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Blockers & Solutions
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	Blockers
	Solutions

	· 3rd party solutions & software

· Data quality

· People – services

· Agendas – political, priorities 

· Resistance to change

· Technology

· Internal & external – update of technology, fear of change
	· Web team included in IT decision making

· Senior buy-in and support

· Understand customer needs


	Blockers
	Solutions

	Members
	· Get a champion on board

· Educate them/workshops

	Time/resource
	· A dedicated project team

· Include in appraisal objectives

· Senior managers to allocate resources

	Budget
	· Demonstrate savings to be made

	We’ve always done it this way e.g: we are legally obliged to publish this information
	· Ask why? Challenge

· Evidence to be provided 

· Get the stats out – prove via Google analytics

	Senior management buy-in
	· Get champion to buy in eg: chief executive

	Technology changing so quickly
	· Research


	Blockers
	Solutions

	· Management buy in – lack of top management

· Time + money

· Challenging change

· Trying to satisfy all users – departments

· Controlling information overload from departments
	· Point of contact – appeal board

· Extra hours – networking share information, different approaches

· Use internal comms to promote:
· Use data

· Visual evidence

· Relate everything back to the customer, not the department


	Blockers
	Solutions

	· The service – everyone’s an expert!

· Time and priorities

· Website ownership/governance

· Miscommunication

· Budget

· Lack of vision

· Lack of user testing/awareness

· People thinking they know the customer
	· Culture change

· Put customer first

· Need to adapt

· Using evidence/data for support


	Blockers
	Solutions

	Service wants to/is trained to say everything
	· Show them the “other way”: GOV.UK / Manchester

· Internal user testing of other’s areas 

· User testing – can’t argue with data

	Services too worried about “perfection”
	· Remind them web pages can change

	IT departments can lose sight of the customer – too focussed on functionality
	· Work with IT – bring them into the team

· Partnership approach, not a contract

	Marketing/comms campaigns take away from focus on transactions/tasks
	· Communicate in new ways – videos, blogs etc


	Blockers
	Solutions

	Senior buy-in (ignorance? resistance to change)
	· Business case

· Data

· Champion

· Examples

	Limited remit
	· Redesign

	Limited resource
	· Prioritisation

	Third party systems (legacy)
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