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HISTORY OF THE GOVERNOR'S PLAIN LANGUAGE INITIATIVE

With his very first act as Governor, Charlie Crist announced the state’s commitment to provide open and
transparent government by changing the way government interacts with its customers. Executive Order
07-01, issued on January 2, 2007, put into motion his commitment to communicate with the people of
Florida in clear, concise language.

“The way that we communicate with the people we serve goes a long way toward fulfilling our
responsibility to them,” said Governor Crist.

Tracing the success of any initiative leads to the commitment of leadership. Governor Crist made plain
language part of his first executive order and instructed his appointed agency heads to make plain
language a part of their everyday service to their agency’s customers.

This report presents the progress of the initiative’s first two years of implementation, not its completion. It
summarizes the Crist Administration’s progress toward changing the culture of public communication.

SCOPE oF THE PLAIN LANGUAGE INITIATIVE

Executive Order 07-01 provided direction to executive agencies reporting to the Governor or those under
the authority of the Florida Cabinet. Other agencies, public or private, were free to commit to the Plain
Language Initiative if desired.

Some agencies achieved full implementation in one year, while others required continuous extensive
training and document review before becoming and remaining fully operational.

In reality, the effort to communicate in plain language does not end. Once employees receive training,
standards written, and documents and Web sites brought to standard, the most important phase begins.
Public servants must naturally communicate with the public in plain language.

The people of Florida, the customers of state government, will be the ultimate judges of success.

This report describes the progress of the Plain Language Initiative during its second year of existence.
More than 20,000 employees received training in the first year, while many agencies make plain
language training part of their new employee orientation package.

By the end of year two, agencies reviewed approximately 15,000 documents for plain language or
necessity. All agencies expect to complete these reviews in 2009.
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Executive Office of the Governor

The Executive Office of the Governor communicates with the public by telephone,
thousands of postal letters and tens of thousands of e-mail messages. Most of the
correspondence on issues falls under the Office of Citizen Services, the Office of Policy and
Budget, and the Office of External Affairs, although all offices have public interaction. The Office of
Communications is responsible for numerous public presentations to the media and the public on a daily
basis.

Lessons learned during 2007 training carried over to 2008 performance. The Governor's office reviewed
and revised more than 200 documents and templates in 2007. New facts surrounding information
contained in many of these same issue documents required updates and revisions. New issues required
the creation of new plain language-compliant documents and a constant updating of the Governor's Web
site http://www.flgov.com.

Plain language guidelines remain part of the intranet site of the Governor’s office.

Planned for 2009 is refresher training in plain language, a plain language component for new employee
orientation, and continuous updates of documents and correspondence.

Department of Business and Professional Regulation

W The Plain Language Initiative has been a top priority for the Department of Business and
Professional  Professional Regulation. In 2007, the department appointed a review team called

: “Communications Champions.” These individuals from the various divisions within the
department act as liaisons for the Plain Language Initiative. These teams review daily customer
correspondence.

Initially, the department performed a review to determine whether any documents could either be
simplified or eliminated. That review led to the elimination of nearly 600 unnecessary documents and
the modification of another 200 form letters.

The department also modified its mailings, publications, and Web site to be more user-friendly. In
addition, the department reviewed and modified letters automatically generated by the internal licensing
system to improve customer communication.

From the Plain Language Initiative, the department became aware of the complexity of its forms and
procedures and the barrier to a two-way conversation with customers and potential customers this
presents. Some forms asked for information not required by law, some contained unclear and confusing
instructions, and in some cases, online forms were different from the printed versions.

In response, the department expanded the Plain Language Initiative by launching a review of every
online and printed application form and supporting document as well as accompanying instructions for
accuracy, clarity, and legality. This review also includes streamlining internal application processes and
scrutinizing policies and procedures.

The goal is to ensure the department regulates professions, occupations and businesses in a
non-restrictive manner.
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In addition, this review is intended to ensure the department’s regulation does not have an unreasonable
effect on job creation or job retention, or place unreasonable restrictions on individuals seeking
employment—while still maintaining public safety.

Department of Children and Families

Initiative Workgroup. The workgroup, consisting of 75 individuals with representation from

Lﬁ In 2007, the Department of Children and Families established the Plain Language
-. all department programs and regions/circuits (districts), developed its Plain Language

Work Plan.
The workgroup established the following key components:

* A plain language Web site available at http://www.dcf.state.fl.us/plainlanguage.

* A plain language Web system allowing workgroup champions to upload documents, view
minutes, manage document conversion and track the number of employees trained in their
particular programs.

The department’s Plain Language Guide available at
http://www.dcf.state.fl.us/plainlanguage/docs/dcf_plainlanguage guide.pdf.

e Comprehensive multimedia training materials.

* A marketing campaign designed to elicit the support of statewide management and staff.

Adopted statewide use of the Associated Press Stylebook for all department correspondence.

In 2007, the Office of Communications began updating the department’s Web site to make it easier to
use and to reflect changes in the department’s organization. This update resulted in a new Web page
design and layout in 2008. The department’s Plain Language Initiative is an important part of the
updated as all content will be reviewed and changed as needed to comply with plain language
requirements. All department employees are encouraged to visit the site and learn how they can use
plain language in their daily communications.

In 2008, the department replaced classroom training with required on-line training for all DCF
employees. The on-line training is also available to staff within the Agency for Persons with Disabilities
(APD). The availability of on-line training allowed 99 percent of DCF employees to complete plain
language training statewide.

