a dial-in Bulletin Board (BBS)
System that went on line in December, 1994 The City's Web site was added in February, 1995
All of the work was done 1n house by City staff The mitial staff of four FTE spent over a year
creating PAN

In part because of the initial difficulty of getting information from City departments, the City s
website always included content from other community and governmental agencies — for
example, the Trade Development Alliance Seattle also hosted many of the smaller jurisdictions
web sites until they developed the capacity to do 1t themselves As result our initial web site
functioned as a portal to government and community information from the very beginning, even
though the term “web portal ’, had not yet been invented The portal concept proved very
popular, and we have continued to expand 1t
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We also host numerous community service web sites, including the Seattle King County

Convention and Visitors Bureau, the Trade Development Alliance, Crime-Stoppers and several
community and neighborhood non-profit web sites

Use of the City’s Website

Use of the City s website continues to grow dramatically Our mitial long term goal, established
in 1996, was to recerve 1 million hits’ per month That goal was achieved n January, 1997

By the end of 2000, we were receiving over 8§ million hits per month Use between 1999 and
2000 grew significantly, with an average of about 2 7 milhion hits per month 1 1999 and over 7
million per month 1n 2000 Note those peaks at the end of 1999 will be explained later

Seattle Public Access Network
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Hits are a common way to count web site use, but they are not the best way Two better
measures are user sessions (each time a user comes to the site, regardless of the number of

pages he or she accesses) and page views which measures how many pages are looked at by
all users
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User sessions averaged over 117,000 per month 1n 1999 but grew to over 342,000 per month in
2000 Page views may be the best measure of the site’s use, as 1t measures pages looked at
without including graphic files The growth in page views followed the same trends, with an
average of about 638,000 per month 1n 1999 and almost 1 6 million per month 1n 2000

The number of Seattle residents using the website continues to grow In 1997, survey data
indicated that 10 percent of residents had been to the City’s website In 1998 nearly one out of
five (18 percent) City residents had been to the website — representing over one quarter (26

percent) of those with Internet access By late 2000, 30 percent of all Seattle residents (36
percent of those with Internet access) had been to the City’s website

Users come from all over the world In our 1997 annual report, we estimated that 5 percent of
our site users came from outside the US ' Recent statistics show that about 8 5 percent of our
users are from 85 countries outside the US, with about 4 percent from Canada In the mterest of

obscure statistics, during one sample month we had more users from the Netherlands than from
Texas

What On-Line Services are People Using?

Employment information, the City Directory of phone and e-mail addresses and the WSDOT
traffic map continue to be very heavily used functions Some of the most popular pages from
1997 remain highly used 1n 1999 and 2000, including a number of pages with information for
tounists and other visitors, including the Seattle Center, the Police, Fire and Transportation
Departments Both Seattle City Light and Seattle Public Utilities receive a large number of hits
from both the public and City employees The Cnisis Clinic s Community Resources on Line

' We don t keep track of individual users Qur statistics track the location of the users ISP which heavily nflates
areas such as Virginta where large ISP s such as AOL are located Some nternational users have US based ISP s
so international traffic 1s underestimated The location of about 20 percent of our users is unknown
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continues to be heavily used, as does the Human Services Department Home Care Referral
Program Maps of all kinds are also heavily used

The majonity (83%) of those visiting the city’s web site are looking for specific service
information However, a significant number (68%) are simply browsing 2

Specific City or City Service Information 83%
Curnosity / Browsing
Name/Address/Contact

Schedule or Calendar

Send a Message to Elected Official
Looking for Job / Employment

Transact an Onhine Service

Report Problem/Make Complaint

Traffic Reports / Bus Schedules 6%

T T T T Y T T T T T a

0¥ 10% 204 30Y 40% 50% 60% 70Y 80/ 90/ 100/

The vast majority of those who have visited the city s web site are satisfied with their visit —
having found the information they were looking for

Yes Found
Informatio
n
85%

No Did Not
Find
15%

2 These charts and other survey data referred to in this report come from a random sample survey of over 1000
Seattle households conducted in November 2000
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In 1996, we completed the first redesign of the website We created a navigation structure
around which the customer was — a citizen, business or visitor Portal pages orgamzed
information functionally under these customer-centric categories

By 1998, the web site had grown to containing about 32,000 documents and 30 interactive
applications and forms All departments except Law had a web presence, although the Library
and Seattle Center maintamned separate sites We added several centralized features, such as the
press release database, and translated our first document into Spanish

What information and services are available through the City’s
Website

Much of what we have written 1n previous annual reports remains true today The 1996 strategic
plan suggested that 1t was time for the City’s website to move beyond posting static content to
posting dynamic (changing, up-to-date) content and to more interactive apphications We have
implemented most of the specific recommendations 1n that plan, and still struggle to get business
leadership to implement others And we have added functionality that was not possible at the
time that report was written

By the end of 2000 all City departments (with the exception of the Law Departments whose site
was just launched) had web sites  Most of our content 1s no longer static  On a typical day,
several hundred files are added or modified Many of these files are dynamic information such as
campaign finance reports, while others are single large documents packed with information, such
as the Comprehensive Annual Financial Report

The site includes access to numerous databases, from business licenses to community resources
to legislative information  Simple databases, such as one from Seattle Public Utilities that allows
citizens to look up their garbage, yard waste and recycling pick-up days, provide important
access to information that otherwise could only be found by calling a City employee

Paying parking tickets and other Municipal Court citations remains the only financial transaction
that can be done on the Internet But there are many other business functions that can be carmed
out on the site, including checking the status of a building permut to registering as a City vendor
to submitting campaign finance reports A large proportion of City forms can be downloaded
from the site, and an increasing number are interactive (that 1s, you can actually submut the form
on hne)

We continue to be mvolved in the support and facilitation of several sites that are not hosted on
our server, but contribute to our mussion and provide valuable information to Seattle citizens
These include non-profit sponsored efforts such as History Link, and intergovernmental sites
such as “Taking Winter by Storm >
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The reasons people come to the City’s web site have remained fairly constant over the years In
surveys conducted between 1997 and 2000, 40-51 percent of users said they were looking for a
name, address or contact, and 39-46 percent said they were looking for an event or calendar In
both surveys, approximately 20 percent used the web site to send a message to an elected
official But citizens overall have a mixed view of the effectiveness of e-mail in communicating
about public 1ssues Half of our residents think e mail 1s an effective way to communicate
opinions about 1ssues, and one third think 1t 1s effective in communicating with elected officials
Less than one quarter of the population believe 1t 1s ineffective, with a large percent in the
middle

Surveys capture the reason local citizens are using the web site, but can not give us a picture of
total use since they do not include visitors and some business users of the site  The data below
shows the top pages (except the home page) accessed during one month at the end of 2000

Visitor Portal

Jobs

Traffic

Tourism

Citizen Portal

City Drirectory

Getting Around Town Portal
Community Portal

Business Portal

Durnng that same month, the top level pages that people spent the most time using included Arts
and Entertainment, Education, Employment, Demographics, Housing, Points of Interest, Maps
and the Permit, Public Safety, and the Getting Around Town Portals

Highlights of Major 1999-2000 Accomplishments

Cityofseattle net

In 1999 we got a new web address for our site — cityofseattle net Our web address or more
technically, our domain name, followed the standard city naming convention www for world
wide web, c1 for city, seattle for us, wa for washington , and, us for united states Logical 1n
computer land, but 1n reality 1t was a mouthful to say and difficult for people to remember We
chose dot net because the City's web site 1s a network of information and services for citizens,
businesses and visitors to Seattle Dot com 1s an ending that was intended for use by businesses
Our site 1s a community and government site, with no commercial nterests

Using the new address has made 1t easier to market the site, and reduced (but not eliminated)
requests from departments for their own websites
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Website Redesign

In m1d-2000 we implemented a long overdue redesign of the site Our previous design was
innovative for its time, but 1t no longer met our needs We 1dentified five goals we wanted to
accomplish with our new site 1 Have a space on the homepage to post important information,
let people know what type of information they could find under each of our major categories —
citizen, visttor, and business, 3 Have a place on the home page to easily add links to hot web
sites, 4 Create a navigation structure that could be used on each page to assist the user find the
information her or she was looking for, and 5 Increase the number of portal pages’ to provide
a useful, functional organization As part of the redesign, we created many new portal pages —
second level pages that organize information functionally These pages make 1t easier for people
to locate mformation on the site, as well as locate related links Examples of portal pages
include Getting Around Town, Community Resources Trade and Development and Arts and
Entertainment

City Highlights

As part of the redesign, we created a space on the home page to post news and important
information City Highlights 1s updated several times a week with short descriptions of new
information on the site and timely community events It 1s also used for emergency
communications — but more about that in next year s report
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World Trade Organization (WTO)

Finally, the explanation for those large blips 1n site use in November of 1999 Seattle was host
to the World Trade Organization (WTO) conference, and with 1t came huge protests and
demonstrations The City used the web to communicate general information to citizens and
conference attendees before the event began When demonstrations generated international
press coverage and the City declared a no protest zone, people from all over the world came to
the web site to get information and e-mail addresses for City officials  The City recerved tens of
thousands of e mails both protesting and pratsing how the City handled the events Web site
traffic for one week topped site use for the previous month and those levels only returned 1n
early 2001 This event really showed how the Internet has changed communication on a global
scale

Thank you for ustingthe t ity's W MO webstte
Its purpose is to provide on going
information regarding theevents

surrounding the WTO We will continue to
proside “Gateway to Seattle in the future
duringother ity conferencesand to
provide news and storles about Seattlo.

fine Lieey Mavetioe 30 1993

Hespares from Mawor Panl sxhell VIO Qopel Chntaqt and infh Pas
WO Citizen ¢ CominenL SNCRER.

