
How to capture a user journey

Choosing a user journey

You can choose any journey you want. To give you some ideas, here are some popular user journeys from GOV.UK to local authority websites:
	1. School term and holiday dates

2. Apply for an older person's bus pass

3. Pay your Council Tax 

4. Apply for council housing

5. Blue Badge scheme: information from your council

6. Apply for a primary school place

7. Apply for a Council Tax discount

8. Get on the electoral register

9. Apply for free school meals

10. Find out your rubbish collection day
	11. Housing Benefit information from your council

12. Apply for Council Tax Reduction

13. Apply for a disabled person's bus pass

14. Apply for special collection of large waste items

15. Apply for a dropped kerb

16. Find a community support group or organisation 

17. Report a noise nuisance to your council

18. Apply to adopt a child through your council 

19. Find out where Blue Badge holders can park 

20. Courses and qualifications for 14 to 19 year olds


Putting your user journey in a word document

On the next page is an example of a user journey created for a Really Useful Day. Here’s the way I did it:

1. I formatted a word doc as A3 (it’s easier to fit long web pages onto the page).  

2. I searched on www.google.co.uk for “Complain about Herefordshire Council”, clicking the 1st search result from the council. 

3. When I landed on Herefordshire’s website, I pressed ‘Print Screen’ and pasted it into my word document as step 1 of my journey. 

a. ‘Print Screen’ works for short pages. 

b. For long pages, you can either ‘Print Screen’ at various points going down the page, then crop them all and overlap them – or you can use software / a website that captures the full screen. I used http://ctrlq.org/screenshots/ because my work PC doesn’t let me download any software. 

4. I continued copying and pasting the pages of the journey, clearly labelling them as step 1, 2, 3, etc.

5. I used the ‘Picture’ toolbar’s crop tool to trim off any unnecessary space, so I could expand the screen print as large as possible.

Some tips

· Be honest. Screen print every step of your journey – even if it involves pictures of annoying pop ups, or dead-ends that force you to use your website’s search box. 

· If you have an incredibly long journey (one I did was 15 steps long), shrink them down and group them on the same page to save paper. 

Customer journey:
 



Complain about your council
Local authority:



   
Herefordshire
Page on local authority website:
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= Send an e-mailta feedback@herefordshire.qov.uk
= Callinto any of our Customer Senvice Centres, whers a member ofthe Custormer Service team will be able to help you

What to Expect
e will

= Acknowledge your cormplaint wittin three working days.
= Agree a date wih you 1o provide you with  detailed response.
= Investigate your complaint.

- Ensure agreed outcormes are achieved

Ifyouare st unhapy you can take your complaint frther by contacting the Ombudsman Service
For Health complaints contact

The Paiamentary and Health Ombudsman, Miloank Tower, Milbank, Landon, SW1P 4GP Tel: 13450 154 033

For Council Complaints including Social Care canfact

The Local Government Ombutsman, The Oks, 2'Westwood Way, Westwood Business park, Coverty, GV4 88 Tel: 0124 7682 0000

You can contactthe Ombudsrman at any point, however, it s their usual practice notto deal with a complaint themssives unti the local complaints procedure has
been completed

) Friveey Stsement
Adabe POF.

e

) kim0 Exparances Count Plcy nd Procedure
Adabe POF.

10510

1£you nesd help to understand a document, orwould e tin another format ot language, please oall 01432 250500 or email Info(Eherefordshite aov uk

Adobe offer 3 fea Readerto view thase flas which can be dawnloaded fom theirwebate
caddobe
eader

Adobe aizo offer & number of Adube PDF online conversion ol to help users acesss the contans of PDF documents

Pintr rndly version

¢ Fecdbask onthis page

Bstart| 5@ = [ &0 @ P (O] Deleted items -...| 4 1 Reminder € Making Experi... | L:\DCLG\DOC L.

= e =)

Project Plan -

@ et

Invitess listods |

Council postco... | ] pocumentt - i, Complain coun.... | L5 Untitied - Mess... | ] Report a pothol.





