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Welcome and kickoff 
Marcy Jacobs - marcy.jacobs@maryland.gov 

mailto:marcy.jacobs@maryland.gov


Agenda 

● Welcome and kickoff 
● Feedback pilot: leveraging your 

dashboard 
● Usability Testing 
● Spotlights: 

○ LABOR UI 
○ DHCD website improvements 

● DNS migration update 
● Maryland CMS update 

MDDS / DoIT Presenters 

Marcy Jacobs: DoIT Dep. Sec., CDXO 

Amy Behrens: IA, Content Strategist 
Andrew White: Information Architect 
Carrie Hane: MDDS CMS Adviser 
Chad Smith: Service Designer 
David Holmes: Sr. Dir., Engineering 

Emily Ianacone: UX Research, Content Strategist 
Jeffrey Pass: Sr. Dir., Web Experience 

Lilly Madigan: Sr. Dir., UX, Service Design 

Nathan Miller: Communications Specialist 

Guest Presenters 

DHCD: Priya Rebello, Dir. Web & UX, Digital 
Accessibility Officer 
Qualtrics: Hailey Smith, and Maddie Rosenberg 

Walker: Hannah Warren, Courtney Adkins, Troy Powell 



Feedback pilot: leveraging 
your agency dashboard 
Qualtrics 
Hailey Smith 
Maddie Rosenberg 

Walker 
Hannah Warren 
Courtney Adkins 
Troy Powell 



Accessing your site’s dashboard 

● Dashboard access will require Qualtrics 
credentials 

● Scan this QR code to request access to 
your agency dashboard ➜ 

● Walker will create an account on your 
behalf; you will finalize the process by 
creating a password 

Link: https://marylandcx.qualtrics.com/jfe/form/SV_6S6M8ITIGZSUET4 

https://marylandcx.qualtrics.com/jfe/form/SV_6S6M8ITIGZSUET4


Usability Testing 

Lilly Madigan lilly.madigan@maryland.gov 
Chad Smith chad.smith1@maryland.gov 
Nathan Miller nathan.miller1@maryland.gov 
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mailto:chad.smith1@maryland.gov
mailto:nathan.miller1@maryland.gov


What is usability testing? 

What is usability testing? 

● A common research approach to assess how well potential 
end-users can understand what is being shown to them 

How can usability testing help when making product decision? 

● This technique can help to identify what is unclear and provide 
ideas on how to remove confusion 



Plain Language AI Proof of Concept 

Interview dates: 5/7 - 5/9 
Number of sessions: 9 

Session duration: 30 mins 

Logistics: 
● Google appointment 

scheduler 
● Google Hangout 



Outcomes 

What did we learn? 

● Participants wanted clearer guidance on how certain sections were intended to be used 
● Priorities for what was critical for the first release verses future releases were clarified 

How did the information change the design? 

● Created language for tooltips and placeholder text 
● Began shifting the design to help users become better plain language writers, not just 

rewrite their content 

How did the information change the development? 

● Critical features for the first release were identified, helping limit scope 



Spotlight: 
LABOR UI 
Emily Ianacone - emily.ianacone@maryland.gov 
Amy Behrens - amy.behrens@maryland.gov 
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Labor Unemployment (LABOR UI) 

The problem we’re solving for 
● Overgrown IA & outdated content 
● Unclear answers for common questions 
● No consistency across three websites (Labor UI site, 

BEACON portal, Maryland Workforce Exchange) 

What we’ve done so far 
● Completed sprint 1: Discovery and user research 
● Completed sprint 2: Sitemap and key wireframes 

Where we’re headed 
● Addressing “quick wins” now 
● Content writing and design 
● Unemployment insurance style guide for use online 

and by claims agents 

Current Landing Page Wireframe Landing Page 



Help support LABOR UI usability testing 

We’re looking for feedback on the new unemployment insurance website design 
and content. 

If you or someone you know has previous experience applying for 
unemployment insurance in Maryland and want to participate in a 30-minute 
usability test, sign up using the QR code below or use this Google forms link 
(https://forms.gle/XUAihEqt8NzrTBHr6). 

https://forms.gle/XUAihEqt8NzrTBHr6
https://forms.gle/XUAihEqt8NzrTBHr6


Spotlight: 
DHCD website improvements 
Priya Rebello - priyarosita.rebello@maryland.gov 

mailto:priyarosita.rebello@maryland.gov


Progress and best practices 

With support from DoIT, we’re updating our agency website to make it 
easier for everyone to use. 

