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

	Blockers
	Solutions

	Ownership of website / online strategy
	· Proper governance – buy-in from senior management

	Lack of understanding from staff about how website can help
	· Demonstration of efficiencies – analytics, user experiences. 
· Delivering evidence

	Platform / CMS / Back office integration (forms etc)
	· Senior / chief officer buy-in. 
· Invest to save – explain benefits of investment

	Egos and empires 
Lack of internal cooperation / silo thinking



Politics

Organisational culture / compliance
	· Senior / chief officer buy-in. 
· Invest to save – explain benefits of investment
· No full process established before online forms in place

· Strategic overview for managing (efficiency)



	Terminology (council and government lingo)

Regulatory requirements
	· User testing

· Training – engagement and education of staff
· Standards

	Limitations of 3rd party / bespoke systems 

· not talking to each other

· difficult to change and don’t know all the issues that need fixing

Too many workarounds and sub sites
	· Bring in-house

· Contractual agreements

· Compatibility and standards

· Best practice from other LAs
· Sound business case for new CMS

	Resistance to change from services / members / management (“we’ve always done it this way”)

Never a good time to change!
	· Senior / chief officer buy-in. 
· Invest to save – explain benefits of investment
· Communicate – why? Get them on board

· Evidence to back up why change needed

· Heat map software – Crazy Egg £300-400

	Processes too slow
	· Invest in technology and training

	Budget / resources / time 
Lack of knowledge

People – resources / opposition

Staffing structure – in-house contractors
	· Effective internal marketing 

· Clear business prioritisation

· Remove rubbish and unnecessary work

· True in-house developing
· Knowledge of back office and procedures

· Link out to those who know better!

	People placing too much importance on their own pages / content – not considering full end-to-end customer journey
	· Google stats 
· Evidence

· Identify purpose

	Skills availability
	· Training

	Fads and fashions – “we need a…” – sucks resources
	· Challenge why

· Need senior management buy-in

	Statutory requirements – legal ‘have-to’s
	· Question – what is original legislation? Who says?

	Decisions made on lack of evidence
	· Evidence

	Too familiar with content
	· Trial with other depts / user testers (public)


PAGE  
1

