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Really Useful Day: 

Improving User Journeys
~ ~ ~

Step-by-step guide to running your own Really Useful Day
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Stay in touch

You can get more tips and information, and ask the Local Direct team any 
questions, using the following channels:
Email 
localdirect@communities.gsi.gov.uk 

Website
www.localdirect.gov.uk 
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@localdirectgov
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https://knowledgehub.local.gov.uk/group/localdirectgov/
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About this guide
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This guide helps you run your own full or half-day Really Useful Day (RU day) to improve various user journeys on your website.
We also have a toolkit that helps you run a half-day workshop to improve a specific service: http://bit.ly/1ARbsSW. 

RU day attendees have told us they wish other people from their councils would attend and be convinced of the need for good user journeys on the council’s website. In response, we created this guide, so anyone can run a Really Useful Day.
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They are practical, fun learning events. They usually consist of:

· practical work in groups or pairs 

· talks / presentations, followed by question and answer sessions

The days are aimed primarily at local authority web teams, and cover one of three themes: ‘Improving user journeys’, ‘Social media for councils’ and ‘Digital inclusion / Assisted digital’.
You can find upcoming Really Useful Days at http://www.localdirect.gov.uk/events/. 
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If you’re looking to improve user journeys and the customer experience on your council’s website, running a Really Useful Day could help you:

· get people across your organisation working together to improve your website

· get the digital message across to the people you need to help you (such as service managers and front-line staff)
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Please tell us about your day and help us improve the guide for others. Just a brief paragraph would be great, telling us what worked well and what could be improved.

In the future, we’ll be looking to create guides on other themes – if you’re interested, or have ideas for themes we could cover, email: localdirect@communities.gsi.gov.uk 
Structure of a Really Useful Day
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Getting your participants working together is an essential part of an RU day. If you’re running a half-day, you can cut out the speakers, but we’d recommend always keeping the group sessions. 
We usually have Group session 1 in the morning and Group session 2 in the afternoon. 



1. Participants sit at tables, with 4-6 people per table. 
2. Each table has been assigned a different user journey (eg Table 1 = Report a pothole, Table 2 = Pay my council tax). 
3. On the table are printed-out examples of this user journey on 3 different council websites. 
4. Tables nominate a note-taker and a presenter for their table. (2 minutes)

5. Tables critique the user journeys, writing down what each website does well and what it does badly, using flipchart paper. (15-20 minutes*)
6. They then come up with what they think a ‘model’ version of that user journey would look like. (15-30 minutes*)
7. Each table presents their findings to the rest of the group – each table only has 3 minutes to present. 
*You choose how much time to allot, depending on how you organise your day. 

Choosing and printing your user journeys

You need to choose and print out the user journeys beforehand. You can either:

· create your own user journeys from scratch (we’ve got a guide on how to do this on our website: http://bit.ly/1KChVEn)
· use the ones that Local Direct has already created (see page 9)



1. This session is similar to the first group session, except participants are now working on user journeys on your council website. 
2. As before, each table has been assigned a different user journey. 
3. On the table is 1 printed-out example of this user journey on your council’s website. 
4. Tables nominate a note-taker.
5. As before, tables critique the journey, writing down its good and bad points, then come up with a ‘model’ user journey on flipchart paper. You can collect this from each table and type it up to use as ideas for web improvements. (15-20 minutes)
6. Ask each table (or, if you prefer, the group as a whole) to discuss the things that might stop them implementing the user journey they’ve come up with and the solutions to these ‘blockers’. (15-30 minutes)
7. As a group, discuss the next steps for your council and try and come up with a rough action plan for making some of these improvements. (15-25 minutes)
Choosing and printing your user journeys

Because these journeys are specific to your council, you’ll need to create and print out the user journeys beforehand – we won’t have ready-made journeys you can use. We’ve got a guide on how to do this on our website: http://bit.ly/1KChVEn


You don’t need to have speakers, but they can be a good way to enthuse, inspire and inform. 
· Speakers work best if they aren't overly niche / specialist, are directly relevant (eg they’ve improved user journeys on their website) and can explain things simply.
· Speakers could be from your own council, a neighbouring council or from outside the public sector - people are often interested in knowing how the private sector do things
· We'd suggest a maximum 20-30 minutes per talk – plus time for questions. A few short, sharp 10-minute updates instead of one talk can go down well. 

