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Online Module 1: Building a Family-Friendly
Website

This resource was developed by the Child Care State Capacity Building Center with funding
and oversight from the Office of Child Care.

Before We Begin

This is a text-only version of Module 1 of the Consumer Education Online Module Series: Building a Family-
Friendly Website. View the interactive version of Module 1: Building a Family-Friendly Website.

Welcome
Welcome to Building a Family-Friendly Website.

The intended audience for this module is state and territory staff and contractors responsible for building and
maintaining child care consumer education websites.

Resources are available to support each module. A resource list can be found on the same page where you
accessed this document.

This course includes hyperlinks to other helpful resources. When you select a hyperlink, a new window will open.

Series Purpose

The Consumer Education Websites Online Module series aims to help CCDF Lead Agency staff develop more
effective, accessible, and family-friendly child care consumer education websites.

This series provides best practices and tips that states and territories can use to support continuous website
improvement to make sure that families can learn about, understand, and access the full range of child care
options and resources available to them.

The series will also highlight how CCDF Lead Agencies can build awareness for their sites and use data to inform
continuous improvements and enhancements.
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The series includes three modules:

¢ Module 1: Building a Family-Friendly Website
¢ Module 2: Promoting Your Consumer Education Website

¢ Module 3: Using Data to Support Continuous Website Improvement

For more information on CCDF consumer education website requirements, please refer to the CCDF Consumer
Education Website Requirements Infographic.

Module Purpose

The purpose of this module is to integrate all strategies that the Child Care State Capacity Building Center has
presented across several products that relate to developing and supporting family-friendly consumer education
websites.

A quality consumer education website should primarily serve families, but it may also include child care providers,
policymakers, and other stakeholders. It should provide consumers with the range of information they need to
make informed child care choices in a format that they can easily access and understand.

When you build an effective consumer education website, you will enhance your ability to reach your target
audience and build awareness for your resources and services. Additionally, it will help families access
information anytime, anywhere, and use that information to make informed child care choices.

An effective consumer education website helps
¢ you
reach your target audience and

build awareness for your resources and services.

¢ families
access information anytime, anywhere, and

use that information to make informed child care choices.

When you create an effective consumer education website, both you and the consumer benefit: (1) you are better
able to reach your target audience and build awareness for the resources and services you offer; and (2) the
consumer is able to more easily access information about your services anytime, anywhere, and use that
information to make informed child care choices.

Effective child care consumer education websites ensure that information about child care is easily accessible
and transparent, providing families with the information they need to make informed child care decisions and
engage in the development of their children—both at home and in child care settings.

This module will help you strengthen content clarity, integrate useful resources, optimize user experience, and
address common accessibility barriers such as limited English proficiency, limited literacy skills, and disabilities.

This module also shares best practices and tips for developing and supporting an effective and family-friendly
consumer education website that provides easily accessible, accurate, and understandable information for
families as child care consumers.
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Understanding Audience Needs

Your consumer education website should provide a positive user experience and meet the needs of the people
who will use it. To achieve this, you must understand your website's target audience.

¢ Your audience should be the compass to guide the development of your website.

¢ A good user experience starts with defining who your audience is, which tasks they want to accomplish on
your website, and ensuring that your website content guides them to complete those tasks.

¢ Ask yourself the following questions:
Does my website support the reasons my target audience comes to use it in the first place?
Does my website help users complete tasks in a way that makes sense to them?

Does my website use language that users can easily understand?
¢ When developing or updating your website, remember that website users want to solve their own problems.

¢ A website should be action oriented. Users should be able to easily apply the information you provide on your
website.

¢ Your website design and content should be tailored to help your audience achieve their informational goals.

Formatting User-Friendly Website Content - Overview

To be effective, your consumer education website should help families make informed child care choices and
engage in their child’s development—both at home and in child care settings.

To achieve this, your website content must be easy to scan, read, and understand. Applying best practices for
web formatting, design, and writing can help you ensure that your website content is user-friendly.

Here are some best practices to help you format your text and web pages to facilitate reading, navigation, and
user understanding.

