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Discovery to new site (alpha)
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Engagingresidents and
stakeholders
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Surveysand workshops

On the current website, it is easy to find the information ST % of users
| need.
Disagree 28 34%
“It is built for those who kKnow
the systems and the Meutral 24 25
language of the council.”
2023 Agree 21 26%
Lt k “Don’t have so many links,
keep things precise and to Strongly disagree 8 10%
the point.”
Strongly agree 1 1%
- End user, 2023

"Don’t make the mistake and ™
assume residents know and
understand our services. |

Overall, how satisfied are you with the Haringey website? | MNoofusers | % of users would like to see a website
that is user centric and
- focused on outcomes instead.”
Very dissatisfied 48 31%
- Stakeholder, 2023 J
Neither satisfied or dissatisfied 38 24%
Somewhat dissatisfied 34 22% o
“We were a very self serving
. ; | & il. I t that interested
o ] put users first.”
Very satisfied 9 &%

- Stakeholder, 2023

A\
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User journeys
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Dataand userjourneys

Council Tax top search terms

1) Council tax

2) My account

3) Pay council tax

4) Energy rebate

5) Council tax reduction

O "0 "0 0

Council Tax and Benefits

52K Interact

Scroll Depth 25%

6.6K Payment Gateway

6)
7)
8)
9)

Council tax refund
Council tax rebate
Change of circumstances
Rebate

10) Council tax bands

fCouncil Tax Payments 2K End hera 2TH Interact 12K End here
12K End here
Mumber of
Pages name Vi Time on Page | Bounce Rate Entrances Exits %

Coyncil Tax Payments 142738 00:03:.06 14.41% 45625 5897
C Tax and B 126,221 000036 2125 12,618 1061

x 106,270 0000 35': 6271 74.318 1454
Lo Iax E y Rebate - £150 payment 54,180 00:04:53 T1.22% 51280 7316°
G x fia ( 55936 00:0325 545 32303 70.86

As part of the discovery, an analytics review was conducted which included
the first sections planned foralpha content migrationand the homepage.

Council Tax
Benefits

Leisure, parks and culture

Registrars




User testing
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Guerillatesting

In-personat Wood Green Library

The mainreasons residents
were visiting customer
services were:

NO
43.3%

Council tax 3.6%

e thewebsitewastoo

Library 7.1%

difficult to navigate

e they feltthey needed to | Parking permits

speak to someoneto

10.7%

resolve their issue
e theydidn't speak English

asafirstlanguage
e theydidn'thavea

Parking visitor permits

17.9%

computer

Did you check the
website before

comingin.

YES
56.7%

Housing 39.3%

Benefits 21.4%




Cardsort

In-personat Wood Green Library

Invuse carried out a card sorting activity at the library. Passing
residents were free to come over and take partinthe sorting
exercise.

The activity included a set of cards displaying pages of content
from the existing website and required the resident to sort the
information into groups under headings. There was also the option
to placecardsin:

e morethanone group

e an‘ldon'tknow group

e anew group witha suggested heading

The in-person activity enabled us to:

e reachmore demographicsin Haringey

e gather datato make changes to the structure of the site and
language in order to ensure users understand content and
are able to find what they need as quickly as possible.




Cardsort

Online with end users and stakeholders

We shared alink to the digital card sort with users who took
partin theonlinesurvey, and wanted to be including in further
researchactivities.

In the same way asthe in-person activity they were asked to
sortinformation into categories.

The results fromthe card sort allowed us to gather findings
from our more digitally savvy residents and again, have helped
us to iteratethe structure of the new site and languagein
orderto ensure usersareableto find what they need as
quickly as possible.

a NMumber of participants who put a card in a particular category.

Adult
social
care

Benefits
and
financial
support

| don't know
where to
put this

Paying for '.

Homelessness
care

Disability and . Alcohol .
sensory loss a support

Haringey adult . Travel passes .
learning service and concessions

Haringey, Free school meals

here to help a and clothing grant B

Travel passfesanct. Reusable nappy .‘
CONsSessions voucher

Haringey warm . Disability and .'
welcome SENSory [05s
Voluntary . Reporting anti- .

sector social behaviour

Haringey, . Apply for a play .
here to help street in Haring

Haringey warm . Report .
welcome n dog fouling



Scenariotesting

Invuse carried out two types of scenario testing.

e Unmoderated - users were sent a linkand a set of
tasks (scenarios) on the website to test. They
were then provided with a questionnaire to rate
theirexperience and provide additional feedback.

e Moderated- users were provided with a set of
tasks (scenarios) to complete. A user researcher
was also on the session to monitor and ask
questions around thought processes and
expectations

Scenario testing allowed us to view how users interact
withthe website and if they could find what they were
looking forthrough navigation and search. Moderated
sessions enabled us to gather more qualitative data by
talking through the process and asking questions while
the useris completing the task.