[image: image2.png]Making Experiences Count: Compliments, Comments and Complaints - Herefordshire Council - Microsoft Internet Explorer provided b

(€15)

[&] it herefordshie. gov.ukjcounc_sov_demoeracycouncl/7653.5n =l &[4[ | [2 by

Fle Edt View Favortes Took Help

S ravontes | - | @ Tuterf naractons | 3 Rl Useulays.. | @ kg gt . x | @ rres tastocard . | @ copture e . | [@eventrte-pvene, | [ B - B) - 0 - pase < safety < Tods - @- 7

map | Help | 7 ine Forms

5 Herefordshire [NHS]

Council Working in partner ship for the people of Herefor dshire Herefordshire

Findaservice ABCDEFGHIJKLMNOPOQRSTUVWXYZ

@ allwords C Exact phrase

Vou e e Home | Counal, gevemment 3nd democracy | Herefordshite Counal | Contac us [ Noking Exparences Cour: Complimrts, Commets and Complaits

Making Experiences Count: Compliments, Comments and Complaints

our Commitment

We are committed to providing high quality Sevices across NHS Herefordshire and Herefordshire Council. To do this we need to know what you think about your
Making exp experience. Your comments and compliments as well a5 your complaints wil help us in making decisions about the Senices we provide and how we can
improve them

We have set up a dedicated Customer Insight Tearn who can help you with all compliments, comments and complaints relating to Health, Agult Social Care,
Children and Young People and all Council Services.

Whatever your views, we would ike to hear from you!

Compliments

Ifyou have received a particularly good sevice from NHS Herefardshire or Herefordshire Council,please let us know. We will use all compliments to promote
good pracice throughout our services.

Complaints
Al staff work hard to get tings right, but sometimes things do go wiong. Ifyou are not happy with the level of Senvice received from NHS Herefordstiire or
Herefordshire Council, please let us know: By doing this you will el usto improve our senvices,

How can we help?

“The Custorner Insight Uritis hiere to help solve problems and pass on compliments and comrments to improve the Services we provide. We wil listento your
complaints fully and discuss with you how we can resolve issues to your safisfaction through an agreed cormplaints handing plan

How to contact us

To make your compliment, cornrment or complaint you ca

= Complete our fEE ALK Brlie ot
- Telephone the Customer Insight Unit on 01432 260 535

= Send an e-mailta feedback@herefordshire.qov.uk
= Callinto any of our Customer Senvice Centres, whers a member ofthe Custormer Service team will be able to help you
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Making experiences count feedback form

At Hersfordshire Council we wantto keep improving ourwebsite and our services to you. We need you 1o tsll us what you thinkl You can use this form to send us
feedback about council sewvices and this website. Ifyou prefer you can also contact us by letter or by phone - address: Customer Insight Uni, Frankiin House, 4

Commercial Road, Hereford, HR1 28B.

Fair obtaining notice

Dartnership for the people of Herefordshire

Please agree to the following Fair Obtaining Notice before filing out this form.

“The Data Protection Act 1998 gives rights 10 you about how your personal data is btained and used by Herefordshire Council (he ‘data controller) when you il
inthis form. The information you provide will be Used to process this form only and not kept any longer than is necessary for this purposs. Information which must
be provided to process this form is shown by an ' . Al other information fields are optional. Please read our Privacy Statement for further informtion.

| agres to these terms: =

Tie:
First name:
Last name:|
House namefnumber.|
Strest name:=|
TowniCity. <
County:
Posteode:|

Country.

Telephone:

Email address:|

Confirm email address:|
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What action would you like taken?

Action required —  H

Ifyou have already spaken to a council employee, please provide deails

Previous contact details: E— |

submit || cancel

o Feadbaicon i page

Lot Updted: 04 January 11

| Home | Accessibility| Sitemap | FAQs | Help | Contact Us | Disclaimer | Terms | Privacy | Copyright| Statistcs | Accreditations |

Herefordshire Council, Brockington, 35 Hafod Roo, Hereford HR1 15H | Tel: (01 432) 260000 | info@herefordshire gov.uk

5
bone (ol s o [Re% -
Dstart| 5] @ = 5] €0 & D O] Deleted Items -...| 4 1 Reminder € Making experi... | L:\DCLG\DOC L.

= e =)

& project Plan - ... | &) invitess listoxts |

=] Council posteo ] Documentt - M... | #] Complain coun.

| 53 untitied - Mess

] Report a pothol.

@l 6T 174

" (29 wednesday




Customer journey:
 



Complain about your council
Local authority:



   
Herefordshire
Page on local authority website:


Step 2 of 2


I clicked here