Identified for conversion to plain language were 2,388 documents. The only documents excluded from
this process, completed on December 22, 2008 were federal guidelines, scheduled for conversion by
the federal government during their regular review process.

Department of Citrus

Shortly after the Governor's Executive Order, agency leadership informed directors of the
plain language initiative. Directors reviewed and revised the guidelines for immediate use
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in communications. The department’s implementation plan included training sessions and a review of
existing documents. New documents were subject to the new plain language guidelines.

In January 2008, the department hired a public relations director following a vacancy of one year. This
action allowed the Department of Citrus to appoint this person to lead the effort to communicate in plain
language. The communications specialist initiates or reviews all major correspondence leaving the
department.

The Department of Citrus will continue to place a strong emphasis on concise communications with all
constituents.

Department of Community Affairs

The Department of Community Affairs formally adopted its Plain Language Implementation
Plan on March 30, 2007. Under the plan, all current employees received training in basic
plain language principles. All new employees receive training within two weeks of hire
date, with completion reflected in the employee’s personnel record.

To assist employees, the department’s public information officer sends out electronic “Weekly Plain
Language Tips,” including basic and advanced principles in plain language, grammar, spelling, effective
writing and frequently asked questions.

Under the supervision of the Office of Intergovernmental and Public Affairs, the department continues to
review and revise program correspondence and similar standardized materials to incorporate plain
language standards. Staff worked with the Division of Housing and Community Development to update
their reports and correspondence to reflect plain language.

The department updated its Web site to revise for plain language. A review of the Division of Community
Planning’s reports and correspondence is scheduled for completion in 2009.

The following activities are either underway or will take place in 2009:

¢ Management developed and delivered an online Plain Language Survey to all employees to
identify useful tools, additional training needs and the progress by each division to reach 100
percent compliance with plain language standards. Among the results are:

° A majority of employees found available department tools and resources helpful in learning and
applying plain language principles.

° 100 percent of survey respondents believe they now have a basic understanding of plain
language skills.

° 99 percent understand why the use of plain language is important.
° 97 percent are confident in their ability to write in plain language.

° 89 percent know whom to contact in their work area for help with plain language.
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° The top five topic areas identified for further training and guidance are: grammar (41.5
percent); avoiding ambiguity/unclear phrasing (32.9 percent); shortening sentences/eliminating
unnecessary words (30.5 percent); punctuation (29.3 percent); and passive voice (29.3
percent).

* A laminated, two-sided Plain Language Desk Reference is under development for distribution to
all employees.

* A new standardized Plain Language Routing Protocol is under development for each division and
work unit for the ongoing review of reports, correspondence and Web pages.

* An assessment of current Program Unit Reviewers will be conducted and reassignments made as
appropriate.

* Program Unit Reviewers will receive the advanced training currently under development. These
reviewers serve as in-house advisors on questions relating to plain language as well as the
primary reviewers who revise reports and correspondence.

Department of Corrections

During 2008, the Department of Corrections has made tremendous progress in the area of
plain language, especially with regard to the agency Web site. This site consists of 10,010
pages that receive millions of daily hits. Each office within the department received
instruction at the beginning of the initiative to examine their respective Web pages to ensure the
department is adhering to plain language guidelines.

The department regularly includes a plain language section in its department-wide newsletter, The
Correctional Compass. The section addresses everything from using proper punctuation to avoiding the
confusion of homonyms — complement and compliment, for example. Also included are tips on using
communication software to its full potential. These tips assist staff in learning the best ways to
communicate and maximize available technology tools.

The Department of Corrections emphasizes the successful re-entry of inmates into society. Corrections
developed a new brochure written in plain language for internal and external distribution explaining the
policy of re-entry. More clear information on re-entry is scheduled for the future.

Plain language communication with the public via postal and electronic mail continues to improve as a
result of the plain language initiative.

Department of Education

The Florida Department of Education (DOE) is a proud partner in Governor Crist’s Plain
Language Initiative. During the first two years, the department successfully trained and
supplied plain language resources for all of its approximately 2,500 employees
throughout the state.
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The department achieved this goal through continued research and development of useful plain
language resources such as federal and state government Web sites, the development and maintenance
of DOE’s own Plain Language Handbook, and the department Correspondence Manual.

During 2008, the department re-designed its public Web site in plain language and regularly maintains
it for content and clarity. The department directed employees to revise standard memorandums or
template documentation with these tools to reflect the Governor's plain language standards.

The Department of Education continues to revise these templates as necessary to ensure the agency
provides clear, concise and easily understood information at all times. DOE continues to seek additional
plain language resources for the reference and benefit of department employees and, ultimately, the
public.

Department of Elder Affairs

In response to Governor Crist’s executive order, the Department of Elder Affairs developed a
L DER plain language manual and training course. Tallahassee-based staff and field office
T supervisors were required to attend the training in October 2007. Since that date, new
employees receive an introduction to plain language as part of their required New Employee Orientation.

In addition, each new employee receives electronic copies of the Governor's Plain Language Initiative
handbook and the department’s Plain Language Initiative Training (PowerPoint slides). Through end of
calendar year 2008, a total of 203 employees had received Plain Language training in either the Plain
Language-specific training course or the New Employee Orientation.