We’re excited to switch to the Drupal CMS. As we prepare for this change, 
we’re focusing on: 

● Accessibility compliance 
● ROT analysis 
● Navigation improvements 
● Consistency and standardization 
● Plain language implementation 
● Data-driven design 

https://dhcd.maryland.gov/


Accessibility compliance 

Working with the Office of Accessibility and MDOD to make sure our content is accessible to everyone. 



ROT analysis 

● Review content to find and remove anything that’s no longer useful. 
● Refresh and update outdated material. 
● Consolidate similar information. 
● Use the Content Workbooks to guide our review. 

ROT = Redundant, Outdated, Trivial 



DHCD website content report 



Detailed DHCD website page inventory 



Navigation improvements 

● Made menus easier to understand and use. 
● Added a sticky menu on the left for related content and in-page navigation on 

the right to help users move around the page more easily. 



Consistency and standardization 

We are working on templates to keep design and content consistent across 
our pages. Each template will match a specific page or content type. 

○ Homepage 
○ Division-level page 
○ Sub-division page 
○ Program page 
○ Campaign page 
○ Contact page 
○ Resource page 
○ Team page 



Program page template 



Real-time updates 

● An integrated dynamic news feed directly into multiple program pages. This integration keeps content 
fresh and enables news cross-pollination across the site. 

● Previously, public information was siloed. Now, it appears instantly on the page when a press release 
is published; no manual updates needed. 

● It also supports better communication and engagement by allowing news to be shared more widely. 



Subscribe by topic 

Let users sign up for email updates about the program. 

● This helps increase sign-ups and keeps people interested and engaged. 
● Give users another chance and an easy way to subscribe. 



Subscription confirmation message 



Plain language implementation 

Rewriting content to make it easier to understand by following the Maryland Plain Language Standards. 

Sustainable Communities page prior to implementing the Plain Language Standards: 



Plain language implementation 

Sustainable Communities page after the Plain Language revisions: 



Data-driven design 

● Using data from Google Analytics and the Qualtrics dashboard to 
make better design choices. 

● The following is an example of Google Analytics data from the past 
ten months, showing user interactions with the ‘Energy’ menu item 
across three sections of our website’s mega menu. 



Data-driven design 



DNS migration effort 
David Holmes - david.holmes@maryland.gov 

mailto:david.holmes@maryland.gov


Our Current DNS environment 

● 14,077 DNS records across 254 zones 
● Aging and Outdated Infrastructure 
● No Disaster Recovery Plan 
● Security risks from unmanaged DNS records 

○ mappingmaryland.com, .net, .org 
○ 2019health.maryland.gov 
○ https://vendorpayment.maryland.gov/ 

http://mappingmaryland.com
http://2019health.maryland.gov
https://vendorpayment.maryland.gov/


Examples



New DNS Provider 

Cloudflare 
● Cloud Based
● Web Application Firewall
● SSL Certificate Management
● Content Delivery Network / Caching
● Analytics



Timeline for the new DNS Migration 

CDN/WAF Go Live 

Q4 FY 2025 FY 2026 - 2027

DNS Zone 
Migrations 

Q1 FY 2026 

Long-Term DNS Cleanup 
Efforts 

25 zones 
successfully 
migrated 



What do agencies need to do? 

● Most agencies don’t need to take any action 
● OSM will reach out to agency that do need to make 

updates 



Questions on DNS? 



Maryland CMS update 

Carrie Hane - carrie.hane@maryland.gov 
Jeffrey Pass - jeffrey.pass@maryland.gov 
Andrew White - andrew.white1@maryland.gov 

mailto:carrie.hane@maryland.gov
mailto:jeffrey.pass@maryland.gov
mailto:andrew.white1@maryland.gov


Timeline for the new CMS 

Drupal platform built 

First wave site 
migrations begin 

Agency content prep and 
migrations continue 

Q4 FY 2025 FY 2026 - 2027 

Implementation 
vendor begins work 

Q2 FY 2026 

Agency website 
content prep begins 



Migration Roadmap 

We are planning the migration of the ~100 
DoIT-hosted sites, using both qualitative and 
quantitative data, including traffic volume, site 
complexity, an agency’s self-sufficiency, and more. 

MDDS will reach out in the coming weeks and 
months to discuss immediate next steps. 

Your migration could look like: 

Small Sites,  In-progress 
Redesigns 

Supported by MDDS 

Medium-Large Sites 

Supported by MDDS, vendor 
partner, or combo 

Very Large Sites 

Taken on a case-by-case basis 



What does a website redesign look like? 

