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Executive Summary 
 

Our project sponsor, Upkeep, is an independent non-profit charity that promotes 

good practice in the repair, maintenance, and restoration of all types of properties.  The 

charity also houses the only building maintenance and repair museum in the United 

Kingdom.  Upkeep offers many types of services such as interactive classes, seminars, 

and certification programs, which enable people to learn how to care for and maintain 

buildings.  The training courses about property maintenance and repair provide the 

primary source of revenue for the organisation to operate.  By September 2003, Upkeep’s 

building lease at South Bank University will have expired.  Therefore, Upkeep has a set 

target date of summer 2003 to relocate the museum.  Since Upkeep does not receive 

commercial support for advertising products, networking with relevant industry 

organisations and finding opportunities for financial assistance was crucial for Upkeep’s 

successful relocation. 

 After completing our background research and discussing Upkeep’s basic 

problem, we determined that the overall goal of this project was to assist Upkeep with the 

task of improving financial and practical support by means of upgrading and expanding 

their website, as well as improving relations with related organisations through increased 

networking. 

 To assist with this task we researched valid website design and networking 

techniques.  Website navigation, graphic usage, font and text styles are key elements 

which were determined to contribute to the success of a website.  More importantly, we 

performed background research on presenting website content.  With regards to 

networking, we examined the appropriate techniques for researching organisations and 
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companies, conducting proper phone interviews, collecting information for use in 

databases, and accepted forms of sending emails. 

 To assess what new content was needed for the current website, we conducted 

interviews with the Director of Upkeep, Ms. Annette McGill and the Chair of the Board 

of Trustees, Mr. Peter Trotman.  We began by drafting a series of questions to cover all 

areas of the previous website as well as additional areas of web design that were not 

incorporated in the original design.  By discussing all the possibilities of page 

improvements we ascertained what content we would use as well as ideas on how to 

present this content.  We also looked at award winning museum websites to gather ideas 

about new features to incorporate into the upgrade. 

 After the content interview, we started to make immediate changes to the website.  

Based on this information, we concluded that the sections of the website titled, ―About 

Upkeep,‖ ―The Museum,‖ and ―Training Courses‖ required immediate updates.  The 

section titled ―Looking after Your Home‖ was outside the scope of our project due to the 

amount and type of research necessary to complete the section.  However, we did revamp 

the existing content to reflect the new design and completed a template for future 

improvements.  Implementation of the website began as an iterative process in which the 

highest prioritised tasks were completed first, starting with a new navigation system on 

all the template pages.  From these pages we incorporated the text from the content 

interview.  Furthermore, we integrated the latest photos of the museum as well as other 

graphics we created. 

After completing all the high-priority pages, we used a survey to evaluate how 

well the website we created followed good web design.  The usability survey was 
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targeted towards the students of Upkeep’s training courses.  We chose this group because 

these individuals were the most inclined to use the website.  The survey asked whether 

the design we implemented was user friendly and effective.  Additional questions were 

included in the survey for more feedback in hopes of revising the new website to be more 

personally satisfying.  Thirty-five surveys were completed and we collectively combined 

the answers and made recommendations for further improvements.  The majority of those 

surveyed reported that our website followed good web design procedures and stated that 

they could clearly read the font and find the content they were searching for. 

 For the networking aspect of this project, building strong relations with related 

organisations was of the utmost importance.  In order for Upkeep to successfully move, 

the charity needed substantial assistance from related organisations.  Ms. Annette McGill 

provided a list of over 500 organisations that we took into consideration for networking 

purposes.  This original list was narrowed down to 187 by selecting only those that were 

located in the United Kingdom and maintained a functioning website.  This list was 

further shortened to eighty-three organisations by selecting only those that maintained the 

best websites, which were of the most use and relevance to visitors of Upkeep’s website 

 Once this list was completed, we conducted background research on each of these 

organisations and created a profile information binder.  The group contacted these 

organisations by telephone and conducted interviews with public relations, education, and 

information technology officers.  During these interviews we used the profile information 

binder that contained a brief organisational description so the group was informed and 

knowledgeable about their organisation and website.  We also discussed the possibility of 

creating a reciprocal link between Upkeep’s website and the organisation’s website.  
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From the initial interview we obtained the email address of the person in charge of public 

relations and sent the organisation an email.  The email included details about Upkeep, 

the purpose of the website link request, a description of their organisation’s website, and 

a formal consent form between both parties for adding a link to Upkeep’s site. 

 By creating the related organisations database, the profile information binder, 

conducting phone interviews, emailing link request and consent forms, and compiling all 

the information in the website, we were able to greatly increase the networking between 

Upkeep and related organisations.  We received nineteen replies from organisations that 

we emailed, of which nine had rewritten their organisational descriptions and six returned 

filled out consent forms.  Only one organisation replied that they did not want a link to 

their website on Upkeep’s site.  Although we wished to receive permission from these 

organisations in linking to their websites for networking purposes, we did not lawfully 

need this.  So, although we only received 18 replies giving our group permission to link, 

a total of 82 organisations are available on the Upkeep Links page, which allowed the 

networking phase of the project to be incorporated onto the website.  The entire process 

of having other organisations peruse the website we created, to determine if they were 

interested in linking, established a basic relationship between the related organisation and 

Upkeep. 

 The collective efforts of both the website and the networking culminated in a gala 

launching the new website on February 20, 2003.  Prior to the gala we sent out forty-four 

invitations to a group of organisations selected by Ms. Annette McGill.  During the 

daylong event, the new expanded and upgraded website was unveiled to these people and 
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the official campaign to find Upkeep a new home was initiated.  At this event we 

engaged in conversations with the guests and gave them a tour of the new website. 

 By the completion of the project, we were able to help Upkeep gain access to 

financial and practical support.  The networking aspect was used to promote Upkeep’s 

cause and mission.  The new contacts acquired from the networking phase were 

incorporated into the website component of the project.  This effectively helped Upkeep 

secure needed support and provided a service to the online community at large. 
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Abstract 
 

The goal of our project was to increase financial and practical support for Upkeep 

through upgrading and expanding their website and improving relations with related 

organisations.  The website upgrade involved a complete overhaul and redesigning of the 

existing site.   We established contact with eighty-three organisations, for linking to their 

websites and established a networking base for Upkeep.  Through these efforts, Upkeep 

will hopefully find enough financial and practical support to assist their move in 

September 2003. 
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1. Introduction 
 

The success and sustainability of any non-profit organisation or charity largely 

depends on continuous funding from a variety of sources.  Furthermore, the ability to 

create a large group of financial supporters is related to the amount and type of exposure 

the organisation has.  While networking and face to face interactions will always remain 

a crucial part of the funding process, there are additional methods of gaining publicity.  

One approach is using the World Wide Web (WWW) as a vehicle for reaching millions 

of people on a global scale to express and gain support for a particular cause. 

A good website is one which clearly and most effectively presents the site’s 

content to the visitor.  The design methods for proper content display involve using 

readable fonts and colours (Brinck, 2002).  Visitors of the website must also be able to 

easily find what they are looking for.  Therefore, how one navigates the site to find the 

desired content is also an important aspect of good web design (Nettleton, 2002). 

Upkeep is an organisation seeking to promote itself using the WWW for gaining 

support.  They are an independent non-profit charity that promotes good practice in the 

repair, maintenance and restoration of all types of properties.  Upkeep offers interactive 

classes, seminars, and certification programs which all help people learn how to care for 

buildings.  These educational programs are the primary source of funding for Upkeep.  

Unfortunately, these classes do not provide sufficient revenue for continued operations 

and income from other venues is relatively small.  Upkeep does not receive funding from 

either government or commercial organisations.  Further complicating these financial 

problems is the conundrum of locating a new residence to house the museum and 

educational offerings as Upkeep’s current lease expires in September 2003.  Additionally, 



 2 

Upkeep chooses to be impartial and does not advertise or endorse any particular product 

or organisation.  Since Upkeep does not receive commercial support or funding for 

advertising products, networking with related industry organisations and finding 

opportunity for assistance is crucial to Upkeep’s success.  As a way to increase the 

success of Upkeep, practically and financially, we designed and implemented a website 

upgrade.   

The current website was created by the Director of Upkeep, Ms. Annette McGill, 

in 2000.  Close examination of the previous website showed the navigational and 

organisational schemes to be disorganized and inconsistent, both of which are not 

favourable elements of professional website design (Brinck, 2002).  Using a simplified 

and ordered layout is a solution resolving these issues.  Apart from Ms. McGill’s own 

efforts, few resources were allocated to develop the current website any further than the 

initial design.  This lack of development was attributed to time restrictions and strained 

resources.  To remedy these limitations, our project was created to include the 

reconstruction of the current website that would accommodate the changes, desires, and 

needs of Upkeep.  Therefore the goal of this project was to assist their financial and 

practical support by upgrading and expanding Upkeep’s previous website as well as 

improving networking with related organisations.   

The methods we used in determining Upkeep’s needs for an upgraded website 

involved interviews, surveys, and additional research about good website design.  The 

website aspect of our goal was completed by identifying the strengths and weaknesses of 

the previous website and then resolving these flaws accordingly.  Such areas included 
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links to related organisations, compliance with proper web design techniques, and general 

overall content organisation.   

Interviews were used to determine what content was necessary for the new 

design.  These interviews primarily involved the Director of Upkeep, Ms Annette McGill, 

who is the most informed person about the organisation.  In addition to interviewing, a 

user survey was submitted to the training classes at Upkeep and posted online in order to 

evaluate how user friendly the revised website was after we had implemented the 

majority of our changes.  The student’s feedback, along with additional online survey 

responses, provided us with helpful insight to ensure that the website met good web 

design practice. 

We completed the website with the intention of attracting organisations whose 

specialities lie in the restoration of property as well as everyday building owners with the 

desire to learn how to maintain their property.  After browsing through the new website, 

the contacted organisations may take an interest in Upkeep and in turn make a 

contribution to the exhibition’s efforts.  A contribution may consist of monetary funding 

or be of a more practical nature.  For example, they may desire to link Upkeep’s website 

with their own.  In addition, housing guilds and homeowners will learn about the training 

courses offered.  Providing exposure about the courses may increase attendance and 

support from their organisation.  With a dramatic increase in online exposure, Upkeep 

will hopefully generate the necessary support for their 2003 move. 

The website was not the only area of this organisation that required improvement, 

communication with external related organisations was severely limited.  Few if any 

organisations in the building trades were aware of Upkeep’s presence and mission.  The 
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organisations related to Upkeep’s purpose needed to be contacted and made aware of 

Upkeep’s existence.  There were two goals that were being accomplished through the one 

task of contacting these related organisations.  The first goal was to gain approval and 

consent from the related organisations to allow a link from Upkeep’s website to that 

organisation’s site.  This allowed for Upkeep’s website to maintain a links page to aid 

Upkeep’s patrons viewing the website.  The second goal was to make the organisations 

aware of Upkeep’s goals and mission.  This brought Upkeep out in the public and made 

connections with people and organisations that might not currently be aware of what they 

do and offer as a building museum. 

In order to achieve the goals of our project, we had to work through several 

stages.  Our background chapter includes information on networking with related 

organisations and how to build web pages following good website design practice.  

Applying the knowledge from our research we devised a methodology to carry out the 

networking and create the website.   The results chapter then presents the outcomes of our 

networking efforts, and highlights areas on the website where we made improvements.  

Finally, after this data was evaluated we made conclusions and recommendations about 

networking and future website improvements. 
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2. Literature and Background Review 
 

The research of the following topics was important for an understanding of the 

goals and objectives of this project.  A firm background behind museums and their 

management was necessary for understanding how Upkeep is operated and maintained.  

Although museum associations exist at the international level, our focus was on the 

associations in the United States and United Kingdom.  We examined how they are 

managed and their role in the museum community.  Moreover, we discuss charities, 

because they are important to the background of this project; Upkeep is a non-profit 

organisation. 

A large portion of our project involved upgrading and updating Upkeep’s website.  

To accomplish this goal we required strategies for designing and creating web pages.  We 

discuss this topic as well as information about the needs of both online visitors and 

management to gain ideas for redesigning Upkeep’s website.  Lastly, marketing strategies 

are discussed to understand how Upkeep can develop relations with patrons and 

landlords, and establish more sponsorship by relevant organisations.  

2.1 Museums 

 

A museum is a place where members of a society may go to learn, study, and 

enjoy the many different aspects of the culture and history of a society.  There are many 

different types of museums with focuses such as history, society, arts, and science 

(Wittlin, 1970).  To express these areas of study, the museum may create exhibits to help 

the museum patrons to understand the subject and learn from a visual and realistic 

perspective.  There are museum associations that have been created nationally and 
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internationally that help aid museums and exhibitions around the world.  Although the 

majority of museums are either art or science institutions, there are specific museums that 

focus primarily on a particular type of service or special interest, such as the Plumbing 

Museum in Worcester, Massachusetts and Upkeep in London, England.  All these topics 

are discussed in more detail in the following sections. 

2.1.1 Exhibits 

 

Museums use exhibits and displays as educational tools to show and teach the 

public about a historical event or object.  An exhibit must have a purpose and make an 

impression upon members of the public who are viewing the exhibit (Belcher, 1991).  

There are many ways to present an exhibit.  Generally, exhibits should be aesthetically 

appealing and be able to make the viewer want to know more about the subject or actual 

exhibit itself.  An effective exhibit inspires interest from the viewing public.  This means 

that exhibits should be directed towards different groups of people who focus on certain 

areas of study, such as art history in a specific era (Belcher, 1991).  Once interest in an 

exhibit has been obtained, more and more visitors will contribute to making the exhibit a 

success.  The Upkeep Museum will improve and update their own exhibition when they 

move locations.  Upkeep wishes to use the exhibit as a teaching tool to help aid in the 

courses that they provide for housing associations, as well as the general public interested 

in the maintenance of buildings.  However, updating and improving the exhibition is 

outside the scope of our project. 
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2.1.2 Museum Associations 

 

There are many different museum associations around the world.  Museum 

associations exist to help individual museums with, for example, financial practices, 

training for management, and learning how to run the organisation.  Museum associations 

also give a collective voice to all participating museums.  In order to understand how 

museums work and operate, we looked at the American Association of Museums in the 

United States and the Museum Association in the United Kingdom.  There is also the 

International Council of Museums (ICOM) that aids museums globally. 

2.1.2.1 American Association of Museums 

 

The American Association of Museums (AAM) was founded in 1906 as ―a 

national service organisation that represents and addresses the needs of museums to 

enhance the ability of museums to serve the public interest‖ (AAM, 2002).  This 

organisation helps to establish standards, which help define each museum and its 

purpose.  As part of the standards, assessments are given to museums to how they should 

be categorized and what funding they would qualify for both from the government and 

other institutions.  The AAM has a Museum Assessment Program (MAP) that helps 

museums and organisations across the United States to reach their goals as a museum or 

organisation.  The program also will provide aid and support for the museum or 

organisation if they began to experience financial or practical problems.  The AAM helps 

museums become successful in both the business world and the museum community.   

The AAM gives a voice to all museums that are members.  This voice enables the 

members of the organisation to make decisions on what the association will do, what 
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educational programs the museum will sponsor, and what financial aid will be given out.  

The Association believes that museums have a vital educational value for the children of 

the United States and for the sake of learning in general.  The AAM also believes that 

museums are an excellent resource for students as well as a great tool to inspire learning 

in the youth of today. 

2.1.2.2 Museum Association in Britain 

 

The Museum Association in Britain is a non-governmental organisation, founded 

in 1889, that supports the best interests of non-government-funded museums and galleries 

across Britain.  The Museum Association in Britain receives no government funding and 

therefore has no association with any government in Britain or the European Union.  The 

organisation consists of members from different institutions around Britain to help aid 

and support the museum community.  These institutions include museums in London and 

other smaller museums or exhibitions around Britain. 

The Museum Association has a number of funds that come from private donors 

and other organisations or societies.  All individual museums in Britain may apply for 

this aid to help enhance their exhibits or employee training as there is no provision that a 

museum is associated with the Museum Association in order to apply for the aid.  The 

organisation believes in giving a voice to the museums and institutions, which do not 

have the time or the influence in which to accomplish their goals and interests in the 

community on their own.  If not already a member, this organisation and other similar 

ones in Britain may be a great help to Upkeep. 

Upkeep has inquired about joining the Museum Association of Britain, but 

learned that the Association is currently going through some reconstruction.  The 
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classification of organisations as well as the application process have been prolonged and 

will not be looked at by the Museum Association until September 2003.  Until that time, 

Upkeep will continue to function as normal and possibly gain more information regarding 

the application process and organisation classification in September. 

2.1.2.3 International Council of Museums 

 

The International Council of Museums is also a non-governmental organisation.  

The Council helps museums all over the world to enhance the public’s interest and learn 

more about museum management and their operations.  The Council defines a museum 

as: 

a non-profit making, permanent institution in the service of society and of its 

development, and open to the public, which acquires, conserves, researches, 

communicates and exhibits, for purposes of study, education and enjoyment, 

material evidence of people and their environment  (General Assembly of ICOM, 

2002).   

This organisation also helps aid organisations to determine if they would be considered a 

museum through ICOM standards.  These standards could be very useful for Upkeep by 

helping them to understand what a museum is and if they fall under that category. 

2.1.2.4 Museum Association Summary 

 

Museum associations are very important, because they serve as a guide and 

mentor to the museum community.  They are there to help train museum management so 

that they can run their museum more efficiently.  Associations play a large role in the 

financial aspect of museums.  Most museums do not receive government aid and most 



 10 

museums do not receive enough donations or have enough money in foundations to serve 

their purposes.  The museum communities and associations preserve culture and history 

of a society through private or public funds or aid, which enables the public to experience 

and enjoy their culture and history. The museum associations previously discussed may 

be able to aid Upkeep practically or financially. 

2.1.3 Special Interest/Service Museums 

 

Other than the art and science museums, there is a third category called service or 

special interest museums.  Service museums are very unique due to the specific nature of 

the museum.  For example, Upkeep is the only type of service museum in Britain that is 

dedicated to the repair and maintenance of all types of homes.  As a service museum, 

Upkeep provides classes in building maintenance and maintains an exhibition on building 

maintenance.   