Following the plain language training in late 2007, written correspondence from the department to
members of the public began to incorporate plain language concepts during 2008. Much of the early
focus centered on word selection, in order to describe complex health care and social programs in the
clearest way possible. To broaden these efforts and ensure the tone of correspondence remains
customer-friendly, beginning in late 2008 the department’'s communications office began reviewing all
outgoing postal and electronic correspondence. This process is designed not only to help citizens
understand the information they received, but also to make it clear that their government is committed
to helping them as much as possible.

In the fall of 2008, the department Web site received a new physical appearance and organizational
structure to make it easier for the public to find information about the department’s programs and
partners. The improved site groups collections of narrative and documents into more topic-based
categories. Plainly worded explanations were added to some of the more complex topics. This Web site
overhaul remains a work in progress and the department anticipates additional improvements in early
2009.

Division of Emergency Management

In 2008, the Division of Emergency Management continued its internal and external efforts
to develop and sustain the Governor's plain language principles. The division has also
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taken positive steps to develop and integrate new media resources as part of day-to-day and emergency
communications products.

To date, the division has initiated the following actions:

Conducted a complete review and update of agency policies, procedures and documents,
including the State Comprehensive Emergency Management Plan, for review and assessment by
the Emergency Management Accreditation Program (EMAP). The division expects completion of
national re-accreditation of the state’s emergency management program in late March of 2009.
As part of this re-accreditation effort, the division reviewed and updated over 200 documents,
plans and standard operating procedures to ensure compliance with plain language standards.

Produced a pocket guide in plain language to inform the public and stakeholders about the
division’s programs.

Produced five plain language videos with a certified signer-interpreter for emergency
preparedness.

Partnered with the Florida Outdoor Advertiser Association to provide emergency alerts on over 50
digital billboards statewide.

Developed a new preparedness Web site: http://www.KidsGetAPlan.com for students, parents
and teachers set for launch in 2009.

Department of Environmental Protection

g
£ FLO

@%‘% In an effort to implement and continuously improve the Florida Department of
R A/ X

Environmental Protection’s (DEP) plain language efforts, the department took the following
actions in 2008:

DEP is maintaining and updating its comprehensive plain language resource section on DEP’s
intranet to supplement classroom training and provide continual access to plain language help.

DEP is maintaining and updating its plain language document review procedure for all divisions,
districts and programs to ensure that all citizen correspondence, all new DEP Web site content
and all new educational documents are reviewed and revised for plain language.

More than 300 employees participated in the department’s four-hour plain language course
taught by Florida State University professor Dr. Debra Coxwell-Teague. The Department of
Environmental Protection offers the class throughout the year enabling employees to fit it into
their schedule.

To complement the plain language course, DEP developed an e-mail etiquette course for 2009.
The intense and interactive course creates personable, professional and customer service oriented
e-mail messages covering topics, including the department’s e-mail policy, communication keys
and etiquette tips and plain language.

In March 2008, DEP launched a new e-mail notification system for public permit applications.
The Permitting Application Subscription Service, or PASS, allows the public to receive e-mail
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alerts when customers submit permit applications to the department. DEP designed the site,
utilizing plain language, to improve public access to department documents.

* The department has updated a number of program/division Web sites using the principles of
plain language. The auditing of these sites represents thousands of pages of information
improved for the public. The revised sites include:

[e]

o

o}

(e}

[e]

Office of Cabinet Affairs

DEP Careers (employment)
Clean Marina Program

Clean Vessel Act

Coastal Management Program
Environmental Regulation Commission
Green Travel

Green Cleaning

Division of Law Enforcement
Division of State Lands

Office of Legislative Affairs

Office of Sustainable Initiatives

¢ Some of DEP’s document review and revisions include:

° During the 2007-2008 Fiscal Year, the Office of the Ombudsman and Public Services
responded to nearly 6,000 e-mails and more than 2,000 letters using plain language

Fish & Wildlife Conservation Commission

techniques.

The Division of Recreation and Parks revised 14 park brochures.

A sampling of other brochures for the public that were revised using plain language include:

. DEP — the Division of Law Enforcement’s Environmental Crime Hotline

. The Division of Law Enforcement Brochure

. DEP Career's Brochure

. Business and the Environment Booklet for the Pollution Prevention Program

o Clean Vessel Act Handout

. Retired Engineers Technical Assistance Program Brochure for the Pollution Prevention

With the assistance of the agency Plain Language Team, the Florida Fish and Wildlife
Conservation Commission (FWC) continued in 2008 to improve and implement the
Governor’s Plain Language Initiative through the following efforts:

Page 8
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* The Office of Community Relations worked with other offices and divisions to ensure a review of
all written materials for plain language. This strategy included review of press releases,
brochures, memos and letters and regulations.

* The FWC Plain Language SharePoint site continued to provide comprehensive plain language
resources for employees. Commission staff posts documents designed to assist staff with plain
language skills on this intranet site.

* The “Sultan of Syntax,” in addition to the monthly column in the employee newsletter, produced
and distributed a series of 11"x14" posters with reminders and plain language tips to FWC
offices.

* The commission implemented a quality control review and revision process for 600 citizen
correspondence documents.

* FWC incorporated plain language training in various agency workshops:
° Team Building/DISC workshops: 94 participants
° Meeting Management workshop: 22 participants

° The “Beginning & Supervisory” tier of the FWC Leadership development process requires a
plain language course in 2009. This two-hour workshop covers the basics on communicating
clearly and concisely with both internal and external customers.

