
Report a pothole
(Looked at Oxfordshire, Richmond and Leicester websites)

The Good – what LA sites should be trying to include

Oxfordshire – uses “Fix My Street”
· Like how it shows recently reported problems
· Gives the instructions on how to report a problem

· Instructions are good and clear

· The numbers at the bottom and the recently reported problems give a sense that things are being done 

· Like the form at the end
Richmond:

· Report button is highlighted
The Bad – the pitfalls LA sites should try to avoid

Oxfordshire:
· Would want the landing page to reflect what the user is looking for

· Customer might not know the location of problem
· No map option
· Does it do geo-location?
· Can I report a problem by taking a picture?
· Page 2 - Too much detail – I am here to report a pothole

· Difficult to see what’s going on
· The click map button and the instructions under the map need to be made more prominent

· Page 3 – The map is too small

· Lot of instructions to wade through
· It’s not relevant
· Why is the background different colours?
· I have to wait for an email, then confirm my report

Leicester

· Extraneous detail
· Lots of text

· Call to action is hidden

· The page should be called “Report a pothole”

· User can write them a report!

· The online option has been missed

Richmond:

· The pages are council-focused not customer-focused
· Poor language – also call it report a pot hole
· Asks for detail the customer may not have or want to give
A mock up of an ideal customer journey
Report a street problem
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Apply secondary school places
(Looked at Devon, Kent and Warwickshire websites)

The ‘dos’ – what LA sites should be trying to include

Devon:

· Text is clear

Warwickshire:

· Map & postcode good

The ‘don’ts’ – the pitfalls LA sites should try to avoid

Devon:
· Too much text, not clear where we are in the process

· Text not in logical order

· Primary & secondary admissions mixed together

· Text on page 3 repeats text on page 2
Kent:
· Confusing & unnecessary text (too much about the process)
· Information about what you can’t do, rather than what you can do

· No registration
Warwickshire:

· Not presented well

· Contains useful information but too much information

· No need to have contact details on each page

· Use of tables is clear, but duplication of content

Find my nearest recycling centre
(Looked at Northants, Staffordshire and Essex websites)

The Good – what LA sites should be trying to include

Northants:
· Google search takes you straight to the correct page
· Helpful to have opening times there

Essex:

· Google search result is good – end up with “Recycling centres – Essex” 
Staffordshire:

· Top search result on Google

· If you know your postcode you do get your nearest site
The Bad – the pitfalls LA sites should try to avoid

Northants:

· Links – some could be lower down (webcam)
· Intro – not needed – don’t need to know how many sites there are
· Doesn’t show nearest!
Staffordshire:

· Postcode search good but what if you don’t know your postcode?
· Is it necessary to say who delivers?
Essex:

· Have split the areas up
· Need to make the “find my nearest” clearer
· Could have included “What you can take” on the page
A mock up of an ideal customer journey


Text
___________________
___________________

___________________

          

___________________

I am homeless

 (Looked at Breckland, Taunton Dean and South Hams)

The ‘dos’ – what LA sites should be trying to include

Taunton Dean:
· 1st link in Google results
· Related services are good and helpful

· Guides to homelessness are helpful

· Contacts tab
South Hams:

· Second link – mentions homeless shocking capitals

· Info for rough sleeper

The ‘don’ts’ – the pitfalls LA sites should try to avoid

Breckland:

· Top link in Google, but heading isn’t helpful and page doesn’t answer the question of what to do if homeless (“What will happen if a homeless application is taken”)
· Page is very busy – too long
· Too much information – local government speak
· Assumes user has already made application
· Process based – not helpful to user
· More information at the end which should be at top
· NO contact details
· No links to helpful organisations
Taunton Dean:

· Top paragraph more helpful but doesn’t explain where Deane House is or give information for over 25s
· Looks clearer than Breckland but still too much detail
· Too much focus on rough sleeping – not those in hostel or staying with friends
South Hams:

· Google link text includes ‘PLEASE DON’T DELAY’ in shouting capitals

· Strange language – “threatened” with homelessness

· V clear headings but maybe should be in different order 
· Nothing for those not rough sleeping but with friends
· “Information for rough sleepers” is in council speak and doesn’t have useful info at top
A mock up of an ideal customer journey



Pay your council tax
(Looked at Hull City, Forest of Dean and Mendip)

Hull City:

· Page 1. This doesn’t service my need BUT search is easily available

· Page 2. Recommended link is clear & relevant

· Page 3. Page is general and the thing I want is below the fold
· Page 4. Long page but the thing I want is first – however, this page is not required as part of my journey
· Page 5. Long list in which I yet again have to confirm what I want to do
· Page 6. Nice guide to finding the required information

The ‘dos’ – what LA sites should be trying to include

Forest of Dean:

· Very short journey

· Clear payment options

Mendip:

· Options are lined up in order of preference (expense) – customer’s preference is probably the first one.
The ‘don’ts’ – the pitfalls LA sites should try to avoid