Very By _ Find the documents

Eay youneed to give notice
of marriage.

Driffscuin

Very Difficutt Task: Discretionary Housing Payment

I didn’t complete this task

Find out howto claim
for Discretionary
Housing Payment.

B Comglete (47%)] Abandan (53%)
Page views 118
Time on task 0200
Lostness 093
ey Easy
Rt ey Ay
T Find mformatlor)
onlarge eventsin '
Very Difficut Finsbury Park. ‘

A\,

| cdiden's comgelete this task.



Benchmark data - scenario testing findings

Users strugsled tofind specific event Users foundthe menu confusingif an area
information. They often got lost in unrelated wasn'’t clearly only for residents or businesses
' eyvent areas they didn’t know how to begin navigating.
The online accounts were mentionedby a All users were skimming content quickly and not
number of users doing the testing, as being reading in detail. They were often missing links
difficult and frustratingtolog in to. whenthere was too much informationon the page.

“I find this website often makes you go aroundin circles.”
“I'don’t really understand ‘services for residents’,tome thisis council jargon”

= User moderated test
X

Haringey resident



Site structure
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Information architecture (IA)

Births, deaths, marriages and\

citizenship
Current site structure Business .
Children and families
tl,lrnlnt:ﬂ.prin;_g’ & Com m U n'ty
Contact us

Council Tax and benefits
Environment and waste
Housing

Jobs and training

Libraries, sport and leisure
Parking, roads and travel
Placemaking and
regeneration

Planning and building control
Local democracy

News and events

Adult social care and health

'
X



Information Architecture - Feedback and
orat

Usersfeltthere werea number of crossovers We needed toclearly define and iterate the
within adult social care, health, children, young language of content and titles within
people and families. Which indicates the need to environmentalhealth and community, safety
signpost. and emergenciessothat usersareclear.
Usersfeltthat homelessnessis notjusta Users wanted to see more support options
housing issue and neededto be signposted linked to benefits, like travel passes,reusable
within health and wellbeing. nappy vouchers and free school meals.

Testing has enabled usto shape a resident lead site structure anduncover areas that
require signposting.

“Some things, especially to do with children and young people, could be in two groups”

Digital card sort

. . Haringey resident ‘,“




Information architecture (IA)

Firstiterationbasedon priorresearchwithinLGD anddata

Current Maringey 1A

Births, deaths, marriages and
citizenship

Business, licensing and
consumers

Children, young people and
families

Community, safety and
emergencies

Council Tax

Benefits and financial support
Bins and recycling
Environmental health
Housing

Jobs, training and volunteering
Libraries

Leisure, parks and culture
Parking

Streets, roads and transport
Planning and development
Council and elections

News and events

Adult social care

Health and wellbeing
Education and schools

'
X



Language and phraseology - user feedback

Which of the following headings would you use for a section of the site that includes elections and voting, councillers and MPs, councillor meetings, consuliations, strategies and policies.

Arnsveéer Percentage
Local Democracy _ IN3% 5
Youf council -
About the council
Council and Elections I 56.3% 9
Running the counsil

] 12.5% 2

Chfrar

Which of the following headings would you use far a section of the site that includes mapor prajects and regeneration, planning applications, buildsng contral, local land changes and planning appeals.

Angswar Percentage

Planning and building contral _ 18.8% 3
Planning and development _ 5% 4
Planning 0% 0
e == 12.5%

X



Births, deaths, marriages and
citizenship

Businessand licences

Children,young people and

families

Community safety

Council Tax

Benefits and financial support

Rubbish and recycling

Environment

Housing

Jobs, training and volunteering

Libraries

Leisure, parks and culture

Parking

Streets,roads and travel

Planning and regeneration

Counciland elections

News

Events

Adult social care

Health and wellbeing "‘“
@

Education and schools

Information architecture (IA)

Second iteration informedby user testing

Current Maringey 1A




Content
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Counciltaxand benefits

My Account

] D i

.

= Tedusfyo * ® L

L] -lr“.-.::.l-. £ i L

Landlords information

Council Tax Advice and

Benefits Advice and

Services

il
. - .

o T T
= LN Hp
" -

[l -

o | P T Er R

Discretionary Housing

Payments [DHP)

External Organisations

Services

Seealso

groughout the project we are\

conducting research and
gathering findings to shape and
validate our decisions, for
example - separating Council
Tax and benefits.

Allowing users who want to ‘pay
Council Tax’ to do so quickly and
simply. While those in need of
financial help and support can find
what they are looking for without
being bombarded with
transactional elements.