· If you get an external speaker, ensure there are plenty of people at the day so the speaker doesn’t feel like it’s a wasted journey.
· If you’re feeling brave, you can download and deliver our easy 20-minute presentation on prioritising user needs and the development of GOV.UK. Each slide has explanatory notes: http://bit.ly/1CPPSvI. 


Deciding on the timings for your day

The timings you choose depend on whether you want to have:
· a full-day event
· a half-day event
· speakers at the event

Here are suggestions for timings – you can pick and choose to create your own day.

	Activity
	Minutes
	Explanation

	Registration
	10
	Optional - A chance to give people name badges and an agenda/ list of attendees, etc.

	Welcome and housekeeping
	5-10
	Optional - A chance to tell people where the fire exits are, times of breaks, etc. Also a chance to talk about the importance of digital and customer journeys, and set the scene.

	Speaker 1
	30-45
	Optional - The timings are up to you. See the tips on speakers, page 4.

	Introduce group session 1
	5
	You’ll need to explain how the first group session works.

	Group session 1
	30-60
	We usually have an hour for this session, but you could cut it down to 45 or even 30 minutes – see the ‘Group session 1’ tips, page 3. It's a good idea to let people know at regular intervals how much time they have left. 

	Feedback 
	10-20
	Feedback timings depend on how many tables you have, because each table gets 3 minutes to feedback. Therefore, if you have 4 tables, feedback will take 4x3 = 12 minutes (allow 15 mins to be safe). 

	Lunch or break
	15-60
	Now would be a good time to take lunch (if you're running a full-day) or a break (if you're running a half-day)

	Speaker/s 2/3 
	30-60
	We usually have 1 or 2 shorter talks in the afternoon. 

	Introduce group session 2
	5
	A brief explanation of the second group session.

	Group session 2
	45-75
	We usually have an hour and 15 minutes for this session, but you could cut it down to 45 minutes – see the ‘Group session 2’ tips, page 4. As before, it's a good idea to let people know at regular intervals how much time they have left. 

	Summing up
	5-10
	Optional - A nice way to end the day by summing up what you’ve learned and what’s going to happen as a result. And to thank everyone for coming!


What you’ll need

People 

	Participants
	· Look at areas of your authority that could help you, eg: service managers, customer services, front-line services, etc.
· In terms of numbers, aim for 15-30 people. The event may not be worth the effort it takes to organise with fewer than 15 people. 

· Remember that people are likely to drop out, so it’s worth having a few extra sign ups than you need. 

· For ideas on how to attract participants, see ‘Publicising your event’, page 7.

	Volunteers
	You’ll need volunteers to help you set up the event, run it and maybe act as table facilitators (see next)

	Table facilitators
	· At our events, we’ve found participants really value having a facilitator sitting at each table during the practical sessions. 

· Facilitators help explain the instructions, keep tables to time and help stop one or two individuals dominating the discussion. 

· You could use your web/IT/digital team as table facilitators.

	Day facilitator
	It’s a good idea to have an outgoing, welcoming person who hosts the day, introduces each of the different activities and explains the practical sessions.

	Speakers / experts
	You don’t have to have speakers at your event, but they can be a good way to enthuse, inspire and inform your participants.



Equipment 

· Flipchart paper and pens for each table
· A projector and screen (if you have speakers)
· Agenda to put on the wall / give out to participants

· Display materials – you might want to have graphs of interesting stats from the website (eg number of visitors), stats about costs of customer contact, etc. 
· Wifi is good but not essential

Venue
· The room you use needs to have tables arranged in a cabaret/banquet style (ie tables dotted round the room, with chairs surrounding each table). When finding out the capacity of the room, find out the cabaret / banquet-style capacity.
· Think about accessibility, both within the venue, and getting to it. 

