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School terms and holiday dates 
(Customer journey 1)
The Good – what LA sites should be trying to include

Worcestershire

· Written for parents 

N. Yorks
· You go straight to the correct page 

· The priority info is at the top
· Use of tables to present info

Powys

· You go straight to the relevant page
The Bad – the pitfalls LA sites should try to avoid

Worcestershire

· You don’t land on the correct page

· Long title
· Add a link to child care 

· Images – does this add value? 

N. Yorks
· A lot of information + navigation 
· Need to bring next half–term /holiday to the top of the page
· Would be better put into steps. 

· Would be good to have related links to other school closures. 

Powys

· Too much intro text

· Documents downloads instead of being on the webpage
· Irrelevant links to document library  

· Don’t need to know number of schools days 
· Irrelevant info for the audience 

· Very formally written 

· Should be clear enough to follow – but the link for alternative info suggests people struggle to download the info in the first place

A ‘PERFECT WORLD’ customer journey (if we could do anything…)
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   School Holidays
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2012/13                    2013/14  
	Holiday

	Starts
	Ends

	Inset day

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

	Autumn half term 

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

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


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


Note: If data exists (ie a school portal/database), this could be pushed to the website. 

===================================

A model, but realistic, customer journey (because we live in the real world…)

NB: Not all schools have the same term-dates. 

Apply for an elderly person’s bus pass
(Customer journey 2)

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

Calderdale
· Straight into relevant information/page

· Good links and clear info
Darlington

· The page of eligibility criteria has structure 

· Could make use of smart form on the page.

· PDF document for application (print doc)
The ‘don’ts’ – the pitfalls LA sites should try to avoid

Calderdale

· There could be more tips on eligibility 
· Most prominent is “Guide to council services”

· Doesn’t mention old people

· More links to ‘info’ rather than ‘apply’
York
· The page needs to focus on the doing, rather than giving info about the scheme (this should be additional)

· Have to download PDF rather than access it on the webpage.
· Should link to other back-office systems, so person doesn’t need to prove identity and eligibility – eg: CT ref number 

Darlington
· Contact link means people are more likely to phone. 

· Small text size.
General comments
· Not obvious enough how to apply 

· Text size options
· Not transactional online. Make use of smart form to help – e.g. input  date of birth to work out eligibility. This could be linked to security checks e.g. picture verification, address verification (council tax) and age verification
· Link to “Guide on how to use bus pass once it arrives”.

· Option for other people to do it for them, or just to gather info.  

A mock up of a good customer journey from Govuk to local

Page 1


Page 2







Page 3




Report a noise nuisance to your council
(Customer journey 3)

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

Craven

· Initial information well presented and useful
· Includes variety of noise issues 
Powys

· Layout is good/content is concise 

· Top tips are useful – includes mediation links to advice
· Everything on one page
The ‘don’ts’ – the pitfalls LA sites should try to avoid

Oldham
· Download diary in PDF format 
· Order of page not so great
· Official complaint to court as secondary information page includes entirety of court procedure - not immediate action. 
Craven
· Overkill on information – written articles regarding different types of noise nuisance are aimed at perpetrators, not at victims of noise nuisance
Powys
· Contact details are missing 
=========================

A mock up of a good customer journey from Govuk to local

Should: 
· Avoid info overkill 

· Cater for immediate use in cases 
     of high disturbance at night time

· Be concise and relevant copy 

· Contact details at the front/top 

· Be clear on audience
· Be factual copy 

============================

The Dream…!

· Smart question to establish if

 reporting is correct procedure to take.

· Answer takes to report or information 



                                Apply for housing benefits 
(Customer journey 4)

The Good – what LA sites should be trying to include

· Clear language 
· Proactive headings rather than product description e.g. “Check if you are eligible to claim” rather than “Benefits calculator"
· Provide a clear guide of the journey 

· Minimise steps 
· Promote online above all other contacts
The Bad – the pitfalls LA sites should try to avoid

· Duplication of information and links
· Self navigation rather than guided 
· Written for benefit officers, not the public
· Promoting the service

· Promoting telephone contact

· Too much information not directly relevant to the journey.