Department of Health

In 2008, the Department of Health’s Plain Language Advisory Board decided that
HEALTH department staff needed more training in plain language writing skills. The advisory board

recommended the department’s Office of Performance Improvement coordinate additional
training for staff “correspondence liaisons” who routinely respond to the public in writing as a part of
their regular duties.

The Office of Performance Improvement surveyed department supervisors to determine the deficiencies
to address in the training. The office then worked with writing instructors to develop a plain language
writing skills course for department staff. The interactive training course provided participants with the
opportunity to practice writing during class. Included in the training was special instruction for writing
e-mail, since most correspondence with the public is through the Internet.

The special instruction for writing e-mail had participants examine and improve their personal
“netiquette,” or the correct and appropriate way to communicate with the public on the Internet. All
course materials and resources were added to the Department of Health’s plain language intranet page,
making the training available to staff statewide.

Staff participants evaluated the course and gave it an “A” grade with 92 percent of the staff satisfied or
very satisfied with the training. After the training, most of the staff said they felt more confident in using
plain language when writing letters and e-mails.
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The department provides education and training on the importance of plain language through DOH's:
* New Employee Orientation
* Basic Supervisor Training Program
¢ Distance Learning Satellite Network Program

* Plain language intranet page — brochures, activities, resources, supervisor training kits and
business writing training materials

The department continues to identify and review the templates used to correspond with the public.
Since 2007, staff have reviewed and revised over 1,500 documents according to the principles of plain
language.

Agency for Health Care Administration

1 The Agency for Health Care Administration has continued a strong focus on implementing
~/JAHCA Governor Crist's Plain Language Initiative. Continuously improving communication with
' customers is a priority, and the agency is working to ensure plain language remains a
critical part of striving toward the mission of “better health care for all floridians.”

In 2008, the agency continued or started the following programs:
* Plain Language: Taking the Mystery Out of State Government course

° In 2008, the agency trained 225 employees at headquarters. The agency offers this course
continuously on the first Thursday of every other month.

° In 2008, the agency’s 11 field offices were trained. In addition, “train the trainer” sessions
prepared staff for future hires in their areas.

¢ Plain Language Online Video

° Agency leadership created a plain language video highlighting the major points of the initiative
and offering examples. This video allows employees to take a refresher course at any time their
schedules allow.

* New Employee Orientation

° New employees receive a 15-minute plain language overview during the comprehensive new
employee orientation. The required plain language course introduces new staff to the concept
of plain language, as well as the agency’s expectations for the use of plain language in all
communication with the public.

¢ Document Review

° Managers incorporated a plain language review into the CorrFlow Correspondence Tracker
System used by the agency. The first approval signature must certify the document follows
plain language guidelines. The agency is planning to conduct random audits during 2009.
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Department of Highway Safety and Motor Vehicles

... In March 2007, the Florida Department of Highway Safety and Motor Vehicles finalized its
F—I'—owj—lﬂ Plain Language Plan. The plan includes a review of all written communications and a
guideline and process for the review. The department reviewed 1,974 documents in 2007
with plain language edits made as necessary. The department also uses a plain language review for all
external documents.

Training

The department now incorporates plain language training in two member classes. The first, New
Member Orientation is an instructor-led module for all new employees. The second is our basic
supervision class, Super*Vision, a requirement for all new supervisors.This class covers active voice,
passive voice, a Plain Language Checklist and the use of Microsoft Word to check readability statistics.
The class instructs supervisors to write in plain language and to encourage their members to use it in
communications with customers, both in writing and verbally.

2008 Training Statistics

* Number of Members completing New Member Orientation — 101
* Number of Members completing Super*Vision — 51

Education

The department e-mails a bi-weekly newsletter to all members entitled HSMV Hi-Lights. The publication
includes information from the executive director and other news of interest to members. The department
includes plain language tips to remind members of the importance of communicating with our
customers in a way they can understand.

The department plans to finalize a communications manual in early 2009. The manual incorporates the
plain language guidelines already in use and expands them with other directives to make
communicating with our customers more effective.

Awards

As part of the department’s plain language plan, HSMV incorporates use of plain language standards in
its award program. The department’'s ABCD Award (Above and Beyond the Call of Duty) is for each
division to honor any deserving member for exemplary performance. Any member may nominate another
for an ABCD Award. The ABCD Award criterion directly relates to the agency’s core values (Service,
Integrity, Courtesy, Professionalism, Innovation and Excellence.)

Future Efforts

The department recognizes that plain language training and efforts are a continuous effort and priority.
Department managers lead the way by ensuring that communication from their members is plain
language compliant. We have made tremendous strides in limiting our use of acronyms and using plain
language principles in all department press releases, Web site material, and other publications. The
department will continue to use regular publications, training, and the agency Web site as tools to
educate members regarding the use of plain language.
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Commission on Human Relations

Pursuant to the Governor's Executive Order #07-01 directing all state agencies to ensure
that documents are to be written plainly and clearly, the Commission continues to make
every attempt to ensure that information provided to the public is clear, easy to
understand, and accurate. The executive director appointed the communications director to oversee
agency plain language efforts. The communications director is available to assist any staff member
needing assistance with plain language efforts.

Commission staff continues to review and revise various forms, correspondence, brochures, flyers, public
service announcements, posters, Web site content and other publications on an ongoing basis to ensure
compliance with the plain language directive. Although not required to review internal documents, the
Commission continually works to ensure various internal documents (internal memoranda, policies and
procedures, employee newsletters, etc.) are understandable and meet plain language standards.