I¥TO Insiness impyt faryex (g)
Accountadilite Rovicw Commities Savtn vt Orrizetn

The City established several task forces to review the WTO events, and our web site was used to
communicate the task forces work to the public Below 1s an example of the very sophisticated
maps that were created to track WTO related events hour by hour
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Live Video Streaming

Seattle was one of the first cities to video stream 1ts government access TV channel
programming, beginning 1n 1998  In 2000, we added the capacity to stream our live TV channel
signal — meaning you could watch whatever was on TV on the Internet at the same time

Several interactive meetings and public hearings were held during which citizens could submit
testtmony 1n person, by phone and/or by e-mail  As an on-going pilot project, meetings of the
City Council Public Safety and Technology Commuttee are broadcast and streamed live and e-
mail comments may be sent during the meetings

We continue to offer streamed video on demand on the website — audio and video of popular
meetings and other productions, 1n their entirety

Electronic Government

Parking ticket payment remains the only financial transaction available on the web at this time
Payment processing 1s now completely automated

During 1999-2000, the number of on-line forms and databases was greatly expanded Online
forms range from a Request to Reschedule Jury Service, to ordering free Neighborhood
publications to reporting Potholes An example of a very useful new searchable database was
Garbage, Yardwaste and Recycling Pick-up schedules,

We also added some very mnovative applications, such as our Consultant Roster Program
Application When this new program was created in early 2000, 1t was set up so that consultants
could complete their applications completely on-line, the database 1s then available to City
employees through our intraweb, Inweb, to search for pre-quahfied consultants

Budget and Staffing

The budget for 1999 and 2000 rematned relatively constant over funding available in 1998 - not
recognizing the dramatic increase in volume and complexity of information and services
provided on the website

1995 1996 1997 1998 1999 2000
$440,266 $485,879 $487,597 $726,000 $763,000 $843,603

Staffing levels remained constant, but we had many staff changes 1n the last two years Hinng
staff was a challenge here 1n dot com land, but the City’s new IT Human Resources program
helped us put together an excellent team Our team includes our Internet and Cable TV Director,
a systems administrator, a content manager, two web site designers and two application
developers An assistant systems administrator and management systems analyst also help us
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with some web applications Our staff particularly the application staff, now spend much more
time maintaining applications rather than developing new ones Because our system has become
much more complex our systems administrator also spends much more time responding to
crises and problems

Responsibility for server support was shifted from our team to the central server team 1n late
2000 However, the central server team had funding for only %2 FTE, which was not sufficient to
free up any significant amount of our resources

The web development capability within several departments increased over this two-year period,
but remains very uneven Several departments continue to rely on temporary staff or interns or
have no m house web staff

Awards

The City s website received many awards 1n 1999 2000 In 1999, we were a finalist in the
Global Bangemann Challenge, a project of the City of Stockholm and the European Union to
recognize outstanding uses of technology to serve peoples needs

RSN In 2000, Seattle was named best local government website by
7 X Government Technology Magazine and the Center for Digital
Government

With the redesign the Seattle Web site now serves its constituents
much bettei while sull appealing to the cybertourists  said Bryan
Gold director of communications at PTI  Residents can pay parking
and traffic tickets online comment on street impi ovements online and
view videos online, all thanks to improved navigation flow In addition
the city keeps the site current with a section on hot information It s
clear that city staff put much thought and effort into the endeavor So
it s a good thing that the city 1s headquarters to a number of coffee bar
chains because there is nothing decaf about this site

Our website was also named "Best Local Government Site" in the third
annual Seattle Times Best of the Web Contest in 1999 One judge
described 1t as "mind blowingly comprehensive "

The National Association of Telecommunications Officials and
Advisors (NATOA) also honored our website In 2000 the TVSea’s
site won a first place award and the overall site placed second TVSea’s
website was also honored with a second place award i 1999
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Marketing

To quickly get the word out to the public about our new web address, we undertook our first
marketing effort In October, 1999 we purchased Metro bus signs Bumperstickers with a
simular design were affixed to City vehicles, and have been distributed widely TVSea also
produced some Public Service Announcements (PSA’s) to help market the web site  Perhaps
our modest advertising campaign, rather than WTO, contributed to the dramatic increase in site
usage at the end of 1999

Back-end Systems

Throughout this two-year period our server environment became much more complex We
created a development platform so that applications could be designed and tested before they
were deployed We also segregated our web applications from our web pages and set up
separate servers for several specific functions, creating a server farm of 8 machines for PAN at
the end of 2000 (We also manage several additional servers for the City’s intranet, In-Web)

In 2000, Arthur D Lattle was hired by the City’s technology planning team to evaluate and make
recommendations on our web infrastructure This study made some valuable recommendations,
particularly on the architecture for web application development

Citizen Comments and Desires

Seattle’s web site has always been user focused, so the needs, desires and comments from our
citizens and businesses are important to us Many of the features and links on our site have
come from the suggestions of citizens, through e-mail or surveys We were particularly
interested 1n receiving suggestions on our redesigned site, and made several changes as a result
of citizen comments — the most significant was to enlarge the font on the home page, which
many people said was too small

Many other cities have asked how we locate all of the community links that are included on our
site Initially, we searched the web periodically seeking out local sites of community interest
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Now, citizens contact us frequently with suggestions for additional links The following 1s a
typical example

I have a suggestion for another community education link on your web page
"Odyssey The Maritime Discovery Center ' just launched a new web page which
has many educational resources and links to information about the Maritimes
The address i1s www ody org

In the technology survey conducted last November, we asked citizens who had been to the City s

website what additional features and functions they would like to see

INTEREST IN NEW CONTENT AND FEATURES ON
CITYOFSEATTLE NET

Find Maps or Geographic

0,
Information IM/
Find Information about a ] 82/
Meeting or Cultural Event
Arts or Cultural Information ] 80/

Apply for a License or

Permit I 76/
Reserve a Parks Facility J 73%
Pay Bills Fees or Taxes ]63%

Information about Public
Officials Council Voting : 6/

T T T T T T Y T T ]

0/ 10/ 20/ 30/ 40/ 50/ 60/ 70/ 807 90/  100¥

The most common request that we recerve through both surveys and comments 1s for more
geographic information Departments also 1dentify this as their number one desire for their sites
Finding information about meetings and/or cultural events applying for licenses and permits
and reserving park facilities also are highly desired by users

A summary of some comments we have recetved from our on-line survey 1s included as

Appendix A Appendix B contains some additional useful information from a national citizen
survey about what people want most and expect the benefits to be from electronic government
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Near Future Plans

Below are brief descniptions of some of our key mitiatives for 2001 These do not at all represent
all of the projects and applications that individual City departments are working on

Content Management Software

Approximately 35,000 pages and 70,000 files, 1t has become cnitical to acquire content
management software Content Management Software will enable us to create templates,
orgamize the flow of updating pages, and better manage keeping the site up to date

Web Communications Strategy
In early 2001, the Mayor’s Office will be imitiated a web communications strategy, with the
following goals and desired results

Goals

To make sure that all City department websites are customer-focused easy to use and frequently
updated allowing users to find what they need quickly and easily To reduce unnecessary
paperwork and conduct more City business over the web

Desired Results

o Improved content Posted information should be useful and usable emphasizing the City s
key messages e g affordable housing transportation social services delivery of basic
services

o Improved compliance with design guidelines Within the City s web & design standards
departments are encouraged to have their own identity and creativity within the City family

o Improved site maintenance Department sites are to be maintained and updated regularly

As part of this effort all departments will be asked to complete a Web Site Self-Assessment
The self-assessment has multiple purposes, including raising the visibility of the web effort to
department heads, and helping raise awareness of the standards and centralized features of the
site It will also describe department’s plans and dreams for their sites, and 1dentify areas where
they need assistance

Department Web Site Redesigns
Following the site redesign in mid-2000, many departments have recently or are 1n the process of
redesigning their individual sites  The Central Web Team 1s providing assistance to many of

these departments, creating templates that match the overall design of the site, while still
providing some unique identity We expect this to continue throughout 2001
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Maps