A special interest museum in the United States is the Plumbing Museum in 

Worcester, Massachusetts.  The owner of a plumbing supply distributor founded the 

museum in 1988.  It reviews the history of plumbing and has many old models and 

replicas of indoor plumbing since indoor plumbing was first introduced in the 1800’s.  It 

began as a private collection created by the owner of the plumbing supply distributor who 

wanted to give back to the industry that made him so successful.  Museum patrons 

donated the later additions of replicas and exhibits to the museum.  This museum is 

family run by a volunteer staff and is financially funded by a family foundation put in 

place when the museum first opened.  This museum has sponsored plumbing classes from 

vocational high schools around the area.  Civic groups and Boy and Girl Scout groups 

also take trips to the museum and hold meetings there.  The museum has never advertised 
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during its existence.  Public knowledge of the museum has been spread by word of 

mouth, because of the rare, unusual nature of the museum (Manoog, 2002). 

2.2 Charities 

 

Non-profit organisations constitute what has come to be known as the third or 

independent sector, after the business and government sectors (Howe, 1995). Although 

traditionally the terms ―charity‖ and ―charitable organisations‖ have referred to programs 

helping the poor and needy, more recently the terms have come to incorporate all 

activities and organisations whose purpose is public service. In addition to community 

services, the broad categories of education, health, recreation, research, and scientific 

activities are included. Charitable organisations, thus, are defined as all entities that are 

tax exempt (Howe, 1995). As such, they differ from other non-profit tax-exempt 

institutions, such as labour unions and professional associations organized to serve 

members rather than the general public. Charitable organisations differ from religious 

congregations too, which are not tax exempt. Governing bodies of non-profit 

organisations may be called boards of trustees, governors, directors, overseers, or regents.  

2.2.1 Upkeep as a Non-Profit Organisation  

 

Upkeep functions as an independent charity, specifically a non-profit 

organisation, to provide training and education in building repairs and maintenance. 

Essentially, they help people learn how to ―look after buildings by promoting good 

practice in repair, maintenance and conservation of all types of properties‖ (McGill, 

2002).  In addition to their training courses, they also manage an exhibition about repairs, 

maintenance, and construction. 
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This organisation is independent and impartial; they do no receive funding from 

commercial or government agencies. As a result of their unique financial status, Upkeep 

requires payment for its educational services and entrance fees for its exhibition. In 

addition to a small amount of their income generated by the sale of educational products, 

they do not have any other means of generating revenue to support themselves. Over 

recent years they have lost contact with their sponsors and supporters.  They also are 

required to move from their present location and find a new home by summer 2003. 

2.2.2 Management of Upkeep  

 

Upkeep is the Trust for Training and Education in Building Repairs and 

Maintenance, which is also an independent charity (Registered Charity number 277351). 

Three different levels of people run this organisation: a) a seven member Board of 

Trustees, b) a forty member Governing Council, and c) two full time administrators 

assigned to maintain and manage the exhibits and training courses.  

The Board of Trustees consists of the main contributors to Upkeep and hold the 

major voting and vetoing rights, so any decisions that are of concern for the organisation 

are brought to them.  They also attend the Annual General Meeting, which is the major 

meeting for charitable organisations in the United Kingdom.  The Annual General 

Meeting is held yearly in December for charitable organisations to meet and discuss new 

and developing issues. At this meeting, the members of the Board of Trustees present the 

status of Upkeep as well as network with other organisations.   

The Governing Council currently consists of forty members who are generous 

contributors to Upkeep and who belong to relevant fields of trade such as construction, 

electrical contracting, plumbing and masonry.  This group is responsible for financial and 
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administrative decisions as discussed in Appendix A (Conference call with Ms. Claire 

Taylor).  However, since Upkeep’s departure from Hampton Court Palace in 1986, the 

Governing Council have not maintained an active presence or interest in Upkeep.  Some 

of these council members are no longer associated with Upkeep and many more have just 

simply stopped communicating with the organisation altogether. Therefore, their 

involvement in any decision-making matters is all but non-existent.  

Ms. Annette McGill and Ms. Claire Taylor work at the location of Upkeep, which 

is presently at South Bank University in London, England.  They are in charge of 

maintaining and managing the exhibits as well as hiring instructors to teach the training 

courses.  Most of the work they are involved in is reported to the Board of Trustees in the 

form of scheduled meetings. Without the substantial amount of work that Ms. McGill and 

Ms. Taylor accomplish, there exists a strong possibility that the organisation would not 

function nearly as well as the organisation has recently. 

2.2.3 Fundraising 

 

When Upkeep first came into existence in 1979, the charity had the help of a 

fairly large governmental grant that was used to establish the exhibition at Hampton 

Court Palace. Unfortunately, on Easter Monday, 31 March 1986, a major fire swept 

through the King's Apartments causing extensive damage. The fire started shortly after 

midnight in a grace-and-favour apartment on the third floor and smouldered undetected 

for several hours.  After this, the palace was handed over to a new exclusive group of 

managers who decided that Upkeep, along with six other organisations who were 

previously allowed to stay rent free, would have to pay a fairly high rent in order to 

remain at the palace.   
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When this happened Upkeep could not afford to stay and so was forced to move 

from the palace.  Ms. Annette McGill was employed to develop what are now the 

educational courses in order to make Upkeep self-sufficient. Under self-imposed 

guidelines, they choose not to receive any revenue from holding any type of commercial 

or product endorsement.  Upkeep remains impartial because by doing so they are 

unbiased and their clients feel an increased sense of trust.  

Consequently, the main source of revenue for the Upkeep Organisation is from 

the training courses they provide at South Bank University on building maintenance and 

repair.  These classes are aimed at members of housing associations, co-operatives, 

charities, local and statutory authorities, and commercial organisations.  Anyone who is 

interested in learning about how to manage and run their home or building more 

efficiently is also strongly urged to take their courses.  These courses are taught by 

certified instructors in each field and are held only one or two days for about seven hours 

a day.  These instructors prepare a schedule in advance with Upkeep and are under 

contract to teach certain courses.  The courses are taught in the exhibition to provide 

hands-on experience and are the only such courses backed by the City and Guilds of 

London, something Upkeep strongly pride themselves on.  The classes typically consist 

of around thirty participants. The cost for these classes depends on the number of units in 

management under the housing association with which a participant is associated.  These 

prices range from £ 95 to £ 150.  

Currently, almost 80% of Upkeep’s total revenue comes from its training courses. 

Approximately 15% of their income is derived from schools, colleges, institutions, and 

interested individuals who set up tours with the exhibition museum.  Also included in this 
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portion of their total revenue is income from sales of a number of short videos Upkeep 

produces on building repairs and maintenance.  In the future, one of Upkeep’s main goals 

is to rely more on peoples’ interest to see the exhibition to bring in the majority of the 

revenue.  An even smaller portion of their income, about 5%, comes from fundraising 

events and generous donations from individuals. Many of these individuals are on the 

Board of Trustees or the Governing Council.   

One of the problems with Upkeep’s inability to promote the exhibition is a lack of 

volunteer support (Taylor, 2002; Appendix A). At this point, only Ms. McGill and Ms. 

Taylor can conduct tours through the exhibition because they lack the volunteer support. 

The main cause of the current lack of volunteer help is due to the exhibition’s current 

location.  The location is in an extremely cramped and unattractive basement of a satellite 

campus at South Bank University, which is located in a somewhat unattractive area 

(McGill, 2002; Appendix B). When the exhibition was located in a wing at Hampton 

Court Palace they always had more than enough volunteers due to the historical 

significance of the palace.  A great number of tourists and visitors would frequent the 

Palace grounds and learn about Upkeep.  However, at South Bank University, the 

museum exhibition is not nearly as accessible as it is located in the basement. 

2.2.4 Charities Facilities Management Group 

 

The Charities Facilities Management Group (CFMG) is designed to help charities 

look after their buildings in a more effective manner. The group promotes the exchange 

of knowledge and experience between individuals and organisations. The idea to 

establish this group resulted from concerns for property and accommodation issues that 

arose in a conversation between Ms. Annette McGill of Upkeep and Ms. Ruth Lesirge, 
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the Chief Executive of the Mental Health Foundation. They set up a special interest group 

to share knowledge between voluntary sector organisations as well as a mailing to 

colleagues that generated a large response around the country (McGill, 2003). In 2001, 

they held their first meeting and CFMG was established. The group now has over forty 

members who must work for a voluntary organisation. Their members range from the 

Facilities Managers of some of the United Kingdom’s largest charities to office staff of 

small organisations that are involved with buildings in their spare time.  

For Upkeep to attain the goals of moving to another location and becoming more 

dependent on the exhibit as the main source of revenue, they needed to re-work and 

organize some of their procedures and fundraising tasks (McGill, 2002; Appendix B).  At 

this point, Upkeep is simply not making enough money to expand to the type of 

organisation they would like to become in the future.  Ms. Annette McGill has been 

attempting to increase the visibility of Upkeep by increased networking with other 

charities through CFMG. By keeping in contact with these independent charities Upkeep 

will in turn be part of a larger network of organisations that will be able to depend on one 

another for knowledge and expertise. Another hope is that through increased networking 

they will become better known to a number of people and organisations that would be 

interested in Upkeep’s services. 

2.3 Website Design and Maintenance 

 

A background about the nature of the internet along with its related components is 

needed to understand the scope of this project.  Moreover, the elements of layout and 

design for a website are crucial to the understanding of a useable and effective interface.  

Once standards of proper website design are established we then evaluated the current 
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site.  By this method, we were able to determine the changes and additions that we 

needed to make for the new website. 

2.3.1 Background to the Internet and World Wide Web 

 

The Internet consists of a series of interconnected computers that span the globe 

all communicating to one another over the standardized Transmission Communication 

Protocol/Internet Protocol (TCP/IP) (Brinck, 2002).  This protocol unifies all services of 

the internet including common services like electronic mail (email) and the World Wide 

Web (WWW).  The World Wide Web contains all websites, consisting of individual web 

pages, which are linked to one another effectively creating a ―web‖ of information 

(Nettleton, 2002). 

The programming language of the World Wide Web is hypertext mark-up 

language (HTML).  All web pages use this language to communicate information over 

the Internet.  The web browser, or program that decodes web pages, translates HTML 

code into a visual format similar to that of a magazine page.  Due to the World Wide 

Web’s ability for dynamic content and ease of use, it has quickly become a popular 

communication medium (Brinck, 2002).  By 1997, the number of registered domain 

names on the Internet reached 20,000 and nearly doubled the following year.  Currently, 

there are over 160,000 registered domain names (Internet Software Consortium, 2002). 

2.3.1.1 Web Servers 

 

A website, which is a collection of files, ―is stored on a computer that is 

permanently connected to the internet and specifically set up with software to deliver 

them to people’s web browsers‖ (Nettleton, 2002, 10).  The computer where the website 
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is stored is referred to as a web server.  When a user visits a website the server sends the 

HTML files to the user’s computer so that the page may be viewed.  With the completion 

of Upkeep’s new upgraded website, any additional changes to our finished 2003 website 

files will need to be uploaded again and overwritten on the web server. 

2.3.1.2 Browser Compatibility 

 

No two users of the World Wide Web are ever the same, nor are the computer 

systems used to access the web either.  The important differences between web users lie 

in which internet browser they are using and the installed features that their computer 

system possess to allow for special website applications.   

Currently there are two popular internet browsers: Netscape’s Navigator and 

Microsoft’s Internet Explorer.  In the design of our web page, we accounted for 

compatibility issues for these two major browsers which make up nearly ninety five 

percent of all the browsers people are using to access the internet with.  In addition to the 

browser software, we also paid close attention to which version of a particular browser is 

likely to be used.  New advancements in web programming require newer versions of 

browsers for compatibility.  For example, older browsers do not support the use of 

frames.  Frames provide a way to segment sections of a browser window into several 

independent windows (Nettleton, 2002).  By creating a web page that does not use 

frames, one ensures that a web page will have the highest level of compatibility with the 

various web browsers and their platforms. 

Apart from different browser types and versions, the actual computer system set 

up is another fundamental area to take into consideration for optimal compatibility.  Web 

plug-ins are required to be installed on computers to enable the system’s browser to 
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perform additional functions like playing sounds or movies (Nettleton, 2002).  Many 

newer websites incorporate JavaScript, which is a programming ―language that provides 

a simplified method of applying dynamic effects to web pages‖ (Goto & Cotler, 2002, 

p.203).  There are limitations to using JavaScript; the user’s computer system cannot fall 

below the requirements for a particular Java program on the visited website since the 

program will fail to run.  Another problem is the load time: when using Java programs 

one must sacrifice faster site load times.  For these reasons we decided against the use of 

JavaScript.  Lastly, some browsers and computer systems may be unable to view pictures 

on a particular web page.  Therefore one should design a website with descriptive text 

captions to supplement the pictures. 

2.3.2 Content Viewing 

 

One must pay close attention to how website content will be viewed when 

designing a website for the purpose of presenting information.  There are many factors 

that contribute to the presentation of a web page.  The most important factors consist of 

colours, text format, graphics, navigation, load speeds, and the screen resolution.  

Depending on how each of these factors are set up will determine who will be able to 

view the website content without difficulty.  

Given that part of this project’s mission was to increase Upkeep’s presence, we 

wanted everyone to be able to read the pages on the website with ease.  The construction 

of our website design used research about which settings each viewing feature should be 

set to in order to eliminate any viewing dilemmas. 

Graphics also impact the vision impaired, as graphics must be large enough to be 

viewed and recognised.  Yet the size of graphics and the amount of text will limit the load 
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speed of the page.  People do not want to wait extended periods of time for a web page to 

appear (Lynch, 1999).  Therefore in designing our website we used a good compromise 

of content and load times.   

2.3.2.1 Navigation 

 

The structure and navigation of a website is of prime importance.  The navigation 

provides the site visitor with, ―a quick overview of what your website has to offer, and 

one-click access to all the main sections‖ (Nettleton, 2002, p. 86).  Creating a functional 

navigation bar saves the visitor from constantly pressing the back button in the browser 

and makes the website seem more integrated (Nettleton, 2002).  This makes it possible to 

clearly show all major categories on the website at once.  A navigation bar is one such 

solution that offers an ―immediately recognizable, clear means of exploring a website‖ 

(Meadhra, 2002, p. 346). 

 A navigation system can be placed at the top, bottom, left, or right of the page 

(Powell, 2000).  The two most popular choices are top and left navigation in Western 

cultures as readers scan information from left to right and top to bottom (Powell, 2000).  

Regardless of the positioning of the navigation system, it is necessary to be consistent 

throughout the entire website (Meadhra, 2002).  Maintaining a sense of consistency can 

be achieved by examining each page of the website and checking to see if the navigation 

graphics and text move or change; if their positioning does not change then the 

navigation is valid (Powell, 2000).  Additionally, providing the user with a set of 

consistent navigational schemes not only simplifies the process of travelling from page to 

page, it also gives the user, ―a sense of [the] site’s organisation and make the logic and 

order of the site visually explicit‖ (Lynch, 1999, p. 19). 



 21 

More importantly, the manner by which users navigate the content between 

different pages must be done wisely to avoid confusion or lead users to a dead end.  Links 

must logically explain where the user will go next and the preceding page must provide a 

means of returning to the previous page.  Another means of improving the navigation of 

any website is to include the use of a site map that clearly outlines every page on the 

website (Lynch, 1999). 

2.3.2.2 Colours and Fonts 

 

A website should be visually appealing to the user yet not overly complicated so 

as to be distracting (Jamsa, 2000).  As with any visual medium, the correct use of colour 

is one important aspect of proper website design.  Complicating this matter is the 

condition that the majority of older monitors can only display 256 colours; of these, only 

216 colours are common to both the Macintosh and PC platform (Nettleton, 2002).  Due 

to these limitations, we used a Web-safe palette of colours so that the display will be the 

same on both platforms.  Setting the foundation for any website is the background upon 

which all text and graphics are placed.  It is important to have backgrounds that are of 

enough contrast to make the text readable.  Also, pictures and other graphics should serve 

to complement the web page and not take a significant time to download (Jamsa, 2000).   

The colours must not make the text difficult to read.  Those who have their vision 

impaired will need to use an easily readable sans-serif font such as Verdana, Helvetica, or 

Arial with a size of 14 or greater.  Some who are colour blind may not even be able to 

distinguish text from the background of the page.  The type of font used on the website 

should have readability as its first priority (Nettleton, 2002).  Common fonts like Arial, 

Verdana, Courier New, and Times New Roman are known for their readability and are 
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considered standard on popular web browsers (Nettleton, 2002).  However, designing 

web pages that use less common fonts for creative purposes is slightly more complicated.  

It is considered good practice to turn unusual fonts into an image file and then embed the 

image file into the web page as not all computers necessarily have the less common fonts 

installed (Nettleton, 2002). 

2.3.2.3 Content Viewing for People with Disabilities 

 

In the United Kingdom, the Disability Discrimination Act (DDA) was introduced 

into legislation in 1995 (Dolye, 1996).  This act defines the rights of disabled people 

involved in all areas of life including the provision of goods and services (Paciello, 

2000).  As a result, the DDA guarantees, ―effective and accessible communication, 

including access to information, programs, services, and goods made available through 

the Internet and World Wide Web‖ (Paciello, 2000, p. 44).  Since the World Wide Web is 

primarily a visual medium, the DDA is concerned mainly with the visually impaired.  As 

a result web pages should be designed with the following features:  alternative text 

descriptions for images, keyboard access/navigation, adjustable font colour, sizes, and 

styles, and the ability to turn off pictures, videos, and sounds (Paciello, 2000).  Modern 

web browsers versions 4.0 and above have these accessibility features built in.  However, 

the web designer has the responsibility to ensure that these accessibility features work 

properly.  For example, providing descriptive alternative tags in place of images is 

important.  Additionally, it is necessary to include a scalable font so that it may be 

enlarged and still be readable (Paciello, 2000). 
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2.3.3 Assessing the 2002 Website 

 

The previous website for Upkeep was located at http://www.sbu.ac.uk/upkeep and 

hosted on South Bank University’s server, see Appendix C.  The Director of Upkeep, Ms. 