¢ Ask yourself the following questions about your website:
Is information organized logically?
Is text easy to scan?

Is text clear and concise?

Formatting User-Friendly Website Content - Organization

If you would like your website to be user-friendly, it is essential to consider how you organize your web content.
To help your audience scan, read, and understand your web content, it should be organized clearly and logically.

Here are some best practices.
¢ Apply Logical Organization
Organize information logically by starting with introductory information first, followed by more detailed and

descriptive text.
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¢ Use Task-Based Menus

Use a task-based menu or action-oriented menu labels such as "Apply for Child Care" or "Find Child
Care," rather than passive menu items, such as "Child Care Application" or "Child Care Search.

¢ Use Clear Categories

Ensure that information is organized in clear, precise categories.

Formatting User-Friendly Website Content - Design

To help your audience scan, read, and understand your web content, apply the following design best practices to
each web page.

¢ Use Hierarchical Structure
Use hierarchical structures—or heading levels— to organize content and make it easy to scan and read.
Use no more than three heading levels.

¢ Use White Space

Use white space (such as margins, space around images, line and letter spacing) and bullets to break up
text and facilitate scanning.

Note: See the Child Care State Capacity Building Center's (SCBC) Branding Your Consumer Education
Website: A Guide for States and Territories for more information about using white space effectively.

¢ Highlight Links
Use colors, bolding, and underlining to bring attention to links and key information.

Be sure to use a meaningful, descriptive link title that includes keywords to clearly convey what
information the link is meant to provide.

¢ Use Simple Fonts
Use one or two simple fonts to provide a consistent look and facilitate reading.
Fonts categorized as “serif” or “sans serif’ tend to be easier to read.

Note: See SCBC's Branding Your Consumer Education Website: A Guide for States and Territories for
more tips on selecting fonts.

¢ Use a Good Contrast Ratio
Use a good contrast ratio between background and foreground colors to facilitate easy reading.

There are many online tools available to help you determine if your color palette has a good contrast
ratio.

Note: See SCBC's Branding Your Consumer Education Website: A Guide for States and Territories for
more information about selecting a color palettes.
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Developing User-Friendly Website Content

To help your audience better understand and connect with your web content, use these best practices.

¢ Use family-friendly language techniques.

Use plain language that families will understand. Use active voice. Limit jargon. Use words that are short,
simple, and commonly understood.

Keep sentences short and concise. Write short paragraphs. Use just enough text to convey key concepts
(less is more).

Use people-first language. People-first language identifies the individual before the situation they may be
facing. When you use people-first language, you do not define a person by his or her circumstances. For
instance, use “resources for children with special needs” rather than “special needs resources.”

Consider the literacy and reading level of your target audience.
Use names and terms consistently.

Use descriptive headers and titles to facilitate scanning.

¢ Plain Language Example

Before

SL 1847(b)(i) delegates the authority to develop and enforce rules which set the minimum health, safety, and
educational standards required for the licensing of child care programs. All child care programs that require a
license must be licensed by the designated state authority, which is the State Department of Early Learning.
The State Department of Early Learning prescribes and enforces minimum standards for licensing approval,
which include health, safety, and educational requirements. The State Department of Early Learning visits
every licensed child care program annually to ensure compliance with licensing requirements, as prescribed
by state law.

After

Child care licensing makes sure that child care and early learning programs meet basic health, safety, and
educational standards.

The State Department of Early Learning (DEL) is responsible for licensing and monitoring all licensed child
care programs. Each year, the DEL staff inspect every licensed child care program in the state to make sure it
continues to meet all licensing requirements.

¢ Tip: Use a Website Style Guide
Consider creating a website style guide to support web formatting, design, and writing consistency.

Your style guide should specify the strategies highlighted here (for example, approved headings, fonts,
spacing, text sizes, colors, how to write family-friendly content, and so on) to help staff, writers,
developers, and editors maintain consistency in design, tone, grammar, and editorial rules when
designing and developing content for your consumer education website.

The style guide should be used by staff responsible for web content and design.
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Ensuring Accessibility

People with disabilities face unique challenges when using websites that are not fully accessible to them. States
and territories should understand how their consumer education website’'s design might affect how someone with
a disability can access information.