Citizens consistently rank geographically displayed information as their highest priority addition
to our web site  The existing real property application, which allows the user to view base
property maps and City owned property, 1s very heavily used In order to provide these
applications departments have had to rely on the City’s GIS staff in Seattle Public Utilities We
expect that the GIS group will be adding significant mapping capacity to the web site this year
In addition, we are working with the Strategic Planning Office on some new technology for
mapping census data, which we think, will be very useful

Web Governance Group

For 1ts first few years, an interdepartmental group known as the PAN Management Committee
helped provide guidance to the web team on the creation and evolution of the site  The
committee did not meet for the last few years We are planning to reconstitute a Web
Governance Group 1n mid-2001 with a membership of City business public information and
technology leaders This group will provide guidance and leadership to the next level of web
development efforts

Democracy Portal

In 2000 we began experimenting with using our TV channel and web site together to provide
more ways for citizens to interact with City Council and to comment on 1ssues that the City
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Council was considering  Meetings of the Public Safety and Technology Commuttee are
broadcast and streamed live, and e-mail comments are taken during the meetings We supported
several such interactive public hearings held by the Council

We want to work with the City Council to further the use of information technology to involve
our citizens 1n governance — making 1t easy for people to comment, testify, discuss, propose and
otherwise be involved 1n decisions that affect them

Rona Zevin

Director Internet and Cable TV
Department of Information Technology
May 2001
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Appendix A
Selected Citizen Quotes from Web Site Survey

There is a continual on-line web site survey to get citizen comments and suggestions The current survey
was posted in mid-2000 1n conjunction with the site redesign therefore many of the comments we
received related to the new design About 90 percent of the comments were positive sometimes
including suggestions About 10% were cnitical

Praise and Cntiques

The new design Is easy to use easy to read and pleasant in appearance

| used this months ago to find out information on where to go hiking Now that | m a homeowner Im
finding your community resources even more useful more than any other sites | m forwarding this
link to friends and family who are thinking of relocating here You aiso have the most extensive listing of
arts/entertainment links Good job | really appreciate this service

Helpful user fnendly

Great web site This 1s a very well put together city web site One of the best | ve visited

The more subject tabs the better

| am a Web developer and in my professional opinion you folks have done an outstanding job There are
so many bad gov sites | m very impressed to see a really good one

| also found the new look and design to be a fresh and exciting change

Very well set-up One of the easiest web sites | have ever used | spend most of my time at work on line
for my job so that tells you how much | am on line

Great layout very functional pages very useful information Web crew gets A+ from me!

Overall this web site 1s a GREAT way for residents to learn about and participate in current (and
complex) matters of interest in the city  Please keep decoding all the alphabet soup of PAN etc
There are so many agencies and studies and alternatives to keep straight!

I would like to see something on the web page that has all the neighborhood names with events calendar
and contacts for a variety of neighborhood offerings w/ contacts Maybe start out with a city map and
have people click on it to pull up the area neighborheods that they want to go to That way if someone
wanted to find out in the neighborhood next to them click and they re on it!

What a terrific web site! All the information | was seeking was readily and conveniently available | have
been seeking similar information from 25 major cities in Canada and US The Seattle web site 1s by far
and away the best Good work!

I regret you don t have the whats new' option any longer it was a convenient way to see what changes
there have been In the site

It 1s excellent overall one of the best | have visited with definite citizen-focus  But if you are an elderly
citizen looking for services targeted to your age group how do you proceed?

I inadvertently stumbled upon the City of Seattle s new web site while looking for a valid email address |
was able to find not only the valid email address but a wealth of other information to assist me as an




understudy of UW's Professor Emeritus Richard Mornll s Geography 490 Class for The Seattie Region

In less than two minutes | found precisely what | sought - Start a New P-Patch! - you deserve the
awards!

Photo Archives did not show up many Post-Modern buildings

I want to know why | cant make a payment for Seattle City Light over the Internet You guys need to
update yourselves It would sure cut down on the traffic in town to keep people off the streets paying bills
which can easily be done on the Internet

Not easy to find a brochure guide to be sent by mail

The site 1s very clean and concise well thought out and extremely helpful a great reflection on this
cutting edge city Include more audio and movies and maybe a live cam or two would be nice added
options Thanks for your hard work!

it would be nice to have all the area hospitals listed to include telephone map services

| think that you need an omniport installed to better represent the other languages

The most frequent critical comments are (from about 10% of responders)
» Citizen could not find what they were looking for (referred to the appropriate department for follow-up)

In other instances the citizen reports the new navigation structure 1s too convoluted takes too many

clicks etc

o Difficulty using the search engine or finding what they need with it (though these comments have
dwindled since we improved it recently)

o Font size we use Is too small (got several comments about this and enlarged the font size for the
home page links)

o Wish we had more locator maps to find neighborhood info from a visual interface

A strong cntique of our new navigation system

I am trying to find information on filing a youth/child at-nsk petition and can find absolutely nothing about
it The menu structure just caused me to hunt around aimlessly longer than | would have with the previous
version of the site Visually things are more appealing It 1s presented too much as a maze or puzzle
without retaining context Thus nawvigation is a very unpredictable expenence and not helpful It did not
get me to the information | am looking for

And our silhest comment

Make it more like Star Trek The page should have sound recognition A lot of people cannot spell very
well When you say virtual the page should resemble an IMAX movie | want to BE there!
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Appendix B

Extract from
E-GOVERNMENT
THE NEXT AMERICAN REVOLUTION
Prepared by
Hart-Teeter for The Council for Excellence in Government
September 2000

Americans see the benefits of e-government as more than better or more cost-
efficient services—they regard e-government as a way for citizens to become
better informed and more involved 1n government

While the public sees e-government as simply better government, they also see it as
making an important contribution to @ more participatory democracy Nearly three-quarters
(72%) of adults, including two in three (64%) who do not use the Internet, believe that
people s ability to communicate with their elected representatives will get better with e-
government That the public evaluates e-government not only as consumers of government
services, but also as citizens 1s confirmed by the following results

Most Important Benefits
Of E-Government

OPublac
B Government offunals

Jey

Govemment mare
accountable to citizensf

Greater public access
to informato

More canvenien
governmert service s

1 When asked to name the most important outcome of e-government, 59% of adults
choose greater participation (36% more accountable government) and a more informed
citizenry (23% greater public access to information), compared with 21% who opt for a
more efficient and cost-effective government and 13% who select more convenient
government services

2 Nearly three in four (72%) Americans believe that their ability to communicate with
elected representatives will get better with e-government, and a majority (54%) believe
that government accountabihty will improve

The full survey can be found at http //www excelgov org/egovpoll/report/contents htm
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c'tygie:attle.net

How Seattle’s
Web Portal 1s
Used Before,

During and After
Earthquakes

arthquake! But thats for later

Seatte was one of the first cities to have
a web site, going online 1n February 1995
From the beginming Seattle s Public Access
Network (PAN) was a portal for cinzens,
businesses and visitors to obtain govern
ment and communty mformation Over
the years, PAN has won numerous awards,
including being a finalist 1n the presngious
Global Banghaman Challenge and being named Best
of the Web by Government Technology Magazine in
2000

Last year the city created a more friendly web

address” ~ ciryofseattle net, and completed a major

redesign of the upper levels of the site
making 1t easier for users to find infor
manon by subject department or
search An important new feature 1s
“City Highlights” — a place on the
home page where hot department web
sites or new information can be high
lighted, new informaton 1s posted daily

Use of the city s web site has grown
astronomucally reflecting both general
Internet growth and an expansion of
the amount of information on PAN In 1996, PAN
included about 1,300 documents, and web site use
was estimated at about 7 5 percent of the population

BY RONA ZEVIN
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cityofseattie.net

Seattle’s web site has been a portal for government
and community information from the beginning
Seattle contracts with numerous community-based
organizations to provide services and works closely with
many neighborhood groups on planning and project
implementation When we began our web site, it
seemed to us that one of the benefits of the
technology is that we could make 1t easy for citizens to
find information, even if they did not know what
organization 1t was attached to

Today our web site contains almost 38 000 documents
and many interactive features In 2000 alone there
were more than 4 mullion user sessions accessing
almost 20 mullion page views
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Internet use has exploded and 1s exceptionally high
in Seartle where a recent survey 1denufied that more
than 82 percent of our population has Internet access
Excluding the elderly population which has the lowest
rate at 43 percent almost 89 percent of the non elderly
population has Internet access The figures for younger
people are even more dramauc 93 percent of those
under 35 have Internet access — more than have a
television 1n their home

There are other important differences based on
income education and race but the key pont for
purposes here 1s that the Internet must be regarded as a
priumary means of communication with our citizens

Almost 30 percent of all Seattle residents have
visited the city s web site which 1s an amazingly high
number The chart that follows shows the principal
reasons people use the site

