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Building Community: 
The Case for a Transparent and Inclusive Website Redesign Process 
Shannon Tucker; Rebecca Ceraul

1 Planning 2 Research/Design 3 Implementation

Project Background

As the Internet has emerged as a critical marketing 
platform for recruitment and communications e�orts, 
maintaining an engaging web presence that accurately 
represents the mission, vision and values of an institution 
creates a challenging prospect as websites age.  When 
faced with an aging website design and usability issues, 
the University of Maryland School of Pharmacy (UMSOP) 
embarked upon a website redesign process where 
community involvement and transparency were key.

While the School’s 2008 web site redesign attempted 
to identify and address user needs through user 
research and usability analysis, the visual design 
implemented was limited by the necessity to match 
visual identity standards created for School printed 
publications.  

COMPETING INTERESTS
The site evolved to include over 1,500 pages serving 
both internal and external audiences. In an attempt to 
serve competing audiences, the School’s homepage 
lacked direction resulting in regular shu�ing of 
content to meet individual needs and interests.  

AUDIENCE CONFUSION
As content owners embraced the Internet as a 
primary means of communication, an imbalance 
developed where information that strictly served 
internal audiences obscured higher profile content 
geared towards engaging external audiences.  

CONTENT MANAGEMENT
Sta�ng, training, and web ownership issues resulted 
in a significant amount of outdated content across 
the public web site.  This made it di�cult to track and 
maintain information, resulting in broken links, and 
inconsistent information.

 

MARKET  
• Dynamic new and news worthy information 
 (from all areas of the School community, 
 including research, service, education, etc)  
• Information of interest to target audiences 
RECRUIT  
• Students
  
• Residents/Postdoctoral Fellows
  
• Faculty
  
• Sta�

ENGAGE
  
• Alumni 
  
• Current and Potential Donors
  
• Potential collaborators

STREAMLINE
  
• Remove internal documentation (create Intranet)
  
• Improve overall usability and user experience 
  
• Leverage functionality for social networks
  
• Allow for mobile access 
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Critical Issues Website Goals

COMMITTEE APPOINTED
A interdiciplinary team of faculty and sta� were appointed by the dean to lead a 
website redesign focused on creating a new web presence that aligned with the 
mission, vision, and values of the School while addressing critical issues.

PRIORITIES ESTABLISHED
Evaluating internal needs, trends in user experience design, online media and 
higher education, the committee identified key goals for the website, objectives 
for the redesign process, and a process for ongoing community engagement.

RFP CREATION AND VENDOR SELECTION
A request for proposal was created focusing on user research, technical, and 
operational requirements.  Three (3) vendors were determined to be a best fit for 
the UMSOP requirements and invited for presentations and interviews by the web 
redesign committee. 

TREND AND ANALYTICS RESEARCH
The committee conducted an in-depth analysis of higher education web site 
trends and content analysis of School initiatives not well represented on the 
website.  This was supplemented by selected vendor idfive who conducted an 
analytics review of the current site to determine areas of critical importance for 
site visitors.  

USER RESEARCH 
Lead by idfive, user research e�orts included surveys, focus groups, and 
interviews designed to collect community opinions on the strengths and 
weaknesses of the site and opportunities for further engagement.  All members 
of the School community were included in this process.  Results were distributed 
to the entire School community and in a town hall session. 

DESIGN CONSULTATIONS
After designing a site information architecture, idfive presented three (3) 
homepage designs to the committee and key stakeholders for design selection.
 

STAFFING RECOMMENDATIONS
To address committee identified content maintenance issues, a full time web 
content producer was hired to assume primary responsibility of website content.

INTERNAL IMPLEMENTATION
To save costs, internal web development sta� implemented the technical site 
architecture and content migration of the new site design. 

COMMUNITY ENGAGEMENT
Town hall meetings and direct email messaging were used to inform the UMSOP 
community during the implementation process. Training was available to help 
faculty, sta�, and students navigate the new site structure

LAUNCH SUPPORT
Digital signage, printed postcards, and email messaging all provided information 
to the School community on the launch.  Web feedback forms were 
implemented to report ongoing issues associated with content migration. 

Governance

At the conclusion of the website redesign process, an ongoing 
governance plan was created for the public website that 
emphasized transparency and established a concept of 
community accountability for web content.

APPROPRIATE STAFFING
While the School employed web development sta� for 
application development, the hiring of a web content producer 
provided a dedicated point of contact for public web site 
content and accountability for site maintenance. 

COMMUNITY ACCOUNTABILITY
After becoming engaged in the redesign process former critics 
of the website became site advocates, helping ensure 
appropriate website content is identified and communicated.

GOVERNANCE WORKING GROUPS
Interdisciplinary working groups were established for the public 
web site and Intranet to advise on key issues in the continued 
development of the School web presence.  An internal working 
group was also formed with marketing and technical sta� to 
address day-to-day issues with the public site.  

 

Engaging the entire school community in the development of a web 
presence can improve alignment between a school’s physical and 
virtual operations.  For ongoing success in a changing digital 
landscape, key areas require continuing work:

• Using analytics to optimize site usability 
 
• Incorporating principles of searching engine optimization (SEO) 
 
• Creating new mini website designs to enhance the visual impact
 of internal content areas
  
• Increased support of mobile devices 

Implications
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