People with disabilities may access information differently. Here are a few examples:

¢ Low vision, color blind, and blind— People with low or no vision often use screen reader applications that
convert text information into synthesized speech. Users with low vision may not be able to distinguish
between text and background easily or read small font. Users who are color blind may see dissimilar colors
on the page as similar.

¢ Hearing loss, hard of hearing, and deaf — Users who are hard of hearing or deaf often use closed captions
to access audio files or audio materials in videos. Consider choosing audio or video files that use plain versus
complex language.

¢ Motor disabilities — Users with a motor disability might not use the computer mouse as their pointing device.
Many use only keyboard strokes or alternative input devices altogether. Users with motor disabilities need to
be able to easily access various elements on the page without using the mouse.

¢ Intellectual or cognitive disabilities — Users with intellectual or cognitive disabilities may have difficulty with
large amounts of text on a page. They may need to access the information using short paragraphs, bullets,
succinct images, and charts. They often digest information better if it's provided in other formats, such as
audio or video. Users who are on the autism spectrum may prefer a quiet layout, calm colors, plain language,
and descriptive calls to action.

Best Practices for Accessibility

Here are some design best practices for strengthening key aspects of your website’s accessibility.

¢ Navigation
Your website should support easy keyboard navigation (for example, by using the “tab” key).
¢ Images

All images should contain an alt-tag that provides a simple description of the image that a screen reader
will read for users with low or no vision.

Do not include images with embedded text.

Be mindful when using images. Use images only to support text. Do not use any images only to convey a
concept.

¢ Content

Use hierarchical structures, bullets, and white space (discussed earlier in the module) to help support the
use of screen readers.

Use a contrast ratio of at least 4.5 to 1 between background and foreground colors to facilitate reading for
users with low or no vision. Use web-based tools to ensure your contrast ratio meets this standard.
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¢ Language

Remember to use plain language and short concise sentences and paragraphs to help support the use of
screen readers.

¢ Links
Ensure that link titles are descriptive.

Use colors, bolding, and underlining to bring attention to links and facilitate use of screen readers.

¢ Tables
Use tables to present data only. Do not use tables to format text.

Use HTML code to distinguish between the header and the data cells within the table to support use of
screen readers.

¢ Multimedia
Provide alternatives to visual information such as closed captions and audio transcripts of videos.

Ensure that users can choose when a video will start to play. Avoid settings in which a video plays
automatically.

¢ Forms
If you collect information from users, create forms that are simple and easy to use.
Clearly label data fields to facilitate understanding and support the use of screen readers.

Make sure that users can navigate the form via keyboard (for example, the user can use the “tab” key to
move to the next field).

¢ Downloads
All documents that are available for download should be accessible.
Microsoft PowerPoint, Word, and PDF files have features to make them accessible.
Downloads should be screen reader friendly.

¢ ARIA

Accessible Rich Internet Applications (ARIA) are a set of attributes that allow designers to mark key
landmarks and sections on the page to support the use of screen readers.

These markups help screen readers to guide users through a page.

See the Child Care State Capacity Building Center’s Designing Websites That Are Accessible for All
Families Guide for more detailed information about how designers can use ARIA to ensure that a website
is screen reader friendly.

Website Accessibility Audit

An accessibility audit can identify where you need to improve your website’s accessibility. Someone who is
familiar with accessibility features and requirements should complete the audit.
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The audit should determine the following:

¢ Can you navigate the site without a mouse? For instance, can you navigate using only a keyboard?

¢ Do posted videos have captions and audio descriptions?

¢ Is the website free of blinking or scrolling content?

¢ Are page, heading, and section titles unique and descriptive?

¢ Are link titles descriptive so that users understand where the link will take them (for example, “Click here for
more information about licensing requirements”), rather than just a URL or simply a “click here” link title?

¢ Does each web page effectively use color to help convey or highlight information?

¢ Does the format of the website support the use of a screen reader?

Once you have conducted this audit, consider how to address the issues you have identified.