Specific City Service or Information 82%
Curiosity/Browsing 68%
Name/Address/Contact 50%
Schedule of Calendar 44%
Send a Message to Elected Official 20
Transact an Online Service 13%
Employment 1Y
Report Problem/Make Complaint 10%
Traffic/Bus Scheduies/Transportation 8%
Look up Laws or Codes 6%

Most cityofseattle net users (85 percent) found
what they were looking for, but want the city to
provide more services electronically Citizens expressed
interest in the following

Geographic Information 84%
Meeting/Event Information 82%
Arts/Cultural Information 80%
Apply for License/Permit 76/
Reserve a Parks Facility 73%
Pay Bulls Fees or Taxes 63%

The bottom hne 1s that our citizens have access to
the Internet use 1t and want the city to provide them
with more services and information online

Seattle s Portal Approach

Seattle s web site has been a portal for government
and community mformation from the beginning
Seattle contracts with numerous commumty based
organizations to provide services and works closely
with many neighborhood groups on planning and
project implementation When we began our web site 1t
seemed to us that one of the benefits of the technology
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1s that we could make 1t easy for citizens to find infor
mation even if they did not know what organization 1t
was attached to We also knew from our user staustics
that many of our users were visitors or businesses from
around the world, who were looking for information
that needed to come from many sources So our site has
always been organmized functionally and always included
many outside links Does it raise issues? Well yes but
the benefits have greatly ourweighed them We hink to
non profit, community and sites of general civic inter
est using a small graphic globe to indicate an outside
link We recetve two or three requests a week for hinks
many from small communuty orgamizations — 1t s a
simple way to do something posiuve for a cinzen group
that doesn t get much from city government We turn
down commercial hink requests with a polite explana
uon
To help orgamize our information, we created a

sertes of “portal pages on topics ranging from

Getting Around Town” to  Tourism and Sightseeing”
to Trade and Development ” We used a combinanon
ot informauon about what people were looking for
feedback, and our own sense or organizaton to decide
what pages were needed We add new ones based on
feedback particularly when people indicate difficulues
in finding information

To help site navigauon we also have drop down

menus by both department and service, and a search
feature mcluded in our navigauon bars on all pages

3 So Bacdk to the Earthquake
The Internet 1s a key component of Seattle s

emergency communications plan We have a web
workstanon n our Emergency Operauons Center
(EOC) and a specific protocol about who can post to
which sections of the site There are two fearures of
our web site design that are partcularly suitable to use
in emergencies A centralized press release database
and the design of our home page with a space for

City Fughhghts ” Both elements of our site have
important functions that are uséd daily but were
designed n part to help us use the web site to noufy
the press and pubhic during emergency situations

SUMMER 200!

cityofseattie.net

Our web site and e mail were major tools for

communicaung with the public and with City employ
ees Some public bulldings remained closed for a week
and we were able to let the majority of employees
know where they should report or whether they should
stay home — we were also able to post specific informa
non about services that affected the public, such as
court schedules We have also been using the web to
let the public know about disaster assistance programs
- including posting letters in Chinese and Vietnamese

There were things that worked as we planned and

places where we improvised Here are some of them

It was essential that we had an emergency response
protocol m place — who could write content and
who could post it on the web site

We used telephone messages and e mail as well as
the web site to communicate with employees
Seventy two percent of Seattle residents have home
Internet access but all employees did not know
how they could access their e mail from the web
Sull a lot of people used the web information - our
earthquake portal page” received about 14 000
views 1n the two weeks following the quake

We had a pre established e mail group so we could
give that address to people needing content posted
and be sure that at least one person in the group
was able to handle 1t

It made 1t much easier that my staff could work
from home both immediately and throughout the
week Computers 1n our temporary space did not
have the software we needed and our servers were
maccessible except remotely

We will add a few more people to our emergency
response team Some people were imually too upset
to work, and others were on vacation or out of the
office and didn t know where they should go If the
quake had been more extensive we would have
been in the EOC for much longer and needed relief
We absolutely need to implement our plans for
backup outside pur region I want to explore part
nershups with other cities where we agree to host
emergency sites for each other And we better do 1t
now because you never know when @
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Sam Kaplan, “Greater Seattle’s Secrets on

the Trade” )



Greater Seattle’s Secrets

of the Trade

Bill Stafford and Sam Kaplan

World class companies require world
class cities This was the comment of Doug
Beighle former senior vice president of the
Boeing Company after the Greater Seattle
region s 1989 Intercity Visit to the Kansai
region of Japan (Osaka/Kobe/Kyoto) In this
context. a city 18 the brand name for a re-
glon Boeing s factlities and 90 000 workers
are located throughout the entire Puget
Sound region However when people say
where Boeing Is located they say Seattle
not some subdtvision of it. The bottom Une
is that corporate success and regional suc-
cess jobs and prosperity are all inter-
twined

Many years ago the Carnation Dairy lo-
cated i{n a nearby namesake town served
our area. The business grew as did the re-
gion West Coast and nation The headquar
ters moved to Los Angeles Carnation (s now
owmned by a Swiss company A few cows re-
main in the town Carnation that is the
dairy s namesake The United States has
rapidly become part of a global economy and
while this has affected our businesses dra-
madtcally the country s ctvic and local pub-
lic leaderships have been slow to under-
stand the ramifications to our cities and
regions The economic game has changed
dramatically for America and this will force
adjustments (n the way we govern our re-
glons

The Greater Seattle region is an excel
lent case study for the globalization of the
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American economy This article will focus on
three tools that have been developed to help
our region coordinate among its institutions
educate our civic leadership and better
participate in the global economy The Trade
Development Alliance of Greater Seattle the
Intercity study mission and trade and bust
ness mission programs and the Regional
Economic Strategy project are the focus of
our attention These efforts in educaton in-
frastructure and civic leadership building
are important to the success of our regional
economy

Changing World and
Changing Seattle Create

Need for New Vision

The Puget Sound region—we call it
Greater Seattle in international marketing—
Is the most trade oriented region in the
United States One out of four jobs in
Greater Seattle is directly dependent on
trade and this Is expected to rise to one in
three in the next decade The change toward
an International economy has come quickly
and our systems and organizations are ad
justng slowly to the new circumstances

In the 197 saw {tself as the

last frontier Gat to Alaska
Three significant trends changed our cir .

cumstances. First was the-growth of Asian

trade, The port complex of Seattle Tacoma
and Everett s now the second largest In the




Greater >earle s >ecers B 8ul Stafford and Sam Kaplan

United States as a container load center
We are a sigmﬁcant center of Asian mart
dme uade because of our location (our ma
rine ports are closer to Asia than other
conunental U S ports) and our deep draft
harbors

Second the development of new air
planes w 3 which could “fly_over the poles.
brought-us closer to European aviation,
markets We no longer were forced to fly to
the East Coast to make our way to Europe
These changes and the changes in the
naton s economy changed the nature of the
Greater Seattle region

Third America s econo e acen-
ter-of high technology where investment is
made in people and not in manufacturing
factliies Companies could locate anywhere
Quality of life became a major factor in at-
tracting and retaining the top minds in a
fleld Our locatdon on the Pacific Rim with
access to Europe and the Russian Far East.
along with our mountains lakes and bays
became an advantage

These changes were taking place at the
same time the American economy was
changing Our nation ended World War O
with our current competitors and custom-
ers economies in shambles Two world wars
strengthened the American economy while
destroying others The United States ac-
counted for 75 percent of the worid s GNP
immediately after World War I The reemer-
gence of other nations can be llustrated by
our current 25 percent share of the world s
GDP (gross domestic product)

The United States entered the 1960s as
a self-contained economy Domestc regions
bought and sold to each other Over 90 per
cent of what we produced stayed at home
Now almost one quarter of the American
economy |8 based on exports The United
States was dominant in banking in the
19703 with six of the world s 10 largest
banks American In 1994 the largest Ameri-
can bank was ranked 23rd

The game has changed {or America and
its metropolitan regtons Our nation s insu
tutions have resnonded slowiy Although
Greater Seattle (s (he most trade dependent
region in the United States we dont have
all the answers We have made trips to other
cities around the country and world \n an
attempt to learn from other regions suc
cesses and falures

Seattle s not just a central city. but is
the bmnd name of the region_The Boeing
777 plant s north of the city and \dlcrosoﬁ
is to the east [nternational ma:kcung tra
dittonally uses the name of the central city
to refer to the entire region or as the Greeks
and syndicated columnist Neal Peirce say

city states Our reglons must now be com

petitive internationally. We have been forced.
by the World 3 economic forces to put aside
local turf battles We can no n no longer_afford

————

the luxury of adversartal relations Working

partnerships must be established w1th1n 1thin a
metropolitan region Mmmcnt
business_and iabor

When you are in Mumbat or Munich 1t
i{s not surprising that business people have
not heard of Seattle They know Boeing and
they probably have heard of Microsoft but
they may not know they are located in the
Seattle area. They don t know that Seattle s
boundaries end at 145th street to the north
or that the border between Snohomish
County and King County i3 at 205th Street.
Local governments care about these bound-
arles However ns around-the
world—{rom South America to Europe—pro-
mote themselves int

cmgtm\naﬂ_y areglonis

fortunate Just t Just to be known at all [f five dif-
ferent entities in a region (be they counties
or cities) all vie to establish different idend-
ties—well good luck. K57

Large businesses transcend a reglon
Large banks law firms, and comparues such

as Boeing and soft_have little patience

with local infighting They understand that.
In international markets it is a metropali-

The Regwonalist
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tan region that s known They also under
stand that. in international markedng It 1
the name of the central city that s the brand
name._aRer all can you name the region
that C >aka i3 located in or the administra-
tve distict surrounding Amsterdam?