All projects will follow a similar process that scales to site’s size and complexity. 

Discovery & strategy 

Who are your target audiences? 

What information do they need? 

What do we want them to do on the 
site? 

What challenges are we looking to 
address? 

User experience & content 

How will content on the site be 
organized and labeled? 

How will visitors navigate from 
page to page? How will key pages 
work? 

What copy and content will go into 
the new site? 

What content will be retired, 
rewritten in plain language or made 
accessible? 

Implementation, content 
migration, and training 

What types of pages will need to be 
created to handle my site’s 
content? 

How can my agency take 
advantage of the new user-friendly 
CMS? 

What new components, if any, will 
need to be built? 

What best practices are available 
to manage content long term? 



How might the process change? 

Sample process 

Discovery & strategy 

Small Scale 

Kickoff survey and/or stakeholder 
interviews 

Large Scale 

Kickoff survey, user interviews, 
strategy workshops, and/or other 
research activities 

User experience & content 

Sitemap, homepage mockup, 
limited content support, 
limited user research 

Sitemap, homepage + other 
mockups, moderate content 
support, some user research 

Implementation, content 
migration, and training 

New Drupal site + hosting, Drupal 
training, limited migration support, 
no custom development 

New Drupal site + hosting, Drupal 
training, some migration support, 
limited custom development 



A quick note on PDFs and files 

All PDFs and files must be made accessible prior to moving 
to Drupal, unless an exemption has been issued. 

MDDS will provide guidelines to create accessible PDFs, 
but the responsibility of auditing and remediating digital files 
will fall to your agency. 

Design for everyone. 
Accessible design is 

good design. 

—MDDS Design Principles 



What can my agency do now? 

Review your team’s workload. Reworking content can be time consuming, so 
begin planning who can help in your redesign. 

Request a Content Workbook from MDDS. Keep in mind this is a snapshot in time. 

Identify any content to archive, delete, or must be kept by legislative mandate. 

Keep track of all new content added following your audit. 



Anything else I need to know? 

Get Excited! 

● Modernized site builder capabilities 

● Accessibility improvements 

● Consist, streamlined templates 

● An easy-to-use experience to make site edits yourself 

We’re partners in this journey. 

Your success is our success. 



Q&A and discussion 



Future meeting schedule (subject to change, bold indicates in person) 

Web Leads Meeting 

June 10th, 12:30-2 (in person, Crownsville) 

July 9th, 2-3:30 (virtual) 

August 12th, 12:30-2 (in person, Crownsville) 

September 17th, 12-1:30 (virtual) 

October 14th, 12:30-2 (in person, Crownsville) 

November 19th, 12:30-2 (virtual) 

December 9th, 12:30-2 (in person, Crownsville) 

MDDS/Web Leads 
Open Office Hours 

May 27th, 9-10 AM (virtual) 



Thank you 
See you in person in Crownsville on June 10th 

Feedback Survey 

Survey link https://forms.gle/gn6WvfitXAMVKMpu9 

https://forms.gle/gn6WvfitXAMVKMpu9
https://forms.gle/gn6WvfitXAMVKMpu9
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	Keep track of all new content added following your audit. 
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	● 
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	● 
	Welcome and kickoff 
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	Accessing your site’s dashboard 
	● 
	● 
	● 
	Dashboard access will require Qualtrics credentials 

	● 
	● 
	Scan this QR code to request access to your agency dashboard 
	➜ 


	● 
	● 
	Walker will create an account on your behalf; you will finalize the process by creating a password 
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	What is usability testing? 
	What is usability testing? 
	● 
	● 
	● 
	A common research approach to assess how well potential end-users can understand what is being shown to them 


	How can usability testing help when making product decision? 
	● 
	● 
	● 
	This technique can help to identify what is unclear and provide ideas on how to remove confusion 


	Plain Language AI Proof of Concept 
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	Session duration:
	 30 mins 

	Logistics: 
	● 
	● 
	● 
	Google appointment scheduler 

	● 
	● 
	Google Hangout 


	Outcomes 
	What did we learn? 
	● 
	● 
	● 
	Participants wanted clearer guidance on how certain sections were intended to be used 

	● 
	● 
	Priorities for what was critical for the first release verses future releases were clarified 


	How did the information change the design? 
	● 
	● 
	● 
	Created language for tooltips and placeholder text 

	● 
	● 
	Began shifting the design to help users become better plain language writers, not just rewrite their content 