Signposting between the two
areas ensures users who need

\ith can access them easily. *
N




Council tax/ Benefits and financial support

Council Tax Benefits and financial support

Haousing Benelif, Councd Tax Regduction, Discrehonary Housing PoymenTs,
Universal Credit, Lecal Housing Allowances and advice for landiords.

‘whaat Coaandl Toxe i o B AU o i 10 Py, Coumil Tom Bands,
peryriety ond nefunds, manoge your eocount enling, el s absut o
chasnge, Mnang hoena, discouni, reductsans and depmptiond, landlords

L e

Horingey Bevssfits Coloulahor

Harngey, Hers 1o Help

Wt Conncil Fan s, Councl Tax
il 0fd Billy

e Canerail T i vl Paiper 85
Dbl =P o bl B eiry. T
wour Lol Ton o], Cowrmand s
chorpey orad b, Lraderfonceng your
=

Tell wip about @ Sountil Fa
chongs
Sl wou'rr o Roere, bl i

oot o chonge o your Bounskakd of
ety 200 L8 PO han e

REntegt ME SRt Couted Tax

e e sormiact wn ekt yose Council
R

BManoge veur Council Tax in My
Ll

Py A i lad yias G aem el
i wing Lol Tom Gilee, 14
Fenarn o Bory.

Souncil Tax discounty, redutiong
and fraresiong

s ubloiil 159 & Connil Pan
mmernpon, dessean o P,
e Weden™l ond Engie poopie

Benafity and Tinensiol wagen

oty B!, Cowrcd Tas
Riamaoe, DAoranannry Moo
Pogssasie, Uvesiiedl (e | ool

Fijarpreg Rl |

bl e

wa b

Louncil o powments and
Fir

b B (g inest GGl iy, g pdiderery
ey i Ll Y, sbet b
of s chony iy ond e B regund o
b

Louncil Tan ol insdiords

Bl v ipbeinat ey Churegin. Toed (ast
o g e ersponibly for sy Councd
Tox lor o proparty

Hausling Bersdiy

Hahe & s, check ehgiblity, prool
w need, poymeniy, ovivpoyTment ond
Fgeat 1) DL

(EHF

Drscrarapnory Hisong Foyrraprs
prorite Francesl hels with rent of
housng corh

Losol Housing Allowgngs [LHA)
Local Moweng Alowonce n used o

et st Pyl s Pugiriend Benad
wou Gt i wlur e Prreitely.

Councll Tox Reducrion

Help o poy your Doened Tan i yeure
on kiw incorma or resenve benotr

1F sponsons oat o work O 0o ) ot

Bt wou Py Gueally tee Urietsol
Credt -tn GOV

Banadin Fraud

Help wn reduce Bora! o,

Tel us gbout o Deneli change

Vel uS SRl 8 CRaEngE B Pl PR *
that ey offoct your HMoueng Bened

g Crandil Tom Reducraon
Bengfits and igndigrds

dubai Wl DOCREE 20 Sy Linafiongs

Partal i i Mettren Py o Dbl
oA a fenam®

Contogt ut obogt benglity

How to confact un aboud your Benefri ¥

o
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Benefitsand financial support

¢ Housing Payments (DHP)
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Discretionary Housing Payments
(DHP)

Discretionary Housing Payments provide financial help with rent or housing
COsts,

Moke of wieer o closn ond uplood evidencs online.

Who can claim
You con only gt Discretonary Houing Poymeens o

» wou alivady el Howinsg Benefn of Univiricl Crode houiing cait,
& yOu ane Mrugoling fo Py your fent wen with the Houting Banelit or Unrmonal Credir
& WO ogree Wt you necd mene TURRSTE paving your rant

What you will need
¥ou con uplood your proof in pour onling occount,
Fou will b avked Tor

= your Uriversol Crodit lptter

= proaof of rend you o (includeng @ repayrnend plon ond prood of ormont (f you horee nent
OITeors)

= proof you ofe irying fo fnd cheaper Bring orrangements (nchding londkord leters, bids
mosde om Looofa, oliers mode on Home Swop ond properises you hove viewed)

= berrers dreen @ debt of other agency about your Fironciol drossriances

= e koat 3 menths of sTalemnss irom your bonk ond,'or Bulldng socesty

» oty opplicotse ond whervies lethers

5 proal of incorme dor all wour P -cependanty

‘wie may ok for oddtionol prood including prosd of koo, bells, credit conds ord medicol prool,

