Really Useful Day: GOV.UK to local 

2 March 2012

Customer Journeys

	Morning customer journeys (AM)
	Table number
	Page

	Find out about jobs at your council
	1
	2

	Get on the electoral register
	2
	3

	Local services disrupted by severe weather
	3
	4

	Report a pothole
	4
	5

	Search the register of planning decisions
	5
	6

	School term and holiday dates
	6
	7

	Find out where registered disabled drivers can park
	7
	8

	Apply to hold a street party
	8
	9


	Afternoon customer journeys (PM)
	Table number
	Page

	Report an abandoned vehicle
	1
	10

	Complain about your council
	2
	11

	Apply for an allotment
	3
	12

	Apply for help with school clothing costs
	4
	13

	Business rates - account enquiry
	5
	14

	Apply for hackney carriage licence
	6
	15

	Apply for permission to film and photograph
	7
	16

	Apply for commercial waste collection 
	8
	17


Find out about jobs at your council

(customer journey 1 - AM)
The Good – what LA sites should be trying to include

· Simple search with the option of advanced search

· Tells you how many jobs are available

· Tells you all jobs that are closing in next 2 days

· List of jobs with options to view more or to sort

· Related information and useful websites

· Option to search other local authorities’ jobs

· RSS feed

The Bad – the pitfalls LA sites should try to avoid

· Irrelevant links

· Unfriendly and unhelpful messages

· Too many clicks to get to list of jobs

· No jobs listed on landing page – if there are none, the website should say so

· No simple search – only advanced

· Decorative images

A mock up of a good customer journey from Govuk to local
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Get on the electoral register

(customer journey 2 - AM)

The Good – what LA sites should be trying to include

· Links to forms prominent

· Short introduction, optimised for search

· Offer choice – download and print or complete online

· Info on when page last updated

· Content chunked up by using white space, headings and links to bring keywords to the attention of the user.

· Simple icons

· Accurate, relevant, up-to-date and clear content

The Bad – the pitfalls LA sites should try to avoid

· Too much content

· Linking to websites that crash at times of high demand (aboutmyvote.co.uk)

· Out of date info

· Spelling and grammatical errors

· Putting links to forms at the bottom of the page

· No images

· Repetition of information on page

· Parts of the page irrelevant to the task
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www.council.gov.uk
Register to vote

Blah blah blah -----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------



Related links
You may also be interested in…

Postal vote
Proxy vote
Last updated: Mar 2 12:09 2012
Local services disrupted by severe weather
(customer journey 3 - AM)

The Good – what LA sites should be trying to include

· Bookmarking to increase repeat visits

· Use a dashboard for main landing page to cover all services

· Page is always available, but only activated on home page when required

· Media and web team work with services to ensure info is up to minute and accurate (time stamp)

· Social media – use of hashtags, iframes or embedded RSS feeds for those without smart phones. Get services to use smartphones – eg gritter team can take photos of themselves gritting and post to twitter – keeps info up to date.

· Customers shouldn’t have to know who’s responsible – they just need to know how it will be dealt with

· Prioritisation: Have most important first. Focus on specifics first and then related items after. Keep page length down by ‘folding away’ info. Have areas affected above the fold

· Use a traffic light to show status – but use symbols / icons instead of colour (colourblindness)

· Suggest related tasks, like Amazon – you’re interested in this, so you might also be interested in this
The Bad – the pitfalls LA sites should try to avoid

· Either a very long page of info or no info at all

· Things not ordered in priority

· Decorative images that don’t add anything
Other observations / issues
· Different priorities based on type of council (county: schools, district: bins) – need reciprocal links

· Google search term is likely to be “Is Xxxxx School closed?” (specific need)
· Should customer be sent directly to school website? Council isn’t the owner of school info – schools are. However, council owns gritting info.
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Report a pothole
(customer journey 4 - AM)

To consider
GOV UK needs to let people report a pothole in a location they can’t geolocate (eg with a smart phone) or where they don’t know the postcode. Maybe give people the option to locate on a map. 
There are a number of audiences for potholes: residents, motorists (perhaps passing through, so don’t know the area and postcode), claimants.

Possibility of adding a map to display “potholes the council is already dealing with”. However, there are some insurance-related issues from providing this information. It could be argued that the authority was aware of the problem and should a subsequent insurance claim be made, there would be little (if any) defence.
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Search the register of planning decisions
(customer journey 5 - AM)

The Good – what LA sites should be trying to include
· Page with simple, single search box, with options to go to weekly lists etc

· Passing postcode through from Gov UK so user doesn’t have to enter it again on LA site
The Bad – the pitfalls LA sites should try to avoid
· Pages with multiple search boxes

· Jargon – official terminology

· Lack of branding consistency

· Irrelevant information (eg context)

· Top task (call to action) lost on page

· Directing people away from page to offices etc

· Forcing registration
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Advanced search








School term and holiday dates
(customer journey 6 - AM)

To consider
· Page title needs to reflect what people are searching – term dates or holidays dates? (use stats to determine).

