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Really Useful Day: 
Improving a single 

digital service

~ ~ ~

Step-by-step guide to running a half-day Really Useful Workshop
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Stay in touch

You can get more tips and information, and ask the Local Direct team any 
questions, using the following channels:
Email 
localdirect@communities.gsi.gov.uk 

Website
www.localdirect.gov.uk 
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@localdirectgov
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https://knowledgehub.local.gov.uk/group/localdirectgov/
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About this guide
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This guide is designed to engage service and policy teams with the design of digital services – and to get the digital message across to the people responsible for those services (like service managers and front-line staff).

It will help you run your own Really Useful Workshop to help improve a specific digital service.

To run the workshop successfully, you’ll need to get service area buy-in. 
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This guide comes in 4 parts:-

1. Step-by-step guide to running a Really Useful Workshop 
2. User journey hand-out

Examples of your chosen service / user journey on 3 council websites – one example is good, one is bad and one is average. All you need to do is print the journey on A3 paper, in colour and single-sided.
3. Presentation on prioritising user needs and the development of GOV.UK 
Easy 20-minute presentation that explains how GOV.UK was developed with a focus on user needs, and how to make sure your website prioritises user needs.
4. Presentation to introduce the group exercises
Presentation to introduce the practical exercises that form an essential part of the workshop.
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Please tell us about your workshop and help us improve the guide for others. What worked well, what didn’t and what could be improved?

In the future, we’ll be looking to create guides on other themes – if you’re interested, or have ideas for themes we could cover, email: localdirect@communities.gsi.gov.uk. 
    Structure of a Really Useful Workshop



Having a presentation to kick off your workshop is a good way to enthuse, inspire and inform your participants. 

We’ve created an easy 20-minute presentation that you can deliver as part of your Really Useful Workshop: ‘Presentation on prioritising user needs and the development of GOV.UK’.
It goes through the development of GOV.UK – 

· how it’s focussed on what the user needs, not what government wants to tell the user

· how it’s simpler, clearer and faster than its predecessors Directgov and Business Link
It then talks about user needs –

· how to define a user need

· how to make sure your website answers a user’s need

· how to make your website easier to use

Each slide has notes with it to explain in more detail what the slide is about.
The idea of this part of the workshop is to give your participants a basic understanding of best practice when it comes to the usability of websites. This means they’ll be more prepared for the practical exercise that comes afterwards.

Of course, you may want to deliver your own presentation, which is fine! Feel free to adapt the presentation and use any parts of it that will help you.

Getting your participants working together is an essential part of the Really Useful Workshop. 

We’ve made it really easy for you by creating a presentation you can use to explain the practical exercise: ‘Presentation to introduce the group exercises’.

It takes you and your participants through the practical exercise step-by-step, with notes you can use to prompt participants. 


PART 1 – 3 examples of the user journey

1. Participants sit at tables, with 4-6 people per table. 
2. On the table are printed-out examples of your chosen user journey on 3 different council websites – one good, one bad and one average. 
3. Tables nominate a note-taker and a presenter for their table. (2 minutes)

4. Tables critique the user journeys, writing down what each website does well and what it does badly, using flipchart paper. (25 minutes)
5. Tables then brainstorm what they think would be the acceptance criteria for the task (you will have explained what acceptance criteria means in the earlier presentation on user needs and GOV.UK). (10 minutes)

6. They then come up with what they think a ‘model’ version of that user journey would look like. (15 minutes)
7. Each table presents their findings to the rest of the group – each table only has 3 minutes to present.
PART 2 – User journey on your council website

1. Tables now look at the journey on their council’s website, answering 4 questions (15 minutes):

a. How does it compare to the model user journey? 
b. Does it answer the acceptance criteria?

c. How do you rate the journey from 1 - 10?

d. What changes, if any, would you make to it? 
2. Come back together as a group so people can feed back their findings and you can start a discussion between the whole group.
(10 minutes)
3. Keep the discussion going by asking the group 3 questions and writing up their answers on a flipchart at the front of the room:

a. What might stop you implementing the user journey you’ve come up with? (blockers) (5 minutes)
b. What solutions can you think of for these ‘blockers’. (10 minutes) 
c. What are the next steps for the council? Can the group come up with a rough action plan for making some of these improvements? (20 minutes)
Printing your user journeys

When printing your user journeys, don’t forget to print on A3, single-sided and in colour. You’ll need to print: 

· 3 examples of the user journey on other council websites – these are provided in this Really Useful pack

· The current user journey on your council website – you’ll need to create this user journey beforehand yourself. We’ve got a guide on how to do this: http://www.localdirect.gov.uk/resource/how-to-capture-a-user-journey/
Deciding on the timings for your workshop

Here are suggestions for timings – you can pick and choose to create your own workshop.

	Activity
	Minutes
	Explanation

	Welcome and housekeeping
	5
	A chance to talk about the importance of digital, and customer journeys, and to set the scene.

	Presentation
	20-30
	Around 20 minutes for the presentation (time yourself giving the presentation to be sure), plus 5-10 minutes for questions at the end.

	Introduce practical exercise
	5
	You’ll need to explain how the first practical exercise works, using ‘Introduction to practical exercise’.

	Part 1 of practical exercise

	50
	Let people know at regular intervals how much time they have left.

	Feedback 
	10
	Feedback timings depend on how many tables you have, because each table gets 3 minutes to feed back. Therefore, if you have 3 tables, feedback will take 3x3 = 9 minutes.

	Break
	15
	It’s a good idea to give people a break, so they come back fresh for part 2 of the practical exercise.