Translation Options

To effectively serve all segments of your target audience, you should provide translated information and
resources in the core languages spoken by your audience.

Here are several approaches to creating translated website content and tips on how to format your website
content to facilitate translation.

¢ Choose a translation method

You can use several approaches to create translated website content:

o Full translations: Work with translators to create fully translated pages. A translator can help you
ensure that the exact meaning of your content is preserved in translation.

e Automated translations: Use a tool that provides word-for-word translations.
e Print-ready files: Create and post multilingual PDFs that users may view and download.

e Human support: Give users access to translators via phone, text, or chat.

¢ Create translation-friendly content

Once you have selected a translation method, be sure to format your content in a way that facilitates
translation. Here are some ways you can prepare your website content for optimal translation:

¢ As mentioned earlier in this module, a style guide can support consistent website design and content
development.

e When developing your style guide, be sure to include multilingual considerations to support
translation. For example, it should address how to format numbers (such as keeping the American
style of writing numbers—$1,234.50 not $1.234,50) and dates and should offer guidance on the use
of certain punctuation marks within different languages.

e You can also support optimal translation by using plain language and best practices for formatting
(such as applying simple fonts and effective spacing) and content development (such as using first
person).

Note: States and territories should consider their capacity and resources to choose the approach that best fits
their needs.
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Identify Languages for Translation

Here are some methods you can use to identify languages for translation.

¢ Check Laws and Policies

First, check the law or policies in your state or territory before translating materials into different
languages.

Some states and territories have requirements that address which languages to use when translating
materials.

For instance, some states may specify that, if a specific percentage of the population served by the
agency speaks another language, the agency must translate documents into that language.

¢ Ask Partners

Second, other local programs and services may offer insight into the languages that are most common
among the populations they serve (for example, maternal and child health services; Special Supplemental
Nutrition Program for Women, Infants, and Children; and special education, specifically Parts B and C of
the Individuals with Disabilities Education Act).

Since some commonalities between their target audience and yours might exist, you may find it helpful to
check with these stakeholders to find out which languages are most common.

You may even want to consider collaborating on translation services.
¢ Use Web Analytics

Third, using web analytics can help you determine which languages are the most common for those
seeking child care information.

One cost-efficient way to determine which languages families are using to access your consumer
education website is to use data from the browser’s language settings.

Google Analytics is a free web analytics software teel that provide this type of information. While other
web analytic tools are available, Google Analytics is one of the most frequently used options.

Family-Friendly Child Care Search - Overview

The child care search tool is a core component of your child care consumer education website that families
regularly visit and use. An effective, easy-to-use child care search tool will not only help families find the child care
they need, but it will also help them make informed child care choices. If families find your child care search tool
useful and informative, it will help build awareness for your website and strengthen your audience’s confidence in
its content. This will help families recognize it as a trusted source of child care information.

Here are some best practices that you can apply to make your jurisdiction’s child care search tool more family
friendly.

Family-Friendly Child Care Search - Features

To be most useful, the overarching goal for a child care search tool should to (1) help families search for child
care programs that meet their specific child care needs, and (2) provide program-level information that will help
inform their choices.
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Applying these best practices can support a more family-friendly child care search.

¢ Dynamic Filters

Make your child care search filters dynamic so that families can choose more than one item in any search
criteria field.

For instance, parents should be able to select more than one type of schedule or program type during
their search. Offering the option to search for more than one feature at a time will make your search more
user-friendly.

¢ Ages of Care
Allow families to search by age group.

Be sure to allow families to choose more than one age group during their search. For example, some
families may need to search for both infant and school-age care.

By including an age group search field, a family will be able to find all program types that serve a specific
age.

¢ Additional Search Attributes

Include additional care attributes to your search criteria so that families can customize their search.

e Transportation — Families with school-age children may need to search for programs and providers
that offer transportation to and from their child’s school.

e Summer camp services — Families can narrow their child care search to programs and providers
that offer summer camp.

o Expanded schedule information — Families can indicate whether they need child care during
specific times of the year, such as summer, year-round, school vacation, school year only, and so on.
Including this kind of scheduling information offers families a more customized search experience.

e Financial Assistance — Families can search for providers and programs that accept subsidies and
other financial assistance.