· Use calendar instead of text? Perhaps a PDF calendar? Although this isn’t accessible. Have a print option.

· Make it display well on mobile.

· A table makes it easier to see exact holiday dates.

· Take a chronological approach.
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Find out where registered disabled drivers can park
(customer journey 7 - AM)

To consider
· Some sites use the term ‘blue badge’ for disabled parking – need to optimise for both
· Will private / council owned car parks both be displayed?

· Need to avoid optimising the wrong page 

· Data will need to be kept up to date

· Make data open for 3rd party devs
· The quality of some LDG URLs isn’t as good as it could be – less than 30% of users get to a good page
· Will personal and public bays be displayed?
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Landing page


Text:

Blue badge constraints



Apply to hold a street party
(customer journey 8 - AM)

The Good – what LA sites should be trying to include

· “Do I need a licence?” option

· Distinction between two different types of parties – small and fundraising; larger and charging

· Information to help you fill out the form (eg how to find out about travel plans, bus company contacts)

· Who to notify

· Map with: road closures; bus routes / contacts; local groups and contacts; other applications

· Call-back service?

· Deadlines for applications for events (eg Diamond Jubilee)

· Good related links: the Street Party site, local ‘what’s on’ sites

· What are people looking for when they search ‘street party’? To attend one? To find out if someone in their area has started organising one? To organise one themselves?
The Bad – the pitfalls LA sites should try to avoid

· Out-of-date information (eg Royal Wedding)

· Spin and waffle! Diamond Jubilee info buried in prose

· Too many application options

· Links not working or obvious what they are

· It’s a complicated process to apply (eg consult w residents, organise road closures), meaning not everyone can just fill in an application form. Sites should make this clear up front.

· Any detailed info not needed to apply should be in form / guidance afterwards.
· Pages linked to on LA sites are all very different – some are road closure pages, some press releases. They should be more consistent.
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Diamond Jubilee deadline!

Decision tree 
- what sort of party?








- attendees and numbers?




- profit / charity




- alcohol



Ideally, map with pin location and entry date:

· Any planned roadworks for that time period
· Other street parties being applied for / planned 
·  Bus journeys that use that road to help with consultation
Report an abandoned vehicle
(customer journey 1 - PM)

The Good – what LA sites should be trying to include

· Call to action: correctly placed

· Ask the user to give as much useful info as possible (but don’t mandate it), ie registration number, tax disc

· Ability to say where vehicle is, through a map or free text box

· Let users see which vehicles are currently under investigation

· Let users upload photo of car, if they prefer

· Good use of text and images

· Contact details above the fold

The Bad – the pitfalls LA sites should try to avoid

· Requiring the user to create account first

· No obvious call to action

· Out of date information

· Too many business rules up front

· Landing page too high in the navigation

· Too many mandatory form fields – it’s intimidating

· Confused page layout

· Doesn’t promote digital by default

· Too much jargon and too verbose
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Report an abandoned vehicle
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Complain about your council
(customer journey 2 - PM)

The Good – what LA sites should be trying to include

· Choice of how to be contacted

· Friendly and brief intro text
· Acknowledge that a complaint is just the first step in putting things right

· User details are optional

· Single large text area

The Bad – the pitfalls LA sites should try to avoid

· Very long process – some sites had 9 steps and took 40 minutes
· Off-putting in complexity

· Choice of compliment or complaint

· Unhelpful and inappropriate imagery

· Lots of equal opps monitoring, which is optional (good) but up front (bad)

· Abandons you in an admin area
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Tell us your complaint:

Who are you complaining to?


Council

Elected councillor

Do you know which service?


How do you want us to contact you?






Apply for an allotment

(customer journey 3 - PM)

The Good – what LA sites should be trying to include

· Manage expectations – have number of allotments available in first paragraph

· Categorise allotments (eg good for keeping bees – like Salford Council)

· Have separate task-based pages, not one long page

The Bad – the pitfalls LA sites should try to avoid

· No criteria

· Doesn’t tell you what your responsibilities are

· Too many PDFs

· No maps

· Word docs but no online forms
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There is currently a 5 year waiting list

Find out about other options


About

allotments




Apply for help with school clothing costs
(customer journey 4 - PM)

The Good – what LA sites should be trying to include

· Bullet points
· Straight to the point

· Simple form to fill in (Hull)

· Continued eligibility done by checking against secure govt website (Hull)

The Bad – the pitfalls LA sites should try to avoid

· Assumed knowledge – councils assume you know that if you’re eligible for free school means, you’re also eligible for clothing grants (the two are linked). Many websites don’t explain this link properly.

· Terminology – uniform grant and clothing are used interchangeably

· Redundant images

· Inconsistent directions – eg contact team or school… but form is below

· Doesn’t sell concept in a positive manner - negative language and tone

· PDF form that you have to print off – but this costs money. Why not online?

· Inconsistency between form and website
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Apply for help with school clothing costs

Positive language statement with 

 

and payments applicable.