	Part 2 of practical exercise
	60
	Let people know at regular intervals how much time they have left.

	Summing up
	5
	A nice way to end the workshop is by summing up what you’ve learned and what’s going to happen as a result. And thanking everyone for coming!


Total time, including break, is around 3 hours.
That means you’d probably have a morning or an afternoon workshop.

Of course, you can shorten exercises or leave parts out to shorten the workshop.

What you’ll need

People 

	Participants
	· It’s really important to get the Service Manager / Head of Service’s buy-in – that way, they can publicise the workshop (and possibly even make people attend…)
· The service manager should be able to help you identify the right people to come to the workshop. Think about policy people, customer services, front-line services, web/digital team – and anyone else whose input you need to improve the service.
· In terms of numbers, aim for 10+ people. This will give you enough people to really get discussion going. 

	Senior management
	· Try and get buy-in from the senior management team too. 
· Getting the Director or Chief Executive to drop in for even just 5 minutes at the start can show people how seriously the authority is taking improvement of digital services. 

	Facilitator
	· It’s a good idea to have an outgoing, welcoming person who hosts the workshop, introduces each of the different activities and explains the practical exercises.

	Speaker/s
	· You’ll need someone to deliver the presentation at the beginning, which explains user needs and why they’re important. 

· You might also want to get another speaker to help enthuse / inform your participants – some ideas are:

· a customer who has had trouble using the service

· another council who has improved the service



Equipment 

· Flipchart paper and pens for each table
· A projector and screen (for the presentations)
· Agenda to put on the wall / give out to participants

· Display materials – you might want to have graphs of interesting stats from the website (eg number of visitors), stats about costs of customer contact, etc. 

Venue
· The room you use needs to have tables arranged in a cabaret/banquet style (ie tables dotted round the room, with chairs surrounding each table). 
· 4 - 6 people on each table is a good number to get discussion going.
· Avoiding Mondays is a good idea, so you have at least one day in the office to get things ready before the event. (Plus people may be in a better mood!)
Help we can offer

We have various resources you’re welcome to use. Contact us if you’d like any of them.



Signs
· ‘1 minute to go’ and ‘time to stop’ signs – to keep feedback to 3 minutes. 
· Really Useful Workshop sign – to signpost people to your event. 

Practical exercises

· Introduction to user journeys (Powerpoint document) – to be used to take people through the practical exercises.

Presentation
· Easy 20-minute presentation that explains how GOV.UK was developed with a focus on user needs, and how to make sure your website answers user needs.


We’ve put together 3 examples of user journeys for 26 services. You can download them from http://www.localdirect.gov.uk/resources/really-useful-day-toolkits/. A full list is here:-
· Apply for a hackney carriage licence

· Apply for a job at your local council

· Apply for an allotment

· Apply for an older person’s bus pass

· Apply for commercial waste collection

· Apply for help with school clothing costs

· Apply for Housing Benefit

· Apply for permission to film and photograph
· Apply to adopt a child through your council
· Apply to hold a street party

· Business rates - account enquiry
· Complain about your council
· Get help to adapt your home

· Get on the electoral register
· Local services disrupted by severe weather
· Pay your council tax
· Pay your parking fine
· Renew your parking permit
· Report a missed bin collection
· Report a noise nuisance to your council

· Report a pothole

· Report an abandoned vehicle
· Report child abuse to your council
· School term and holiday dates

· Search the register of planning decisions

· Where registered disabled drivers can park


At our Really Useful Days, over 500 people from over 100 councils have come up with fantastic ideas for the user journeys above. You can access them here: http://www.localdirect.gov.uk/resources/customer-journeys-2/.
These could be useful for:

· showing participants, so they know what their tables could be aiming for

· using when you’re looking at improving particular user journeys on your website

Draft Agenda

Feel free to use this as a template for your own agenda if it’s helpful. 
Really Useful Workshop: 
Your chosen user journey
	9.30 – 9.35
	Welcome
John Smith – Chief Executive

	9.35 – 10.05
	Presentation: user needs
Jane Smith
Jane will explain how you can save money and make your customers happier by putting their needs at the heart of your digital service. There will be time for questions after the talk.

	10.05 – 10.10
	Explanation of how practical exercises work

	10.10 – 11.00
	Practical exercise 1

We’ll split into groups, with each group looking at 3 examples (1 good, 1 bad and 1 average) of the user journey. We’ll then design what we think would be the perfect / model user journey.

	11.00 – 11.10
	Feedback 

Each group will present their findings to the room in 3 minutes

	11.10 – 11.25
	Refreshment break

	11.25 – 12.25
	Practical exercise 2

We’ll look at the user journey on our council’s website. We’ll see how it compares to the model user journey we created – and then discuss the steps we need to take to improve the journey on our website. 

	12.25 – 12.30
	Summing up

	12.30 pm
	Event ends





What is the guide?





Parts of this guide





Help us improve





A)  Presentation





B)  Practical exercise





         TIP: Make sure you match the number of chairs with the number of people coming, and evenly spread them between tables, so you don’t get 6 people on one table and 2 on another. 





        TIP: One idea to keep people to time is have a time-keeper who holds up 2 signs: one says “1 minute to go” and the other “Time to stop for applause!” These seem to work well for us! 





         TIP: It’s a good idea to write down feedback on a flipchart, so you can use the ideas later on when making web improvements.





         TIP: To help with prompting, there are some sample questions in the ‘Introduction to practical exercise’ presentation).





         TIP: Encourage everyone to make 3 commitments to overcome blockers they’ve identified.





Signs, instructions, presentations





Services / user journeys





See what others have done
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