Annette McGill, performed the last major site update in June 2002.  The author divided 

the website into five main sections: background information about Upkeep; the actual 

exhibits in their museum; general tips and related advice about home maintenance; 

training courses; services, seminars, and certification programs that Upkeep offers; and 

information about the Charities Facilities Management Group (McGill, 2002). 

2.3.3.1 Existing Content 

 

The major drawback to the original Upkeep website was the overall lack of 

content in all areas with exception to the fourth section about their educational programs.  

The educational programs brought in a significant source of revenue so it seemed 

reasonable to dedicate a large portion of their website to this section.  The remaining 

sections required the most infusion of new content.  Various types of content that could 

be added included textual descriptions, pictures, audio files, and video files. 

The part of the website dealing with the Upkeep exhibition mentioned: full-size 

replicas of interiors and exteriors of typical domestic buildings; displays of construction 

methods; examples of typical building defects and their causes; full-scale exhibits of 

building services; and repair and conservation techniques (McGill, 2002; Appendix C-5).  

Unfortunately, there was not any additional information about any of these exhibits.  

There was a need for a page about each of these topics with pictures to complement them.  

Furthermore, one must keep the size of each of these pages under eighty kilobytes each 
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so that they load in less than fifteen seconds on a standard dial-up modem (Goto & 

Cotler, 2002). 

The section pertaining to useful tips and advice for looking after one’s home 

provided very general advice (See Appendix C-6).  There were two additional links from 

this page that explained how to check one’s home for defects and go about the process of 

making repairs.  However, there was not enough detail at this level to effectively solve 

any major problems the casual visitor to this website may encounter.  While the purpose 

of this section seemed obvious, the relevance to the remaining sections on the site was 

not as clear.  The original content under this section did not perform an adequate job of 

explaining the relevance that Upkeep and its training courses offered to the average 

homeowner. 

The training course section provided a full list of scheduled courses and brief 

descriptions of a select few (See Appendix C-9).  Only certain courses had descriptions 

and detailed information about their purpose and goals.  The descriptions for the courses 

were more complete than in other areas of the previous site.  Additionally there were 

links to book a course, to find a description of a certification program, and to price rates.  

Although this was the most complete and thorough area of the website there was still a 

need for additional improvements such as a complete directory of all courses offered. 

The last part of the website about the Charities group was the least content rich 

(see Appendix C-13).  This was due to the new formation of the group.  While the 

Charities Facilities Management Group was part of Upkeep’s website, the group operated 

independently of Upkeep (Taylor, 2002).  The placement of information regarding this 

organisation on Upkeep’s website was a matter of convenience at the time of its creation.  
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The Director of Upkeep who also manages CFMG has not had time to create a separate 

website (Taylor, 2002).  However, Ms. Annette McGill decided to keep CFMG and 

Upkeep together on the same website because she is the director of both organisations. 

2.4 Marketing 

 

The ultimate goal of marketing in the long run is to produce a successful 

organization, yet there are many issues relevant to successful operations.  Some of these 

issues can be controlled such as making decisions on what price to charge or what type of 

advertisement should be made.  Other issues, however, are outside of an organisation’s 

control, such as what actions the competition takes or the availability of new 

technologies.  The issues that can be controlled are done so through decision-making.  

The decisions that prove most effective in improving an organisation are the decisions 

based on the results of market research.  Researching the market of a potential product or 

service can provide a wealth of information such as the amount of existing interest, the 

feasibility of marketing success, and competition for similar products or services (Janal, 

1998). 

An important concern related to marketing is that of legal implications.  The law 

plays a major factor in marketing decisions.  Having an independent non-profit charity, 

like Upkeep, limits the ways that this organisation can seek aid for its 2003 move.  

Earned revenue may be an important source of income, but non-profits depend, usually in 

significant measure, on contributions (Howe, 1995).   
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2.4.1 Marketing in Non-Profit Charities vs. Businesses 

 

There are many differences between a business and a non-profit charity with 

regard to marketing.  When applying marketing techniques to non-profit organisations, 

those on administrative boards often attribute to marketing most of what is essentially 

effective management such as planning, seeing what services are needed, and by whom.  

Unlike businesses that have customers who buy services or products, non-profit 

organisations have constituents.   A constituent is the recipient of a service or product.  

More important with respect to marketing is how programs can be most effectively 

carried out and be promoted to serve constituents (Howe, 1995).  As with any business, 

non-profit organisations need to research marketing as well as the legislation.  With such 

knowledge, non-profit organisations are able to market or advertise their service more 

effectively (Moutinho, 1989).   

2.4.2 Service Marketing 

 

Service marketing, the type of marketing which non-profit organisations benefit 

most from, has some key dimensions worth discussing.  One dimension is developing a 

service mission, the aims and goals for marketing the service for the organisation.   

Another dimension is focusing on service market segmentation, focusing on certain 

specific markets relevant to the organisation and the service they are marketing 

(Lovelock, 1991).  The organisation needs a way to show the intangible nature of their 

service, positioning or differentiation of services, which explains why outside 

organisations should show interest in the service the organisation provides (Payne, 1993). 
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2.4.3 Marketing Audience 

 

Through Upkeep’s website, the exhibition can stimulate the interest of an online 

audience.  As stated in section 2.4.2, service market segmentation will be split primarily 

between organisations similar to Upkeep and property owners who are interested in the 

exhibition’s interactive classes about property restoration.  In addition, the target 

audience consists of those organisations and individuals who might contribute to the 

Upkeep’s efforts and aid in the relocation of their main operations.  In the context of the 

website project, marketing was targeted towards potential constituents in a manner to 

reflect Upkeep’s mission statement and promote the services and programs offered.  

2.4.3.1 Property Owners 

 

Property owners are the primary patrons at the Upkeep Museum.  A patron is one 

who buys the goods or uses the services offered by an establishment.  In the case of 

Upkeep, the patrons are also considered constituents in that they pay to attend the classes 

offered by Upkeep.   

The range of property owners includes homeowners and landlords.  Landlords are 

more specifically the owners of properties (such as commercial buildings, houses, or 

apartments) that are leased or rented to another.  Landlords are charged with the task of 

maintaining their property in accordance with health and safety standards.  All types of 

property require construction and maintenance to comply with standards of living and 

safety.  Upkeep provides the necessary services to its patrons to allow them to maintain 

their property.  The instructional classes offered by Upkeep provide a source of funding, 

as there are fees for attending the classes.  By attracting more patrons for the museum, 

funding and interest about Upkeep will hopefully increase.   
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2.4.3.2 Upkeep and Restoration Organisations 

 

Organisations that specialise in the same area of expertise as Upkeep are those 

that are involved with the restoration and maintenance of buildings and other properties.  

Such organisations are one audience that may provide financial or practical aid to 

Upkeep.  Through the aid of our upgraded website, organisations can learn about the 

efforts at Upkeep and take an interest in the museum.  Additionally, these organisations 

are also considered contributors.  Contributors support public service through the 

provisions of grants and donations.  Marketing is a way to make fundraising dollars more 

productive, to find generous donors, and to build stronger relationships with contributors 

(Howe, 1995).  By associating with related organisations, Upkeep may utilize the support 

of newfound contacts through telephone interviews, mailings and emails to insure the 

museum’s survival into the years to come.       

2.4.4 Marketing for Interest 

 

In order to sustain interest in Upkeep, marketing is essential.  Marketing has been 

defined as the process or technique of promoting, selling, and distributing a product or 

service (JPP&M, 1983).  The marketing techniques require market research and 

contacting organisations, through telephone interviews, mailings or emails.  Market 

research is important as it improves the decision making process of deciding which 

related organisations would be relevant to Upkeep (Chisnall, 1991).  It is important to 

understand and obtain general information regarding the related organisation, this process 

is known as the exploratory process.  The process helps gain initial feedback regarding 

the service being marketed and how to improve the marketing process for future use.  The 

exploratory process can be any form of gathering information about the market of 
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interest, including making a telephone interview enquiring about information or looking 

at websites (Crimp, 1990). 

Upkeep is an impartial non-profit organisation and therefore does not advertise 

products or services provided by organizations.  Since they are unable to advertise, 

Upkeep needs to find alternative methods of networking with related organisations for the 

summer 2003 move.  Upkeep will focus their service marketing techniques so that related 

organisations will gain interest in the charity and become contributors, which will prove 

to be essential for the survival of the Upkeep Exhibition.   

2.5 Background Summary 

 

In performing background research of the topics relating to helping Upkeep, we 

aided our understanding of how we could best meet our project goal of helping Upkeep 

gain financial and practical support for their 2003 summer move.  Our research provided 

insight for use in developing methods for completing our project objectives: a website 

upgrade and increased networking with related organisations.  Knowledge of good 

website design and effective ways of presenting information through the web influenced 

our approach to implementing our upgraded website design.  Similarly our research of 

marketing and advertising techniques provided us with ideas to consider in contacting the 

related organisations that we intended to network with Upkeep.      
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3. Methodology 
 

Our overriding goal was to assist Upkeep in financial and practical support 

through the upgrade of their website and networking with related organisations.  We 

conducted interviews to supply us with the necessary information to achieve the website 

upgrade.  We interviewed the director of Upkeep, Ms. Annette McGill, her assistant Ms. 

Claire Taylor, and the Chair of the Board of Trustees, Mr. Peter Trotman.  These 

interview questions helped us better assess what information content and other features 

needed to be included in the new website.  We chose to perform interviews based on the 

limited number of people involved in the organisation and time constraints (Berg, 2000).  

Next, we contacted relevant industry organisations to give them information on Upkeep 

and learn about their organisation.  They received an email in which we asked for 

permission to provide a hyperlink to their website from Upkeep’s webpage.  Finally, we 

implemented a survey focused on the users to assess the usability of the new website. 

3.1 Networking with Related Organisations 

 

In order to achieve the financial stability that Upkeep desired, it was imperative to 

gain more attention from relevant organisations. To gain this financial and practical 

support, organisations needed to become more aware of what Upkeep is and what this 

organisation has to offer.   Additionally, it was important that these organisations realize 

that Upkeep is a worthwhile charity deserving of their aid and support.  The networking 

skills we used to establish a connection between Upkeep and these related organisations 

ultimately gained publicity and social recognition in the community on both sides. 
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A key task was to make sure that all likely stakeholders were informed about  

Upkeep.  Hopefully, they would be keen to ensure its survival, which meant that 

networking was extremely important because they should be an integral part of Upkeep’s 

future and longevity. However, over the past years, it appeared that these members had 

been less active with their support of Upkeep.  

3.1.1 Identifying Related Organisations 

 

A significant outlet for Upkeep to spread its name was through related 

organisations in the United Kingdom.  There are many related organisations that may be 

able to aid Upkeep, or at least help enable Upkeep to gain publicity and support from the 

public.  There would be no competition between Upkeep and these organisations, rather 

both would mutually benefit from the relationship created (Kent & Calishain, 1999).  The 

public support from the related organisations would come by networking with 

government associations, local community groups, and possibly service industry 

businesses.  Therefore, having established Upkeep as a well-known organisation, the 

charity will hopefully ensure survival by promoting its services to increase their income. 

The project group was given extensive lists of worldwide organisations, 

associations, and federations. The lists included some contact information such as 

website addresses along with short descriptions for some of the organisations.  From the 

information included in the descriptions and titles of the organisations, our group first 

created a large list of organisations that were related to building repair and maintenance. 

This database also included the Governing Council due to their importance and 

connection to Upkeep.  We proceeded to narrow this list down to those that would be 

most relevant to the Upkeep charity. To be incorporated into this database the 
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organisations had to be reputable, be located in the United Kingdom, operate and 

maintain a website, and be related to what Upkeep offers. The database, shown in 

Appendix D, was designed to show the following information for each organisation: 

name, telephone number, fax number, website address, email address and mailing 

address.  Not all organisations in the database had information provided in each category 

and initial research to fill each category was accomplished to fully compile the database. 

Once the database was compiled, we prioritised the list by visiting each 

organisation’s website, researching their pages, and then ranking the website on a scale 

between one and three, one with being the best. The standards used to rank the websites 

were similar to the standards used by www.archimuse.com to determine the award 

winning websites in 2002, as described in section 3.2.1.  The most important aspects in 

ranking each organisation’s website were the following: usability, ease of navigation, 

aesthetic appeal, informative content, and relevance of material content to Upkeep. 

A ranking of one meant the website had useful information, relevant content 

material, ease of navigation and was aesthetically appealing to the user.  In the databases 

some were ranked with a star next to the website ranking as well. These asterisks 

indicated that the website contained a feature that could be helpful to the group with the 

website upgrade process.  Examples of why a star may have been added are that a 

website had a unique way of presenting links to other sites, an alphabetised site index, 

and an ―add your own link‖ page, which was of particular interest to the new Upkeep 

website.  A three, representing the lowest score on the scale, meant that the site contained 

less useful information and relevant content material was difficult to navigate or was not 

aesthetically appealing to the Upkeep user.  A ranking of two signified that the site had 
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acceptable standards for useful information, content material, website navigation and 

aesthetic appeal; however, did not necessarily mean their site would be listed on 

Upkeep’s site. 

After prioritising the database by aid of discussions with Ms. Annette McGill, we 

created a profile information binder for all the organisations whose websites received a 

ranking from 1 to 1.75.  These high ranking organisations were the ones that we 

contacted.  The binder contained information on each organisation, any available contact 

information, and basic facts that enabled us to have a more productive conversation with 

the organisational representatives.  It also contained a screen shot of that organisation’s 

homepage as well as any other pages that the group thought were relevant to the 

upgrading and expansion of Upkeep’s website.  The profile information binder served as 

an organisation information collection device as well as a journal. As information was 

obtained during and after each contact with the organisation, it was recorded and dated in 

the binder (see Appendix E).  Also, when organisations replied by email a copy of the 

email was printed out and placed in with its appropriate organisation. 

  In addition to the binder information described above, we also wrote a brief 

organisational description for each organisation that we planned on contacting.  The 

descriptions came from information contained on the organisation’s website and stated 

what the organisation was along with goals, aims, and purposes.  The descriptions were 

kept to a length of fewer than 50 words.  These descriptions were incorporated into the 

Upkeep website as described in section 3.1.2. 
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3.1.2 Related Organisation Telephone Interviews  

 

After creating the profile information binder and the organisational descriptions, 

we proceeded to make telephone calls to the organisations.  We decided to contact all 

organisations with a web rank from 1 to 1.75 as well as any Governing Council 

organisations.  During the week of January 27, 2003, we developed a script to be used for 

the telephone interviews, shown in Appendix F, which included all information that 

needed to be presented to the contacted organisation.  The profile information binder was 

present during all telephone interviews to help us to answer any questions presented by 

the organisation as well as to have information available for them.   

The fist goal of the telephone interviews with these selected organisations were to 

establish relations and to verify or gain the correct contact information.  Although we 

previously had obtained some contact information from websites, most proved to be 

outdated and incorrect. Also, for the purpose of gaining Upkeep greater publicity, we 

needed to contact the right staff. These included public relations and education officers.  

This enabled the project group to send more information through email or post to these 

contacted officials.  The first part of the interview shown in Appendix F is a standard 

interview, but then as the interview progressed, it fell more into the category of a non-

standardised interview and was more like a conversation with a purpose (Adair, 1989).    

The second goal of the telephone interviews was to introduce the idea of creating 

a ―Links Page‖ on the Upkeep website to the related organisations.  This page on 

Upkeep’s website would provide the title of each related organisations, the 50 word 

description of the organisations, and a hyperlink to that organisation’s website.  During 

the phone interviews, we brought up this topic to each organisation and offered to email 
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the description to them so that the organisation could have the chance to review it and 

make changes to it before the description would be placed on Upkeep’s website as 

described in section 3.1.3.  

3.1.3 Related Organisations Emails and Mailings  

 

 In order to increase attention from related organisations in and around London, 

we decided to speak with these organisations by following the plan detailed in section 

3.1.2.  After establishing contact with these related organisations, we requested that the 

contact person supply the group with their personal email address because people tend to 

respond quicker to email and this form of communication is less expensive than posting a 

letter (Phillips, 2001).  We emailed a letter about Upkeep to each of the contacted 

organisations (see Appendix G). This letter contained some basic background 

information about Upkeep, the group goal of creating a relevant links page, a short 

description of the related organisation for their approval, and a link consent form for the 

related organisation to fill out and return to Upkeep. The consent form, shown in 

Appendix H, is a written contract to be signed by both the contacted organisation and 

Upkeep approving the addition of the organisation’s description and link on Upkeep’s 

web page.  Also contained in this letter was a short description about Upkeep and its 

website address, in case the contacted organisations wished to place a link to Upkeep on 

their site.   

3.1.4 Related Organisation Response Analysis 

 

Once the organisations had been emailed or letters mailed, the responses from the 

related organisations were compiled and analysed.  Located within the related 
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organisation database, there is a column that shows which of the organisations responded, 

whether they agreed to allow a link to their website or not, if they altered the 

organisational description at all and if they returned the consent form.  From the database 

we tabulated the response percentages. The returned consent forms were placed in the 

profile information binder to ensure that Upkeep has authorized permission to add a link 

to the organisation’s website.  Any changes made by a related organisation to their 

description was recorded in the database and altered in the organisational description file.  

Through building new relations with these related organisations, Upkeep will hopefully 

gain the public’s support and create more social interaction with other organisations.  

3.2 Web Page Construction 

 

The vehicle through which we can hopefully help acquire support for Upkeep is 

through the construction of a website.  In order to create a website that can provide the 

greatest chance of gaining support, we obtained specific information about the needs of 

the website.  This section covers the methods that we used to gather the necessary 

information from other award winning museum websites, Upkeep, and the Board of 

Trustees.  With the data collected, a design of the website was formulated.  Additionally, 

the interviews with Upkeep and the Chair of the Board of Trustees provided us with a 

great deal of feedback which ultimately shaped our final implementation of the website. 