The Commission reviewed and edited all Web site content for plain language. The entire Web site is
available in English; portions are available in Spanish and Creole. The Commission revised all brochures
to ensure they meet plain language standards. Brochures are in English, Spanish and Creole.

The Executive Director asked senior management to remind their staff to adhere to plain language
requirements. Management placed The Plain Language Handbook on the Commission’s internal intranet
for staff utilization. Information on the Plain Language Initiative is now included in the new employee
orientation materials and all new employees are encouraged to review the handbook. Banners
containing “Plain Language Tips” are regularly developed and posted to the Commission’s internal
intranet (which pops up automatically every morning when staff members turn on their computers).

Department of Juvenile Justice

VR, With the enactment of Governor Charlie Crist's first executive order in 2007, the
5@6 Department of Juvenile Justice (DJJ) launched a series of online and instructor-led plain
v language training opportunities. Designed to meet the needs of all staff that prepare or
review documents for distribution or publication, DJJ's workshops promote the Governor's initiative by
training staff on producing clear and concise documents. In addition, the continuous availability of the
online training module makes the training accessible on-demand to the department’'s 11,500 state and
private provider staff.

To expand its audience, the department formed a collaborative partnership with the Department of
Corrections in cosponsoring the kickoff of the Effective Writing in Government 6.0-hour workshops.
These regularly scheduled seminars combine the teaching of plain language standards, basic grammar
rules, and contemporary trends in writing and style. Because of the three inaugural presentations, the
two departments successfully trained a total of 100 managers, supervisors, and clerical professionals.

The department incorporated the tenets of the Plain Language Initiative into the Basic Academy
Certification Training Program for all Juvenile Probation Officer (JPO) trainees who undergo training at
the Pat Thomas Law Enforcement Academy in Havana, Florida. As a critical complement to the
4.0-hour Quality Report Writing training module, recruits now receive 2.0 additional hours of plain
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language training for a total of 6.0 classroom hours. The expanded format in the academy setting
provides the trainees additional one-on-one assistance for honing their report-writing skills and abilities.

As part of the department’s annual training schedule, the plain language training totals for the
2007-2008 calendar years are as follows:

* Online Training: 677 Staff
* Instructor-Led Training: 446 Staff (315 HQ Staff/131 Basic Recruits [PTLEA])

The printed matter published and distributed by the department is also for revision and reprinting.
Specifically, the recruitment brochures for the following positions were revised to ensure they are in
keeping with plain language standards:

e Juvenile Justice Detention Officers
e Juvenile Justice Residential Officers
e Juvenile Probation Officers

In addition, the department’s Office of Staff Development and Training must ensure the readability and
understandability of all newly written or revised Basic Academy Certification and Advanced and
Specialized training curricula. In keeping with the department’s ongoing mission and goals, the
leadership in each of the various offices and program areas has oversight responsibility for drafting
correspondence and revising all general manuals, handbooks, and guidelines in accordance with plain
language standards.

Department of Law Enforcement

In 2007, the Florida Department of Law Enforcement (FDLE) established a plain language
“foundation” within the agency. The department leadership familiarized members across
the agency with plain language protocols. The agency leaders updated department policies,
established a plain language Web site, and provided training. In addition, FDLE developed a
correspondence manual providing a standing reference guide for preparing internal and external
communications.

In 2008, all new members were required to review and acknowledge the department’s plain language
policy. FDLE continued to review and tailor agency forms and form letters. Plans are in place to utilize a
standing form committee to identify and review selected forms on an ongoing basis. The Office of
External Affairs (OEA) conducted a review of all statutorily required department reports for plain
language prior to their release from the agency. External Affairs also ensures all correspondence
containing the signature of the Commissioner or an Assistant Commissioner receives a plain language
review prior to delivery.

During the latter portion of 2008, the department reviewed and edited a significant amount of Web
content as part of its plan to transition the agency to a new public Web site. During this review phase,
FDLE removed outdated or unclear content and reviewed existing language for plain language
requirements. The department launched the new public Web site on January 12, 2009 providing simple
and direct connectivity to FDLE's most publicly accessed services.
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Department of Lottery

The Lottery is a unique department of state government in that it operates similar to a
B private business and is therefore market-driven. For the Lottery to succeed, it must
communicate with its customers in a clear, easy-to-understand, and concise manner. The
Lottery places great emphasis on simple, straightforward language to maintain its integrity and
transparency in all communications, and to ensure its continued credibility with the public, the media
and the retailers it serves. Lottery employees understand the importance of plain language in
communicating with the public and strive to adhere to plain language principles as much as possible,
both in written and verbal communication.

Flarkda Lattory

The Lottery’s Communications unit within Public Affairs, serves as the plain language liaison for the
department. This unit provided guidelines to other departmental units and reviews Lottery
communications on an ongoing basis to ensure writers follow plain language standards.

Since the initial review of Lottery communications materials in 2007, the department has continued to
draft new communications directed toward players or the public following plain language standards and
best practices.

Between January 1 and December 31, 2008, the Lottery developed marketing brochures and other
point-of-sale materials for two limited-time promotional games and four on-line game enhancements.
Staff applied plain language guidelines in the development of educational materials and general Lottery
publications directed at the public, including:

e Quarterly newsletters, promotional displays, and brochures on incentive programs and on
compliance with the American with Disabilities Act (ADA) to more than 13,000 retailers
statewide;

* A variety of public safety and crime prevention flyers and brochures distributed statewide to
banks, retailers and other targeted groups;

* How-to-play brochures for four Lottery games;

* Copy points promoting the Lottery's education message for radio and television promotions as
well as print ads for eight magazines, 24 newspapers, and more than 40 billboards statewide;
and

e A variety of retailer applications and contract forms to assist with recruitment and retention of
lottery retailers.

