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What is Content Lab?

■ Focuses on Content Strategy: managing your content 

to reach target audiences and using data and feedback 

to improve content and user experience

■ Thrives on active participation

○ Sharing our learning, dilemmas, feedback, and 

content

■ Values ongoing learning and continuous improvement

Content Lab is aligned to the Digital Roadmap, supporting the goal of high-quality, 
accessible, user-centric content on state websites



Our purpose: Learning + better content

Community of practice

■ We want to continually 
grow and improve 

■ We use real content 
examples – yours and 
ours

■ The methods and 
practices are the point

Mass.gov content

■ Clear before clever

■ Current

■ Constituent-friendly



Agenda

Agenda

■ Service page: Function

■ Questions to assess your 
Service pages

■ Apply the questions to 
Mass.gov pages (small 
groups)

■ Wrap up



Service pages compared to other content types



Service pages: Navigational

■ Points off to actions, 
information, apps, etc.

■ Not a place to pause for 
long

■ Not a "reading page"



Questions to assess a Service page

1. Are the audience and purpose for the page clear?

2. Does the page's location in the information architecture 
make sense for the user journey?

3. Does the page structure help audiences quickly find their way 
to what applies to them?

4. Are the components on the page serving the purpose and the 
audience's needs?



Are the audience and the purpose 
for the page clear?



Audience and purpose 

■ Reveal with title, short description, overview

■ Use terms people would search

■ Service pages have no table of contents



Does the page's location in the 
information architecture make sense 

for the user journey?



Information Architecture

■ Child of something broad; parent of specific end point pages



Use as a "hub" 

■ For a suite of content about a 
product, project, initiative, 
service, topic, etc.

■ Use as a landing or home page 
(instead of Org or Promo)



Does the page structure help 
audiences quickly find their way to 

what applies to them?



Page structure

■ Wayfinding

■ An intuitive structure helps 
people quickly spot what 
applies to them

■ Structure by audience, task, 
phase in a process, etc.
○ Mass Digital video and multimedia services

○ Paid family and medical leave for employees

○ Jury Duty

○ Emergency housing assistance

https://www.mass.gov/mass-digital-video-and-multimedia-services
https://www.mass.gov/mass-digital-video-and-multimedia-services
https://www.mass.gov/paid-family-and-medical-leave-benefits-for-employees
https://www.mass.gov/paid-family-and-medical-leave-benefits-for-employees
https://www.mass.gov/jury-duty
https://www.mass.gov/jury-duty
https://www.mass.gov/emergency-housing-assistance
https://www.mass.gov/emergency-housing-assistance


Structure by stage in a 
process



Structure by task



Structure by audience



Are the components on the page serving 
the purpose and the audience's needs?



Flexible components should serve audience/purpose

■ Many components!

■ Benefits and risks to flexibility

■ "Form follows function"

NEW! Image cards



Match form to function

■ Search component = library of 
resources

■ Events component = live trainings



FIONA Room 1: Employee Self-Service

1. Are the audience and purpose for the page clear?

2. Does the page's location in the information architecture make sense for the user journey?

3. Does the page structure help audiences quickly find their way to what applies to them?

4. Are the components on the page serving the purpose and the audience's needs?

One group takeaway to share out:

■ If there's an Org page in the breadcrumb, take a closer look. Is there a better parent 
page like a Topic page? Yes, the topic page in this case makes more sense.

https://www.mass.gov/employee-self-service
https://www.mass.gov/employee-self-service
https://www.mass.gov/employee-self-service


KATIE Room 2: SNAP benefits (formerly food stamps)

1. Are the audience and purpose for the page clear?

2. Does the page's location in the information architecture make sense for the user journey?

3. Does the page structure help audiences quickly find their way to what applies to them?

4. Are the components on the page serving the purpose and the audience's needs?

One group takeaway to share out:

■ Page could more clearly/effectively route people to where they need to go (lots of 
"jumbled links").

■ Audience and purpose need refining

https://www.mass.gov/snap-benefits-formerly-food-stamps


KELLY Room 3 : Visit Massachusetts state parks

1. Are the audience and purpose for the page clear?

2. Does the page's location in the information architecture make sense for the user journey?

3. Does the page structure help audiences quickly find their way to what applies to them?

4. Are the components on the page serving the purpose and the audience's needs?

One group takeaway to share out:

■ Lots of links - could be organized by specific categories with customized headings

■ Refine the short description to add detail about what page offers

■ Move up locations

■ Look at back end to see which components people are clicking most.

■ Not sure guide is necessary

https://www.mass.gov/visit-massachusetts-state-parks


MEGHAN Room 4 : Ordering a certificate

1. Are the audience and purpose for the page clear?

2. Does the page's location in the information architecture make sense for the user journey?

3. Does the page structure help audiences quickly find their way to what applies to them?

4. Are the components on the page serving the purpose and the audience's needs?

One group takeaway to share out:

■ Strange choice of parent page (Marriage and Divorce is parent but certificates aren't just for 
marriage/divorce)

■ Needs a more specific title

■ Buttons are few and task oriented +

■ Not sure locations necessary since there's only 1

https://www.mass.gov/ordering-a-certificate


GREG Room 5 : Prevailing Wage Program

1. Are the audience and purpose for the page clear?

2. Does the page's location in the information architecture make sense for the user journey?

3. Does the page structure help audiences quickly find their way to what applies to them?

4. Are the components on the page serving the purpose and the audience's needs?

One group takeaway to share out:

■ Strange choice for short description (hotline and email, which are not clickable).

○ Contact info not listed elsewhere on the page

■ Lack of organization/categories but analytics show lots of activity, so people seem to 
be finding what they need

■ Still, audience could be called out more clearly

https://www.mass.gov/prevailing-wage-program


MARINO Room 6: Energy Rebates and Incentives
1. Are the audience and purpose for the page clear?

2. Does the page's location in the information architecture make sense for the user journey?

3. Does the page structure help audiences quickly find their way to what applies to them?

4. Are the components on the page serving the purpose and the audience's needs?

One group takeaway to share out:

■ Page may be redundant? Parent page showed links to similar content.

https://www.mass.gov/energy-rebates-incentives


Like all content types, your Service pages should be:

Clear before clever

■ Plain language

■ Active voice

■ Concise text

■ Customized headings

■ Accessible

Current

■ Content is timely, 
relevant, accurate

■ No dated 
events, news, alerts

Constituent-friendly

■ Meaningful title and 
short description

■ Scannable

■ Detectable structure

■ Popular content at 
the top

■ Not too long

■ No broken links

■ Mobile-friendly



Wrap up and upcoming sessions

■ Please give us some quick feedback

■ Workshop your Service page – June 5

■ Session on using Social Media – June 12

■ Sign up for a Content Lab Consult if you're 

looking for help with a content strategy 

issue

https://forms.office.com/g/kjZw1WfVu1
https://www.mass.gov/how-to/sign-up-for-a-content-lab-consult
https://www.mass.gov/how-to/sign-up-for-a-content-lab-consult
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