Really Useful Day: Improving User Journeys Llandrindod Wells
Customer Journeys

	Name of customer journey
	Table number

	Apply to adopt a child through your council
	1

	Complain about your council
	2

	Pay your council tax
	3

	Report child abuse to your council
	4


Apply to adopt a child through your council
(Looked at Norfolk, Camden, North Somerset websites)
The Good – what LA sites should be trying to include
· Ability to have a face to face or phone conversation

· Short pages and FAQs

· Ability to filter by the eligibility criteria that is clear-cut (some isn’t clear cut) so you can immediately see if you’re not eligible

· Links to third-party advice and information

· Questions that are direct and simple (not 2 questions in one)

· Clear signposting

· Keep the page action-orientated

· Use “assessment”, not “approval”, as otherwise it implies you will get approval

· Content should be in HMTL, not PDF (if it’s important)

· Potentially share other agencies’ details to help user if not enough children needing adoption at that council

The Bad – the pitfalls LA sites should try to avoid
· Actions = very far down the page

· Hyperlink in paragraph hard to spot – better as a button?

· A “sales pitch” about the benefits of adoption – not needed if people are at the applying stage

· Land on the “info” page, not on the “apply” page

· Land on a page where you can “express an interest”, not apply

· Search engine optimisation – should be using “I want to adopt”
· Information pack sent to people

· Too many services on one page

· Broken links

· Jargon and clichés 

· Word cloud nav – stick to bullet points

Model user journey 
· Include eligibility criteria

· Absolute criteria (eg if you have conviction for child abuse: no)

· Discretionary criteria: get in touch with us (eg with some criminal convictions, you are still allowed to adopt)

· You may be interested in….

· What to expect pre-approval and post-approval:

· Timescales (in steps)

· What we offer, so people can compare to other LAs/ agencies, eg:

· Type and amount of support

· Services provided

· Events

A mock up of a good customer journey 


Your council
_______________________________________________
Apply to adopt a child
Friendly, short, welcoming introduction 


Links to further information

________________

__________________

________________

__________________

________________

__________________

________________

__________________
Process of adopting
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Complain about your council

(Looked at Chesterfield, Gosport and Islington websites)
The Good – what LA sites should be trying to include
· Clear identity

· Good, clear use of headings and sub headings

· An online form

· A summary with option to edit

· ‘What next’ information

· Option to save a copy

· A response to your complaint
The Bad – the pitfalls LA sites should try to avoid
· Mandating email

· Using “click here”, instead of meaningful link text

· Shift from form to text

· Taking you to the wrong landing page from GOV.UK

· No obvious use of the word “complain”, to signpost people

· Poor design 

· Too many words

· “Read a leaflet” / official procedure 

· “Phone first”

· No clear navigation and links are buried

· Too many clicks

· Too council-focussed

· “Equality information” too long

· No “cancel” button

· No summary

· Not integrated into wider “contact us” box
A mock up of a good customer journey 


Your council
_______________________________________________
Make a complaint

Intro text (keep it short)
1. Your name


2. Your address


3. Telephone


4. Email


5. Preferred contact method

    Email                 Post                 Phone

6. Which service?


7. Your enquiry


8. Previous contact



Your council

_______________________________________________


Thank you

Your ref number is xxxxx
What happens next?

· We will respond within x working days
· Your complaint is important

· For more info…complaints procedure

Email with ref number, timescales and contact for further enquiries

Pay your council tax
(Looked at Mendip, Hull and Forest of Dean websites)
The Good – what LA sites should be trying to include
Mendip

· 3 pages long

· First page gives ways to pay

· Tells you it’s a secure page and that it’s to pay council tax

· Easy to pay

· Gives more info on different ways to pay in case user doesn’t have card to pay

· Simple to use

Hull
· Tells you how to find your reference number

Forest of Dean

· ‘Pay for it’ page tells user what it is about

· Only 2 pages

The Bad – the pitfalls LA sites should try to avoid
Hull
· Taken to wrong page (“How to reduce your council tax”)

· Six pages long

· Contact details at the top

· User has to scan page

· Four pages in and we still can’t pay

· Sixth page is the online payment page!

Forest of Dean

· Doesn’t tell you that you need a reference number

· Doesn’t give a choice of how to pay (face to face, etc) – assumes you want to pay online

 A mock up of a good customer journey 
 




Report child abuse to your council
(Looked at Kent, Southampton and Lancashire websites)
The Good – what LA sites should be trying to include
Kent
· Good use of search engine optimisation / keywords

· Good language – user friendly

· Achieved task on first page

· Good use of sub pages

· Good back up in content of 247 help – “discuss worries with you 24/7”

· Active vocabulary

· Different options to contact – phone / email

· Good use of useful links

· Good emergency guidelines

· Liked line that said “No details will be given unless consent is given”

Southampton
· Good use of top tasks

· Good advice on reporting emergency = dial 999

· Good use of sub menu

** Mixed feelings with regards to online forms – possibly not appropriate for this service**

Lancashire
· Use of useful links (could add more)

· Good use of bullets – explaining possible further action

The Bad – the pitfalls LA sites should try to avoid
Kent
· No SLA – no response time on email contact

· No pages / sub page explaining the process / what is abuse in more detail

· Useful links may take users away from reporting – possibly use on sub page?
Southampton
· Not user friendly wording – page title and content (not appropriate to public / customers)

· Contact methods referred to but not present – no telephone number

· Online form – pushed to use online form, no other options

· Online form allows for option of no further contact – makes form / report pointless

Lancashire
· Took 7 clicks and still can’t report

· First page in the journey was for adult abuse, not child abuse

· On search results, there are 2 choices for child protection – which is best?

· Language isn’t user friendly

· When arrive at contact page – 

· 3 different contacts

· no out of hours

· mentioned referrals (possibly a confusing word for public – jargon)

A mock up of a good customer journey 
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If social services, flag up phone number for at risk complaints





Login






























































Click to express interest 


/ request a call back
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Submit





Other ways to pay





Direct Debit, etc


Links to Direct Debit form





Login
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Save





Print
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Link to DD form














Cancel











Link to DD form





Sign up
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Pay your council tax online





Paying online is the fastest and most secure way to pay for your council tax.





Council tax ref number: ______________





Amount you wish to pay: ___________





(  (  (  ( (credit card logos)








For email or SMS* confirmation, please enter 





your details _______________ 			





or 		(sign up here)





*10p charge will be added for SMS message





Other ways to pay








(





Council tax payment confirmation





Your ref number: ____________





Thank you for paying £x amount to the x council





To view your balance online, please                     or 





Did you know you could get a £10 discount by paying by Direct Debit?





Can we do this better?





(  (   (





Comments: 





£10 off if you pay by Direct Debit! Woo! Click here!

















Additional info





Procedure


Etc




















Option 











Option 











Option 











Option 











Option 














Worried about a child





Are you worried about a child?





If urgent – call the Police on 999


Don’t keep it to yourself. The best thing to do is to contact Social Services





Call / email / do it online





Phone us on:  xxxxxxxxxxxx





Email* us on:  xxxxxxxxxxxxx





Online form: 





*We will respond to your email by phone





What information will we need to know?





We will not give your details to anyone else without your consent


We will need to know some details about the child such as:


where they live


how old they are


xxxxx


etc





What will happen next?





Blah blah








Services





Home





Children’s social services





Protecting children





Worried about a child





-> What happens next?





-> What is abuse?








Report concern
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