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Find my nearest recycling site

(Looked at Staffordshire, Northamptonshire and Essex)

The Good – what LA sites should be trying to include

Staffordshire
· Wording clear and simple

· Takes customer straight to enter postcode

· Clear list of 3 different recycling centres

Northamptonshire
· Good advice and warning of closed sites
Essex
· Link appears at the top of Google results with short, clear statement explaining what you’ll find
· Shows the next steps on the second page
· You can view on your mobile as well
· Shows when info was last updated and address of recycling site
The Bad – the pitfalls LA sites should try to avoid

Staffordshire
· Collects unnecessary information ie address

· Need to change website heading in table for recycling sites to show that there’s more information available ie opening hours
Northamptonshire
· Description vague
· Customer should be able to tell us where they are and then we point them to our nearest site – here, the council tells them where the sites are, and customers have to work out which is their nearest one

· A little additional information, but a bit too high up on the page – list of sites should come first

· Doesn’t use plain English (“Household waste recycling centre”)

· No need for ‘contact us’ to be in such a prominent position
Essex
· Data duplicated on left-hand navigation
· They do have a ‘Find my nearest’ option but this is not quickly seen
· Too much info to scroll through on second page – clutter / wordy
· Second page should allow user to specify actual location to answer initial search criteria (which was quite generic)
· Not necessary to know who provides the recycling service
· Not necessary to have contact details. 

A mock up of an ideal customer journey

Find my nearest recycling centre

Google

Use most common search terms

Clear description


Landing page

1st – postcode search

Or drop a pin on a map


Information page

List of centres – nearest first

High level information

Option to view other site information
View a planning application

(Looked at Norwich, Northumberland, and Kensington and Chelsea)

The Good – what LA sites should be trying to include

Norwich
· Can filter search
· Have quick links to main services

· Search planning applications – it’s a clear form

· Branding is consistent
Northumberland
· Land on the right page
· Search is okay, but can only search applications (not decisions as well
Kensington and Chelsea
· Link from GOV.UK goes straight to the correct page on K and C
· They’ve stripped the tabs down to key ones

· You can track applications – it’s interactive and explains what to do

· Key activity is at the top. Other useful info is below

· Still keep the search box even on the results page

· Results – address is first, then description (which is clear)

· Tabs for decisions / appeals

· Can filter on table of results headings
The Bad – the pitfalls LA sites should try to avoid

Norwich
· Link from GOV.UK is wrong – goes to listed buildings
· Search within website (internal) only returns documents, not web pages
· Had to go back to Norwich homepage to try and find the right page

· Quick links on the left-hand nav is very useful and contains ‘latest planning applications’ but it’s on the left-hand bottom of the page, so you don’t see it. Also, might be better to have quick links in order of popularity instead of A-Z.

· In the end, have to click an icon box to find the right page – and it’s difficult to spot

· Tabs on the search page (search, my profile, login, register) are confusing – do you need to register?

· Results page – yuk! 

· Property address is listed under a long description of the planning request

· You don’t need to have the description on this page

Northumberland
· Link to how to make a comment needs to be at the top – there’s too much blurb first
· Search seems to work, but then there are technical problems – 

· Not clear what ‘public access’ means

· They should make it more prominent that there’s a problem so you don’t waste your time searching
· Links are clearer and shorter than other examples, but address of property is still not first – it’s underneath the description of the planning application

· Problem of reading red font (accessibility)

· Can’t read map – covered in watermark
Kensington and Chelsea
· They need to state if still accepting comments for a particular application
· Documents are hidden, and there’s no list of attachments. Would be good if as well as a ‘Decisions’ and ‘Appeals’ tab, they had a tab for ‘All documents’
· Long page for applications – could have separate tabs instead
· Looks like an inhouse search system rather than a 3rd party public access system

· What would the comments box feature look like on a mobile device? The submit button might be too small and difficult to click on 

· What happens to comments when submitted? There’s no explanation.
A mock up of an ideal customer journey

1. From GOV.UK straight to planning search page
· Search box at top

· Notes – include:-

· how to comment 

· what happens next

· what people need to know (eg docs aren’t loaded immediately – there may be a time delay)
· planning policies

2. Search 
· See results on a map (optional)

· Page states types of search you can do as text above search field

3. Results

· Kensington and Chelsea good – copy them!

· Add closing date for comments

· Make documents more visible – allow them to open in a separate window

· Have tabs for each result – eg application name, document, comments – rather than have all this info listed on the page

4. Comments

· Bigger boxes

· Explanation of what happens afterwards (you’ll get a confirmation email – you need to fill in the mandatory email address field)

· Bigger submit button so can use on mobiles

· Have tick box to sign up to track the application

5. General

· No jargon or abbreviations

· Explain asterisks, etc.