3.2.1 Criteria for Award Winning Websites 

 

Archimuse is an independent organisation that groups museum websites into 

several major categories including best on-line exhibition, e-service solution, website 

supporting educational use, innovative or experimental application, museum professional 
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site, and research site.  Of these six major categories, Upkeep’s website is tied strongly to 

two categories—a site supporting educational use and an on-line exhibition.  Therefore, 

spending time looking at these award winning websites was important in performing a 

critical analysis and incorporating these findings in Upkeep’s website. 

The nominated sites within the category of best on-line exhibition effectively 

displayed and presented parts of a museum’s collection or an entire exhibition in a highly 

detailed and relevant manner.  In order for these sites to be taken into consideration they 

had to possess some of the following qualities: good use of various media sources, 

methods of complimenting existing physical exhibits with those on-line, innovative 

means of recreating the museum experience, and actively integrating and engaging the 

audience through distinguishing different types of visitors. 

Moreover, we looked at museum websites that supported educational use.  The 

nominees in this category displayed and presented information about a particular subject 

in an engaging manner designed for a specific audience.  To be considered a nominee 

these websites needed several key characteristics:  use of additional materials for other 

types of educational purposes, interaction between museum staff and visitors, 

incorporation of physical trips to the museum with on-line visits, and a clear target 

audience with established protocol for teaching methods. 

3.2.2 Content Interview with Director of Upkeep 

 

By means of interviewing the director of Upkeep, Ms. Annette McGill, we 

determined what content needed to be incorporated into the proposed website.  The 

interview was conducted on January 13, 2003 during which we took personal notes about 

what was said and tape recorded the proceedings.  Ms. McGill was the ideal person to 
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interview being the director of the organisation and the one who created and updated the 

website with content in the past.  The interview results were thorough enough so that all 

important topics and subjects were discussed and accounted for.  Our interview consisted 

of detailed questions about Upkeep, potential contributors, training courses, plug-ins, 

navigation, and layout.  Due to the vast amount of material that needed to be covered on 

the website, an interview proved to be the best method of attaining this information.  A 

series of one-word answer questions would not suffice for our purposes.  Appendix B 

contains the website content interview questions for the Upkeep director.  From the 

results of the interviews with the director at Upkeep, the specified content was integrated 

into our project design.  

3.2.3 Chair of the Board of Trustees Interview  

 

On January 16, 2003 we interviewed the Chair of the Board of Trustees, Mr. Peter 

Trotman. This enabled our project group to understand what he would like to see 

incorporated on the new website.  As the individual who plays a role in donating money 

and controlling the finance of Upkeep, it was important that his requests were 

incorporated into the design of the new website.  There were three main sections of the 

interview focusing on website content, communications, and donations (see Appendix I).  

After this interview we gained a better understanding of what was needed for the website 

from the perspective of the Chair of the Board of Trustees.  His knowledge and expertise 

in the United Kingdom business world and within organisations such as Upkeep helped 

us to understand what might entice potential donors to view and use Upkeep’s website 

with the hope of the organisation making a contribution.  
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3.2.4 Iterative Construction 

 

We used Microsoft’s FrontPage software to implement the website pages.  

FrontPage is an efficient software tool which simplifies the task of building a website.  

The software possesses features that automatically generate portions of HTML code for 

different applications.  Additionally, we used a digital camera to acquire up-to-date 

pictures of the exhibition to include with the associated content about the exhibition.  

Applying our background research of good web design along with FrontPage, we 

constructed new web pages for the website using iterative steps.  Actual work on the 

coding of the website began on January 14, 2003, immediately following the content 

interview.   

We chose to build the Upkeep website in a series of incremental steps.  

Reconstructing this collection of web pages in separate pieces allowed us greater 

flexibility and stability than building the entire website at a single point in time (Mitchel, 

2002).  The first major upgrade involved improving the navigational and organisational 

problems that hampered the original website.  After the framework was established we 

started adding content to sections that were determined to be lacking based on the content 

interview.  

After establishing the site organisation, we first revamped a section on training 

courses to include an updated calendar of events and complete course descriptions.  We 

then added information about the Upkeep Museum with pictures and narrative about the 

various exhibits.  The next major update involved establishing a framework for the 

section involved with homeowners and those interested in ―do it yourself‖ repair work.  
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During this entire upgrade process we continually updated the links sections to related 

organisations (see sections 3.1.2-3.1.4). 

3.2.5 Upgraded Website Usability Survey 

 

 Having completed the vast majority of changes to Upkeep’s website, we 

constructed a survey to assess the website’s usability.  It was necessary to test the website 

because testing ―is the best way to see whether your design ideas are giving them [the 

users] what they want from your site‖ (Lynch, 1999, p. 14).   More importantly, the 

survey was created with the aim of evaluating how well our website improved upon the 

prior site in terms of good website design practice.  In designing the survey we created a 

series of questions for each major section of the website: ―About Upkeep‖, ―The Museum 

Exhibition‖, and ―The Training Courses‖ (see Appendix J).  The questions were worded 

to evaluate whether each page served Upkeep’s purpose.  We asked those surveyed if 

they found the content informative and helpful.  With regard to good web design practice, 

we asked if the text sizes and font styles could be clearly read.  Additionally, we asked if 

the graphics for the museum exhibits were large enough and if there were enough 

pictures.   

The primary target audience selected for the survey consisted of class participants 

who enrolled in Upkeep’s training courses and online site visitors.  The surveys were 

conducted between February 4 and February 14, 2003 in which time participants in six 

different training classes had a chance to complete the survey questions.    We chose to 

target the individuals in the training classes because they are the most typical users of the 

website.  Furthermore, this group of people provides the most financial support to the 

organisation.  Since the training courses run throughout the day, we distributed them 
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during class time, prior to breaks.  At the same time, we briefly described what our 

project group was doing in London and informed participants about the survey.  While 

the training course students were on their breaks, they accessed the website via a 

computer set up in the actual classroom. 

Additionally, the survey was made available on the website so that others not 

enrolled in the class could submit their answers to the survey as well, using an online 

form.  By gaining an understanding into the experiences of visitors, we revised areas of 

the site that might otherwise have lacked user-friendliness.  Obtaining around thirty-five 

(Berg, 2002) responses was sufficient to assess how easy the target audience was able to 

interact with the site. 

On February 14, 2003, we reached our goal of thirty-five completed surveys.  The 

next step completed was the creation of a table in Microsoft Excel to convert the data into 

a form better for analysing.  By creating tables and graphs of our collected data, we 

completed our work on our analysis of the results with ease. 

3.3 Application of Methodology 

 

After successful completion of our proposed data collection methods, we were 

able to carry out our website design process and follow up on our networking leads.  The 

acquired information from those at Upkeep served as a basis for our analysis of how the 

Upkeep website should be implemented to best promote the organisation.  Successfully 

promoting the organisation will grant Upkeep the exposure needed to ensure their 

transition to a new location.  Having conducted a thorough review of literature about 

proper website design, we applied this information to constructing an upgraded design to 

provide such exposure.  At the same time, the implemented design meets the needs set 
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forth by Upkeep and that of its related organisations.  Upkeep was initially seeking a 

quick improvement with the exposure of the exhibition and more content about Upkeep 

and its current dilemma.  The purpose of creating an initial update was to tie together the 

networking end of our project.  When contacting related organisations through phone and 

email, the information discussed could be re-emphasised on the website with the newer 

revisions.  Additionally, our analysis of the 2002 Museum Website award winners 

presented us with ideas on how to relate content with the exhibits at Upkeep.  Similarly, 

the content interview provided knowledge as to what content Upkeep needs to be 

included in the web pages.  Having conducted interviews, surveys, and an analysis of 

award winning museum websites 
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4. Results and Analysis 
 

 This chapter provides results and analysis of our collected data.  Our project had 

two sections, networking and website construction; however there was significant overlap 

between these components.  First, we discuss networking with the related organisations, 

the results of the telephone calls and emails, as well as status of linking to the 

organisations websites from Upkeep’s new site.  Second, we discuss the website 

development.  We began our website construction by first performing an analysis of the 

2002 award winning museum websites and the content interview.  The importance of the 

results are discussed with the application of web development for Upkeep’s site.  After 

discussion of our iterative web design plan, we present the results of a usability survey to 

evaluate our site for good web design practices. 

4.1 Public Exposure of Upkeep 

 

In order to increase financial and practical support for Upkeep’s move in 

September 2003, raising public awareness of the organisation was of the utmost 

importance.  Through networking Upkeep to related organisations this goal was achieved.  

Networking methods included phone interviews with public relations, media, and 

education officers, emails to the organisations containing the brief website description, 

and invitations to the Upkeep Gala event.  In the following sections the results of these 

networking methods are discussed and analysed. 

4.1.1 Contact with Related Organisations 

 

Upon our arrival to Upkeep, Ms. McGill provided the group with a list of 

approximately 500 organisations located across the world.  We proceeded to narrow this 
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list down to those that would be most relevant to the Upkeep charity. To be incorporated 

into this list the organisations had to be reputable, located in the United Kingdom, operate 

and maintain a website, and be related to what Upkeep offers.  The list was originally 

narrowed down to 187 organisations, with which we established an Excel database file, 

shown in Appendix D.  This database provided the organisation name, telephone number, 

fax number, email address, website and mailing address.  However, this was not the final 

stage of the database.  There was a large volume data missing from each of those 

categories in the database, so we visited each organisation’s website and attained any 

missing information that was needed for the database. 

 Once all the information for the organisations had been compiled and duplicates 

were eliminated, we revisited each website.  This was done to make sure that each one of 

these selected organisations operated and maintained a reliable and professional website. 

Criteria for remaining on the database list were that the site had to be visually appealing 

and contain information that would be pertinent to Upkeep. After this step, the database 

contained 134 related organisations.  

The following step was to revisit the websites once again and give each a ranking 

according to aesthetic appeal and material content according to the guidelines detailed in 

section 3.1.1.  Members of the group revisited each of the websites and ranked each 

individually and then the scores were averaged, thus creating scores ranging from 1 to 3, 

which can be seen in Table 4-1.  In addition, an asterisk was noted from any website 

which contained information or a particular feature that was valuable to the re-design of 

Upkeep's website. Table 4-1 shows the exact number of organisations that fell under each 

web rank.  
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Table 4-1 Web Rank for Related Organisations 

 

Website ranking 
Number of 

Organisations 

Number of Governing 

Council Organisations 

1.00 33 

12 
1.25 2 

1.50 22 

1.75 8 

2.00 36 

13 
2.25 6 

2.50 10 

2.75 2 

3.00 15 5 

 

 

From Table 4-1, we determined that there were a total of sixty-five organisations 

that were classified with a website ranking from 1 to 1.75.  Looking at the organisational 

database shown in Appendix D, twelve out of these sixty-five organisations were 

Governing Council members.  Fifty-four organisations fell under the website ranking 

from 2 to 2.75. Of these fifty-four, thirteen were Governing Council members.  Lastly, 

fifteen organisations were classified with website ranking of three of which five were 

Governing Council members.   

 After ranking the websites, we determined that all the organisations with a 

website ranking from 1 to 1.75 plus all Governing Council members regardless of their 

website ranking would be contacted.  Telephone calls were made to these final eighty-

three organisations.  A separate database was created for these contacted organisations 

that provided more information such as the contact person’s name, job title, correct 

contact information and if they were to receive an invitation to the Upkeep Gala event 

(see Section 4.1.3).  During the process of calling the organisations, eleven more 

organisations were added to the contact database. These were organisations that Ms. 
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McGill found and personally felt should be added because they were of importance to 

increasing Upkeep’s financial and practical support. Also, these organisations all 

maintained excellent websites and are included in Table 4-1 with website rankings from 1 

to 1.75 as well as in the total number of contacted organisations. 

 One main goal of contacting the eighty-three organisations was to gain approval 

to post a link to their organisation on Upkeep’s website.  The status of adding links to the 

related organisation website’s to the Upkeep website can be seen in Figure 4-1.  From the 

organisations telephoned, we were able to get preliminary approval from forty-four 

organisations to post a link from Upkeep’s website to theirs.  Thirty-five organisations 

asked to have more information regarding Upkeep and the organisation before granting 

approval.  We were unable to contact four organisations due to incorrect contact 

information provided on the organisation website or no answer to email or telephone 

calls.   

 

53%42%

5%

Gave Link

Approval

Needed More

Information

Unable to

Contact

 
  

Figure 4-1 ORGANISATION LINK STATUS  

 

 

Organisations that granted approval to link from Upkeep to their website as well 

as ones that requested additional information were sent a letter from the project group.  
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The letter, seen in Appendix G, informed them about the Upkeep organisation and the 

launch of the new website.  Contained in this letter was their organisation’s website 

description written by the project group.  Examples of organisational descriptions on 

Upkeep’s links page can be viewed in Appendix K-47.   Also included in the email was 

the linkage consent form, which can be seen in Appendix H.  In this separate document 

we requested that they fill out the appropriate information needed so that Upkeep would 

have authorized permission to link.  The letters were distributed to these contacted 

organizations through email or post depending on which method they specified.  Lastly, 

the letter contained Upkeep’s website address and a short description of the charity that 

could be used if contacted organisations chose to link to Upkeep’s website.  

 Emails or letters were sent to the seventy-nine organisations that we successfully 

contacted.  We received nineteen email responses from all organisations emailed. Of 

these responses, nine returned slightly altered descriptions with approval to link to their 

website.  Another six responses granted approval with the descriptions we had drafted.  

Three organisations replied back saying that they had passed the information onto their 

Information Technology (IT) department for approval and that department would give 

permission. Only one organisation requested that there be no link from Upkeep’s website 

to their website.  In addition, six consent forms have been returned with authorized 

approval as we had requested. 

 Throughout the project, the profile information binder was continuously updated 

to provide information on the organisations the group contacted.  Each organisation’s 

description started with a Microsoft Word file, which contained all relevant contact 

information, the website address, the purpose or aims of the organisations, basic content 
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of the website and any comments used for the upgrade of Upkeep’s website.  An example 

of the format used for the Word file is located in Appendix E.  In addition to the Word 

file about the organisations, screen shots of the organisation’s homepage and other 

relevant pages were added.  Finally, as email responses from the contacted organisations 

came back, they were printed out and incorporated in their respected profile within the 

binder.  

4.1.2 Related Organisation Website Links 

 

 The greatest result seen from this project is the increased networking between 

Upkeep and relevant organisations which were intended to increase financial and 

practical support for Upkeep.  All the work of contacting these organisations through 

telephone calls, emails, and invitations to the Upkeep Gala event has been merged onto 

the ―Links‖ page, of which a sample can be seen in Appendix K-47. The ―Links‖ page 

was the last feature added to Upkeep’s website upgrade and is only one part of the overall 

redesign (see section 4.2.4 for other parts of the website).  

 The ―Links‖ page was alphabetised according to the name of each organisation.  

Every organisation that we included in Upkeep’s ―Links‖ page has the title of 

organisation, a link to their website’s homepage or the page best suited for the Upkeep 

user and a short fifty-word description.  The short description was written to easily help 

the Upkeep user become more familiar with what each of these organisations has to offer.  

The description includes such information as the organisations’ mission statement, their 

goals and aims, and services that they provide.  

Eighty-three organisations were contacted though a phone interview and sent 

information through email or letter so that we had authorized permission to link to their 
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website as well as for them to have the chance to check the text of the short description 

for their organisation to be placed with the link on Upkeep’s website.  Having done this 

we have removed any possible liability problems that any of these organisations might 

have with Upkeep.  Another intent of communicating with them before hand was to build 

relations with these organisations who previously may not have been aware of Upkeep.  

At the time of our departure there were eighty-two links to related organisations on 

Upkeep’s website, because one organisation responded saying that they did not want to 

link websites.  We put links to related organisations for all organisations researched, 

therefore eighty-two links were added.  We wished to have waited for approval from all 

the organisations, but there are no laws against posting links to other websites on your 

website.  The links page was assembled in such a way that if Ms. McGill becomes aware 

of more organisations she would like to be associated with, addition of them would be 

quite easy to the Upkeep website links page. 

4.1.3 The Upkeep Gala Event 

 

 Of these eighty-three contacted organisations Ms. McGill decided to invite forty-

four to the Upkeep Gala event, which was held on February 20, 2003.  These 

organisations were invited because she felt that they would be best to help facilitate the 

needs of Upkeep.  These organisations received emails that were slightly altered from the 

ones sent to the other thirty-five organisations that we successfully contacted.  The 

revised letters contained a short description of the Gala and an invitation to attend the 

event.  The email also stated that the contact at the organisation would be receiving an 

invitation through Royal Mail. The purpose of this function was to launch the new 

website publicly to these organisations as well as for Ms. McGill to officially announce 
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that Upkeep needs help finding a new home by September 2003.  These invitations were 

sent to public relations or marketing representatives, directors, and executives of the 

organisations whom we had established contact with.  Invitations were sent to these 

individuals because they would be in the best position to help with Upkeep’s needs.   

The agenda for the Upkeep Gala event was as follows: certification ceremony for 

the City and Guilds training course completion; a speech by the Director of Operations 

for the City and Guilds program; a presentation of our project revealing the new Upkeep 

website; a presentation by Ms. Annette McGill about Upkeep needing to relocate before 

September 2003; and finally a luncheon that was held in the Upkeep Museum. Although 

only three organisations from the forty-four we invited attended the Gala event, many 

valuable connections were established through other representatives previously invited by 

Ms. Annette McGill.     

4.2 Upkeep Website 

 

Several user groups significantly benefited from the upgrade and expansion of 

their website, specifically the professionals seeking building education and members in 

related fields.  These crucial contacts were established among the restoration and 

maintenance communities that are now linked to Upkeep.  As a result Upkeep received 

several offers for a new location on their 2003 move.  Additionally, the creation of the 

website and the link’s pages provided a service to the online community at large. 