· 4 - 6 people on each table is a good number to get discussion going.
· Between 15 and 30 participants is a good number.

· Avoiding Mondays is a good idea, so you have at least one day in the office to get things ready before the event. (Plus people may be in a better mood...!)
Publicising your event

· This event is naturally of interest to people working in the web/digital team. But creating good customer journeys on your website always takes input from other teams. 
· Here are some ideas for ways to reach more than the usual suspects:

· The intranet

· Office events calendar

· Notice boards 

· Posters
· An item on the agenda at a Senior Management Team meeting

· Emails (these might work better coming from someone high up in the organisation)
· Twitter (we use the hashtag #RUday)
· Newsletters
· Blogs

· Chatting to people face-to-face often works well, especially if you want to target people from certain parts of your organisation or get a range of services represented 
· Ask each participant to 'bring a friend' – this could get people along you might not have thought of. 
· Try and get buy-in from the senior management team – perhaps by talking to your Head of Comms, Chief Executive or one of the councillors.
· Book your event well in advance to make sure as many people as possible have a chance of making it.

· One way to get enough people for your RU day is to consider a joint meeting with a neighbouring council. 

Event checklist

We’ve created a checklist you can use when organising your event. We hope it’s useful. 

	Actions needed
	Notes
	Approx timings

	Book venue
	See pg 6 for things to consider.
	5 weeks before

	Find speakers
	Source speakers if you've decided to have them. See pg 4 for things to consider.
	5 weeks before

	Publicise event
	See pg 7 for tips.
	4 weeks before

	Decide format of event
	Will it be a half-day or full-day? Will you have speakers at the event? You might also want to have a think about what you want to achieve and what your outputs will be.
	4 weeks before

	Source day facilitator
	See pg 6 for things to consider.
	4 weeks before

	Volunteers / table facilitators
	Decide on whether you want volunteers / table facilitators, recruit them and put a 30-minute slot in the diary to explain to them how the group sessions work. See pg 6. 
	4 weeks before

	Food and drink
	Think about whether or not you'll offer coffee/tea/lunch
	3 weeks before

	Display materials
	Think about whether you want to display materials on the day – see pg 9 for resources we can provide.
	3 weeks before

	Group sessions 1
	Decide on the user journeys you want to use - we have a list of ready-made user journeys. See pg 3 for tips.
	2 weeks before

	Group sessions 2
	Decide on the user journeys you want to use and create them - see pg 4. 
	2 weeks before

	Contact participants
	Send last-minute reminder to participants about the day.
	1 week before

	Table names / numbers
	If you’re having table names that include the user journeys people will be doing on that table, create and print.
	3 days before

	Sign up sheets
	If you’re asking people to sign up for tables, create the sign up sheets and print. We can help – pg 9.
	3 days before

	Group sessions
	Print out user journeys for group sessions 1 and 2.
	2 days before

	Signs for feedback
	Print out signs saying "1 minute to go" and "Time to stop for applause!" We can help – pg 9.
	2 days before

	Agenda
	Print agenda, if you’re having one on display. See pg 10.
	2 days before

	Name badges
	If you’re having name badges, create and print.
	2 days before

	Equipment
	Get together flip chart paper and pens for each table.
	2 days before

	
	EVENT DAY!
	

	Thank people
	Send thank yous to presenters, facilitators, volunteers, etc
	Week after

	Evaluate
	How did the event go? Please tell us at localdirect@communities.gsi.gov.uk! We'd love to hear how it went and any suggestions to improve the guide.
	Week after

	Post event information
	Distribute any outputs you said you would to people and organise any meetings necessary. Perhaps you could post a blog on your council's intranet?
	Week after


Help we can offer

We have various resources you’re welcome to use. Contact us if you’d like any of them.


Signs
· ‘1 minute to go’ and ‘time to stop’ signs – to keep feedback to 3 minutes. 
· Really Useful Day sign – to signpost people to your event. 

Group sessions

· Instructions for group sessions – to edit, print out and have on tables, so people can see the instructions and timings for the task.
· Introduction to user journeys (Word document) – helps you explain the group sessions. 