	How did the information change the development? 
	● 
	● 
	● 
	Critical features for the first release were identified, helping limit scope 
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	Labor Unemployment (LABOR UI) 
	The problem we’re solving for 
	● 
	● 
	● 
	Overgrown IA & outdated content 

	● 
	● 
	Unclear answers for common questions 

	● 
	● 
	No consistency across three websites (Labor UI site, BEACON portal, Maryland Workforce Exchange) 


	What we’ve done so far 
	● 
	● 
	● 
	Completed sprint 1: Discovery and user research 

	● 
	● 
	Completed sprint 2: Sitemap and key wireframes 


	Where we’re headed 
	● 
	● 
	● 
	Addressing “quick wins” now 

	● 
	● 
	Content writing and design 

	● 
	● 
	Unemployment insurance style guide for use online and by claims agents 


	Current Landing Page Wireframe Landing Page 
	Help support LABOR UI usability testing 
	We’re looking for feedback on the new unemployment insurance website design and content. 
	If you or someone you know has previous experience applying for unemployment insurance in Maryland and want to participate in a , sign up using the QR code below or use (). 
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	this Google forms link 
	this Google forms link 


	https://forms.gle/XUAihEqt8NzrTBHr6
	https://forms.gle/XUAihEqt8NzrTBHr6
	https://forms.gle/XUAihEqt8NzrTBHr6



	Figure
	Spotlight: DHCD website improvements 
	Priya Rebello - 
	Priya Rebello - 
	priyarosita.rebello@maryland.gov 
	priyarosita.rebello@maryland.gov 
	priyarosita.rebello@maryland.gov 



	Progress and best practices 
	With support from DoIT, we’re updating our  to make it easier for everyone to use. 
	agency website
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	We’re excited to switch to the Drupal CMS. As we prepare for this change, we’re focusing on: 
	● 
	● 
	● 
	Accessibility compliance 

	● 
	● 
	ROT analysis 

	● 
	● 
	Navigation improvements 

	● 
	● 
	Consistency and standardization 

	● 
	● 
	Plain language implementation 

	● 
	● 
	Data-driven design 


	Accessibility compliance 
	Working with the Office of Accessibility and MDOD to make sure our content is accessible to everyone. 
	Figure
	ROT analysis 
	● 
	● 
	● 
	Review content to find and remove anything that’s no longer useful. 

	● 
	● 
	Refresh and update outdated material. 

	● 
	● 
	Consolidate similar information. 

	● 
	● 
	Use the Content Workbooks to guide our review. 


	ROT = Redundant, Outdated, Trivial 
	DHCD website content report 
	Figure
	Detailed DHCD website page inventory 
	Figure
	Navigation improvements 
	● 
	● 
	● 
	Made menus easier to understand and use. 

	● 
	● 
	Added a sticky menu on the left for related content and in-page navigation on the right to help users move around the page more easily. 
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	Consistency and standardization 
	We are working on templates to keep design and content consistent across our pages. Each template will match a specific page or content type. 
	○ 
	○ 
	○ 
	Homepage 

	○ 
	○ 
	Division-level page 

	○ 
	○ 
	Sub-division page 

	○ 
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	Program page 
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	Campaign page 
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	Contact page 
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	Resource page 

	○ 
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	Team page 


	Program page template 
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	Real-time updates 
	● 
	● 
	● 
	An integrated dynamic news feed directly into multiple program pages. This integration keeps content fresh and enables news cross-pollination across the site. 

	● 
	● 
	Previously, public information was siloed. Now, it appears instantly on the page when a press release is published; no manual updates needed. 

	● 
	● 
	It also supports better communication and engagement by allowing news to be shared more widely. 
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	Subscribe by topic 
	Let users sign up for email updates about the program. 
	● 
	● 
	● 
	This helps increase sign-ups and keeps people interested and engaged. 

	● 
	● 
	Give users another chance and an easy way to subscribe. 
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	Subscription confirmation message 
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	Plain language implementation 
	Rewriting content to make it easier to understand by following the Maryland Plain Language Standards. 
	Sustainable Communities page prior to implementing the Plain Language Standards: 
	Figure
	Sustainable Communities page after the Plain Language revisions: 
	Figure
	Data-driven design 
	● 
	● 
	● 
	Using data from Google Analytics and the Qualtrics dashboard to make better design choices. 