4.2.1 Analysis of Award Winning Websites 

 

After we examined many of the websites in the categories of best on-line 

exhibition and best website supporting educational use we thoroughly examined the 
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winners in their respective category.  Using the websites as models that came in first 

place, we tried to incorporate the features and ideas from these successes. 

4.2.1.1 Best On-line Exhibition 

 

The award winner of this category was, ―Jasenovac: Holocaust Era in Croatia 

1941-1945‖ located at http://www.ushmm.org/jasenovac.  This website was notable not 

only for its overall ease of use and visual appeal, it also performed admirably integrating 

various types of media including video and audio in the recreation of an emotionally 

charged era of history.  While Upkeep’s museum falls under the category of a special 

interest museum and does not fit into the same category as a history museum, the manner 

in which the exhibition is presented is still relevant.  To a very large extent the Jasenovac 

website was awarded first place because of the rich media content.  However, we 

determined from previous content interview (see Appendix B) that large files like audio 

and video were not desired for the upgrade of the new website due to download times.  

Despite these limitations, The Jasenovac website excelled in complementing the existing 

physical exhibition by drawing the visitor into the story.  Using this same approach we 

were able to enhance the Upkeep website by providing descriptions of the rooms in the 

exhibit (see section 4.2.4.4), but did not replace the functional significance of the 

physical exhibits. 

4.2.1.2 Best Museum Website Supporting Educational Use 

 

Distinguishing itself from the rest of the nominees was Ology at 

http://www.ology.amnh.org with a rich demonstration of resource and reference materials 

and a clearly definable audience.  This website specifically targeted children between the 



 52 

ages of eight and twelve as was evidenced by the colourful and playful graphic design.  

Similarly, Upkeep’s website was redesigned with an unmistakably identifiable audience 

that focused on practical education for adults and other building professionals.  The 

understanding of Upkeep’s visitors was reflected in the design of the navigation bar, 

which contains buttons for both professionals under ―Training Courses‖ and for non-

professionals with the button ―Looking After Your Home.‖  Ology’s website also had a 

great depth of information on their educational offerings from lesson plans to projects.  In 

contrast, it would be inappropriate for Upkeep to put their entire course in an on-line 

format.  This would not be a suitable replacement for recreating the educational 

experience enjoyed by those who take classes in the museum. 

4.2.2 The Chair of the Board of Trustees Interview Analysis 

 

On January 16, 2003, our project group interviewed the Chair of the Board of 

Trustees, Mr. Peter Trotman, of which a transcript is located in Appendix I.  It was 

necessary to interview him to gain an understanding on what the Board of Trustees and 

Governing Council would like to see incorporated into the new website.  As the main 

individual who plays a role in donating money and controlling the finances of Upkeep, it 

is important that his requests be incorporated into the design of the new website.  

From this interview, we received useful information as to what should be included 

into the new website. His input was very valuable, as he has been in the engineering and 

construction industry for approximately forty years as well as an educator for the past 

fifteen years. He was asked a series of questions concerning communications, website 

content, and the donations section of the site.  
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Concerning communications, Mr. Trotman indicated that an email newsletter, 

although found to be annoying by some, is a very good way of receiving organisational 

information. He suggested using some influential first few words in the opening is an 

effective way to grab a person’s attention and to make them look at the newsletter to see 

what is happening. A newsletter that arrived either quarterly or monthly would be the 

most practical, as it cannot be seen as bothersome or as a nuisance since a newsletter dose 

not get sent that often. Also, this will allow each issue of the newsletter to be filled with 

the most relevant of articles and will decrease the need for fillers. We have concluded 

from what Mr. Trotman has recommended that including a page on the website or a part 

of the newsletter that contained names, phone number, addresses, and positions of both 

Upkeep administrators and the Board of Trustees would not be in the best interest of the 

organisation.  He explained that some members of Upkeep might not feel secure about 

who would have access to their information. 

The questioning concerning web development was of the most use to us since this 

was our primary focus. The most useful suggestion given by Mr. Trotman that we have 

integrated into our website is that of a donor page. Anyone who makes a contribution or 

donation to the Upkeep organisation will be included onto a donor page.  Mr. Trotman 

stated that manufacturers would want to see their name up on someone’s website as a 

sign of appreciation for their actions towards another organisation. Separate from a donor 

page, which will be mainly for monetary contributors, would be a volunteer page that 

would specifically be used for people to sign up to volunteer at certain events or museum 

tours. One of Upkeep’s main problems was that only two people currently work for the 

museum. As a result, there has been a lack of time to allow people to see the museum. If 
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people were trained and then allowed to volunteer to give tours through the museum then 

the financial needs of the museum might be met. Also, it seems that there is an interest in 

the voluntary sector by retired people.  

Mr. Trotman’s responses concerning how and if donations could be made on-line 

helped our project group make decisions about whether or not to incorporate that onto the 

website.  We have concluded that an on-line donation page where you could enter in a 

credit card number would be inappropriate and financial results would be negligible for 

this organisation. They do not receive enough donations through traditional means like 

other museums.  Therefore, paying for a service that allows on-line donations would be 

an inefficient means of increasing donations.  Also, we are not including a way for an 

organisation to check how much it has donated, either monetarily or voluntarily, because 

the majority of Upkeep’s contributors are from within the organisation (i.e. Board of 

Trustees and Governing Council).   

Finally, additional points of interest received from Mr. Trotman were that a 

virtual tour or slide show of the museum would be of most interest to the average visitor 

to Upkeep’s website. Having this information available would entice people to come 

down to the museum to get the informational filled tour rather than just seeing a short, 

one sentence description of a picture showing that part of the museum.  

4.2.3 Content Interview Analysis 

 On December 16, 2002, we conducted our content interview found in Appendix B 

with the Director of Upkeep.   The transcript was created from a tape recording of the 

session in conjunction with our personal note taking.  Through conducting the interview 
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with Ms. Annette McGill we were able to ascertain what content to include in our 

implementation of the website.   

4.2.3.1 About Upkeep   

 

We began the interview by talking about the background of Upkeep.  This 

revealed what contact information and description we would use for the ―About Upkeep‖ 

web page.  In addition we learned we must keep the organisation’s logo depicting the 

hands supporting a house.  We were given permission to redesign the logo differently but 

the design would have to remain similar to the previous one.   

4.2.3.2 Extra Features   

 

 In the next section of the interview we brought up our suggestions for additional 

new features to improve interest on the site.  We agreed that the site was lacking 

information and pictures of the exhibits.  Therefore we made the decision that the 

museum exhibition page was a high priority in our website implementation.  Also, we 

learned that there were not many photos of the exhibits due to poor lighting in the 

basement location at South Bank University.  Therefore we decided to take new pictures 

and edit them with Adobe Photoshop in order to enhance the images.  However, other 

features such as an online forum and the ability to receive Upkeep news through email 

were agreed to be too much work for the staff of Upkeep to continuously update and 

respond to. 

4.2.3.3 Contributors and Related Organisations   

 

Another important aspect of the new website were the pages relating to 

organisations relative to Upkeep’s area of specialty found in the ―Links‖ section.  Since 
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the director is not a professional web designer, we were left with the task of deciding how 

the organisations would be presented on the ―Links‖ page based on our background 

research.  We agreed that the links to these organisations should be arranged in a logical 

categorical scheme.  A crucial topic that we discussed was that of the move scheduled for 

the summer of 2003.  From the interview our group and the director both decided that a 

page would need to be created to present Upkeep’s need for help and how people and 

organisations can assist.  

4.2.3.4 Training Courses 

 

With regard to the training courses, we had already recognised their importance 

for Upkeep and determined that the descriptions needed to be more thorough.  From our 

interview we learned that all the available courses were not on the website and that some 

were missing from the training calendar.  Afterwards, the possibility of online booking 

for the courses was discussed.  Our group and the director collectively decided against 

the use of online booking.  The decision was primarily based on previous problems where 

people would sign up for the class before they got approval from their employers.  

However, the idea of providing downloadable PDF files of the course pamphlets was 

agreed to be a good way to provide additional information for those interested. 

4.2.3.5 Content Viewing 

 

 The final time during our interview was spent discussing how the content on the 

web pages would be viewed.  Collectively we discussed all the possible search features 

and navigation systems we learned about through our background research.  Keyword, 

site map, and index searching were agreed by all to be appropriate for Upkeep’s needs.  
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Our decision was based on the rationale that if the website presents more ways of 

searching the content then visitors can find what they are looking for with ease and speed.  

Lastly, we brought up how all the content should be referenced.  Having no previous 

organisation of the exhibits and training courses on the website we found we would have 

to develop our own categorical scheme for organisation.  

4.2.4 Website Development  

 

 Having completed our content interview and background research of web design, 

we planned out how we would implement the website.  Sections of the website that were 

prioritised as being the most important included: ―About Upkeep,‖ including a page 

about their move, ―The Museum Exhibition,‖ and ―Training Courses.‖ We were able to 

determine what content we would incorporate into the website after the interview and an 

inspection of the exhibition. 

 After these high priority pages were completed, our last major addition to the 

website was the creation of the ―Links‖ pages.  This section contained an alphabetical 

listing of all the organisations as well as two other pages with these links sorted by 

category and exhibition.  The following sections describe the website in more detail, with 

the exception of the ―Links‖ page which was discussed in section 4.1.2.  The website 

pages can be found in Appendix K. 

 4.2.4.1 Iterative Design 

 

 Due to our limited time for the project we decided the best method for 

implementation of the site would be to build the pages in iterative steps.  The initial steps 

consisted of working on the pages marked as high-priority, whereas the later steps were 
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pages which did not contribute significantly to the Upkeep website.  The priority of the 

pages were ascertained from referring back to the transcript of the content interview 

found in Appendix B.  It is important to note that many of these pages went through 

several iterations before they were completed.  Examples of such iterations and this 

laborious process are evidenced in our weekly project agendas found in Appendix L. 

4.2.4.2 New Navigation System and Search Features 

 

The navigation system was drastically restructured from the original version.  The 

original website’s navigation feature top and side navigation bars that were inconsistent 

throughout the entire website (see Appendix C).  We corrected this by introducing a 

single top navigation bar constructed of familiar tabs.  The page of the website that is 

currently open is indicated by a white tab whereas the other available pages are indicated 

by a grey tab (see Appendix K).  Located under this tabular menu are the sub categories 

within the larger section.  Finally, at the bottom of the page is a bottom navigation bar 

that has links to some of the most commonly accessed and popular parts of the website. 

In addition to the navigation bars, we added a site map that clearly displays every 

page on the entire website (see appendix K-52).  Each major section is listed and the 

corresponding pages can be found underneath the headings.  This enabled the visitor to 

see the organisation and structure of the website. 

We implemented the Pico web based search engine for a variety of reasons.  Pico 

is a free web based search engine that does not advertise any third party products or 

include pop-up windows.  Since the actual search engine is not located on the same server 

as Upkeep’s website, it can function easily wherever Upkeep’s website may be hosted in 

the future. 
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 The search feature was very simple in design and similar to other common 

internet search engines.  The user entered a word or phrase into the empty form on the 

web page, clicked the search button, and was taken to another page that returned a list of 

search results comprised of links to pages within the internal Upkeep website.  Each 

result on the page contained the page title, a brief description of the corresponding text 

that contains the search string, as well as the exact website address. 

4.2.4.3 About Upkeep 

 

The ―About Upkeep‖ section now contains contact information, maps and 

directions, background information, information about the summer relocation, and 

information on as the members of the Governing Council.  The results of this page can be 

found in Appendices K-2 through K-6.  The page on background information 

incorporates the previous description found in this section but organises it into four 

distinct categories:  ―identity‖, ―an independent voice‖, ―finance‖, and ―status‖.  The 

contact information includes postal address, telephone, fax, and email information, and a 

link to travel instructions.  The maps and directions page includes a graphically optimized 

version of the previous map that takes less than half the time to download than the 

previous graphic.  Additionally, there is now a page that lists all the organisations that are 

part of the Governing Council.  Furthermore, the most significant addition to this section 

was the relocation page which explained in detail the requirements of the organisation for 

their new move. 
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4.2.4.4 The Museum Exhibition  

The Upkeep Museum web pages can be found in Appendices K-7 through K-21.  

The museum web pages contain a gallery at the very beginning page from which the user 

is able to select individual exhibit sections.  The actual pages of the exhibits give a 

glimpse of what the museum has to offer.  The goal of a museum section on the website 

was not to replace the experience of visiting the museum itself but to entice the visitor to 

come for an actual visit. 

Each museum exhibit page has a description about what can be found in the 

exhibit as well as picture and a caption highlighting an interesting section.  Moreover, 

there are three links under each exhibit to other pages within the internal website.  The 

first link brings the website visitor to a page on advice specific to that exhibit.  Following 

this is a link to the related organisations pages that groups several organisations by 

subject of the museum exhibit.  Finally, the third link goes to any related courses that 

make use of that particular exhibit in their training programs. 

4.2.4.5 Training Courses 

 

The training course pages are shown in Appendices K-25 through K-43.  There 

are five distinct sections including background about the courses, a calendar of all the 

training courses, information on the City and Guilds certificate, training frequently asked 

questions, and booking instructions.  The background information section gives a brief 

overview of the four other sections of the training courses. 



 61 

One of the most content rich section of the training course section is the training 

calendar.  This page has a complete listing of all the training courses offered for six 

months of the year.  Previously, only three course descriptions were linked to the training 

calendar.  Pages for all of the courses mentioned in the training calendar were created and 

linked to the calendar.  Each training course page has information about the date of the 

course, location, goals and objective, intended audience, outcomes, key points, prices and 

booking information. 

The section about the City and Guilds certificate is similar to the format of the 

individual training courses and contains similar information.  However, it goes into 

further detail about what successful graduates with the certificate can accomplish in the 

working environment.  The ―Frequently Asked Questions‖ page includes information on 

the pricing bands, value added tax, location and time of training, terms and conditions, 

cancellations, transfers, and privacy of data.  Finally, the booking section provides 

additional information about the pricing bands as well as instructions on how to book a 

course with a downloadable PDF file of the booking sheet. 

4.2.5 Upgraded Usability Survey Results 

 

The purpose of conducting our survey was to evaluate the usability of our newly 

created website.  The survey questions distributed can be found in Appendix J.  Using our 

background research we created the site with good web design concepts in mind.  

Therefore, the survey was our way to confirm that what we created met those standards, 

as well as ask questions about improving site traffic to the website.  Between February 4 

and February 13, 2003 we successfully reached our target goal of thirty-five surveys.  Of 

those surveys, 15 were from people who attended Upkeep training courses while the 



 62 

remaining 20 were generated from online visitors and other people who had never visited 

the site before.  After receiving all the completed surveys we compiled the numbers into a 

table that can be found in Appendix M. 

 This section of the report provides the survey results.  From analysing the data we 

drew conclusions about what people thought about our website with regard to good web 

design and we also listened to their suggestions.  For questions that asked the survey 

taker to rank a feature on a 1-5 scale, we calculated the mean value.  For example, in 

calculating the mean value of those who thought the font was easy to read, we performed 

the following calculation:  [ (27*(1) +4*(2) +4*(3) +0*(4) +0*(5)) / 35 ], where 27 is the 

number of people who chose 1, 4 is the number who chose  2, and 4 is the number of 

those who chose a rank of 3.  The result of the calculation, 1.34, is the mean value and 

therefore best represents how our survey takers collectively felt about the question.      

4.2.5.1 Background Section 

 

 The survey began by asking some simple questions about the background of the 

person completing the survey.  Of those who had attended training courses only 85% had 

previously visited the website.  The other 15% who had not visited the site before 

consisted of a population of 76% without an internet connection.  Of the 85% that did 

visit the site, 71% visited the site for information about the training courses.  These 

statistics show that people, primary housing managers, are visiting the website for the 

purpose of finding out about the training courses.  The results of this line of questions 

show that people who are interested in Upkeep’s training courses are actually taking 

advantage of the website to learn more about Upkeep.  Those who pay to take the courses 

are important to Upkeep as a primary source of income.  Therefore it is important that 
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these supporters are made aware of Upkeep as much as possible.  Through the analysis of 

our survey it appears they already are well aware of the Upkeep website.   

4.2.5.2 Top Navigation Bar  

 

  A key component to good website design is having an easy to follow system to 

navigate the different pages throughout the website.  Using a scale of 1-5, the mean value 

from the population surveyed was 1.34.  A value of 1 meant that the buttons were easy to 

use and understand.  Therefore our navigation buttons comply with good website design.  

In the question about the size of the buttons, a value of 3 represented the correct size of 

the buttons.  The mean value of 3.14 shows that people thought our buttons were 

designed well.  Regarding the descriptions in the navigation bar, a value of 1 represented 

that the bar had good descriptions.  The population mean value for this question was 1.6, 

which meant that the descriptions were sufficient.  We also asked if the users thought that 

the font was easy to read on a scale of 1-5 where 1 represents an easy read font.  The 

result was a mean value of 1.34 proving that our fonts were easy to read.  Additionally, 

97% said the subcategories under the navigation bar were sufficiently descriptive.  All 

these elements made for a valid navigation system.  Our survey results therefore 

confirmed that our navigation for the site does meet good web design practice.         

4.2.5.3 Overall Site Content 

 

 The overall site content section questioned the user about the main areas of 

content: ―About Upkeep,‖ ―The Upkeep Museum,‖ ―Looking After Your Home,‖ and 

―The Training Courses.‖  Since these are important pages on the website we needed to 

make sure that there was enough information to satisfy visitors.  100% of those surveyed 
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found our description of Upkeep to be adequate, 94% found the contact information 

sufficient, and 86% found the map and travel instructions useful.  When asking about the 

Museum exhibition pages, 80% found the online exhibits helpful and informative.  65% 

said there is a sufficient amount of pictures while 72% said the pictures were large 

enough to see clearly.  The ―Looking After Your Home‖ section is relatively weak at the 

moment and lacks informative advice.  However, the work required to further develop 

this area of the site was agreed to be outside the scope of our project by our group and the 

director during the content interview.  Yet, 83% of those surveyed replied that the section 

does provide useful information.  The last critical area is that about the training courses.  

