Really Useful Day: GOV.UK & User Journeys Bury St Edmunds 
Customer Journeys

	Name of customer journey
	Table number

	Complain about your council
	1

	Apply for an older person's bus pass
	2

	Pay your council tax
	3

	Pay your parking fine
	4

	Report a missed bin collection
	5


Complain about your council

(Customer journey 1)

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

Chesterfield 

· Not text heavy

· Alternative contact details

· Simple form

· If it went to the right page from GOV.UK, it would be a good journey
Gosport 

· Link from GOV.UK works – get to right place quickly
· A to Z is useful 

· It’s not cluttered
Islington

· Goes straight to complaints form

· Option of complimenting as well

· At the beginning, it’s a short, easy journey

· Submission is summarised before you submit it

· You’re told what will happen next

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

Chesterfield 

· Pictures not relevant

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

· Search didn’t work
· No use of the keyword ‘complaint’

· Top sites / links not relevant

· Heading ‘Report it’ doesn’t invite complaint

Gosport 

· Only offers telephone number – no digital option

· Text heavy

· Menu too long (scroll fatigue)
· Form is called ‘Formal complaints form’ – too official / not inviting

· Form is too long

· Contact is not generic

Islington

· Data monitoring part of form is too long – the fact that it’s optional is not clear. Why have it?
· The fact you have to write to the council to chase a previously submitted complaint is bad – it’s not digital, and the list of addresses to write to is confusing
A mock up of a good customer journey from GOV.UK









Apply for an older person’s bus pass

(Customer journey 2)

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

Calderdale 

· Clear contact info

· Not cluttered

City of York

· Information is useful – eg the availability section
· Application form is available
· Action links are easy to read / see
Birmingham City 

· Application form is available
· Page 4 has useful information (peak vs off-peak times, validity, etc)
The ‘don’ts’ – the pitfalls LA sites should try to avoid

Calderdale 

· No option to apply online and no application form – have to phone up
· No mention of older people – only passes for disabled people, etc.
· West Yorkshire Metro link and the A-Z link look very similar 
City of York

· Extra download / click page, instead of going straight to form
· Not an online transaction – have to print and send
· Info on availability should be added to the form

· Info on the form about what you need to enclose could be clearer

Birmingham City 

· Link from GOV.UK doesn’t go to correct page 
· The form is a PDF, not online form

· Advertisement takes you away from the information on pages 1 and 2

· Page 4 has tasks at bottom of the page – should be at top.








Pay your council tax
(Customer journey 3)
A mock up of a good customer journey from GOV.UK
1. Payment option page – 

a. Online at the top

b. All other options, but in the order you want to promote them
2. If direct debit, allow an online application online – no printing of document necessary.

3. Mobile-friendly

4. Postcode search for places near you where you can pay using a payment card (Allpay Outlets)
5. Shopping basket so you can make multiple payments for different services (eg pay a parking fine) at the same time
6. Receipt emailed to user (email address capture for marketing purposes)
Pay your parking fine
(Customer journey 4)

The Good – what LA sites should be trying to include
· Straight to the right page

· Bullets and sub-headings

· Familiar payment options

· Only asks for essential information
· Range of payment options

· Useful FAQs

· Appeal option is upfront, alongside ‘pay’

The Bad – the pitfalls LA sites should try to avoid
· Takes you to the wrong entry page
· Not visual enough (wordy)

· Asks for unnecessary info

· Lets you pay the wrong amount – not linked to PCN database

· Pay button not obvious

· No link to information re PCNs (eg timeframes for reduced fees)

· Full of jargon

· Internal payment system

· No non-online options

· Repetition of selection of options

· Too much info and not broken up

· Hyperlinks, not buttons

· Lots of text

A mock up of a good customer journey from GOV.UK

Pay a parking ticket (PCN)

You can use this page to find information about or pay parking tickets or fines (Penalty Charge Notices). 


Our PCNs start with PCN123…

Pay online


Ticket reference: 

Vehicle registration:
Other payment options


Other payment options


Appeal

Report a missed bin collection
                                         (Customer journey 5)

A mock up of a good customer journey from GOV.UK

Report a missed bin collection (rubbish / trash / refuse)

· No customer account you need to sign up to
· User puts in postcode and is taken immediately to the right form – don’t make user choose
· Option to report problem via phone / email

· Lead-in text:

· concise / call to action
· appropriate language for user (refuse, rubbish, trash)

· Remove unnecessary fields

· Submit button in correct place:

· clear to user
· avoid cancel

· Confirmation email

· Service delivery











































Information





Concertina’d text











Concertina’d text














A mock up of a good customer journey from GOV.UK





Why did I get a PCN?


Lost ticket


Blue badge


Dates for reduced fee


Private companies PCN


Other





Telephone





Post office





Confirmation email





What happens next





Monitoring needs to be optional and needs to show why it is required





Details of complaint and uploads





Name / address





Compliments, comments, complaints form





Form needs to have availability and elapse time for application completion





Concertina’d text





Thumbnail showing where on the ticket the ticket reference will be





PAY











Link to parking pages











Apply online





Like renewing your car tax


Elapse time for application completion 





OR 





Download and complete form�����������������





Apply for an older persons’ bus pass








Eligibility information ------------------------------------------------


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


------------------------------------------------------------------
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Google search / GOV.UK
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