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User needs should be an essential part of the
design plan; a forethought mot an
afterthought. Find ouwt who your customers
are, how they cumrently access our services
and how they interact with other
organisations outside of the council. Include
this in design.

Excellent Digital Services

Always test the end-to-end service in an
environment identical to that of the live version,
including on all common browsers and
devices, and using dummy accounts and a
representative sample of users.

After the digital service goes “live™ schedule
in a review a monith later. This should
include a second round of user testing to
make sure the service has kongewvity and
continues to meet the customer needs.

Make a plan for the event of the digital service
being offline. Build this into the business
continuity plan.

Use Behaviour Change techniques to
encourage customers to use the online
service. The BC team should be consulted
prior to any new digital service going live.

Owr staff should all be digitally literate and
have a very good understanding of our online
offer and what needs to be developed. “Digital
champions™ will be nominated for each service
area who can challenge bad user design or
poor user experience.

Develop and build the digital service using a
responsive approach and offering a prototype
version for selected users f customers to give
feedback on before progressing to a full build
and rollout.

Dwon't reinvent the wheell Loock up all the “good
practice” out there - both in the public and
private sector. Think wider — for example, how
have HMRC designed services for
businesses? How hawve utility companies
designed services for consumers to manage
their accounts?

Make sure the data collected is always kept
securely and in line with the organisation’s
policies. Understand data proteciion at ewvery
stage._ If we lose the trust of the public
through data breaches then the digital service
will fail.

Encourage all users to use the digital service
(with assisted digital support if required),
alongside a realistic plan to phase out non-
digital channels/services. This should include
specific targets to reduce face to face contact
or an increase in people signing up to e-billing
for exampls._

Less is more | We design wel content from
our own perspective but customers may not
always want to see pages of technical
information. More detail means mors
confusion and more updates and
maintenance needed.

Regularly produce data for online activity which
is presented along with other data for
telephone and face to face stats. Make sure
service managers and siaff are aware of what
their customers are doing online_. Attention to
be focussed on digital services with low take
up rates._

Alwvays think about the wider rollout capacity
of specific pieces of work. For example, a
benefits “change of circumstances” form with
document upboad facility could sasily be used
by any council service which reguires the
public to send in documents.

Test the service from beginning to end with
managers and staff responsible for it. When
the digital service goes “live” have a
comprehensive handowver with the team's
digital champion and team manager to help
with a successful launch.




Digital Survey
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Have you gota personal email accountthat How often do you shoporbankonline?
you use regularly? 239
4.1%

O Frequently (st leastonce a
week)

B Sometimes (less than once
aweek)

ONever

oYes

ENo

72.6%

95.9%




How often do you use social media such as
facebook, twitter, Instagram etc?

24 7%

18.7%

8 Frequently (daily)

B Sometimes (weekly)
ONever

56.6%

Do you receive bills from other organisations (eg
gas, electric) via email?
13.7%

27.9%

oAl
H Some

ONone

58.4%




How much time do you spend online (personal
use) in an average week?

11.0%

27.9%

10.5%
HLess than 5 hours
=6-10 hours
19.2% 011-15 hours
016-20 hours
31.5% | m21hours+

Do you know what information is on our
websites for your own service areas?

9.6% 5.0%

48.2%

o Little Knowledge
B Some understanding

0O Good understanding

Oln depth knowledge

372%




Which of the following have you noticed in EK Services recently? (please tick all that
apply)

83.5%

46%
i —
Conversations Conversations Meetings being An increased Colleagues None of the
about customer about digital held via video focus on making encouraging above

experience/user trends conferencing services digital customers to
testing "Go Digital"




Do you know which Do you feel comfortable

information is on our supporting customers to use

websites for your own .

) the internet to access our

service area ? 2016 2017 )
Little services ? 2016 2017
knowledge 5.05% 3.59% Mot confident 3.20% 1.54%
Some Little unsure 20.55% 14.36%
underﬁ‘tahdlﬂg 3?.16% 28.21% I:Dnﬁden.t 44.?5% 52.31%
Good Veryconfident ~ 23.29%  28.21%
understanding 48.17% 56.41% ery confiden - -
In depth Doesn't apply to
knowledge 9.63% 11.79% me 8.22% 3.59%

Which of these have you

noticed recently in EKS ? 2016 2017
Conversations
about user
testing 46.33% 52.82%
Conversations
about digital
trends 54.59% 46.67%
Video
conferencing 37.16% 24.62%
Increased focus
on making
services digital 83.49% B84.62%
Colleagues
encouraging
customers to
"zo digital" 61.93% 77.44%
Mone of these 4.59% 4,10%




Digital Champions




What is yo ?
JUME pRasIna Do you have access to a computer/smart-

Lo i : phone/tablet at home?
o _3\ e @ No (please circle)

What is your age?
16-24 25-34 @ 45-54 Do you have access to a computer at a library,

55-64 65-74 75+ (please circle) council office or similar?
Yed  No (please circle)

Are you: Why did you visit today instead of going online
Male @(please circle) '

Do you consider yourself to ha
Yes @ (please circle)

n you use a compute
Yes No (please

Does




What is your postcode?

OF dw eG

What is your age?
16-24 25-34 35-44
55-64 65-74 75+ (please circle)

Are you:
Male nlease circle)

Do you consider yourself to have a disability?
Yes @ (please circle)

an_you use a computer/smart-phone/tablet?
No (please circle)

Do you have access to a computer/smart-

o/tablet at home?
(please circle)

Do you have access to a computer at a library,

uncil office or similar?
@ No (please circle)

Why did you visit today instead of going onlineor

phoning?




“Average” Ramsgate D.O. customer

* Female

* Aged 35-44

* Not disabled

* Travels 1.09 miles

* Bringing in paperwork






Dover Postcard

-

Your chance Ty

to win £1,000. DOVER
DISTRICT

COUNC|L

Sayhello -

{0 your new
filing cabinet...

Join the 25,000 others who have signed
up to receive their council tax bill online.

The prize draw & baing jaimtly run Saress Qndsebury, Dover and Thanst councls
andonly one winnar will ba sehactod. Tarme and condklons apply.

Visit dover.gov.uk/paperless today




DIGITAL INCLUSION