· Introduction to user journeys (PowerPoint) – use in conjunction with the word document.
· Sign up sheet for group sessions – if you want people to sign up for a table / user journey.
Presentation
· Easy 20-minute presentation that explains how GOV.UK was developed with a focus on user needs, and how to make sure your website answers user needs: http://bit.ly/1CPPSvI.

 

We have 26 ready-made user journeys for you to use:

· Apply for a hackney carriage licence

· Apply for a job at your local council

· Apply for an allotment

· Apply for an older person’s bus pass

· Apply for commercial waste collection

· Apply for help with school clothing costs

· Apply for Housing Benefit

· Apply for permission to film and photograph
· Apply to adopt a child through your council
· Apply to hold a street party

· Business rates - account enquiry
· Complain about your council
· Get help to adapt your home
· Get on the electoral register

· Local services disrupted by severe weather
· Pay your council tax
· Pay your parking fine
· Renew your parking permit
· Report a missed bin collection
· Report a noise nuisance to your council

· Report a pothole

· Report an abandoned vehicle
· Report child abuse to your council
· School term and holiday dates

· Search the register of planning decisions

· Where registered disabled drivers can park


At our Really Useful Days, groups have come up with fantastic ideas for the user journeys above. You can access them here: http://bit.ly/15z4LrJ 
These could be useful for:

· showing table facilitators, so they know what their tables could be aiming for

· using when you’re looking at improving particular user journeys on your website

Draft Agenda

This is the agenda from one of our events on user journeys. Feel free to use it as a template if it’s helpful. 
Really Useful Day: User Journeys
	10.00 – 10.30
	Registration



	10.30 – 10.35
	Welcome and housekeeping


	10.35 – 11.10
	Opening speaker
Louise Russell
Putting user needs at the heart of content design


	11.10 – 12.20
	Morning group work
We’ll split into groups, each group critiquing a different user journey
on 3 council websites, and coming up with a ‘model’ journey.



	12.20 – 12.30
	Local Links Update
Louise Russell


	12.30 – 1.20
	Lunch



	1.20 – 1.50
	Speaker 2 

Matt Alexander – Leicester City Council
Web improvements at Leicester City Council



	1.50 – 2.05
	Speaker 3
Linda Methven – Eden District Council
Eden Council customers throw a curve ball


	2.05 – 2.20
	Speaker 4
Lee Weatherburn – North Tyneside Metropolitan Borough Council
Case study: North Tyneside Council’s website



	2.20 – 2.35
	Refreshment break


	2.35 – 3.35
	Afternoon group work
We’ll split into working groups again – but this time you’ll be working on a journey on your own website.


	3.35 – 3.55
	Open Discussion

A structured discussion driven by you – you can submit questions during the day that will be discussed during this session 



	3.55 – 4.00
	Summing up



	4.00pm
	Event ends







What is the guide?





What are Really Useful Days?





Why run your own Really Useful Day?





Help us improve





A)  Practical work (group sessions)





Group session 1





         TIP: Make sure you match the number of chairs with the number of people coming, and evenly spread them between tables, so you don’t get 6 people on one table and 2 on another. 





        TIP: You could let participants choose which table they sit on, so they get to work on topics that interest them. 





        TIP: One idea to keep people to time is have a time-keeper who holds up 2 signs: one says “1 minute to go” and the other “Time to stop for applause!” These seem to work well for us! 





         TIP: It’s best not to use your own council in any of the examples, as people are less likely to be objective.  http://bit.ly/1KChVEn





Group session 2





            


         VARIATIONS: 





Get people working in pairs on the user journey, instead of as a table.





Assign people to different tables in the afternoon, to encourage increased networking. 





Encourage everyone to make 3 commitments to overcome blockers they’ve identified. 





B)  Speakers








    IDEAS FOR TOPICS:  





Singing the praises of improving customer journeys


Statistics on web improvements and how much money can be saved 


Stories of working together in a council to bring about change 





Signs, displays and instructions





User journeys





See what others have done
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