· Avoid header ‘noise’ 
A mock up of a good customer journey from Govuk to local
























Apply for a job at your local council

                                         (Customer journey 5)

The Good – what LA sites should be trying to include

· Closing date 
· Area and postcodes 

· Short description of the job 

· ‘Sharing’ - add this link
· Salary 

· What we searched for 

The Bad – the pitfalls LA sites should try to avoid

· Start with search 
· Too many search options 

· All jobs not visible

· Too much “About Us”

· Unclear linking
· Change of style

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

· List all jobs straightaway
· Search + filter 

· Tags 

· Links to neighbouring authorities

· Display other authority sites

· Short job description
· Links to job centre /RSS Feed.   

                             Complain about your local council

                                      (Customer journey 6)

The Bad – the pitfalls LA sites should try to avoid

Lancashire county council

· A million options - too much 

· Poor terminology, lack of clarity, jargon titles

North Yorks 
· Too much text 

· Step 1 of complaints procedure – confusing title, no separator between wording and action to actually submit complaint

· Too many steps and screens

· Too many redundant screens
· Language very formal + legislative

Wrexham
· Not clear on how to actually get to the complaints page.

· Doesn’t have a mandatory preferred contact method 
· Talk to the officer = bizarre

The Good – what LA sites should be trying to include

Lancashire county council

· Actual complaints screen is good – “how can we resolve it?” text box is good.
North Yorks 
· Steps are quite clear

· All info in one place

· Succinct text layout 

· Contacts info at the bottom 

Wrexham 
· Actual form itself is good 
General
· DON’T WANT: Not particularly easy to complain

· WANT: Find form straight away – ideally straight from google

· WANT: If complaint is not answered – have contact details available. 

· WANT OPTION: Should be an option to ‘Be kept updated’ 

· DON’T WANT: Not clear on how to actually get to complaint page
A mock up of a good customer journey from GOV.UK to local




Notes
No hoops

Simple language

Clear form

Easy to complain
Email/integration to LA department





School Name 





Predictive list + select 





                                             GO





School name





Your next holiday is…  





Form within GOV.UK





Related info





Other useful info for parents e.g. child care 





Download or print your personalised copy.








Form on LA website





GOV.UK





Email to dept at LA or integration





Academic year  








What is your date of birth? 








Are you Male/Female?





Male         Female





What type of pass are you applying for?


 





XXXXXXXXXX Council 





Elderly person’s bus pass























GOV.UK























Disabled person’s bus pass





Next





Check eligibility and apply now for older/disabled person’s bus pass











Next














Must include links to additional information and out of hours numbers/advice





Change 





























XXXXXXXXXX Council 








What is your name? 








What is your postcode?





        





Would you like us to check your ID online?


 


Yes             No





Okay! We found you…!





Addressed checker (in LA)





Work out + claim benefit





Renew or extension 





Big landing page, obvious title











Council site 








XXXXXXXXXX Council 








We’ll post your pass soon, and your reference is:  …………………….





In between now and then, access your virtual pass through 


this app….








OK





GO





Anonymous calculation





Eligible 





Yes





No





Basic guidance 


Complex steps


Info you may need to help





Claim form 





Personalised proof








What next





Auto appointment





Complaint 





……........................................................


…………………………………………


…………………………………………








�





Complaint





Related content 





Procedures





FAQS





Contact details





Submit





Contact details, preferred contact method, add picture





Click this icon to have the words on the page read out to you





Your next holiday is …. *





Save and return





Action





                                              School Holidays











* Most schools follow these dates. However if your school is……[specify exceptions], then contact your school direct [links to Schools Directory].





2012/13 *








Holiday terms


�



Starts�



Ends�
�



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


�
------------�
------------�
�



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


�
------------�
------------�
�



2013/14 *








Holiday


�



Starts�



Ends�
�



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


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


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


�
------------


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


------------�
------------


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


------------�
�






Related info





Other useful info for parents e.g. child care 





Download or print your personalised copy.
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