We determined that 89% found the description of the courses to be well informative 

while 86% found the booking procedure listed online clearly understandable.  In addition 

to a line of questioning about the training courses, we also asked about what features our 

target population would like to see online.  Some of the ideas we received were to have 

comments posted from people who have attended previous courses, more information 

about the classes, a breakdown of the course in more detail, and the qualifications of the 

course leader.  

4.2.5.4 General Content 

 

The general content section of the survey covered how the content was presented 

and how people navigated through the pages.  The purpose of this section was to evaluate 

our website to ensure that people did not get lost but rather found what they were looking 

for with ease.  At the same time, the text they are presented with should be clearly 

readable.  A total of 92% stated that the text was large enough while 100% said the text 

font is clearly readable.  Additionally, 95% reported that they liked the graphic layout of 
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the pages.  More important is that 89% said they found what they were looking for and 

77% said they did not get confused when searching.  With regard to searching the 

content, 74% said they used the top navigation, 40% used the keyword search, 66% used 

the site map, and 29% said they used site index.  We decided to keep all the search 

features as a mean of easing the processing of finding the correct content.  

4.2.5.5 Follow Up 

 

The follow up portion of the survey informed us whether or not our website holds 

the interest of Upkeep’s visitors.  92% said that they would revisit the website.  In hopes 

of revising the site to accommodate those who would never return the site, we asked why 

they would not return.  The survey showed that people (8%) who said they would not 

return to the website would have liked to find information about professionals in the 

building and construction area. 

4.2.5.6 Website Revisions from Survey Results 

Based on our survey results people found the size of the pictures on the ―Museum 

Exhibition‖ too small to recognize.  In light of this information we replaced the existing 

exhibit photographs with ones larger in size.  Also, to address the problem of people not 

being able to find what they want, we added more links to our site map page and re-

indexed the web pages for the keyword search to return more search results. 

4.3 Results and Analysis Summary  

 

Through our networking and website construction efforts, we met our goal of 

assisting Upkeep by improving support for their organisation.  First, networking provided 

renewed connections and new contacts with related organisations.  These contacts and the 
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website links serve to promote Upkeep publicly.  Secondly, website construction 

provided Upkeep a useful and appealing website for both their current and potential 

users.  The technology used to aid in the construction of the website will aid Upkeep by 

providing practical support, which has the potential to attract other organisations or 

donors whom may provide financial support. 
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5. Conclusions and Recommendations  
 

We have successfully completed the two main objectives of our project; 

networking with related organisations and upgrading Upkeep’s website.  The first half of 

the project, networking with related organisations, included a number of iterative 

processes. We started off with a single database containing some information on a 

number of organisations. As we collected more data concerning these organisations such 

as phone numbers, mail addresses, email addresses, internet addresses, and contact 

persons, the database grew in size.  We narrowed the list to 134 related organisations 

from approximately 500 organisations based on the criteria that they must be located in 

the United Kingdom and maintained a website.  The websites for these related 

organisations were researched and analysed, then they were ranked on a scale of one to 

three, where one represented all good website design criteria.   

A profile information binder was made containing printouts of each organisation’s 

home page and any other pages that might help with Upkeep’s website upgrade. Each 

profile started with a cover sheet that contained the title of the organisation, the website 

address, contact information, and any information that helped us communicate better with 

the contact persons when we conducted the phone interviews.  This binder served as a 

resource when we contacted the organisations and was also used as a method of keeping 

track of the contacts made with the organisations.  The binder will also serve as a 

resource for Upkeep in any future dealings with related organisations, as well as keeping 

track of contact with them.  

Every time we conducted a phone interview information was added to the binder 

as to how the interview went and if any data needed to be changed.  We contacted all 
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organisations with a website rank of 1 to 1.75 and any organisation on the Governing 

Council.  Through these telephone calls we requested a link be placed on Upkeep’s 

website to theirs, and we urged them to view Upkeep’s website for further information 

about Upkeep, their purpose and activities.  We also emailed organisations, once again, 

urging them to view Upkeep’s website and approve the link from Upkeep’s website to the 

organisations website.  The results of these networking activities are shown in the 

organisational database and binder, which show the status of linking our website to their 

website, if the organisation has replied, returned the consent form, and all contact 

information is present.  Eighty-three organisations were telephoned and emailed 

regarding the link request and as a result, eighty-two links to related organisations were 

added to Upkeep’s website, one organisation did not want to link. 

While networking with related organisations, we also upgraded and redesigned 

Upkeep’s website.  Overall, the website was constructed with a wide range of 

compatibility for different computers and Internet browsers to ensure that everyone on 

the WWW can experience our newly created website with ease.  The format in which we 

created the website adheres to researched design standards so not to discriminate against 

those who are vision impaired.  Through our survey about the usability of the website 

prior to our final implementation we found some areas of good web design to be lacking.  

However, we were able to make corrections to the navigation of the site since a small 

number of people reported that they got lost or confused when browsing the site.  Also, 

our study of the 2002 museum awarding winning sites in our methods provided us with 

some ideas for displaying the exhibits offered at Upkeep.  The original 2002 Upkeep 

website had only two pictures of the museum exhibition and a one paragraph overall 
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description.  After the completion of our project, every exhibit had its own picture, 

exhibit description, picture description, related organisation links, and related training 

courses posted. 

Although the advice section for homeowners was agreed to be outside the scope 

of our project, we found the section to be of great interest to those who completed our 

usability survey.  Therefore we created a template to ease the process of an eventual 

addition since 96% of our survey takers found the section to contain helpful advice.    

Overall, the amount of content on the Upkeep site has improved substantially 

from our work.  The ―About Upkeep‖ section clearly informs visitors of what Upkeep is 

about and provides instructions on how people or organisations can support Upkeep.  

Additionally, we found a solution to integrate the links obtained from our efforts of 

networking with related organisations.  By using our time to organise the links in a 

meaningful scheme we save site visitors from wasting their time in lengthy searches for 

the same information. 

One of the most dramatic improvements we made to the Upkeep website is the 

use of new navigation and search features.  There is no point in having a content-rich site 

if one cannot find what they are looking for.  Therefore we implemented an easy to 

follow navigation bar at the top of each page for visitors to find what they are searching 

for.  By following the subject descriptions on each section tab one can easily navigate the 

website.  Alternatively, users can use the keyword search feature to type in words that 

relate to their topic and receive back a list of Upkeep’s pages containing that material.  A 

site map outlining all the major pages of the website was made available for those 

without the patience to click through the navigation tabs to get where they want. 



 70 

After successfully designing and implementing the upgraded website, Upkeep 

now has a modern day publicity tool to support them well into the future.  Today there 

are over one hundred million people around the world with access to the World Wide 

Web.  Through the use of the Internet, anyone can visit Upkeep’s website to learn about 

looking after their property as well as the organisation itself.  Those who have already 

heard of Upkeep and are interested in its training courses can learn more about the classes 

as well as have access to supplemental learning material available online.       

Some long-term networking goals for Upkeep after the project’s completion are: 

to keep connections with related organisations alive and to enable them to gain financial 

support or practical support from related organisations.  These goals are important to the 

survival of Upkeep and our project has laid the groundwork for the administration to 

continue our efforts through the contacts made with eighty-three organisations.  The 

profile information binder created will also enable Upkeep to view the organisations to 

determine which organisations they would like to continue contacting in hopes of 

financial and practical aid.  Our accomplishments during our project have provided 

Upkeep with a substantially improved website and have increased public knowledge of 

Upkeep in the United Kingdom community with organisations that are closely related to 

Upkeep’s area of specialty.   

The new website will act as an exposure tool for Upkeep and will most likely 

increase the number of supporters for the organisation.  Whether people are interested in 

booking a training course, becoming a potential contributor, or linking to the site as a 

related organisation, Upkeep will gain more attention from a much larger audience.  The 

website now serves as a powerful method of providing information about the mission of 
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Upkeep and how people and organisations can help.  In turn, our work with the website 

will help Upkeep in its task to find the financial and practical support necessary for the 

planned move in the summer of 2003.  Additionally, the Upkeep website doubles as a 

tool to help its visitors.  People can now visit the site and get impartial advice about how 

to look after their property and find links to organisations that can help as well.  

Therefore, in addition to helping Upkeep we are also providing a service to the online 

community at large. 
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Appendices 

Appendix A: Conference Call with Ms. Claire Taylor 

 

Phone call with Upkeep 

Date:  11/27/02 

Time:  8:40 a.m. Eastern Standard Time 

Representative for Upkeep: Claire Taylor 

Representatives for WPI: Tony Danna, Christina Hancock, and Brian Weiner  

 

General 

 

Q: When was Upkeep started?  

 

R: Upkeep was started in 1979, originally called The Trust for Training and Education in 

Building Maintenance and we were actually located in Hampton Court Palace. It’s a very 

nice place just outside of London, and it belonged to King George VIII. They had 

approximately 8,500 square feet in the palace, but unfortunately had to leave because the 

palace started charging them rent and they couldn’t it, that is when they move to South 

Bank University. 

 

 

Organisational Guidelines 

 

Q: Are there any guidelines for receiving donations and funding that would be different 

from any other organisation? It also says on website that you don’t advertise? 

 

A: Right, we don’t advertise any commercial products. We mainly rely on our training 

courses to make most of our money. We ask for donations and other physical goods for 

our exhibitions, but other than that there are no guidelines.  

 

 

Q: Have you ever considered the possibility of underwriting? 

 

A: I am not really sure what that is exactly so no I don’t think so. One thing we have 

really looked into is actually having a membership of Upkeep and raising money that 

way. Also, that membership might be in conjunction with other organisations so we could 

help each other out, which Annett has evidently looked at this recently.  

 

 

Q: We also wanted to know if Upkeep belonged to any museum associations? If not, 

have you ever considered applying to them? 

 

A: No we don’t. We would like too, but at the moment we don’t hold any pieces that 

would consider us to be a museum. The Museum Association said you had to have 
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certain basic artefacts, which we don’t have. We would like to get rid of the exhibition 

name because we feel more people would come if it were a museum. We would like you 

to look into that if possible for us when you come over to London 

 

 

Q: Have you ever considered applying for any governmental grants or funding before? 

 

A: I think we have, actually I think we started off with grants and aids from private 

institutions, not government, from people who are connected in some way with the work 

that we do.  Couldn’t quite tell you if we have applied for governmental aide. In England 

there are thousands and thousands of charity organisations and there tends to be different 

organisations that run the funding to the charities.  

 

 

Q: You mentioned that you have 40 members on a governing council and that they are 

related to Upkeep. Could you give us some more information related to this? 

 

A: These people attend the AGM (Annual General Meeting). These people are related to 

Upkeep or such trade organisations as construction, plumbing, electrical etc. Also, these 

people are run under a 7-member board of trustees. Basically everything we do runs 

through this board of trustees. They have voting rights/veto power and get to make the 

important decisions. The people on the 40 member board are trying to get to the 7 

member board of trustee’s as far as ―power‖ or say in matters are concerned, its higher up 

on the pyramid. The general purpose of the governing council is for funding and 

administrative purposes.  When Annette said she lost contact with the governing council 

it more or less means that some people are more involved than others not that she doesn’t 

speak with them. 

 

Website 

 

Q: Ms. McGill recently started up CFM SIG. Do you intend on making that part of 

Upkeeps website or is that something that will be entirely separate from it on its own? 

 

A: Yeah that’s another thing Annette would be best to answer. She had just recently 

started that up on her own but its not part of the Upkeep organisation. It’s something that 

she has taken charge of and it relates to Upkeep but looked at by our board of trustees. 

CFM SIG hasn’t taken off yet; we are still in the starting stages of it. 

 

 

Q: So when we upgrade Upkeep’s website you see CFM SIG as something entirely 

separate from the Upkeep web page? 

 

A: Yea, probably something we could link into it. This is something we could go over 

later when you come over. 
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Q: You have mentioned that you will be moving from South Bank University? 

 

A: Yeah, SBU has sold the building we are currently using which means we have to find 

a new place to go that can actually fit the exhibits and is cheap enough to afford.  

 

 

Q: Do you plan on moving the website from SBU’s web servers or creating your own 

web server and hosting it by your own means? 

 

A: That’s actually something we haven’t looked at yet.  I think that we are going to create 

another one. You know how you go to an old page and its says this page is no longer here 

but click here and it will get you to the new page. I think that’s what we want to do for a 

while (Claire really is not sure what Annette has planned for that). 

 

 

Q: Also, in a relevant email Annette mentioned that she wanted to link to relevant 

organisations, could you explain? 

 

A: Yeah, basically what she is looking at is to have you guys look at the website and 

think about a way it can be extended because you have probably noticed that it is kind of 

small and very plain! She wants to look at the idea of either indexing it by building topics 

(plumbing, electrical, draining) or by audience (homeowners, housing corporations). She 

wants you to set up some sort of web page designs of what you think it will look like and 

then once we sort of finalize what it will look like, then actually contact organisations in 

London that have to do with each of those topics and check them out. If they are happy to 

do so, then link their website to Upkeep’s new one, and offer a link from our website to 

theirs.  

 

 

Q: Did you plan on having us create the pages before we came to London or create them 

while we are in London and then go about the process of contacting these other industrial 

organisations?  

 

A: I believe Annette is under the assumptions that you guys would start now, but we are 

not quite sure what kind of a time frame you guys have left before you come over.  

 

 

Q: We received some information about the museum in the pamphlets you sent us, we 

were wondering if you were intending in putting a lot of the information from these 

pamphlets onto your website because it seems like there is all this great information out 

there that just needs to be on the web? 

 

A: This is our idea of the website: a) let people know about Upkeep, b) let them know 

about the exhibitions and c) let them know about the training courses because basically 

this is all of our funding. So yeah, we need to be extending quite a bit and I actually have 

a whole packet more that I am suppose to send out to you today.  
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Q: In addition to increasing content about the training courses do you have any special 

features that you would like to add to the website; chat rooms, web mail, and web cams? 

 

A: Oh god I don’t know (laugh), Annette didn’t mention any of that to me, but I don’t 

think so. I’ll write it down and let her know and she can get back to you on it.  

 

 

Q: You mentioned a very categorized list of everything you have to offer in the 

exhibition, would like to have web pages about each of those sections on the website? 

 

A: Yeah, we were thinking that we would like you guys to have a look and figure out 

whether it would be easier to categorize things under like plumbing and electricity or 

homeowner, landlord, housing association. One of the things we want you guys to look 

into is to figure out which is the easiest way for the public to access the information. 

 

 

Classes/ Exhibition 

 

Q: Will these training courses still be held at SBU or will they be independent of the 

university and held entirely where needs make them to be held? 

 

A: They will be entirely independent of SBU. Basically we just pay rent now and take 

advantage of certain things about the University. When we move we will be totally 

disconnected from the University. We need to find a place large enough because most of 

the training courses actually involve the exhibitions themselves.  

 

 

Q: We noticed that many of the courses seem very practical.  Are there any tie-ins to any 

of the building programs that they offer there? 

 

A: No, originally we had started looking like that would be an idea, but really the only 

contact the University has with us is that they might bring students through the exhibition 

once in a while. They don’t tend to go to any of the training courses and they don’t tend 

to have any other involvement with us apart from that.  

 

 

Q: We visited a plumbing museum close by to us, as odd as that may seem, and the 

curator said that she keeps in contact with a lot of the vocational schools. Have you ever 

thought about contacting any similar schools in the UK about that? 

 

A: We used to do a lot more with school children when the exhibition was at Hampton 

Court Palace. There used to be a lot of trips by all kinds of schools, but now because of 

the position we are in they do not. One of the big problems that has occurred since our 

move is that we don’t have any volunteers! No one wants to take people around the 
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―dungeon‖ but they always wanted to when we were located at the Palace. We are limited 

in our time taking people around on tours simply because there are only 2 of us here  

 

 

Q: At SBU right now, approximately how big is the exhibition? 

 

A: Only 3,500 square feet. The training room is right when you walk into the basement 

and then every other exhibit is sectioned/ walled off (exterior walls, drainage, fire safety, 

security, basically all the sections of a house). 

 

 

Q: Who exactly is teaching the training courses? 

 

A: They are actually hired teachers from outside organisations. We pay them to come in 

for that day. We see what days they are free in advance and then sign them to teach on 

those days and pay them for the days that they work.   

 

 

Finances/Fund Raising 

 

Q: Since the majority of your funding comes from your classes, it would be in your best 

interest to really promote that aspect on your website the most I assume? 

 

A: Yeah, at the moment the classes are what are keeping us going, but in the long run we 

would like to see the exhibition itself become more popular. To describe to you what its 

like right now, the exhibition is in the basement of this building and you have to get past 

a receptionist, and down some flights of stairs. We want to try and make the new place 

we find more publicly accessible and try to get the exhibitions appearance better too. At 

the moment though, the classes are keeping the exhibition going. 

 

 

Q: In the US we have this company called Home Depot that is this humongous general 

hardware store. They hold classes much like you do about repair techniques and home 

maintenance. We were wondering if you would like us to bring over any of there 

pamphlets to you? Also, do you have any commercial organisations like that in the UK? 

 

A: Oh yes, that sounds great. Well, this week is actually called National Maintenance 

Week and last Friday we went to a conference that had a lot of organisations that deal 

with maintaining the house and training courses. 
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Appendix B: Content Interview with Ms. Annette McGill 

 

Phone call with Upkeep 

Date:  12/16/02 

Time:  9:30 a.m. Eastern Standard Time 

Representative for Upkeep:  Annette McGill 

Representatives for WPI: Anthony Danna, Christina Hancock, David Souza, Brian 

Weiner 

 

General Questions  
 

Q: Recently you sent us by post a huge listing of names and addresses of many 

businesses, was it your intention that we contact each and every one of those? 