Business rates - account enquiry
(customer journey 5 - PM)
The Good – what LA sites should be trying to include

· Explained what business rates are

· Ability to view account online

The Bad – the pitfalls LA sites should try to avoid

· Not clear where you are on some pages – no page headings

· Content too general, not about specific task

· Nothing about opening an account

· No specific contact details

· Unnecessary pages with no content – make journey longer than has to be

Issues

· “Business rates – account enquiry” is a very generic task – is it to set up a new account or view an existing one?
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Business rates


Apply for hackney carriage licence

(customer journey 6 - PM)
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 Apply for permission to film and photograph

(customer journey 7 - PM)

The Good – what LA sites should be trying to include

· Simple process

· Information about organising events

· Tell people if permission is actually required

· Tell people if it’s chargeable
· Let people apply online / early clear links to application

· Allow searches based on types of locations (park, urban, etc)
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Links

Info about permissions, consent, copyright.

Apply for commercial waste collection

(customer journey 8 - PM)

The Good – what LA sites should be trying to include

· Upfront – tells user what the page does
· Content broken up by sub-headings

· Can report a problem and arrange a collection

· Good related links

· Business sections for LA

· Images for sizes of bins

The Bad – the pitfalls LA sites should try to avoid

· Unclear pricing – how often do they collect for the price?

· No next steps

· No payment online

· Contact box not in obvious place

· Language confusing and undefined (or in legalese) – ‘trade waste’ vs. ‘commercial waste’ (with no definition of the two)
· Supplier list categories (eg where the council doesn’t provide a waste collection service, so hands off to a supplier) means nothing to user

Other observations
· Regular users don’t need intro info - likely to want to rearrange or pay for collection
· Signpost public trying to report a problem, eg fly-tipping?

· Where councils don’t provide the service, they tend to give listings of local businesses that do - there was no obvious way to get a new business onto those lists. Might be possible to automate e.g. Yell search? 
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Search





Go








Jobs available





22








Related info





Working for us


Apprenticeships


Living and working here





View all





Conditional - if more than 10





Voting





Register to vote





Download a form to complete








Contact 


us








Etc








Google





Specific information





Search








Help





Complete registration online








Meals on wheels








Bins








Gritting








GOV UK








LA website








Services affected by snow





Specific search term (eg is the council gritting in my area?)








Back office














Email to user








GOV UK








LA website





Report a pothole form





Data to collect:


Size / depth of hole


Location:


By map


By road


By free text (eg corner of x road and x road)





-------------------------------------





Other options = 


User can send a photo


User can email and be emailed back


User can register








GOV.UK








Updates








LA website








Search engine








Where?








Non LA


(Motorways, slip roads, ‘red’ routes)





Other help:


checklists


templates








Autumn








Summer








Bigger map





Google like


Link to streetview?


Link to parkapedia?


Info box when you click on bays: 


opening hours


cost


number of bays


location (postcode)














Spring





Dates include day of the week








Calendar





Licences, insurance





Application forms (preferably online)





Map – pinch and zoom





▼





Other contacts:


bus companies


road closures


other help


the Street Party site


council departments








To do list, generated by decision tree, that lists relevant tasks:





Map





Find a street party





Your complaint





Your reference for this complaint is xxxxxx.


We will contact you within the next xx days to update you on our progress with your complaint.





Email


Phone


Letter





No response needed





▼





About you








Review & submit








Your complaint





Not sure





Allotments





----------------------


----------------------


----------------------


----------------------














Hover map





Eg:


Q. Which of the following applies?


Q. Do you receive school meals?





Apply








eligibility criteria





Are you a driver?


Are you an operator?


Do you need to register a vehicle?








Thank you. We will contact you every year to let you know where you are on the waiting list. Find out about other options.














Submit





Your details














Search box and map





Map





Locate where to film


Descriptive as well as physical known locations


Others able to upload








Application process via text / online at all stages








Apply online








What’s needed to apply


What it will cost


How long it will take to get what you’ll get








No further action








Private








Professional / business











In what capacity will you be filming / photographing?








Text / email renewal reminder 


(opt in/ opt out)








Send / collect licence








Update details





Renew


your


allotment





Apply for an allotment





Replacement keys





Drop down box





List forms available








No








Future option:


Name:


National insurance no:


Other:














Yes











Do you know which form you need?











Online application


or


PDF download if signature required




















Alert to eligibility for other schemes (like Amazon recommendations














Online form





Registration





Please tell us as much as you can about the vehicle





Allow users to pinpoint where the vehicle is








Brief overview








�








Business responsibility





What is commercial waste?





What does the council do?











Price list


£--


£--


£--











Apply to have waste collected











Pay to have waste collected











Related links





Report a problem


Council waste contact


Other business / council tasks





Valid tax disc?





Yes





No





The vehicle is… 











Report it!





The more you can tell us, the quicker we’ll be able to sort it





Register for business rates








Pay business rates








Business rates online account








Contact











Related info





Instructions appear as you click in box











One result











Basic information on web page, advanced as PDFs











Simple search box – postcode, ref number, etc








Multiple results








Key info











Option to track








All relevant info
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