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	Blockers
	Solutions

	Status of web editors (not seen as specialists / experts)
	· Position the web team within customer services 
· Raise status of web team / editors

· Web editors “super users” to help others 

· Culture change – staff inductions to web for all staff

	Services wanting all information on the website / not being customer-focussed in what they write
	· User groups / testing 
· Use data to prove people aren’t reading all the content on these pages (eg 10 seconds and they bounce off)
· Show them videos of users looking at their content and being confused.

· Training on writing for the user.

	External providers of some services / 3rd party systems 
Old and clunky back office systems
	· Top level buy-in – corporate ownership

· Work with procurement colleagues on tenders for next system so it fulfils your needs

	Who updates what content? Too many cooks…
	· Bigger web teams, so fewer editors

	Use of language – jargon etc. Who decides what plain English is?
	· Training and corporate standards – GOV.UK style guide.
· Get people outside the service to write the webpages and get them checked – this will keep the info simple

· Service-specific web team members
· User case studies and examples of best practice (eg GOV.UK)

	Resourcing (time, money, staff)
	· Make the case for investment – work out how much time people are working on tasks, and how this time can be reduced, therefore saving £x (Robert Hill from Oxfordshire Council has a method he uses) 

	Authority / governance (getting services to listen)


	· Fix what you have control over, which may expose flaws further down the process, but will mean you can at least identify them (then hopefully work to fix)
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