 

A: No, the intent was that you do a bit of research and familiarize yourself roughly with 

what there is out there, so that you get a better picture of what kinds of organizations 

there are. What we need to do basically is to work out who is relevant to us and who is 

not. What I was imagining is that we have a page per general subject heading, for 

example in the exhibit we have a section on roofing so on the website we would put up a 

page on roofing and on that page we could have a link to the National Federation of 

Roofing Contractors. This is a very simplistic model but it isn’t necessarily a bad thing 

because it’s the design of the data that is the tricky thing and if we get to clever then we 

might be able to follow it but no one else would be.   

 

Website Design  

 

Q: So in terms of the overall regard to the design of the site it seems that you have in 

mind very specific sections of how you want it set up? 

 

A: I think so, I’m open to suggestions. It was my thinking in terms of trying to provide 

something that was user friendly, that was simple and that relates to what we actually do. 

As a working model that was what I was vaguely carrying around with me. 

 

 

 

Q: Based on what we have seen from the site we noticed that are a couple of key 

sections. There was one exclusively devoted to the training courses and educational 

programs. There was also a very brief section that looked like it was designed for the 

average home owner in terms of common repairs. We were thinking of expanding that 

much more. 

 

A: Yes, definitely. We are on the same page on this topic.  
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Q: As far as the actual graphical design of the site goes, should we assume that we are 

going to continue using the icon of the two hands supporting the house? 

 

A: You have to because that is Upkeep’s corporate identity. You must follow that and it 

is on all our publications and all over the exhibition. 

 

 

 

Q:  In terms of extra content, we were wondering as far as the exhibition goes when we 

talked to Ms. Taylor before she mentioned that there are very specific rooms dedicated to 

each part of the exhibition. Would you like to have a page for each exhibition room? 

 

A: As I say it’s quite difficult because for something’s its quite easy and something’s it’s 

less easy. There isn’t a room for every subject that everyone might be interested in and 

each room isn’t as quite contained as it could be. There is a funny mixture between nice 

clean topics like windows and roofs and topics that are much more complicated like the 

good kitchen and the bad kitchen and how neglects leads to decay. If we had more space 

then we could make the exhibits ―cleaner‖ but at the present time we cannot. 

 

 

 

Q: Since it is not clearly defined in terms of the content would you be more interested in 

some kind of virtual tour or slide show explaining parts of the actual exhibition that way 

drawing people to come? 

 

A: We could, but there are a couple of things that we need to bare in mind. One, we have 

had experiences with people stealing our stuff and using it, particularly on the training 

side. Photographs of exhibits have turned up in other peoples training materials, so that’s 

a slight concern. Two, we are chopping and changing quite a lot at the moment because 

the exhibition is rather tatty and run down so one of the things we are trying to due is try 

to make it look good so that people will think its looks great and want to donate money. 

The other thing is that we have had professional photographers and they found it very 

difficult because the lighting is poor to get something that isn’t very flat and dead. We’ve 

had people down there with spotlights and it’s proved very difficult trying to get nice 

looking images. At least half the images on the website are from Hampton Court Palace 

because the lighting there was so good. So I’m not 100% sure about a virtual tour, it is 

possible but it would be difficult. On the other side of that, being part of the University 

we do have an in house photographer and video equipment. 

 

 

 

Q: Also, as far as specific content for the website is concerned would you be interested in 

some sort of on-line forum where visitors can post questions and you could respond to 

them? 
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A: We don’t actually have the time to do that. Until about a year ago we would have a 

steady stream of calls throughout the day from people asking questions and we don’t 

have anyone here who has the time to sit down and do the research for the questions. I’ve 

actually started to set up the CFMG web page and my idea is to set up a discussion group 

via service provider called Topica, whereby everyone who becomes a member of this 

network can participate in these internet discussions. I’m not too keen on bulletin boards 

but I am very interested in the concept of the email discussion groups and I would like to 

use the CFMG discussion group as a learning curve for me. If it works I would like to set 

one up for our main customers, but I can make a lot of mistakes with the CFMG because 

I’m doing everything for free and there not the type of people I normally do business 

with. So my thinking was I would set up this CFMG discussion group and see how it 

goes a.) see how much of my time it takes to moderate and to teach people how to use it 

b.) whether anyone is interested in using it and c.) whether there is any useful discussion 

because I feel these are all very relevant to having a useful discussion group. 

 

 

 

Q: Would you be interested in us doing a lot of research and possibly setting up the 

framework for an email discussion group for you to work with? 

 

A: Well I have already chosen Topica to be the provider. I’m already a member of a lot 

of internet discussion groups, mainly e-groups and what used to be Yahoo based groups, 

and I’m not very keen on Yahoo because they actually invade your privacy quite badly. 

I’ve done a lot of research already talking to voluntary sector organizations that run email 

discussion groups and Topica has come out as the top choice. It’s free, you just go onto 

the website, set up a group and you’re all set. I am not exactly sure the business of how 

you get each of the 100 members of the CFMG to understand what they have to do is 

going to work, and I suspect that is going to be horribly time consuming, but for the 

moment in terms of discussion groups that’s as far as I want to go.  

 

 

 

Q: Were you intending on our group to re-design the web page for CMF SIG or is that 

something entirely independent? 

 

A: This is a bit tricky. I initially did it because I thought it was a really good thing to do, 

however I have recently realized that potentials funders are interested in this group, and I 

actually have the cabinet office of the government thinking about funding it. So it has 

become an important ―string to our boat‖ almost by accident. It has actually turned into 

something that is a real asset. So this page needs to be reasonably good but I don’t think 

it needs to be a major part of what you’re going to be doing. But, because we might get 

government funding and we now have over 100 organizations interested in this thing I 

think it should have an Upkeep identity because at the moment people are trying to steal 

the idea off of me. So it will definitely remain a part of Upkeep’s website. 
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Contributors and Donors 
 

Q: Is there any specific content on there that you think would appeal to donors or 

contributors? 

 

A: Go to a couple sites that I think are particularly good in dealing with that. One is the 

Iron Bridge Gorge Museum. Also, the National Trust website and what they have and 

what we don’t have at all at the moment is the ―how you can help‖ section. What I think 

we need to do, but I'm not sure where it would go, is to put on the homepage an 

announcement that says something like ―Upkeep is looking for a new home‖ and that 

needs to take you to a page saying what we offer, what we need, what the time table is 

and then how you can help. Linked with all of that is that we are actually very grateful for 

their support, which is something, we don’t do very well at all right now. We have a 

group of funded donors who originally gave us money to set up the exhibition and so they 

should be recognized somewhere on the website. Also people have given us products and 

support over the years, the governing council, trustees, government people who should be 

on the website and these are also the types of people who would check the website to see 

that they are being acknowledged. If you look at the National Trust and the Gorge 

Museum you will see that they always make these pages easily available. It shows that 

they are a proper organization and not some cowboy operation. 

 

 

 

Q: Would you like us to model the donor and contributor pages after these established 

institutions? 

 

A: Well have a look, those are two organizations that come to mind when I think of this. 

The National Trust’s website is just gorgeous but it also probably costs about a quarter of 

a million pounds. I just thought that on both of those website what struck me particularly 

is them paying attention to potential donors and we don’t do that. Any charity website in 

the UK will be of interest, some are good and some are bad, and I remember those two 

because they do this very well. 

 

 

Courses and Educational Classes on the Website 

 

Q: One of the major questions we had was about the sections on classes and educational 

programs. We looked over the packets you sent us on these classes and they had complete 

descriptions of these courses, we were wondering if you wanted us to put all this 

information on-line? 

 

A: Yes, you will need to do all of this. What is on there now is just what I have got 

around to do.  
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Q: Also, would you like to leave a place on-line to download PDF’s of all the training 

brochures? 

A: I have got some of them. I have only just acquired Adobe Acrobat Distiller, so now 

we can make PDF’s here and so that’s and obvious thing we need to do. You should have 

PDF’s of every single thing that is available on the web page. Over Christmas break I am 

going to try and do a new booklet, rough it out anyway, so that we can tie in the website, 

the training calendar, the booklet, the PDF’s; everything.  

 

 

 

Q: Also, in the training course sections we noticed that the only way you could sign up 

for classes is either by phoning or faxing. Would you like to have some sort of on-line 

system to sign up for these courses? 

 

A: Yes I would like to do something like this. My concern with this is that in the past is 

that we have had people booking themselves into loads of classes and then when it came 

to paying the invoices the senior management were saying ―I’m sorry, I never authorized 

this‖. What I am a bit concerned about is that we ensure that we have real authorization 

for bookings, because we don’t do credit cards, it tends to be business to business. The 

organization pays for people to attend the training courses and something within those 

organizations with financial responsibilities has to authorize the booking. Right now you 

download the PDF and then fax it back, which I know right now is pretty primitive, but 

it’s the easiest and most secure. I haven’t actually pursed this because I haven’t gotten my 

head around to see how we could ensure when people email me something that they 

actually have authorization to do so. See if you can figure out what we might be able to 

do, I’m just explaining to you why at the present time we do not use anything else.  

 

Interface of the Site 
 

Q: We were wondering if you would be interested in some sort of feature to have key 

word or phrase matching? 

 

A: Yes, totally. I definitely want keyword search capabilities but I’m not sure about 

phrase matching, I think that might be a bit ambitious, but a keyword search would be 

brilliant. 

 

 

 

Q: In addition to that we were wondering if you wanted a section specifically devoted to 

the homeowner? 

 

A: This is really more the kind of thinking that I was hoping your going to do for me. 

This kind of data design of actually working out how the tree structure is going to be 

organized in a way to make sense is what I’ve never had time to do. We have so many 

different potential audiences in terms of say roof tile manufacturers or the Royal 

Institution of Chartered Surveyors. Those are audiences who can gain by being attached 
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to us as being a reputable sight and their audiences who can give us money. Then you 

have your homeowner, your housing worker, your tenant, your DIY enthusiast, all of 

whom can gain knowledge and information about the exhibition from us, gain 

information about training courses from us. They are also because we can point to 

visitors like that and say, see we are useful. Actually the BBC is advertising a section of 

its site on DIY so it’s probably going to be very good so it might be worth checking out. 

 

 

Q: We have a similar commercial organization back here in the States called Home 

Depot. They have a website that incorporates much of what Upkeep does in its training 

courses on its website. Would you be interested in putting something similar to that? 

 

A: Yeah I would like to. There is a problem of duplication because I’m sure every chain 

store over here that sells hardware is thinking along the same lines. The thing that we 

have always sold ourselves on is the fact that we are independent, so we are not selling a 

product. We will never say use this product it is very good and oh by the way we also 

make it. That line that is we are independent of any manufacturer is a good one for us 

because people put more of their trust in us. 

 

Q: Do you think that staying impartial as you have been in the past will make it difficult 

to link to other organizations that are not independent? 

 

A: Yes, it’s going to be a question of skilful negotiation. I am keen on impartiality 

because it has done us a lot of favours. People have come to me and have said, look I 

want to spend a lot of money with you because I know you’re not going to try and sell 

our people anything. So that is very, very positive. On the other hand it has meant that we 

have lost out in terms of money because people have come to us and said, look we’ll give 

you £2000 if we can put up our picture in your exhibition and we’ve had to say I’m sorry 

we don’t carry advertisement. Obviously beggars can’t be choosers on that; we have to 

maybe be a bit more flexible with that than we have in the past. To be honest I am not 

completely ruling out our ending up being incorporated on a site with for example one of 

those huge shed places that sells hardware. It’s not impossible that we are going to 

become Upkeep at whatever. We don’t know how tough things are going to get. The 

main function that you are serving is to ensure that as many people as possible know that 

we are out there. No one is going to ever give us money if they do not know we exist. So 

the more people that know about us either because they have a direct link from their site 

to us or because someone says they were cruising on the web and we ran across an 

organization call Upkeep and they have a museum, did you know that? That’s what I 

want to happen so that when we go to the chief executive of an organization and say give 

us £25,000 he doesn’t go, but yeah who are you? So the website will primarily serve as a 

marketing campaign for Upkeep. ―Consciousness raising‖ we should call it. 

 

 

Q: We sort of discussed this before with Claire, but would you like to have some sort of 

site map? 

A: Yes, I think it is essential. 
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Appendix C: Original Website 

 

The following pages made up the original Upkeep website as of January 9, 2003.  

Printouts of the windows of the individual web pages are included in the report.  

Additionally, there is an electronic copy of the original website included on the CD-ROM 

accompanying this report.
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Appendix C-1: Original Website – Homepage 
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Appendix C-2: Original Website – About Upkeep 
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Appendix C-3: Original Website – Contact Us 
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Appendix C-4: Original Website – How to Find Us 
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Appendix C-5: Original Website – The Upkeep Exhibition 
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Appendix C-6: Original Website – Looking After Your Home 
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 Appendix C-7: Original Website – Home Maintenance Check 
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Appendix C-8: Original Website – How to Get the Work Done 
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Appendix C-9: Original Website – Training Calendar 
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Appendix C-10: Original Website – Upkeep/City and Guilds Certificate 
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Appendix C-11: Original Website – Frequently Asked Questions 
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Appendix C-12: Original Website – Booking 
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Appendix C-13: Original Website – Charities Facilities Management 
Group Homepage 
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Appendix C-14: Original Website – Complying with the DDA 
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Appendix D: Organisational Database Sample 

 

The complete copy of the database can be found on the accompanying CD-ROM. 

The categories of the database include: name of related organisation, email address, did 

they reply, did they change the description, did they send back the consent form, the 

organisation phone number, invite to gala, person to contact, description finished, 

organisation address and mailing address.  
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Appendix E: Profile Information Binder Sample Page 

 

The National Federation of Roofing Contractors Ltd. 

www.nfrc.co.uk/ 

 

The National Federation of Roofing Contractors 

Ms. Caroline Gilkes (PR Officer) 

24 Weymouth St. 

London, W1G 7LX 

 

Tel: 020 7436 0387 

Email: caroline@nfrc.co.uk 

 

About Us: The National Federation of Roofing Contractors is the UK’s leading trade 

association for the roofing industry. Its mission statement is ―to promote trade members 

to gain more work and through this achievement to help Associate members to sell more 

products and collectively to achieve quality installation‖. 

 

This is achieved through a comprehensive Technical Advisory Service open to members 

and their clients; a series of business services for members; close co-operation on training 

and recruitment matters with the Construction Industry Training Board on behalf of 

members; a formal complaints procedure linked to the federation’s Code of Practice; and 

finally the promotion and marketing of members to major clients, major contractors and 

domestic market. 

 

***Does not have an exact links page*** 

 

Has multiple pages on how to: find a qualified roofing contractor in your area, find 

advice on independent quality certifications, find an insurance policy to cover your new 

roof, find information on roofing products or systems and locate companies providing 

services to the roofing industry. 

 

Services: computer software, contract advice and leads, edge protection, equipment hire, 

fall arrest safety equipment training, health and safety, industrial relations, insurance, 

leak detection, legal advice, and pensions. ***most of this is reserved for members*** 

 

E-mailed Ms. Caroline Gilkes on 06/02/03 

 

Ms. Gilkes replied on 10/02/03 with acceptance of link request and changed organisation 

description. However, she did not fill out the link consent form. 

 

http://www.nfrc.co.uk/
mailto:caroline@nfrc.co.uk
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Appendix F: Telephone Interview Script 

 

Here is a copy of the script used to aid in the telephone interview to gain contact 

information from initial contact with the related organisations. 

 

Upkeep project group member: Good morning (afternoon), I was wondering if you could 

help me, I am with an organisation called Upkeep, which a charity that supports good 

building maintenance.  We have currently upgraded our website and are looking to 

include a links page to other related organisations.  We would like to put a link on our 

website to yours with a short, brief description of your organisation with the link.  I was 

wondering if there is a Public Relations or Marketing representative that I may speak 

with regarding the short, brief description and checking the text of the description with. 

 

The interview would usually begin with a receptionist or secretary and then we would be 

transferred to the correct contact or another member of the organisation that would 

transfer us to different members of the organisations till we reached the correct contact.  

Each time a new member of the organisation would answer the phone, the previous script 

would be recited to inform the person as to the nature and mission of the call. 

 

After the correct contact was established, we would inquire as if they would prefer us to 

email more information or to post it to them.  We would ask for the contact name, job 

title, email address or mailing address.  After that information was obtained, the 

telephone interview would reach its conclusion. 
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 Appendix G: Email Letter 

 

Dear Mr./Mrs. <Name>, 

 

  We are writing to you on behalf of the independent educational charity Upkeep.  We are 

university students from the United States working on a two-month project for this 

charity. 

 

  Upkeep operates the U.K.'s only museum of building construction, repairs and 

maintenance.  The museum promotes public education and good practice, and is a venue 

for training courses and certification programs. 

 

  The Upkeep Building Museum features: 

 

*  independent practical information about all aspects of the repair and maintenance of 

homes; 

* full-size replicas of interiors and exteriors of typical domestic buildings; 

* examples of common building defects and their causes; 

* advice on good practice in remedial work; and 

* displays on repair and conservation techniques. 

 

  As project students we are helping Upkeep by upgrading their website.  We invite you 

to visit the website at http://www.sbu.ac.uk/upkeep/. 

 

 One goal of our project is to develop a framework of links to related organisations.  The 

aim is to help people viewing the website to gain access to organisations which could 

help them with their building maintenance problems -- organisations such as yours. 

 

  We would like to ask you to show your support by allowing us to include a link from 

Upkeep's website to your site as well as a short description of your organisation. Please 

review the short description listed below and email any changes you wish to make to the 

description to upkeep@wpi.edu.  Please note that you description has a limit of 50 words 

due to space constraints. If no changes to the description are needed, please email back 

the consent form. 

 

We are attaching a standard consent form for the link (this is a word document called 

Consent Forms.doc) along with the short description above.  We would be grateful if you 

could complete the form and email it back to us. 

 

Short Description of <Organisation>: 

 

  Similarly, we would like your organisation to include a link from your website to 

Upkeep’s website.  A short description of our organisation is as follows: ―Upkeep is 

charity organisation that promotes public education and good practice in home and 

http://www.sbu.ac.uk/~upkeep/
mailto:upkeep@wpi.edu
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building maintenance.  We are the only museum in Great Britain that focuses on building 

repairs and maintenance.‖ 

 

  Through this reciprocal effort, both our interests will be promoted by widening the pool 

of visitors to our sites.  In addition this will help the general community by enabling them 

to find the information they seek more easily. 

