
Portland.gov website content and 
communications 

Lisa Nichols
Public Information Manager
Bureau of Development Services 



WEBSITE CONTENT MIGRATION

• About 85% of content migrated from old website to new site
• Remaining content on old website is very old (or hidden under nested layers)
• Still want to migrate some small business content (but it's old)
• Old portlandoregon.gov websites could be taken down as soon as this summer
• Several bureaus have not started migrating their content yet
• Web forms may be available in 2022 to replace old forms 
• No solutions available to host our software and databases (DevHub and Appeals)
• New intranet built out for employees



WEBSITE ANALYTICS FOR 2021 

• Just under 17m page views in 2021 across the site 
• BDS content 1.5m PVs
• Top landing pages in BDS: bds landing page, apply or pay for permits, Permits page, do 

you need a residential permit, check the status of your permit, garage and shed permits, 
residential electrical permits, accessory short-term rental permits, zoning and land use 
section, ADU permits, how to request public property records 

• 2.3m users on desktop; 2m on mobile (1% of users on a tablet), 1.5m users on iPhones
• Users mostly on the site during the week, in the morning hours 
• Organic search- 43%; Direct traffic- 41%; 11% referred by another site; 4% social media  



CONTINOUS IMPROVEMENT AND FEEDBACK

Some bug reports include:
• Problem finding information on site

• Old, closed projects taking precedence in search results 
• City code taking precedence in search results 
• Policy documents taking precedence in search results 
• Some dead-ends with search that don’t offer suggestions for what to do 

next 

• Additional critical issues with search results
• Search bar suggestions don’t match search results (fixed but still needs 

work)
• search occasionally goes down for a few seconds so no results found at all

Some feature requests/requests for 
improvement include:
• Give users more confidence in search results/help users find what 

they need
• Don’t show thousands of search results
• Sometimes bureaus should use their bureau name in page titles 

(e.g., Instead of “permit forms,” use Portland Fire & Rescue 
Permit Forms)

• More helpful page not found errors (e.g., “You might want to 
read this /bds content…”) 

• Add a “did you mean?” prompt 
• Typos and misspelled words in search

• Additional requests for enhancements
• Allow videos to be featured media
• Link to upcoming advisory group meetings from list of all 

advisory groups 
• Add a “subscribe to our newsletter” link to our landing page
• Consolidate multiple applications when web forms are available, 

so users don’t have to enter the same information over and 
over. 

Site searches don’t match search 
bar suggestions 

Too many results might be 
confusing



CONTINOUS IMPROVEMENT AND FEEDBACK
Content audit 
In response to feedback forms, while making other edits 
to a page, as processes change at the Bureau:

• Webpages 
• Continue to add more and better keywords to make pages 

more findable (e.g., “org chart”) 
• Continue to add more interlinks between pages, including 

work to make new pages more findable (e.g., guide to filling 
out the building permit application, 15-minute 
appointments)

• Continue to test readability of pages 
• Add more ways to get in touch 
• Look for more ways to update and improve content 
• Feedback forms from employees and customers
• As processes change, the webpages are updated too
• Reduce duplication so don't have to update in too many 

places.

• Forms
• Add links in submittal requirements to required forms 
• Update submittal requirements- reviewing and editing with 

subject matter experts 
• Try (!) to provide quick turnaround when a subject matter 

expert requests updates to forms
• Update customer emails with updated links

Feedback forms
• Some forms go to BTS (site architecture and 

overall layout and design, search issues)

• Some feedback forms come to 
Communications (content updates)



RECENTLY PUBLISHED (AND AUDITED)

Content audit
Updated with input 
from BOMA: 
• More details
• Consistent FMV 

definition
• 'Skip these sections'



APPENDIX



OBJECTIVES 
• Provide information about our services to BDS, City employees and to Portland and beyond.  
• Highlight Equity team successes and get the word out about their programs and who they support. 
• Create new communications that reflect the diversity of our customers, grow engagement with our 

tools, retain new customers, drive new business and increase employee satisfaction.
• Demonstrate City core value of anti-racism, collaboration and communications. 
• Through community outreach efforts, achieve advisory body membership that is one-third BIPOC.
• Be kind and engaging to each other. Helpful to people we work with; quickly respond to new project 

requests and emails to set expectations; seen as trusted resources.
• Open up lines of communication and create a feedback loop with Portlanders.
• Practice, learn, gain perspective and keep improving.



KEY INITIATIVES COMMUNICATIONS SUPPORTS
• Permitting Task Force
• Equity and Empowered Communities Programs 
• Media relations
• Social media 
• Clean Energy Initiative 
• Resumption of in-person services
• Fun and Events Committee
• General Communications and outreach- bulk emails, project requests from other teams 
• Internal communications
• Public meetings/advisory board support
• Websites: Portland.gov website, Employees.Portland.gov website and Portlandoregon.gov website
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