During 2008, Lottery staff responded to more than 60,000 telephone calls, 3,000 letters and 7,600
e-mails to players, the general public, the media and retailers, including 49 letters and 77 e-mails from
the Governor’s Office of Citizen Services, all adhering to plain language guidelines. Examples of
correspondence and information the Lottery routinely provides include:

» Research for media inquiries and public records requests, such as sales figures, amounts of funds
transferred to the Educational Enhancement Trust Fund, promotions for new games and winner
awareness.
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* Information for Lottery winners that explains the claims process, payment options and receipt of
prize money.

Additionally, the agency continually updates its Web site with information about new games, revenue
generated for education, Lottery events, and game results using plain language guidelines. In 2008, the
department developed approximately 110 new pages for the Lottery Web site.

To ensure continued use of plain language, the Communications Office regularly reviews plain language
guidelines for possible updates.

Department of Management Services

//-\\\ Shortly after announcement of the Plain Language Initiative, the Department of

’\\ / Management Services (DMS) formed a plain language team consisting of a plain language
= director for each of the 30 bureaus. Management tasked the directors with taking the plain

language message to their teams and raising awareness of its importance to the overall mission of

customer service.

The department implemented or continued the following strategies in 2008:
Education:
* E-mail weekly plain language tips with examples to all DMS employees.

° Communications office encourages suggestions for new tips to meet the specific needs of our
team.

° Maintain an annual master list of tips.
» Updated existing PowerPoint training.
° Posted training on agency Web site and intranet.

* Created a Plain Language Quick Reference Card that includes some of the commonly confused
spellings and best practices.

* Ongoing editing of agency-wide reports, correspondence, and policies creates teaching
opportunities as communications office explains how the edits create plain language.

* Developed an article in January 2008 DMS difference employee newsletter, explaining plain
language and DMS efforts.

* Worked with legislative affairs office to apply plain language to bill analyses through classroom
training in February 2008.

Tools:
* Plain Language Quick Reference Card
* AP Style Guide

e Online PowerPoint (Web and intranet)
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* Weekly plain language tips posted on intranet

e Plain Language Frequently Asked Questions on DMS Web site
Numbers reached:

¢ Nearly 1,000 employees weekly through the plain language tip e-mails.

* Nearly 60 plain language coordinators throughout the agency received a laminated Plain
Language Quick Reference Card.

* All DMS employees (nearly 1,000) have online access to the Plain Language Quick Reference
Card.

* Millions reached via our Web site, or correspondence and other written materials.
http://dms.myflorida.com/other_programs/plain_language campaign

* Fifty employees attended the bill analyses training in February.
Looking Ahead in 2009:

e Continue weekly plain language tips.

Update PowerPoint training.

Updated classroom training for 30 plain language directors across divisions and other staff
members.

Ongoing editing of existing and new departmental documentation.

Update Frequently Asked Questions.

Department of Military Affairs and Florida National Guard

In early 2007, the Department of Military Affairs (DMA) created a plan for implementing
the Plain Language Initiative. Since 2007, the department sought to achieve two primary
goals in the area of plain language:

* The use of quick, low-cost strategies to communicate in plain language immediately; and

* To plan for an efficient, comprehensive and continued implementation of plain language
throughout the agency.

The first step was the creation of new guidelines and procedures for handling e-mail. These changes
have allowed the department and the Florida National Guard to train employees who are responsible for
outgoing e-mail to write with clarity, quality, and proper formatting as well as help ensure that timely
messages are crafted in a manner appropriate for the public.

The DMA used an existing system, the Department of Defense Effective Communication Program, to
assist those who engage in written communication. Since the agency was already familiar with this
program, a reinforcement program directed writers to practice clear and concise writing. At the same
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time, communications personnel reviewed and edited roughly 50 external publications. Since that time,
the department reviewed and edited nearly 500 documents, predominantly Web-based publications.

The department established plain language standards and adopted the Department of Defense Effective
Writing Manual, establishing a systematic process for developing high quality communications. By
2008, the agency adopted the Associated Press Style Manual as the standard language and style for
public documents. In the past year, all new documents intended for the public audience followed these
plain language standards.

Although the department reviewed and adjusted the agency’'s Web site to standardize language and style
in 2007, Military Affairs began a major Web site redesign program in mid-2008. The goal is a final
product in 2009 that not only conforms to plain language standards, but also improves the look and
navigation.

Additionally, the department’s communications office continues to serve as both writing coach and
consultant to agency personnel responsible for producing public documents.

Finally, the department continues to work toward building plain language into every communications
product and process. In addition to having access to plain language information, the important step of
making plain language part of the culture has progressed.

Most importantly, the expectation that employees will communicate in plain language is well on the way
to becoming part of normal operations.

Agency for Persons with Disabilities

:\F)d The Agency for Persons with Disabilities (APD) continued its active implementation of the

w’* Governor's Plain Language Initiative throughout 2008.

The culture of the agency now reflects a commitment to plain language and transparency.
The Communications Office routinely reviews dozens of documents and Web site postings each week for
clear, understandable writing. Additionally, the agency began a monthly newsletter, The Champion,
viewed by both employees and stakeholders. This newsletter is written in plain language so anyone can
read and understand the message.