Formation of the
Trade Alliance

George Duff then president of the
Greater Seagl&ﬁqimg_gnm of Commerce
came to this realization in the late 1980s.
He commissioned a study that found the
Greater Seattlc area was fragmented—many
different ‘organizations and governmental
structures were invoived (n 1 international
Aactivities None wcmw
This was similar to the scene found in most
metropolitan areas Duff used a sports
metaphor to assess CGreater Seattle s situa-
don and opportunity Only a few American
cities will be awarded an International fran-
chise and Seattle has the opportunity to be
one of them

The idea for a_partnership to promote
Greater Seattle Internationally developed

out_of two /0 ideas. First was the arrival in
Scattle via the Netherlands of the new Port
of Seattle executive director, Zeger van Asch
van Wijek He was surprised by the lack of
local coordination in Seattle. Rotterdam has

a promotion council which was established
in the 19303 Amsterdam has AMPRO
(Amsterdam Promotion) which was estab-
lished 1n the 1960s and became the model
for the Trade Alllance The Chamber of Com-.
merce and the Port of Seattle began
about forming an organizaton like those in
the Netherlands to help establish the
Greater Seattle area Internationally The
concept caught the attention of business
and ctvic leaders of the area. who then be-
gan planning such an organization
Second In the late 1980s in a coffee

shop in the Guam atrport a small group of
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Rusiness and civic leaders_sketched out

chairman of F rst Intersta e B?rﬁﬁnm
Dwyer” a partner at Bogle and Gates Law_
Firm, Pat Davis a a_Port of Seattle commis-
stoner._and others began the outline for
what became the Trade Alliance George
Duff and the Port director met for lunch tn
1989 and the Port/Chamber partnershup
began. The Port and Chamber asked the City
of Seattle King County and labor to join the
parmership They did and the Trade Alllance
began operating (n 1991 [n 1994 Snohomush
County located just to the north of Seattle and
home to Boeing's 777 plant. joined the Trade
Alllance The organization became more re
glonal (n its nature

The Trade Alllance s Executive Board is
made up of 19 representatlyes ofits_part
ner organizatons The mayor of Seattle and
the executives of King and Snohomish
Coundes are both members of the board. as
are council members from the *wo counties
and the city Selected cammmissieners.of the

—_—— e

are also members of the board The prest
dent of the Chamber Is a member and the
Chamber selects four other business people
to be on the board Similarly the the leaders of
organized labor in the regton 1 select ¢ three
pcom;mte on the board

In addition companies and organiza

tons around the reglon can 1 join the Trade

Alllance as members for a small annual fee
(3150 for corporate members 3100 for
nonprofits and $500 for patron member
ship) The Trade Alllance has attracted a
wide range of direct members who support
the organization These range from manu
facturers such as Boeing and Fluke to soft
ware companies such as Microsoft and
Attachmate There are-trade service compa
nies hospitals educational institutions
and nonprofits such as our Pacific Science
Center that conduct Internatonal program
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ming Members range from one person op-
cragdons to the largest company n the re-
glon
[n the early days of the Trade alllance
the organization focused on developing a
-Strategic promoton plan and deciding on
which markets to target with its limited re-
sources ‘me ﬂrat _sStep_was was to » forge agree
-ment among the partners on what we were
marketing, where we should be targeting our
energy. and how we would implement our
efforts. In its first two years the Trade Alli-
ance consisted of three staff members and
could not take on the whole world
Through months of research. analysts
_and writing, the Trade Alllance produced the
1992 International Market Report which
documented Greater Seattle s current inter
national markets and ana.lyzcd p_gsslble
@Tmut):marketslor—the future Thc re-
port looked at purchasers of King County
exports investors in King County Port of
Seattle marine customers Seattle-Tacoma
International Atrport air cargo customers
and the countries which generate the larg-
est number of tourists to the region The
Trade Alliance E:xw Board used the
report to select “target markets ° “those In-
ternational economies on which the Trade
Alliance would concentrate its efforts
Among-the markets targeted by the Trade
Alllance in_1992 were Japan. the United
Kingdom and South Korea. The Trade Alll-
ance produced updated reports (n 1994 and
1896, and continues to reexamine its tar
get markets every two years

Tools of the Trade
Intercity Study Mission

In 1992 the Trade Alllance organized |ts
first overseas trade mission traveling to
Taiwan Hong Kong and Shenzen in China
The delegation was comprised of more han
20 businesses with a focus on aerospace
environmental and capital works projects
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[n additton the Trade Alliance worked with
the Chamber and City of Seartle to organize
an (ntercity study mission to the cities of
Rotterdam Amsterdam and Stuttgarr

Since -thatdme (ntercity visits to (nter
natlonal regions have becomc,pm_of the_
annual roudne of the - the Trade Alliance Now
cosponsored by the Chamber the city Port.
and King and Snohomish county govern-
men.s the Trade Alllance arranges the
agenda of the trips The most recent and
18th intercity study misston was to the
United Kingdom last spring The region s
business and government leaders w1l travel
to Sirgapore next March These missions
are a recognition by our region s civic lead-
ership that the lessons learned from other
citdes throughout our natdon and world will
benefit our citizens and llustrate that the
Greater Seattle area (s now part of a com-
petitive international economy Greater
Seattle and Washington state s special de-
pendence on international trade requires
us to understand our competitors strate-
gles and our customers needs around the
world

The United Kingdom mission was the
fifth Intercity study mission with an wnter-
national focus following Germany and the
Netherlands in 1992 the Kansai region of
Japan in 1994 and Hong Kong in 1996 [n
1991 our region traveled to a U S city—
Atlanta—to begin our international under-
standing by examining a region which was
beginning to market itself internationally
Our ctvic leadership was impressed with
Atlanta s International marketing efforts
under the leadership of former mayor An
drew Young From Atlanta, we expanded our
trips to inciude successful overseas trading
natdons with decades and in some cases
centuries of experience in tnternational
trade and promoton

“The Competitive Region_in a-Global
Economy” was the theme of the 10th anni-
versary intercity study mission to Europe in

The Regwonalist
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1992 This trip allowed the delegation to
examine the two organizations that were the
model for the Trade Alllance—AMPRO and
the Rotterdam Promotion Council The visit
to the Netherlands and Germany examined
the components of a region s competitive
ness strategy organization infrastructure
and educatdon We rode Amsterdam s pub-
lic transit studied German vocadonal tratn-
ing programs and explored the Port of
Rotterdam We heard and saw what the
Dutch and Germans thought was important
to their economic vitality and were {m-
pressed with local officials understanding
of their region s economies

The mission to the Kansali region of Ja
pan butlt upon the study of a region s com
pedtiveness This_trip provided participants
with_an understanding of how a region s
governments and business organizations
made dectstons on major projects in Japan
including airports technology centers rail
systems and educadonal systems The mis-
sion explored the asserttve role of the Japa-
nese government {n business and (n fund-
ing major projects in Japan such as Science
City We aiso examined third sector corpo-
rations in Japan entities in which business
and government have joint ownership
Japan s emphasis on worker training and
the extensive collaboration between public
and private programs were similar to what
we found i{n the 1992 intercity study mis-
sion to Europe

The mission to Hong Kong in 1996 pro-
vided our delegation an understanding of
one of the warid s great trading cities—one
that was selected in 1995 by Fortune Maga
Zine as the best city in the world for inter
natonal business Hong Kong i3 also one of
our region s most important trading part
ners The delegates heard the commitment
Hong Kong makes to its air and marine port
and ground transportation system exceed-
ing 320 billion how over 8160 million is
spent by the Hong Kong Trade Development
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Counctil on promotion and about how the
Hong Kong Housing Authority houses 53
percent of the population The Tourism
Board has a 10 year capital and promo
tional plan Delegates found a city that
thinks strategically about its future and
invests to remain compettive

The London/Bristol mission built upon
the lessons learned on the previous trips
The port citles of London and Bristol have a
long history of competition and international
trade [n addition the UK Is Washington
state s seventh largest trading partner and
number one European partner On this trip
the delegation focused on the two cities
economic development strategtes partner
ships and business organizations

The 1998 Intercity study mission Is al
ready planned to Singapore 1n March with
the same focus on what makes that city
state successful and what we can learn for
our region The 1999 trip is tentatively
planned for Sydney with a spectal focus on
their preparations for the Otympics since
Seattle is making an Olympic bid of its own
for the year 2012