Hull City:

Forest of Dean:

· No options other than pay online (I may want to pay by phone)

· I’ve already said I want to pay council tax - now I need to select it again from the list

· If this is everything you can pay online, what do I do if the item I want to pay for isn’t listed?
· Mandatory requirements that may not have been mentioned up front
· Irrelevant info by “relevant links”
Mendip:

· Capita page: the branding matches but it is written as a landing page which is a bit of a nonsense in terms of flow (it says ‘Welcome to…’). I then need to choose the same thing again
· There’s more info on the pages than required (“open 24/7”)
· Specific information that is required isn’t made clear before arriving at the payment page. If I don’t have my account number, I can’t continue
A mock up of an ideal customer journey















Consider: Paypal

Pay my parking fine
 (Looked at Chiltern, Malvern and Camden)

The ‘dos’ – what LA sites should be trying to include

Chiltern:

· Payment page itself is clear

Malvern:

· Short, easy to understand

· Clear link to payment page

Camden:

· Clear sign-posting

· Fast journey

· Supplementary content available but not obstructive

The ‘don’ts’ – the pitfalls LA sites should try to avoid
Chiltern:

· The link from GOV.UK takes user to the home page – more work for the customer to get to the page they need to get to
· Link to payment is hidden on the right of the page
· Too much text – unclear

· Journey is too long (4 pages)
Malvern:

· Link from GOV.UK takes you to the wrong page

· Link text not a call to action

Camden:

· Journey too long – unnecessary page

A mock up of an ideal customer journey

Pay a parking ticket

· How to pay a parking fine (PCN)


· Challenge a parking ticket 

Appeal against a fine

________

________

Report a missed bin collection
(Looked at Kings Lyn & West Norfolk, City of Bradford and Chichester)

The ‘dos’ – what LA sites should be trying to include

Kings Lyn & West Norfolk:

· Option to report online

· User of colour is good
City of Bradford:

· Clear language i.e “bins”
· Search results when using internal search are good
· Form itself has what we needed at the top
Chichester:

· Straight to form from GOV.UK
· Only 1 page
· Address look up
· Clear/short/ no unnecessary text
· Accessibility help
The ‘don’ts’ – the pitfalls LA sites should try to avoid

Kings Lyn & West Norfolk:

· Too much text
· Link is far down page, not a stand-out colour and is jargon (“missed bin eform”)
· Phone number is on twice – encourages people to phone
· Name of page should be “Report a missed bin”, not “missed bin collections”
· Top box points you to different place
· 2nd page – should move text (info) to bottom of page so can go straight to form
· Should have address look up
· “Your request details” – too many questions are mandatory
City of Bradford:

· “Council service disruption page” = jargon

· Title on page 2 is misleading (“Advice, benefits and council tax”)
· Link from GOV.UK doesn’t work – only option is to do an internal search

· Vague – not enough mandatory fields. Too much free text allowed on the form. Needs more dropdown boxes

· Asks for info you may not have (normal collection day)
· If don’t make it mandatory to give an email or phone number, may not be able to ask questions necessary to process the service

· Doesn’t take email to let customer know will happen afterwards
Chichester:

· Needs a link to collection day/info. 
· There’s a ‘submit’ and an ‘exit’ button – could be confusing?
A mock up of an ideal customer journey

Link from home page ( Report a missed bin
Before you start 

Check your collection day
Was it out on time? (What time it should have been out by)
To Report a Missed Bin

Title



First Name



Last Name


Post Code


Address 1

Address 2


Address 3


E-mail 


Confirm


Collection Date 


Bin type


Free text box?
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1





What are you reporting?





Street light


Pothole


Other





2





Where is it?


				Map


Location			


_________


_________


_________





4





3





What 


Where


Tell us a bit more


Thank you 


What we’re going to do next…








What happens next?





Thank you for reporting the problem. We will…





If you give us your email address, we will update you on how we are fixing the problem.














Tell us more about the problem…





�


Tips on reporting help, information





	     


                 Map





Postcode/address





Homeless in x?





Can we help?


Criteria


Who else can help?





Need somewhere to sleep?


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


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


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





Evicted?


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


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


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





Domestic violence?


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


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


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





Losing your home?


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


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


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





Temporary accommodation


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


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


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





Link to Shelter, Crisis etc








Pay council tax























You can also pay by:


Direct Debit


………..


………..


………..





Additional options





Log into account to view history





Pay online now





You will need property information and reference number





Enter ref number and hit search








Reference Number


 


Nice message about where you might find reference number





Your next instalment is £73.45 and is due by 17th Feb 2014.





Pay full amount





Pay a different amount





		





555123x





£…….





Pay!





Pay engine 





Page only shows info not yet confirmed (eg. debit card details)





Payment form























Look up









































Calendar











Drop down box – black, etc











Submit
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