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Blockers & Solutions
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	Blockers
	Solutions

	· Resources – time, money, staff

· Resistance to and fear of change

· Lack of vision

· Unclear who has responsibility for websites and changes

· ‘Don’t put it on there, people will contact us!’

· Monopoly of providers, third party suppliers – quality can be poor (or inflexible about changing)

· ‘Legislation – we have to have it on there’

· Too many content authors – too many people publishing.

· Not enough time-motivated staff to do it


	· Reduce number of publishers – concentrated skills

· Involvement from the top

· Someone needs to know what the big picture looks like – who can say yes and no to content

· Communicating internally what the value is

· Internal web standards – and make sure everyone knows these (especially service managers)

· Website awareness sessions for staff.

· Clear structure of responsibility for content writers

· Have a dedicated web team (but decentralised could work for having a second pair of eyes)

· Good governance structure to make decisions about content, authority to tell service areas to manage content (agreed at member and CEO level)

· Have a strong business case for why you should do it – return on investment. (Can people share these)

· Joining up across councils to get better offers from councils

· Better communication between procurement teams and web / service managers to understand customer needs when procuring services.

· Inventory of suppliers of CMS for councils and when procuring.

· Standard wording for contracts on software requirements


Open Discussion
--------------------------------------------------------------------

How many pages do people have on their websites?

· Hartlepool – 16,000

· Hambleton – 4,500

· Wakefield – Went from 5,000 to 1,400 and now aiming to get to 900

· North Tyneside – don’t worry about total pages, as long as information clear and easy for customer to find.
· Selby district – 2,000 PDFs (
· York – quality and regular access more important than number of pages
Complaints reporting
Give customers the option to hand over contact details if they WANT to be contacted / followed up. It might be they don’t want to be contacted – they just want to make the council aware – so don’t need to give contact details.
LocalGov Digital

Roger Abbott is looking for volunteers to join LocalGov Digital. Please contact him if you’re interested.
Recommendations for tools
· ‘Gather Content’ – a web-based tool you can use to collaborate when writing content
· Find people internally who are good at writing content
· Check the reading age of your content (GOV.UK write for a reading age of 9) by using:


· the tool in Word (http://office.microsoft.com/en-gb/word-help/test-your-document-s-readability-HP010354286.aspx) 
· Hemingway (http://www.hemingwayapp.com/) 
· To see the user need for each piece of content on GOV.UK, insert ’info’ between gov.uk and the full URL.
Eg from https://www.gov.uk/safe-walking-cycling-routes-school
To https://www.gov.uk/info/safe-walking-cycling-routes-school
How to cut down huge numbers of pages on your site
· Start from scratch is easier?

· Use the user need framework and develop a “needotron” (database of user needs, with one piece of content written to answer each need). Get service areas to help with this.

· Web stats and customer analysis can help to make the argument.
How to persuade people that the website needs to be easier to use

· Film users trying to navigate your website and show to people who argue that the website is easy – it’s compelling to see people struggling with something they say doesn’t need changing.
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