The study misstons haye helped our re
glon develop one of the most sophisticated
c1v1c leadershlps in the  United States on
lnternatmnal Issues Becausc of these trips
we also have a Icadcrshlp group whose
members know ecach other There s nothing
like living on the road together to bond
people The study mission to the Nether
lands and Germany presented our delega
tion with examples of business and govern
ment leaders who clearly talked to each
other and had reached agreement on eco
nomic strategy Local political leaders un
dcrstood_wha.uﬁ’;de_their_LgmngLac\o
mies work and-how events such as trends
in world shipping would tmpact their
economy [t was impressive that city gov
ernments business leaders universities
and port leadership were talking to each

other



Out of one ot the wntercity study mis-
sions the Chamber of Commerce the Port
of Seattle the Puget Sound Council of Gov-
ernments and the Economic Development
Councus began a project. Foundadon of the,
JFuture, The first phase was an economic
profiie of the reglonal economy It came as
a surpnse to local leaders that no one had
done an economic profile of the region

The second phase of the report reviewed
the leading sectors and the economic devel-
opment capacity This report summarizes
information in six areas

¢ the views of several of the leading eco-
nomic thinkers about what causes an
econormy to prosper

¢ economic analyses of our region s lead-
ing sectors

¢ the barriers to growth identified by busi-
ness leaders

¢ a framework for thinking about our stra-
tegic opportunities

* lessons from other U S regions and

¢ an assessment of our region s institu-
tonal capacity to address our economic
needs and opportunities
The report also was premised on four

key findings

¢ city regions play a central role in eco-
nomic vitality-

* business clusters that achieve world-
class competitiveness are often geo-
graphically concentrated in city-regions

* a skilled work force is increasingly key
to economic success and innovation
and collaboration in business govern-
ment. and community are essential ele-
ments of economic growth and prosper-
ity
The final piece of work is an action plan

Two of the counties Snohomish and Plerce
have developed a strategy for their counties
The Greater Seattle Chamber of Commerce
and the King County Economic Develop-
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€Urg -ouncy e uetecorme=t i a-o sen
sus between business government labor
and a vartety of citizen and single issue tn-
terests will be a daundng effort The process
of just understanding what s happerung tn
the economy is valuahle

One outcome of this etfort has been the
Trade Alllance building 1ts marketng effort
based on secrors of the economv an idea
originated by Don Lorentz of the Port of Se-
attle Marketing materials on the software
heaith outdoor recreation equipment agri-
culture and environmental industries have
been completed The key is working with
sector associations when they exist such as
the Washington State Software and Digital
Media Alllance

Overseas Trade and
Business Mission

The intercity study mission is one of two
missions the Trade Alliance organizes each
year The other is the overseas trade and
business mission Intercity study missions
generally go to places where the Trade Alll-
ance has taken trade and business missions
or focused considerable trade promotion ac
tivities Each year the Trade Alllance orga-
nizes a trade and business mission to one
of our targeted markets In the past the
Trade Alllance has taken such missions to
Japan New Zealand Greater China Viet-
nam Southeast Asia (Indonestia. Singapore
and Malaysia) the United Kingdom I[ndia,
and this year to South America (Chile Ar-
gentina, and Brazil)

In Brazil our trip coincided with Presi-
dent Clinton s visit The delegation was
seated on the stage with Clinton during his
major speech on “Partnership for the 21st
Century " The president acknowledged the
delegation during his speech calling it a
“first rate” trade mission from Seattle The
leaders of our delegation met with the presi-
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dent at a reception following the speech
These three delegation leaders along with
U S Rep Jim McDermott (D WA} heid a 10-
munute conversation with the president
about the trade mission fast track legisla-
ton and South America The reception was
a unique opportunity of access to high level
leaders of both the United States and Brazil.

These missions are a significant way to
promote our partners adopted messages to-
targeted international markets build rela-
tionships f{ulfill other promotonal objec
tives and assist small and medium sized
companies wn their export tnutiatives by pro-
viding a vehicle for companies to investigate
markets

Missions invariably. differ ln_form and-
complexity based on the country visited
dming delegation composition and several
other factors Types of missions range from
primarily trade and business development
missions to promotional missions The
Trade Alliance incorporates tndividual busi-
ness appointments and matchmaking op-
portunities into certain mission itineraries
(e g as in the Taiwan Hong Kong and
China trips) Focused-presentations _brief-
ings_and key relationship-building visits
with public and private sector leaders (€ g~
as (n Vietnam) have been_important cle-
ments in_mission_agendas Each type of
misston has its value and all promote the
Greater Seattle region and our business
interests The Trade Alllance prepares fol-
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From left U 3 Representative Jim
McDermott D 7th District Wash
ington Robert Drewel county ex
ecutive Snohomish County Wash
ington Presideat Bill Clinton
Joseph Masterson director
Boeing Enterprises Stanley D
Savage vice chairman Seafirst
Bank and chair of Executive
Board Trade Development Alli
ance of Greater Seattle

low up plans for each mission undertaken
to continue relatdonship building and pro
motonal activities in each market

In certain cases the Trade Alllance has
been a trailblazer in its trade missions In
1993 we organized the first mission from
the United States to Vietham Since this was
even before the trade embargo had been
lifted the mission was exploratory in its
nature The Trade Alliance returned with a
second mission after the lifting of the em
bargo in 1994 We assisted the governor of
Washington state when he went to Vietnam
in 1995 Although Vietnam was and i3 an
evolving market through early and consis-
tent work there Greater Seattle has posi-
toned itself well to take advantage of oppor
tunities in this large and potendally rich
market Last year the Trade Alllance orga
nized one of the first missions fromthe U S
West Coast to India. the second most popu
lated country in the world Again this is a
developing country but one which offers
enormous potential We have found it is
important to estabiish brand recogrution {n
these markets when they are on their way
up

But we do not ignore aiready established
markets For example the 1995 trade mis
sion to the United Kingdom our most sig
nificant European trading partner proved
that new business relations are still to be
discovered in what we assume are fasmuliar
markets George Duff's famous words still
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echo most poignantly “Remember you are
telling your message not to an audience but
to a constantly moving parade of people °
Greater Seattle cannot assume that just
because it has been rading with the United
Kingdom for over a century our continu-
ously evolving economies have nothing
more to learn from or trade with one an-
other It also became very apparent that
making an impact in London one of world s
top three citles for international business
and trade requires the best of our business
civic and government leadership showing
them how important this trading relation-
ship is to our region telling them face to face
about the great opportunities that continue
to evolve {n our respective corners of the
world and explaining how important what
we learn from them is to us

To these ends the Trade Alliance 3 1995
trade and business mission followed by the
Intercity study mission to London and
Bristol in 1997 is a wonderful example of
how well these two types of misston comple-
ment each other {n fulfilling the multiple ob-
jectives of strengthening our business and
trade relations learning from our global
competition and placing this region more
prominently on the global map Through the
Trade Alliance efforts since 1995 and recip-
rocated efforts {n the United Kingdom new
key relationships were formed with Britain s
aerospace education legal financial soft
ware biomedical pharmaceutical health
care and biotechnology industries

Inbound International
Delegations

_The Trade Alltance also works with and
recruits inbound international delegations
We have hosted delegations from every cor
ner of the world From South Africa to South
America and from Poland to Paldstan we
have worked with inbound business delega
tions ambassadors prime ministers and

commercial counselors Often. when a high
level offictal from a country comes to Seattle
we will work to put together a program
where they present business opporturutics
in their region to the business commurnuty
of Greater Seattle Some examples tnclude
the ambassador of India. the ambassador of
Singapore and the Malaysian minister of
health Sometimes the delegation wants to
meet with certain companies or organiza-
dons in the region Or the delegation is cen-
tered around a particular sector such as
software or aerospace When possible the
Trade Alliance matches Greater Seattle com-
panies with the delegation s companies

The Trade Alllance is also often called
upon to help organize large events or visits
of heads of state [n 1993 the Asfa Pacific
Economic Cooperation (APEC) Leadership
Meetings were held in Seattle This confer
ence for the first ime brought together the
13 heads of state then comprising APEC
including the presidents of China, Malaysia,
the Philipines and the United States The
Trade Alllance worked on media logistics for
APEC and created marketing materials to be
used by the various visiting delegations [n
fact. the Trade Alllance created marketing
brochures translated into all of the APEC
economies languages—from Thai to Taga-
log Our organization was also (nvolved with
the visit of Russian President Boris Yeltsin
the annual "Quad” meeting of the trade min-
isters of Canada. Japan. the European Union
and the United States as well as a host of
other large events and high-level visits

The existence of a Trade Alllance type
organization provides our community with
institutional knowledge on how to deal with
such events and visits The unique partner
ship of the Trade Alllance provides the com
munity with an organization that can pull
together the diverse resources needed to
make such events and visits happen As a
region like Seattle becomes international a
number of organizatdons will evolve includ
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ing sister city commuttees a World Affairs
Counctl countuv specific organizations and
federal or state offices The key for a com
munity is to work together Having a systemn
of coordination [s essential so that when a
sigruflcant event occurs he team can be as-
sembled to deliver the event

Marketing Materials

Since the Trade Alliance Is a marketing
agency whose product-ls a region -it was__
necessary to create materials promoting the
Greater Seattle area [n 1992 the organiza-
tion created a marketing kit consisting of an
elegant folder and a 24-page glossy color
brochure The folder incorporated the work
of a local nattve American artist thus set
ting the theme for all Trade Alllance mar
keting materials and as the years went by
an increasing number of other organiza-
tdons marketing matertals As any marketer
knows successful marketing requires that
a consistent theme be presented to your po-
tential customers By incorporating the native
American artwork (a very Seattle irage) into
all brochures folders videos and other ma-
terials the Trade Alliance did just that.