	● 
	● 
	The following is an example of Google Analytics data from the past ten months, showing user interactions with the ‘Energy’ menu item across three sections of our website’s mega menu. 
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	DNS migration effort 
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	Our Current DNS environment 
	● 
	● 
	● 
	14,077 DNS records across 254 zones 

	● 
	● 
	Aging and Outdated Infrastructure 

	● 
	● 
	No Disaster Recovery Plan 

	● 
	● 
	Security risks from unmanaged DNS records 
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	New DNS Provider 
	Cloudflare 
	● 
	● 
	● 
	Cloud Based 

	● 
	● 
	Web Application Firewall 

	● 
	● 
	SSL Certificate Management 

	● 
	● 
	Content Delivery Network / Caching 

	● 
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	Analytics 


	Timeline for the new DNS Migration 
	DNS Zone Migrations 
	CDN/WAF Go Live 
	Q4 FY 2025 FY 2026 - 2027Q1 FY 2026 Long-Term DNS Cleanup Efforts 25 zones successfully migrated 
	What do agencies need to do? 
	● 
	● 
	● 
	Most agencies don’t need to take any action 

	● 
	● 
	OSM will reach out to agency that do need to make updates 


	Questions on DNS? 
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	Timeline for the new CMS 
	Drupal platform built First wave site migrations begin Agency content prep and migrations continue Q4 FY 2025 FY 2026 - 2027 Implementation vendor begins work Q2 FY 2026 Agency website content prep begins 
	Migration Roadmap 
	We are planning the migration of the ~100 DoIT-hosted sites, using , including traffic volume, site complexity, an agency’s self-sufficiency, and more. 
	both qualitative and quantitative data

	MDDS will reach out in the coming weeks and months to discuss immediate next steps. 
	Your migration could look like: 
	Your migration could look like: 

	Small Sites,  In-progress Redesigns 
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	Supported by MDDS 

	Medium-Large Sites 
	Medium-Large Sites 
	Supported by MDDS, vendor partner, or combo 

	Very Large Sites 
	Very Large Sites 
	Taken on a case-by-case basis 

	What does a website redesign look like? 
	All projects will follow a similar process that scales to site’s size and complexity. 
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	Small Scale 
	How might the process change? 
	Large Scale 
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	Implementation, content migration, and training 


	Kickoff survey and/or stakeholder interviews 
	Kickoff survey and/or stakeholder interviews 
	Kickoff survey and/or stakeholder interviews 

	Sitemap, homepage mockup, limited content support, limited user research 
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	New Drupal site + hosting, Drupal training, limited migration support, no custom development 
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	Sitemap, homepage + other mockups, moderate content support, some user research 
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	A quick note on PDFs and files 
	All PDFs and files must be made accessible prior to moving to Drupal, unless an exemption has been issued. 
	, but the responsibility of auditing and remediating digital files will fall to your agency. 
	MDDS will provide guidelines to create accessible PDFs

	Design for everyone. Accessible design is good design. 
	Design for everyone. Accessible design is good design. 
	—MDDS Design Principles 

	What can my agency do now? 
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	Reworking content can be time consuming, so begin planning who can help in your redesign. 
	Review your team’s workload. 
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	Keep in mind this is a snapshot in time. 
	Request a Content Workbook from MDDS. 
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	Identify any content to archive, delete, or must be kept by legislative mandate. 
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	Keep track of all new content added following your audit. 


	Anything else I need to know? 
	Get Excited! 
	● 
	● 
	● 
	Modernized site builder capabilities 

	● 
	● 
	Accessibility improvements 

	● 
	● 
	Consist, streamlined templates 

	● 
	● 
	An easy-to-use experience to make site edits yourself 


	We’re partners in this journey. Your success is our success. 
	Q&A and discussion 
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	Future meeting schedule 

	Web Leads Meeting 
	June 10th, 12:30-2 (in person, Crownsville) 
	July 9th, 2-3:30 (virtual) 
	August 12th, 12:30-2 (in person, Crownsville) 
	September 17th, 12-1:30 (virtual) 
	October 14th, 12:30-2 (in person, Crownsville) 
	November 19th, 12:30-2 (virtual) 
	December 9th, 12:30-2 (in person, Crownsville) 
	MDDS/Web Leads Open Office Hours 
	MDDS/Web Leads Open Office Hours 
	May 27th, 9-10 AM (virtual) 

	Thank you 
	See you in person in Crownsville on June 10th 
	Feedback Survey 
	Feedback Survey 
	Feedback Survey 
	Feedback Survey 



	Figure
	Survey link 
	Survey link 
	https://forms.gle/gn6WvfitXAMVKMpu9 
	https://forms.gle/gn6WvfitXAMVKMpu9 
	https://forms.gle/gn6WvfitXAMVKMpu9 










