Really Useful Day: 
GOV.UK and User Journeys
Blockers & Solutions
--------------------------------------------------------------------

Top 3 blockers and solutions

	Blockers
	Solutions

	Obstructive staff, members and management team – lack of cooperation
	· Retraining – including one-to-one support (which gives confidence) and user guides on the intranet.
· Workshops starting with the personal (ie use online shopping websites as examples of good user journeys, ask people whether they have a tablet and shop online – get people to see themselves as customers).
· Put on your own Really Useful Day in your council – Local Directgov has a guide you can use.
· Restructuring
· By-pass hierarchy 
· Shared working (networking and shared learning)
· League table / benchmarking
· LGA / DCLG training events for members
· By-pass emotions and subjectivity by using the metrics to support your points

	Weak or negative leadership


	· League tables and competition help – eg Socitm Better Connected

· Get a visionary leader onside

· Put on a Really Useful Day for leaders

· Train members / leaders and enlighten them! – national best practice programme
· Use the metrics to support your points

· Use the resources argument – moving services online can reduce costs of property and back office staff

	Budgets / finite resources

	· Think outside the box. If there’s no money, show the savings of website improvement in a business case – ‘invest to save’ concept. 
· Forward planning (knowing what’s coming up and planning for it)


Other blockers and solutions discussed by groups

	Lack of customer knowledge. Huge amount of data on residents (customer service centre / stats) but no useful way of applying it
	· Talking directly to your users and to customer service centre to establish what people want and what they think of your site

	Service area conflicts – desire for unnecessary content and jargon
	· Web analytics (show which pages are and are not visited)

· Ability to show what the user journey is like

	Lack of resources (eg technical, money, skills)
	· Joint procurement 
· Pooled national resource

· Shared models / templates etc
· Seek out expertise (who are digital experts?), develop expertise

	Devolved publishing doesn’t work
	· Train content owners

	Disconnect between authorities (DFGs)
	· Networking

	Culture
	· Education 
· Shared working (networking and shared learning)
· Apprenticeships / secondments

	Finance / suppliers
	· Business case / ROI / Proof of concept

	Ageing software
	· No choice (budget deficits)

	Infrastructure / Demographics
	

	Broadband
	

	Integration / APIs / Middleware
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