Over the summer, the agency developed e-mail guidelines to encourage clear, positive communications
related to e-mail correspondence. The agency’'s Executive Management Team approved the guidelines
which are posted on the agency’s intranet site so all employees have access to them for reference.

In September 2008, management conducted another annual review of the agency’s Internet Web site,
removing several out-of-date documents to make the site more user-friendly. Additionally, a plain
language and open government banner remains on the home page to demonstrate the agency's
commitment to these policies.

In 2008, the agency began translating important letters, forms, and brochures into Spanish and posted
on the agency’s Web site. Some Spanish language brochures were printed and disseminated to the 14
APD area offices to share as needed.
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The agency maintains an e-mail account accessible on the agency’'s Web site to receive feedback from
the public on APD’s success in making information more understandable. The agency’s intranet site
contains the correspondence manual, standards and guidelines, the APD action plan, and other
resources.

The agency informs new employees that APD is a plain language agency, and all new employees receive
the Plain Language Handbook.

In December 2008, the agency began updating its correspondence manual that is the agency’s primary
guide for responding to the public. The manual outlines responsibilities and timelines for prompt
responses. Included are the Governor's Plain Language Handbook and the Associated Press Stylebook
(AP) Common Writing Guidelines & Mistakes Tip Sheet. The manual is located on the agency’s intranet,
available to all agency employees.

All 3,703 APD employees were required to take an on-line plain language course in 2007. Agency
personnel reviewed and updated more than 600 documents, letters, and publications for plain language
as of December 31, 2008.

Department of Revenue

m In 2007, the Department of Revenue (DOR) began an initiative, as directed by Governor
N Crist’s Executive Order 07-01, to review the “manner and content of our communications

DEPARTAME . . . . . .
with the people we serve.” This review included an examination of department documents,
publications, and brochures to ensure clear communication.

The department formed teams of writers, editors, and policy experts to improve our communications
with the people we serve. The department formed the Plain Language Liaisons Team (the team) to serve
as the primary internal resource for this initiative. The team adopted a three-year mission to review,
evaluate, and convert all documents based upon the principles of the Plain Language Initiative.

After identifying more than 5,000 documents for review and training more that 150 staff, the
department entered year two by expanding conversion of department documents and publications
beyond simple form letters. Management implemented plain language training as part of new-employee
orientation, and built new methods of training to reach field employees. Additionally, the Plain Language
Liaisons Team initiated benchmarking projects to measure the effectiveness of the initiative.

The Office of Communication and Professional Development surveyed 428 department employees to
measure knowledge of plain language principles and their use since the launch of the department’s
initiative in April 2007. Approximately 72 percent, or 309 out of 428, employees responded to the
survey.

» 70 percent of employees responded that the Plain Language Initiative applied to their jobs.
* 65 percent of employees responded that they attended a Plain Language Initiative meeting.

* 80 percent of employees responded that the plain language meetings were useful.
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The survey responses expressed the need for more training and plain language resources, a checklist for
writers, and additional access to online courses. In response to these comments, the Office of
Communication and Professional development:

Expanded department-wide training.
» Added resources to the department’s Writers’ Page and Plain Language Resource Web sites.

e Created a writers’ checklist.

Added web-based courses through the department’s Skillsoft Learning Center as part of the
department’s employee course offerings.

Training remains a priority in the plain language project plan. The department created a curriculum that
employee comments and feedback continuously improves.

An instructor conducts plain language training. The curriculum is available for employees and for
supervisors. In addition, supervisor training includes a portion for plain language.

The majority of the department’s plain language efforts continue to focus on converting documents using
plain language principles. Using the criteria established in Year One, the team continues to assess and
revise documents, and prioritize document inventory.

The Plain Language Initiative at the Department of Revenue has many benefits. During the review and
assessment of existing documents, many were determined to be obsolete or duplicative. Some
duplicative hard copy documents were retired in favor of electronic versions. The revision process
allowed the department to achieve consistent wording, tone, and formatting. By December 31, 2008,
DOR completed a review and revision of 57 percent of documents.

Department of State

The Department of State communicates regularly with a diverse range of constituent
groups including legislators, state agency employees, artists, historians, librarians,
students, teachers, voters, and business owners.

oS

Through implementation of Governor Charlie Crist's Plain Language Initiative, the Department of State
has strengthened its communication with the citizens of Florida. During 2008, the Department
continued to improve the efficiency and clarity of all written communication with citizens and
constituent groups, resulting in improved customer service for all Florida residents. Activities included:

* Document and Web Site Updates — During 2008, the Department of State reviewed many
communication items for plain language and to ensure those documents focused on the
appropriate audiences. Notable revisions include:

° The department completed a full update of the content and layout of its home page
(www.dos.state.fl.us). The newly redesigned site provides the public with improved access to
information about the department’'s many programs and services.

° The State Library and Archives of Florida continued to review all communication items (over
350 items) for plain language. This year, staff developed Frequently Asked Questions
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documents for all library grant programs, providing applicants with important information about
the programs in a streamlined, easy-to-read format.

° The Division of Cultural Affairs ensured that the guidelines for its two new grant programs
(Culture Builds Florida and Historical Museums) followed plain language guidelines.The
division previously revised all other grant program guidelines (14 total) for plain language.