Incorporating these additional attributes into your child care search tool may mean that you must collect
and maintain additional data from programs to ensure that these data elements remain up to date.

Child Care Search Results

The search results page should be easy to scan and understand. It should also highlight key program-level
information that will help families assess their options and make informed choices.

The child care search results page should display information that helps families effectively assess their child care
options and make informed choices.

It is helpful if the search results page displays the programs that meet the family’s search criteria in a list and map
format. This format should display basic summary information such as provider name, address, phone, quality
rating, and a link to a detailed provider profile.

Here are some best practices to consider applying to your search results page.
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¢ Include a Map Feature

In addition to displaying results in a list format, include a map feature so that families can see where
providers are located.

In the child care search results map, visually indicate each provider's QRIS rating (if applicable) so that
families can immediately see the quality ratings of programs and providers in the search results.

¢ Include Provider Profile Pages

From the search results summary map and list, it is helpful for families to be able to access a detailed
provider profile page.

A provider profile can display more detailed program-level information than the search results map and
list view, such as:

e days and hours of operation

e ages served

e rates

e yearly schedule

o availability

e child care financial assistance options

e additional services (such as transportation, drop-in care)
e languages spoken

e inspection and monitoring reports

e other helpful program information

¢ Include Inspection and Monitoring Reports

According to CCDF requirements relating to consumer education websites [45 C.F.R. § 98.33(a)(4)], Lead
Agencies must post provider-specific results of monitoring and inspection reports, including information
about substantiated complaints, corrective actions, and serious health and safety violations.

The provider profile page is an optimal location to include this information.

It is helpful to post inspection and monitoring report information directly in the child care search results so

that families can then learn about a program or provider’'s monitoring history and use that information to
make informed child care choices.

Promoting Your Website

When you make enhancements to your consumer education website, be sure to promote your efforts to your
stakeholders and families. For instance, highlight new features and resources that you have added to your
website.

¢ Tips for promoting your website:
Make sure you have a plan to inform your stakeholders and families.
Write a feature article for your monthly newsletter or place a promotional blurb on email communications.

Use social media to promote your website’s new resources and features.
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Be sure to highlight enhancements at statewide meetings with stakeholders and use social media to
promote your new resources.

Tips for Integrating Helpful Content and Resources

Every piece of information on your website should help members of your target audience do something to achieve
their goals. As such, to be effective, content on your consumer education website should help families make
informed child care choices and engage in the development of their children—both at home and in child care
settings.

Here are some core content areas that can strengthen your website. Within each content area, we include
specific topics that families may find helpful.

¢ Child Care Licensing. Include a section on the state’s child care licensing requirements.

This may include:

e An overview of health and safety requirements and why they are important
e The types of licensed child care programs

e How criminal background checks support safe child care settings

e How programs are monitored and how to understand inspection reports.

¢ Child Care Options and Quality. Include information on understanding child care options and how to choose
quality child care.

This may include:

e How to choose quality child care

e Anoverview of available child care options, by age group

e An overview of child care program quality rating scales and what they mean

¢ Child Development. Include resources on understanding your child’s development and needs.

This may include:
e Ages and stages and developmental milestone information for children ages 0-12
¢ Kindergarten readiness information

o Ways that parents can support and engage in their child’s development (reading, developmentally
appropriate activities, and so on)

e Summer learning loss considerations for school-age children
¢ Other Helpful Resources. Include additional information on other resources that families may find helpful.

This may include:
e Child care financial assistance

e Other state programs that support low income families such as Supplemental Nutrition Assistance
Program (SNAP), Temporary Assistance for Needy Families (TANF), Special Supplemental Nutrition
Program for Women, Infants, and Children (WIC), Low Income Home Energy Assistance Program
(LIHEAP), and so on

e Early intervention services
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e Special education services (both preschool special education and special education for children in
kindergarten through seventh grade)

e Health and social service resources (such as home visiting, child mental health services)

e Parental support resources

Implementation Tips

¢ Be sure to apply the best practices for content development that were presented earlier in the module to
ensure that families can easily understand and apply the website content you create.