The folder does not in ¢ the name of
the Trade Alllance e anywhere on it [n fact,
the only words on the folder are Greater
Seattle [n this way ‘the Trade Alllance can
placc our brochures and” other 1 matcr!als

~lnto the folder (wmch w
address on It) or other companies can use

the folder as their own™ [I'a company-takes
one of our basic kits 3 abroad it can put its
own matertals in the folder and we are still
gettng _Sgglc_g_tﬂ:me out to the world Of-
ten companies will place their company s
own matertals (n the folder along with the
Trade Alllance s Greater Seattle brochure
this provides their customers with informa-
Uon on the company as well as the region
the company is from [t is a win-win situa-_
_Uon for_both the company and the reglon
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[n addition to the basic marketng kit
the Trade Alliance also was commissioned
by King County to do a brochure focused
solely on the county This brochure al
though highlighting King County incorpo
rated the unages and themes used in our
other marketing materials In addition as
the Trade Alllance gained more expertence
and more resources it became clear that we
needed to market important sectors of the
local economy [ndustry sector brochures
usually produced (n partnership with other
organizations have been some of our most
successful and most used marketing pteces
When traveling overseas or working with an
inbound delegation it i3 helpful and impres-
sive—when your customer asks about for
example the outdoor recreational equipment
industry—to be able to pull out an eight page
brochure describing that (ndustry and the
companies which make up the indusuy

™ Befitting a region based on a high tech
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economy the Trade Alllance uses high tech
wmc Trade Al-,
lance was w a web
site full of information and links ks on the re

glon 1 (OURLC http /7 //wwcrseamc wa us/
business/tda/tda htm) The APEC lan-

guage brochures were placed on the web site

allowing cyber visitors to read about the

region in their own language The web site
lon In their own languag 3

a section called Greater Seattle

International N ach week we post

three or four stories of things happening in_
the Greater Seattle area of international

note This feature receives some of the high-
est number of page views on the web site
and allows people around the-world the
opportunity to keep up with what ts happen-
Ing In the reglon

During certain trade missions, we have

kept a r journal of the trip that people

can read on our web site Using a digital

@n«i_@_‘iﬂa@_ﬂmﬂad_pwgs

and updates_on the trade mission as it Is
happening This way people back home and
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all over the world can keep up with the
progress of mjssicns via the Internet When
traveling to developing countries with lim-
ited telecommunicatons infrastructure this
is not possible However it is a tool we are
increasingly buiiding into our missions

The web.site ajso contains a searchable

data_base of Trade Alliance members For
example visitors can look up and see all the
software companies that are mcmba's  of the
Trade Alliance and ‘_lini_dl_re_c‘tlx to gcgc
companies web sites _In_conjunction with
other_international organizations in the
area_we placed an International Calendar_
of Evcnts on the wcb sltc > This USt.s ts all the

International p_@m and events taking
place in the Greater Seattle area, The online

calendar can be searched by date typea
program country of program and sponsor-
ing organization For example Iif you are
Interested in programs on Korea taking
place in the month of January with a few
keystrokes the calendar will display them in
chronological order

The Trade-Alllance also-produced_two_
videos marketing the region. The video con-
tains the themes and messages found in our
wntten Q_g@iimd also allows us to de-
pict visually the natural beauty of the area—
the mountains and water and high quality
of life our region enjoys The video is used
extenstvely with inbound delegations and on
overseas trade missions.

A Working Partnership

Other regions have looked at the Trade
Alliance model and adapted it to thetr local
circumstances—Bay Area Trade Develop-
ment Alllance Cleveland Spokane Or-
lando and others A recent column by Neal
Peirce on the Trade Alliance has stimulated
additional calls for information from Florida
to Hawaii The internationalization of the
American economy will require all regions
to develop their own institutions

10
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The National League of Cities prepared
a report a tew years ago that portraved our
country as a series >f local economies form-
ing a common market of North America
This report has just been published as a
book written by Willlam R. Barnes and Larry
C Ledebur (The New Regwnal Economics
The US Comumon Market and the Global
Economy 1998 Thousand Oaks Caiifornia.
Sage Publications ) If you accept as the
book posits that our country is formed by
a series of regional economies the obvious
question i3 what makes a reglon success-
ful? The health of each region is partly de
tcrrmncd by the quallty of cdumdon. lnﬁa
structure and civic fngtftuUOns A region
must work to; togcthcr to_succeed in the new
global climate

The change that has come to the Seattle
region has been dramatic and fast paced
Local leaders Mic Dinsmore executtve di-
rector of the Port of Seattle Bob Watt presi-
dent of the Greater Seattle Chamber of Com-
merce Bob Drewell Snohomish County
executive Norm Rice mayor of Seattle Ron
Sims King County executive Ron Judd of
the King County Labor Council and many
others have shown that our region will only
move forward by working together

As many companies have discovered the
old ways of doing business are no longer good
enough Reglons are finding this out as weil
and are reinventing themselves A partmership
cbringing together labor business and govern-
ment to promote Greater Seattle internation-
ally-has worked for our community It can

~work tn other regions as well. - L

Bill Stafford (s executive director of the Trade
Alliance and among many other activitles was
previously deputy mayor of Seattle Sam Kaplan
s deputy director of the Trade Alliance and pre-
vilously worked on foreign affatrs and trade issues
Jor US Represeruative John Miller

Visit the Trade Alliance web site at http //
www ci seattle wa us/business/tda/tda htm
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Greater Senttle International News

Business Card Directory of Trade Alliance Members
Tools of the Trade Directory of Intl Organizations
ISG Calendar of International Events (12)
International Newspaper Web Sites (10)
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I'nzanit Special Report 6 (19)
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Greater Seattle Internattonal News
Business Card Directory of Trade Allinnce Members
ISG Calendar of International Events
Tools of the Trade Directory of Intl Organizations
Consulates of Greater Seattle
Tanzama Special Report
International Newspaper Web Sites
Agriculture Brochure
IPC Seattle Journalist Reference Guide
0 Metropolitan King County Transportation

Consulates of Greater Senttle 3)
Galway Sister City Report A (1)
IPC Seattle A 6
Agriculture Brochure 3)
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*Starting with November 1995

2000’s most visited areas of Internet site

I Guicater Scattle International News 6 Tanzama Report

2 Int Business Card Listings of Trade Alliance Members 7  International Newspaper Web Sites

3 1ISG International Calendar of Events 8  Agriculture Scctor Brochure

4 Tools of the Trade Directory of Intl Organizations 9 IPC Seattle Journalist Reference Guide

5 Consulates of Greater Seattle - 10 Metropolitan King County Transportation
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Top U S States Accessing Web Site

Top Intl Regions Accessing Web Site

Massachusetts
Ohio
Ilinois

0 Texas

Massachusetts
Pennsylvania
New York
IHlinois

This Month This Year This Month This Year

I Califormia 1 Vwgmia 1 North America 1 North America
2 Virginia 1 California 2 Europe 2 Asa

3 Washmgton 2 Washington 3 Asia 3 Europe

4  Pennsylvania 3 South Carohina 4  Australia/Oceania 4 Austraha/Oceania
5 New Jersey 4 Ohio 5 Africa 5 South America
6 Flonda 5 Flonda 6 South America 6 Afrca

7 6

8 7

9 8

1 9

This Month
Top European Traffic Top Asian Traffic Top S American Traffic Top African Traffic
1 Sweden 1 Japan 1 Colombia 1 South Africa
2 Netherlands 2 Korea 2 Chile 2 Tanzama
3 United Kingdom 3 Singapore 3 Uruguay 3 Morocco
4 Gcrmz:iny 4  Hong Kong 1; lfzraznl t; Tumisia
5 lIrelan eru Kenya
6 Norway 2 5mlted Arab Emirates 6 Egypt
7 France 7 ]nggys'a 7 Nigenia
This Year
| Top European Traffic Top Asian Traffic Top S American Traffic Top African Traffic
1 Netherlands 1 Japan 1 Colombia 1 South Africa
2 United Kingdom 2 Korea 2 Chile 2 Tanzania
3 Germany 3 Israel 3  Brazil 3 Nigena
4 France 4  Singapore 4 Argentina 4 Morocco
S Norway 5 Hong Kong 5 Uruguay S Sao Tome
6 Ireland 6 India 6 Chile 6 Egypt
7 Austria 7 Malaysia 7 Peru
Top Referring Sites*
I Yahoo
2 City of Seattle Site
3 Google
4 Alta Vista
5 Washmgton State Government Site
6 Netscape
7  Greater Seattle Chamber
8 Metacrawler
9 Aol com
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CENTER FOR INTERNET STUDIES
UNIVFRSITY OF WASHINGION