Pay your council tax
(Looked at Forest of Dean, Hull City and Mendip District)

The Good – what LA sites should be trying to include

Forest of Dean
· Link to help and details on online payment page
Hull City

· Only 2 fields needed for payment
Mendip District 

· Payment quite near to the top of the page
· Get to payment quite quickly
The Bad – the pitfalls LA sites should try to avoid

Forest of Dean

· Could have skipped 1st page
· No instructions on what they will need

· Reference number is mandatory

· Still asks for address!
Hull City

· Start off on the wrong page coming from GOV.UK
· No breadcrumb trail or link

· When you search (because you’ve gone to the wrong page), you get 5827 results
· Page headings aren’t in bold

· There are PDF leaflets at the top of the page

· How to pay is in the middle of the page

· Could have skipped pages 1-5 and taken us straight to page 6

· Long, complicated, wordy pages

· Need account number

· No validation of user details – could pay wrong account!
Mendip District

· Cluttered and wordy
· Doesn’t say what you need before you start
· Step 2 and 3 not necessary
· No images
· Account number is a mandatory field – but not everyone will have this
· Unclear address format (line 1, line 2 etc)
A mock up of an ideal customer journey

One page on GOV.UK or local authority site that says:

· What you need before you pay

· Minimal mandatory information

· Address lookup from LLPG

· 2nd check if no account number
Report a missed bin collection

 (Looked at Kings Lynn, Chichester and Portsmouth)

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

Kings Lynn
· Uses customer language in the page title
· Pre-populated date field

· Only 2 clicks to the submit button
Chichester

· Simple – no waffle
· Postcode checker

· Drop down of bin types

· Fewer fields on form than other examples

Portsmouth
· Address finder

· Simple, direct, clear

· Use of postcode finder and bin type drop down

· Linking to collection day for area, to check person reporting isn’t confused

The ‘don’ts’ – the pitfalls LA sites should try to avoid

Kings Lynn

· Link to reporting is at the bottom of the page
· Unhelpful link text (current service issue)

· Council speak

· What is ‘Collection point’?

· Lack of sub headings

· No postcode finder on the form

· Data protection info should be at bottom of form

· “Please use this section to enter your request details” – it’s not a request, it’s a report
· No form intelligence
Chichester

· Don’t know when next collection is
· No background info (assumes prior knowledge)
· No pics of bin types (would be nice to have, especially for those with low literacy)
· Form not optimised for mobile
Portsmouth
· Not first result in Google - no Search Engine Optimisation

· Nothing about missed bins on the bins homepage (not task focussed)

· Is the task even possible online? No online form – they give you a phone number
· User goes round in circles trying to find the right page

· No supporting contact details

· Ego / vanity pages but not useful customer-focussed content
· Formatting – too wordy, not plain English

· Not mobile friendly

A mock up of an ideal customer journey



















Pay your parking fine

(Looked at Chiltern, Camden, Malvern)

A mock up of an ideal customer journey

Step 1









Step 2






Find out about jobs at your council 
(Looked at Forest of Dean, Hull City and Mendip District)

The Good – what LA sites should be trying to include

Liverpool – ‘C minus’
· There’s a ‘sign up to alerts’ option on the last page

· Good – when we finally got to the last page!
· Provides hours/salary etc

Stockport – ‘A minus’
· One page only
· Reached jobs straightaway

· ‘Sign up to alerts’ option

· Gives warning that you’ll leave the main site
The Bad – the pitfalls LA sites should try to avoid

Liverpool – ‘C minus’
· First page – too much info, but no jobs!

· What does ‘most jobs’ mean??

· No ‘search’

· Typo – ‘from’ instead of ‘form’

· Is this first page actually needed?

· What’s the difference between Liverpool Direct and Liverpool City Council? Would need to click back and forth to find out difference between the two.

· Second page – what does ‘recruitment portal’ mean?

· Links could be set out as a list

· Third page – looks completely different. Different brand: where am I?

· Why couldn’t first page take us straight here?

· Search button looks like an afterthought

· Scroll list looks very long

· Fourth page – this is the page you want (without the long journey)

· Do you need to be told how to apply?

Hartlepool – ‘E’ – see me! 
· First and second page – vague

· Can’t see vacancies

· No real headings

· Benefits – would normally be applying for them

· All pages – confusing, and difficult to find jobs!
Stockport – ‘A minus’
· Could tell you the salary and whether part-time or permanent without having to click


A mock up of an ideal customer journey

· Call page a user-friendly name – eg “Job vacancies”
· Keyword search

· Other filter options:

· Filter or select

· Select all

· Useful links

· How to apply guidance

· Standard benefit package

· A visual showing:

· Part-time / permanent

· Full-time / temporary

· Salary

· Give options, don’t restrict searches
· Sign up to email alerts
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Confirmation email with explanatory text re what to expect next based on info in form





Pay Parking Fine
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