¢ States should be mindful to include resources for families of school-age children and ensure that these
resources address the needs of all segments of the target audience.

Tips for Adding and Maintaining Content

You do not have to recreate the wheel to post helpful resources and content on your consumer education
website.

Here are some ways to leverage available content to make sure your consumer education website shares
information that families will find helpful.

¢ Leverage existing resources to support content development.

States and territories do not have to recreate the wheel to post helpful resources and content on their
consumer education website.

Here are some ways to leverage available content:

e States can leverage content already available in the public domain (such as ChildCare.gov, CDC.gov,
Office of Child Care, American Academy of Pediatrics) to develop content for their site.

e States can post links to reputable resources in a well-organized, easy-to-navigate resource page.

Note: When posting links, be sure to use meaningful link titles so that families understand the information they will
be accessing via the link.

Tips for Adding and Maintaining Content (continued)

Once you have posted content to your consumer education website, you should then make sure that this content
continues to be accurate and stays relevant to your target audience.

Here are some strategies that you can use to make sure that your website content remains useful, accurate, and
relevant.

¢ Use feedback from users, web traffic data, and any emerging needs to inform how you develop website
content; make sure it reflects what your users are seeking or may need.

¢ Assess how often families access key content. You can do this by reviewing your web traffic data to see how
often users visit or access certain resources. We will explore this topic in greater detail in Module 3: Using
Data to Support Continuous Website Improvement.

¢ Review posted content regularly to make sure it remains relevant and correct. You do not have to evaluate
your website all at once. Do it in phases or prioritize key sections.
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¢ Use the content review process to identify where you can consolidate duplicate content, update incorrect

content, remove content that target audiences no longer need, or rewrite or create new content.

If you post links, be sure to build in a web maintenance plan to ensure that your website is regularly reviewed
for broken links. Scan posted links to ensure that they are all active and working. There are programs that will
scan your website for broken links, so there is no need to do this manually.

Conclusion

You have reached the conclusion of Module 1.

The information presented in this module was designed to integrate various strategies presented across
several products to further your knowledge of developing and maintaining a family-friendly consumer
education website.

For more information on any of the topics presented in this module, please visit the Resources document
posted on the same page where you accessed this text-based version of this module.

If you would like technical assistance on developing and enhancing your consumer education website,
contact the State Capacity Building Center (CapacityBuildingCenter @ecetta.info).

If you would like technical assistance on developing and enhancing your consumer education website,
contact the Child Care State Capacity Building Center (CapacityBuildingCenter@ecetta.info).

This resource was developed with funds from Contract #HHSP2332015000711 for the U.S Department of
Health and Human Services, Administration for Children and Families, Office of Child Care, by the Child Care
State Capacity Building Center. This resource may be duplicated for noncommercial uses without permission.

Resources

¢ The Child Care State Capacity Building Center (SCBC) has published a series of guides, tools, and webinars

to help CCDF Lead Agencies create and maintain effective and family-friendly child care consumer education
websites. A resource list can be found on the same page where you accessed the text version of this module.

The State Capacity Building Center (SCBC) works with
state and territory leaders and their partners to create
innovative early childhood systems and programs that
improve results for children and families. The SCBC is
funded by the U.S. Department of Health and Human
Services, Administration for Children and Families,
Office of Child Care.

February 2021

State Capacity Building Center,

A Service of the Office of Child Care
9300 Lee Highway

Fairfax, VA 22031

Phone: 877-296-2401
Email: CapacityBuildingCenter@ecetta.info

Subscribe to Updates
http://www.occ-cmc.org/occannouncements_sign-up/

ADMINISTRATION FOR

(< CHILDREN & FAMILIES

14


https://childcareta.acf.hhs.gov/consumer-education-website-online-module-series-text-versions-and-additional-resources
mailto:CapacityBuildingCenter@ecetta.info
mailto:CapacityBuildingCenter@ecetta.info
https://childcareta.acf.hhs.gov/consumer-education-website-online-module-series-text-versions-and-additional-resources