Evaluation of Kaohsiung City Government Website
By University of Washington Center for Internet Studies
August 28,2001

Introduction

The evaluation of a website 1s inherently a subjective process that 1s influenced by the interests
and biases of the organization/individual conducting the analysis Furthermore, 1t 1s a process
that typically requires the dedication of a team of experts assessing the various dimensions of the
web strategy (e g technology, branding integration with operations, etc ) A thorough,
professional review of this sort 1s highly recommended Moreover many organizations have put
nto place a “web governing board ’ composed of both inside and outside people to offer
continuing guidance since the Internet 1s a sector that experience dramatic change on a yearly, 1f
not monthly basis

Nevertheless, the CIS 1s pleased to offer some general observations on good website design
principles These suggestions should not, however, be a substitute for a professional review

General Comments

The Kaohsiung City Government (KCG) websites we looked at are
http //www kcg gov tw/ (Home page, Taiwanese version)

http //www kcg gov tw/english/ (Home page, English version)

It appears that both the Taiwanese and English website have undergone major upgrades during
the summer of 2001 Such improvements are indicative of a commitment to an active web
presence which 1s one of the most important factors in web construction for mumicipalities

Importance of Web Site

The CIS believes that a web site 1s your face to the world In other words, 1t 1s who you are, and
should be a mirror reflection of the essence of your orgamization This includes your values
“personality ”” what you believe 1s important, and other factors that define your orgamzation

Look and Feel

Look and feel 1s an extremely important aspect of web design Visitors to your site will
develop an immediate impression of your city based solely on the look and feel without even
going further into the site This should be consistent with the image you want to portray The
best sites have a consistent look and feel, not only throughout all of their web pages, but also
throughout non-web matenals such as literature, posters, and TV

Orgamzations such as KCG face an additional challenge 1n integrating a common look and feel
when they must be concerned with multiple language versions This 1s more than a language
1ssue Different techmques appeal to different cultures Consequently, design elements that
appeal to a Tatwanese may differ from those that appeal to an Amernican Balancing potential
contradictions becomes a major challenge On the one hand, orgamzations want to convey a
consistent image — or brand — while on the other hand they want to adapt themselves for differing
local tastes

Institute for Internationat Policy Umiversity of Washington 4516 University Way NE  Box 354846  Seattle Washington 98195 USA
tel 206 616 9100 fax 206 616 6982 web www ci1s washington edu  email info@cis washington edu
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Navigation
Users should be able to navigate the site with ease and simplicity Our favorite sites incorporate
both vertical and honizontal navigation

The New York City site 1s one the uses both honzontal and vertical navigation bars 1n a highly
efficient way
http /www nyc gov/

The horizontal nav bar at the top guides people through the core sections of the site (e g Mayor’s
Office, Services, News and Features)

The vertical nav bar 1s used to drill down 1nto a core section For example, within City Agencies,
the vertical nav bar 1s expandable to list sub-sections 1n the directory

Most nav buttons take advantage of either JAVA or ActiveX technology to keep them current
with dynamic page controls

Home Page

This 1s one of the most critical sections of your site The basic goal here 1s to give people a snap
shot of your site with fresh content that you want to deliver up front Not only should the
navigation be intuitive, but also the home page should convey the dynamic nature of your
orgamzation An In Focus” section 1s a good way to highlight select news and other events that
keep the page fresh Examples include

City of Seattle www cityofseattle net

New York City www nyc gov

The White House www whitehouse gov

CIS www c1s washington edu

Audience

Because government websites serve many constituencies its important to design the site for each
of their needs Most government website have categones for specific users such as citizens,
business people, and visitors There 1s a danger 1n exclusively designing your site around user
categones because groups often overlap 1n their information seeking behavior (e g both citizens
and visitors may want information on upcoming events) Good government sites present
topically onentated navigation (e g by government service or department) as well as by user
type Within a user category, the user should be able to find all of the information he/she wants
with ease For example, business users should be able to locate business permts, information on
tax rates and other information they need to complete their work 1n a imely and efficient
manner

Services

More and more citizens are demanding access to eGovernment services via the web This applies
to both individuals as well as to businesses both local and foreign Not only does eGovernment
enhance the efficiency of government services for local citizens, but 1t conveys to foreign
business people that your government 1s progressive and easy to work with Some examples are
Vehicle registration renewal www dmv ca gov/online/vnr/vr_top2 htm

Business permits database http //dor wa gov/index asp?prd

Filing taxes http //www 1rs gov/elec_svs/index html
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“Hipness”

Most successful sites stress the “coolness’ factor measured by use of the latest in web
technologies and design One of the goals of many orgamzations 1s to communicate that they are
on the leading edge of the Internet Age Of course, designing in ‘hipness” needs to be consistent
with the overall image/brand of your orgamzation Dentsu, the 100 year old Japanese advertising
agency, rejuvenated 1ts image 1n their English language website at www dentsu com (Note,
however, that they do not use the same technique for their Japanese language site

www dentsu co jp , a fact that seems odd)

Multimedia Web Technologies
Advanced web design takes advantage of the latest in web multimedia Typically, these
technologies are used to convey “hipness

Streaming Video

A great way to show case a city’s business or tourism opportunities 1s via streaming video The
two standard codecs are by Real Networks and Microsoft Moving file-downloaded video to
streaming format may be a top consideration Helpful information such as traffic momtors and
web cams for famous cites 1n Kaohsiung may draw an audience Also, hive and archived
webcasts of cultural events may prove popular City government television channels should also
be moved to the web for viewing by Kaohsiung citizens and viewers abroad

A good example of this 1s the New York City traffic webcam Not only 1s this useful for city
commuters, but also 1s also popular for outsiders who want to see a live city scene
http //nyctmc org/manhattan asp#

Flash Amimation

Flash animation 1s also very popular for presenting a hit upbeat image The Dentsu site 1s built

entirely on Flash (not necessanly recommended) The KCG website also uses Flash on both its
home page http /www kcg gov tw/main htm 1n the navigation, and 1n certain sub-sections such
as http //cabu kcg gov tw/tzuoymg/flash/flash html

Conclusions
Developing and sustaining an informative and dynamic web presence 1s a demanding job that
requires leadership and the dedication of staff at all levels of an orgamization from the

mformation technology (IT) division all the way through senior decision-makers One of the
most 1important steps 1s to build a web team that umtes both business managers and the technical

staff A successful web strategy requires input from many divisions of the enterprise

Building a robust website for Kaohsiung has tangible and far-reaching rewards Cities that have a
superior web site can expect to improve the lives of 1ts citizens, create greater efficiencies for
local and foreign businesses, attract tourists, and 1n general enhance the overall image of a city
As your window to the world, the Internet 1s an indispensable component of your overall
activities It 1s the hope of the CIS that the summer fellowship of Chi-pin Chiu was valuable in
conveying both the importance of a web presence and the specific considerations one needs to
take into account in developing a web strategy
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According to a recent 'E-government" report
from World Markets Research Centre, conducted
by Brown University, 28% of government
websites in North Amenica offer online services
Following North America 1s the Pacific Ocean
Islands region with 19% of websites offering
services Asia comes in third with 12% and the
Middie East foliows in fourth place with 10% of
all government websites

The report reviewed 2,288 government websites
in 196 nations worldwide during the summer of
2001 It found that Taiwan has the highest
percentage of websites that offer online services
(65%) Canada and the US fall behind 1n a
mutual seventh place with 34% each
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percent of Govemment Websites Offering Online
Services, by Selected Country 2001

Though the US trails behind quite a few countries
in terms of onhne services offered by
government websites, 1t ranks first in terms of
onhne secunity pohcies with 56% of its websites
maintaiming policies Taiwan lags in fourth place
with 22% of its websites maintaining privacy
policies

Top Countries in Terms of Government Website
Security Policy 2001 (as 8 % of websites In ¢ach

country)

Australia Sd%

Gartner Dataquest finds that government
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agencies in the US will increasingly go online in
the near future The company predicts that in the
next three years, 75% of the IRS' tax procedures
will be online and 60% of the Department of
Motor Vehicle s activity will be online

Government Agencles Hoping to implement Web
Processes Over the Next Three Years in the US, 2001

Precurement 5%
5%

0%
55%
55%

Source Gartner Dataquest, 2001
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