° The Division of Cultural Affairs also updated its Web site (http://www.florida-arts.org/), as well
as its electronic newsletters to ensure that all of its electronic communications are easy for the
public to understand.

° The Museum of Florida History continued to ensure that all materials distributed to the public,
including exhibit panels and brochures, followed plain language guidelines.

° The Division of Corporations modified its annual report notification postcard. The simplified
document is easier for recipients to read and understand.

° The Division of Elections updated its Web site (http://election.dos.state.fl.us/), providing better
access to information about voting and elections in Florida.

° Attorneys in the Office of the General Counsel collaborated with staff from the Division of
Elections, the Division of Historical Resources, and the State Library and Archives to revise
administrative rules related to their respective programs.

* Ongoing Training — Staff members from each division who participated in the August 2007
“Train the Trainer” session with Dr. Debra Coxwell-Teague continued to serve as resources for
fellow employees as they drafted documents and communications items.

¢ Upcoming Training — The department is in the planning process for another series of plain
language training sessions in 2009. This training will target new employees, as well as current
employees who need a refresher course. Training materials will include the curriculum developed
for the department by Dr. Coxwell-Teague.

* Plain Language Handbook — Employees continue to access the department’s handbook, Writing
in Plain Language: A DOS Resource to Effective Communication, as a reference tool when
drafting communications. This guide, which includes information on writing and designing
communications for easy readability, is available on the department’s intranet site for all
employees to use.

Department of Transportation

The Florida Department of Transportation (FDOT) continued its plain language initiative in
2008. FDOT Central Office and district staff who routinely communicate with
transportation partners and the public use descriptive, every day words to discuss
planning, designing and building projects. Translating transportation “lingo” into plain English is
becoming second nature to employees.

FDOT carefully prepares technical messages and uses plain language to communicate clearly and
concisely. Employees review brochures, press releases, newsletters and other materials for plain
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language. The department fully embraces plain language and appreciates its value while working with
internal and external customers.

The department includes plain language content in two training classes (Business Writing and Better
Communications) as well as in the New Employee Orientation sessions and the Professional Engineer
Training programs. FDOT stresses the use of plain language in both staff and public meetings.
Employees use a plain language checklist that guides communications. The FDOT provides the
handbook “Communicate in Plain Language” to new employees and those receiving refresher training.

Public Information/Public Involvement consultants receive plain language handbooks. District Public
Information Officers review their materials intended for public distribution. Some of the engineering

words or phrases translated this year include “scarifying,” which means the grinding off of materials
spilled on a road. In addition, the most recent example occurred with the 95 Express Project, where
“Plastic Poles” replaced the term, “Tubular delineators.”

Intelligent Transportation System (ITS) Program/Traffic Management Centers redesigned their Web site
(http://www.SMARTSunGuide.com) in 2008, applying the plain language initiative guidelines to the site
navigation. Now, rather than bombarding a user with acronyms, readers receive fully spelled out phrases
or terms translated into non-technical language. The department uses plain language guidelines for all
materials going through the marketing department on a daily basis.

Florida Turnpike Enterprise routinely monitors various variable message boards and highway advisory
radio messages for length and clarity. Traffic operations engineers consult with the public information
office to establish a message that meets the plain language criteria. Developers of the department’s
advertising program for the new SunPass mini as well as various billboards and radio advertising
messages used plain language guidelines.

The FDOT handbook “Communicate in Plain Language” won first place in the print category at the
2008 National Transportation Public Affairs Workshop (NTPAW) Awards in Nashville, Tennessee.
Several states have requested copies of the online training materials to use and develop their own
initiatives.

Department of Veterans’ Affairs

As part of the plan developed in 2007, the Florida Department of Veterans’ Affairs (FDVA)
continued to implement plain language principles throughout the department. Senior
managers are required to become familiar with the plain language PowerPoint presentation
located on the department’s intranet Web site. All other employees have the option to view this
training.

In 2007, more than 250 employees took the training, while 170 employees did likewise in 2008. This
training is part of the new employee orientation package.

The communications office reviewed department documents and the agency Web site for plain
language. Among the items on the Web site is an Open Government / Public Records Web page. The
page contains FDVA’s Open Government Bill of Rights and a link to the Governor's Plain Language Web
site.
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The department produced the following products in 2008 using plain language principles and the
Associated Press Stylebook for ease of comprehension.

» 2008 Florida Veterans' Benefits Guide

e 2008 FDVA Annual Report

e 2008 FDVA Legislative Initiatives Tri-Fold Brochure

e 2008 FDVA Nurse Recruiting Tri-Fold Brochure

e 2008 Emory L. Bennett State Veterans' Nursing Home Tri-Fold Brochure

e 2008 National Association of State Veterans' Homes Convention Brochure and Convention
Newsletters

Agency for Workforce Innovation

Immediately following the executive order, the Agency for Workforce Innovation appointed
M and convened a Fresh Eyes team of 15 staff members for training by Dr. Gerald Grow of
Florida A&M University. The training was part of a long-range plan to review all existing
agency documents and Web pages, as well as to determine the best method by which to implement the
plain language initiative.

AWI intensified the training program in 2008 and trained 866 agency members and nearly 200 contract
staff.

The agency implemented a “webinar” program to deliver training to work units and staff co-located
throughout the stated saving over $6,000.00 by conducting training in this manner.

AWI continues to review all documents and requires contractors to meet plain language guidelines on all
their written deliverables.
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Governor's Plain Language Initiative — Year Two





