Really Useful Day: 
GOV.UK and User Journeys
Blockers & Solutions
--------------------------------------------------------------------

	Blockers
	Solutions

	Resources
	· Research + evidence to prove decisions (ie. Top tasks)

	3rd party sites
	· 3rd party customisation or disclaimer

	Use of language (ward and parishes)
	· Web manager involved in procurement

· Training re: language

	Ownership of content
	· User testing

	Backing from members + chief execs
	· Good design team

· Education workshops

	Workload
	· Planning/streamlining


	Blockers
	Solutions

	Demographics
	· Identifying source of help

	Page of info prior to task
	· Put task first

	Bad reputation
	· Using social media to promote the good we do

	Departments making unreasonable content requests
	· Freezes on page creation & document uploads (is content already on site? Is it ever used?), Stats!

	Upper management
	


	Blockers
	Solutions

	People who have been in post for a long time – “It’s the way we have always done it”
	· Education 

· Evidence
· Find someone else/escalate

· Case studies

	3rd party systems/suppliers
	

	Departmental silos – “content should mirror organisation structure”
	

	Lack of understanding from management, councillors and others of customer needs/lack of buy-in
	· Showing them evidence/customer using site

	Statutory obligation to make info available
	Put in another section “eg council”

	Being able to challenge content providers
	

	IT priorities – not prioritising web work
	

	Departments not communicating effectively between themselves
	


	Blockers
	Solutions

	Third party applications
	· Do it in-house if you can 

· Collective voice to get them to change

· Work with suppliers

	Senior managers/service managers not getting the web
	Make the business case – take them with you on the journey

	Not enough resources - old CMS,  not enough dedicated web staff 
	· Invest to save need resources to deliver channel shift 


	Blockers
	Solutions

	· Demographics – age/population levels online/language barriers
· Physical/geographical – rural areas without internet
	· Internet “vans”, self service points with assistance

· Hubs

	CMS – talking to each other for CRM
	· Collaboration? Keep in-house! Work with suppliers

	Funding + resource for developing
	· Use stats + emphasis on reduction in costs. 

· Get buy-in from up top. Use VFM + a good business case example for each service area 

	Getting buy-in from other services

Unrealistic expectations of services
	· Use statistics to back up actions

	Customer services – getting them to buy into digital + not see it as a threat to them
	· Inclusion in process 
· Work closer with customer services


	Blockers
	Solutions

	FAQs in the way
	· Put info in main pages

	Focus on corporate needs
	· Focus on user needs

	Links to unnecessary 3rd party site
	· Bring content to main site if needed!

	Not offering top tasks
	· Focus on user need (again)

	Long walls of text
	· Cull! Edit! 

	Disjointed journey
	· Plot customer journey more carefully 
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