 

  If you would like any more information, please do not hesitate to call us on 020-7815-

7212.  Alternatively, you can email us at upkeep@wpi.edu. 

 

Sincerely, 

 

Anthony Danna 

Christina Hancock 

upkeep@wpi.edu 

 

 

https://webmail.wpi.edu/src/compose.php?send_to=upkeep%40wpi.edu
https://webmail.wpi.edu/src/compose.php?send_to=upkeep%40wpi.edu
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Appendix H: Related Organisation Consent Form 

 

Upkeep would like to have your business or organisation, 

________________________________________, agree to put a link from our website 

(www.sbc.ac.uk/upkeep) to your website.  Upkeep will assure that no false information 

will be placed on our website concerning your business or organisation.  Your 

organisation or business will be made aware of any changes made to the web page where 

your link is located either by email or post.  The original signed copy of this contract will 

be kept on file at Upkeep to protect Upkeep’s liability and your business or organisation.  

Your business or organisation will also receive a signed copy of this contract for your 

own records.   

 

Please fill out the following information, with the knowledge that information provided 

on this contract may be used on our website: 

 

Name of Authorised Contact: 

__________________________________________ 

Job Title of Authorised Contact: 

__________________________________________ 

Address of Business or Organisation: _________________________________________ 

                  _________________________________________ 

_________________________________________ 

_________________________________________ 

 

Phone Number: __________________________________________________________ 

Email Address: ___________________________________________________________ 

Website: ________________________________________________________________ 

Type of Business or Organisation: ____________________________________________ 

Brief Description of Business or Organisation/Mission Statement: 

________________________________________________________________________

http://www.sbc.ac.uk/upkeep
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________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

______________________________________________________ 

 

_____________________________________________________________________ 

Signature of Authorised Contact of Business or Organisation 

 

_____________________________________________________________________ 

Signature of Authorised Contact at Upkeep 
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Appendix I: Interview with the Chair of the Board of Trustees 

 

It is necessary to interview the Governing Council and potential donors to understand 

what they would like to see in the new website.  As individuals who play a role in 

donating money and controlling the finances of Upkeep it is important that their requests 

be incorporated into the design of the new website. 

 

Interview with Peter Trottman 

Organisation: Upkeep (Governing Council) 

Position: Chairman of trustees 

Date:  ??/02/03 

Time:  11:00 a.m. Greenwich Mean Time 

Representative for Upkeep: Peter Trottman 

Representatives for WPI: Tony Danna, Christina Hancock, David Souza, and Brian 

Weiner 

 

Communications 

 

Q: Would you be interested in an email newsletter about the news and current events 

related to Upkeep? 

  

A: An annoyance and a very good way of getting information, punchy first few words 

attract one to look at the email. 

 

 

Q: If you were interested in a newsletter, how often would you like to receive a 

newsletter or update: each week, month, season, or year? 

 

A: A monthly letter is preferable, anything else is annoying. 

 

 

Q: Would you be interested in seeing a portion of the new website dedicated solely to 

communications?  For example, a page containing phone numbers and email addresses? 

 

A: Useful, email not comfortable being listed, name is all right along with the 

organisation, BRE behind it, provides strength. 

 

 

Website Content: 

 

Q: Would you like to see a portion of the website that describes where current support is 

needed? 

 

A: Best handled on a contact basis. 
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Q: Would you like to see a section of the website that shows you how your support is 

being used? 

A: Yes, any manufacturer wants to see their name, and feeds on through the trade 

journals. 

 

 

Q: Would you like to see a section of volunteer opportunities on the web page? 

 

A: Yes, that’s important, more for retired but slightly active older  (Hampton court) 

 

 

Q: As someone who is involved in the running of Upkeep, how important are the 

following sections to you on their website:  the mission, the activities, the progress, how 

and where to help. 

 

A: Upkeep is about getting people to the courses, that are important, 7 year olds for 

museum at Hampton court, which has been lost here at South Bank. 

 

 

Donations 

 

Q: Would you like to see a way to make donations on-line through Upkeep’s website? 

 

A: This type of organisation is not looking for organisations other than commercial firms. 

 

 

Q: Would you like a way to easily check to see the work/financial support that you 

volunteered? 

 

A: Don’t think it would help, it depends on the strength of donations.  

 

 

Q: Would you be interested in the option of making a donation on a regular basis from 

your checking account, similar to an automatic withdrawal function? 

 

A: No, not personally. 

 

Miscellaneous 

 

Q: Is there anything we have not mentioned that you would like to see in the future? 

 

A: A tour around the exhibition, a sort of virtual tour.  Some other websites you might 

find of use include:  National Trust website, English heritage which looks after buildings, 

and Historic Scotland which is also similar. 
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Appendix J: User Survey Questions 

 

“Usability of Upkeep’s Website” 

 
Description: We value the input and responses from your participation in our educational 

programs. The purpose of this survey is to evaluate Upkeep’s website to identify 

strengths and weaknesses so that it may be improved. 

 

Directions: After / While browsing the website please answer these questions as best you 

can about the website.  Please circle your response for questions with a ( Yes / No ) 

choice.  Please circle a number when asked to rank on a scale of 1-5.  

 

Questions: 

 

Background  

 

1. What is your job title? ______________ 

2. Have you ever visited Upkeep’s website prior to today? ( Yes / No ) 

a. If yes, what was the purpose of the previous visit(s)? 

______________________________________________________

______________________________________________________

______________________________________________________ 

3. Do you have an internet connection at your home? ___________________ 

4. Do you have an internet connection from work? _____________________  

 

Navigation 

 

1. Were the navigation buttons easy to use and understand? 

easy  1---2---3---4---5  difficult 

2. Were the buttons large enough? 

too small   1---2---correct size---4---5  too large 

3. Were the descriptions on the buttons adequate? 

descriptive  1---2---3---4---5  vague 

4. Do you like the colour choice? ( Yes / No ) 

5. Were the sub categories under the navigation bar descriptive? ( Yes / No ) 

6. Was the font easy to read? 

easy  1---2---3---4---5  difficult 

 

Overall Site Content 

 

1. About Upkeep 

a. Was there a sufficient description about the organisation? ( Yes / No ) 

b. Was there sufficient contact information provided? ( Yes / No ) 

c. Were the map and travel instructions adequate? ( Yes / No ) 

2. The Upkeep Museum 
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a. Were the pages about the exhibits informative or helpful? ( Yes / No ) 

b. Could you suggest anything to make the exhibit pages more to your 

liking? 

____________________________________________________________

____________________________________________________________

____________________________________________________________

____________________________________________________________

____________________________________________________________ 

c. Were there enough pictures? ( Yes / No ) 

d. Were the pictures large enough to see clearly? ( Yes / No )  

3. Looking After Your Home 

a. Do you think this area provides useful advice? ( Yes / No ) 

 

4. Training Courses 

a. Is there sufficient information in the course descriptions?  ( Yes / No ) 

b. Is the process to book a course understandable from the description? 

( Yes / No ) 

c. What other features about the training courses would you like to see? 

____________________________________________________________

____________________________________________________________

____________________________________________________________

____________________________________________________________ 

 

General Content 

 

1. Could you find what you were looking for? ( Yes / No ) 

2. Did you ever got confused or lost? If so where? ( Yes / No ) 

__________________________________________________________________

__________________________________________________________________ 

3. What if any search methods did you use?  

4. __ Top navigation  ___ Keyword Search ___ Site map ___ Site Index   

5. Is there any additional content you would like to see? 

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________ 

6. Was the text large enough? ( Yes / No ) 

7. Was the font style readable? ( Yes / No ) 

8. Do you like graphic and layout style of the site? ( Yes / No ) 

   

Follow Up 

1. Would you visit the Upkeep website again in the near future? ( Yes / No ) 

a. If not, why? 

____________________________________________________________

____________________________________________________________

____________________________________________________________

____________________________________________________________ 
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Appendix K: The Upgraded Website 

 

The following pages show the results of the upgraded Upkeep website as of February 28, 

2003.  Printouts of the windows of the individual web pages are included in the report.  

Additionally, there is an electronic copy of the upgraded website included on the CD-

ROM accompanying this report. 
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Appendix K-1: Upgraded Website – Homepage 
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Appendix K-2: Upgraded Website – About Upkeep 
 

 



 117 

Appendix K-3: Upgraded Website – About Upkeep 
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Appendix K-4: Upgraded Website – About Upkeep 
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Appendix K-5: Upgraded Website – About Upkeep 
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Appendix K-6: Upgraded Website – About Upkeep 
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Appendix K-7: Upgraded Website – The Upkeep Museum Gallery 
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Appendix K-8: Upgraded Website – The Upkeep Museum 
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Appendix K-9: Upgraded Website – The Upkeep Museum 
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Appendix K-10: Upgraded Website – The Upkeep Museum 
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Appendix K-11: Upgraded Website – The Upkeep Museum 
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Appendix K-12: Upgraded Website – The Upkeep Museum 
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Appendix K-13: Upgraded Website – The Upkeep Museum 
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Appendix K-14: Upgraded Website – The Upkeep Museum 
 

 



 129 

Appendix K-15: Upgraded Website – The Upkeep Museum 
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Appendix K-16: Upgraded Website – The Upkeep Museum 
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Appendix K-17: Upgraded Website – The Upkeep Museum 
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Appendix K-18: Upgraded Website – The Upkeep Museum 
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Appendix K-19 Upgraded Website – The Upkeep Museum 
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Appendix K-20: Upgraded Website – The Upkeep Museum 
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Appendix K-21: Upgraded Website – The Upkeep Museum 
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Appendix K-22: Upgraded Website – Home Advice 
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Appendix K-23: Upgraded Website – Home Advice 
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Appendix K-24: Upgraded Website – Home Advice 
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Appendix K-25: Upgraded Website – Training Courses 
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Appendix K-26: Upgraded Website – Training Courses 
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Appendix K-27: Upgraded Website – Training Courses 
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Appendix K-28: Upgraded Website – Training Courses 
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Appendix K-29: Upgraded Website – Training Courses 
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Appendix K-30: Upgraded Website – Training Courses 
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Appendix K-31: Upgraded Website – Training Courses 
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Appendix K-32: Upgraded Website – Training Courses 
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Appendix K-33: Upgraded Website – Training Courses 
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Appendix K-34: Upgraded Website – Training Courses 
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Appendix K-35: Upgraded Website – Training Courses 
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Appendix K-36: Upgraded Website – Training Courses 
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Appendix K-37: Upgraded Website – Training Courses 
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Appendix K-38: Upgraded Website – Training Courses 
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Appendix K-39: Upgraded Website – Training Courses 
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Appendix K-40: Upgraded Website – Training Courses 
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Appendix K-41: Upgraded Website – Training Courses 
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Appendix K-42: Upgraded Website – Training Courses 
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Appendix K-43: Upgraded Website – Training Courses 
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Appendix K-44: Upgraded Website – CFMG 
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Appendix K-45: Upgraded Website – CFMG 
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Appendix K-46: Upgraded Website – Links 
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Appendix K-47: Upgraded Website – Links 
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Appendix K-48: Upgraded Website – Links 
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Appendix K-49: Upgraded Website – Links 
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Appendix K-50: Upgraded Website – Links 
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Appendix K-51: Upgraded Website – Links 
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Appendix K-52 Upgraded Website – Links 
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 Appendix L: Example of Weekly Project Agendas 

 
 

I.  Accomplishments from preceding week (07/02/03 to 12/02/03): 

o Phone and mail contact (Christina) 

o Have contacted all appropriate organisations (85) 

o 49 organisations say link now 

o 35 want descriptions/ information 

o 1 is in question 

o ―Trouble shot‖ wrong contact information 

o Snail mailed invitations to all 

o Snail mailed 1 organisations information and website description 

o Updated all organisational databases 

o E-mails and Descriptions (Tony) 

o 83 Descriptions written (2 have sites down) 

o E-mails sent to 80 organisations 

o 5 needed time to think about it 

o 10 e-mail reply’s to date 

o 8 said yes (4 changed descriptions)  

 3 Consent Forms 

o 2 passed on to IT department 

 1 said no 

o  Contact and e-mailed ―new‖ organisations 

o Updated information binder (Tony and Christina) 

o Added all organisational replies 

o Called back 5 ―slow‖ organisations (Tony & Christina) 

o  Integrated links agreed on from contacted organisations into the relative web pages (Dave) 

o  ―Do-it-yourself‖ template construction (Brian) 

o Completion of new ―links‖ tab on top navigation bar  (Dave) 

o Associated pages completed  

o ―Complete Organisation Listings‖ 

o  ―Linking to Upkeep‖ 

o ―Site Index‖ 

o ―Site Map ‖ 

o Currently organizing 

o ―Organisations by Category‖  

o ―Organisations by Exhibit‖ 

o Compiling of completed surveys (Brian) 

o Calculation of statistics, analysis of feedback on-going 

o Finalize search features (Brian) 

o Decision on keyword search solution – Free Pico search 

o Integrate links to search features on top navigation graphic 

o Another attempt at improving the Upkeep logo (Dave) 

 

II.  Activities for following week (13/02/03 to 19/02/03):  

o Completely Update the information binder (Tony & Christina) 

o Get bigger binder and tabs for alphabetizing  

o Review web ranked organisations 2 and 3’s for linking (Tony & Christina) 

o Revision of web pages after analysis of survey feedback (Dave) 

o Final touches on website (Brian) 

o Opt test site implementation (Dave) 

 

III.  Discussion Topics: 

o Details on February 20th gala (Group Discussion) 

o Monday, February 17th presentation rehearsal  
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Appendix M: Website Usability Survey Results 

 
TABLE M-1 SURVEY NUMERICAL RESULTS TABLE 

 
Background Scale 

 Yes No 1 2 3 4 5 

Have you ever visited Upkeep’s website prior to today 

 ( Yes / No ) 
6 29      

Do you have an internet connection at your home? 

( Yes / No ) 
27 8      

Do you have an internet connection from work? 

 ( Yes / No ) 
19 16      

 

Navigation Scale 

 Yes No 1 2 3 4 5 

Were the navigation buttons easy to use and understand? 

easy  1---2---3---4---5  difficult 
  26 9 0 0 0 

Were the buttons large enough? 

too small   1---2---correct size---4---5  too large 
  0 0 30 5 0 

Were the descriptions on the buttons adequate? 

descriptive  1---2---3---4---5  vague 
  23 8 4 0 0 

Do you like the colour choice? 

( Yes / No ) 
29 6      

Were the sub categories under the navigation bar descriptive? 

( Yes / No ) 
34 1      

Was the font easy to read? 

easy  1---2---3---4---5  difficult 
  27 4 4 0 0 

 

Overall Website Content Scale 

About Upkeep Yes No 1 2 3 4 5 

Was there a sufficient description about the organisation? 

( Yes / No ) 
35 0      

Was there sufficient contact information? 

( Yes / No ) 
33 2      

Were the map and travel instructions adequate? 

( Yes / No ) 
30 5      

 

Overall Website Content Scale 

The Upkeep Museum Yes No 1 2 3 4 5 

Were the pages about the exhibits informative or helpful? 

( Yes / No ) 
28 7      

Were there enough pictures? 

( Yes / No ) 
22 13      

Were the pictures large enough to see clearly? 

( Yes / No ) 
25 10      

 

Overall Website Content Scale 

Home Advice Yes No 1 2 3 4 5 

Do you think this area provides useful advice? 

( Yes / No ) 
29 6      
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Overall Website Content Scale 

Training Courses Yes No 1 2 3 4 5 

Is there sufficient information in the course descriptions? 

( Yes / No ) 
31 4      

Is the process to book a course understandable from the 

description?  

( Yes / No ) 

30 5      

 

General Content Feature 

 Yes No 1 2 3 4 5 

Could you find what you were looking for? 

( Yes / No ) 
31 4      

Did you ever get confused or lost? If so where? 

( Yes / No ) 
8 27      

What if any search methods did you use? 

1-Top navigation  2-Keyword Search 3-Site map 4-Site Index   
  26 14 23 10  

Was the text large enough? 

( Yes / No ) 
32 3      

Was the font style readable? 

( Yes / No ) 
35 0      

Do you like graphic and layout style of the site? 

( Yes / No ) 
33 2      

 

 

Overall Website Content Scale 

 Yes No 1 2 3 4 5 

Would you visit the Upkeep website again in the near future? 

( Yes / No ) 
32 3      

 



 170 

 

TABLE M-2 SURVEY COMMENTS TABLE 

 
Background Information Comments 

What is your employment 

position? 

property manager, civil servant, maintenance administrator, senior 

housing officer, technical support officer, maintenance clerk, 

customer service officer 

If you have visited before, what 

was the purpose of the previous 

visit(s)? 

Information on courses and general hints and tips, i.e. things to 

help various property owners; available courses; to look at today’s 

course 

 

The Upkeep Museum Comments 

Could you suggest anything to 

make the exhibit pages more to 

your liking?  

Links to related websites; more illustrations and more photos of 

the exhibit 

What other features about the 

training courses would you like to 

see?  

Handouts at the start of the day; I’d like to visit the site again; 

hyperlinks to course info from course title v. good; comments 

from people who have attended previous courses, would have 

liked slightly more info; A breakdown of the course in more 

detail, the qualifications of the course leader and possibility of 

further training requested 

 

General Content Comments 

Is there any additional content you 

would like to see?  

On-line booking; In the look after your home photo/picture 

illustrations as well as written text of things to look for when 

doing the maintenance check; photos of staff and trainees 

 

Follow Up Comments 

Why would you not visit the 

upkeep website in the future?  

No-advice on getting the work done showed where to look for 

professional help but fails to mention what qualifications to look 

for, e.g. boiler/gas repairs fails to mention they need to be CORGI 

registered, how to find out and cross reference also other 

governing bodies to approach for advice and building regulations 

that may be able to help and advise you. 
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Appendix N: Project Plan 
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