>



Leisure, parks and culture

Parks and facilities in Haringey We have been making use of the
S e G directory function within LGD which

includes helpful, intuitive maps with
e e e e e searchand filter elementsand is

R jf’l 99 { : qesigned to_ irln'prove the UX he_lp users
e — ,“{ - W il ga q?' q‘ 9 ; : find the activities they arelooking for.
L § I
— & ﬂﬂaq q ifi | Research on the existing website
; \ v t “". showed us users are searching
g 3 ’W"' activities like tennis, as well as
> "ﬁ? activities for childrenincluding splash
R T Aot play. This function will allow users to
T discover exactly where they can find
v o A e o tennis courts and water playin
Haringey for example, as well as
further information about these

activities.
Bruge Castle Park ‘

il

1000 00000



Registrars

Births, deaths, marriages and
citizenship

Get married or form a civil partnership, give notice, births, deaths and

bereavement, cinzenship, register office fees, Correct a registration, onder
a copy of o certifioate, the COroners service,

Gl mofice 3 Coremonies of The Earlbamm Sulte 3 Circder a certificoie

Marrigges and civil paringrehips Births Dearhs ond bereavement

Gt rmorrsed o foem o Crvd posrinership, Register a birth, regater o stillbarh Aegesier 0 deoth, Tell Us Onoe servion,

G NONCE, DEFSMORTy viniues, COver > > BEreErErnen SUPDOrE, Support ford »
& ae-dex vl parirsrilieg Mt o dactoni, Hahngey Marfuary.

M THEGE. Benoo your vers. oerhfy a
busilding for worvhip or MorTioge,

Citianiship Reqidtratisn serlificates and i [F1] LI
SITECTang
CHizenihep corernanion ond Bow b Corfoct Manrgey Regnter Offe,
bock, oppty for Britith cifienship » Corier O COPY 0f O Horingsy r=ganimtion -3 regater office feos ond chargi H

certilicane, oorect o barth, deosh,
eI &F vl peartrseri g
Peglitratsa, ieaich youl famely hiEbory,

Corongrs service

Azt and T BEtags, -y
hours ord contoct detols



GDS and accessibility

. . Inbuilt summary text to help with
Council Tax Reduction Search Engine Optimisation (SEO)
——— and accessibility.

Help to pay your Council Tax if you're on low income or receive benefits,

Who can apply

Following GDS guidelines to write content.
This will help users with cognitive disabilities and those
* out of work with lower reading ability or English as a second language

2 N oy, Reome to understand information.
« self emploved

You can apply if you're:

= unable to work due to a health condition or disability

Following the GOV.UK design system.
See full Council Tax Reduction scheme details. Attachments include file type, size and
number of pages. This helps with
Council Tax reduction scheme 2023 to 24 (PDF, 214 poge(s), L46MB) — 1 accessibility and enables users to
decideif they wantto openitona '
mobile for example. ?‘




Signhposting

How we are implementing signposting into the new website based on user research.

Council Tax

what Council Tax i and
payrents and refunds,
change, meving homa,

et rsch you nesed o pary, Council Tax bands,
arege your acoount anlineg, rell ul about

Other things to think of when you're moving
GRIMTS, NeCUCTIONS Ol Sasmptons. landiords.

If you're moving home you can alseo:

Py yoer Ciodaraal Toee

Lo Incoemss Conmcll Tom Rediuction

update your benefits details
apply_for a school place
By Account o whers pou con yeew ond e 1O pary your Comndll Tax, peoblorma # Eglw
e your Coundd Bom prlre, Je ey yoms' Comreadl Bom, sieas Pesppein *
S—— e RS ou bin collection dar
i check y s
find wour local councillor

Seuntil Toy eovmsat and
celundy

‘mhat Cowncd Tas m ond how iF
D TENed. Wi i b peiry . Tl
woial Coiarcll Taw bond, Cosarcill Tas
charges ond bella, underhorsding your
(=]

Tl s obcet g Council Tox
chaese

Bl wrk yiru'eE Sdreieg Redevel, Mol ul
gt @ hearepE Ny i At oF
by, el Un someona hon Siedl

@l Enpmptiong

Toll wn. obout fenondy changes, Tmd owt
e ity R 8 Compreil Tiin A o™ repara bl for poyies Councl
TR, ROTRAT OF MR lTHN, T e 0 OEARETY
raiuding vhuder®s ored ingle pocpia

Related Links

o S0 ConiOCT Ln oboeed your Coundl ownang Bonefit, Cowncd Tas L] :Mﬂlﬂ!
fan ¥ Bupction, Dincrerusary Hounang * - EI’EIE“ !Ih" Q Iﬂ E glﬂ d
Parymarits, ijedwtrunl © i, Lowol

Houning Alcwoncen ond odves lor




Other functionality within LGD

Benefits and financial support

Houwsing Benefit, Council Tax Reduction, Discretionary Mousing Payments,
universal Credit, Locol Housing Allowances and odvice for londionds

ngiﬂth T :I m

Disagree with or appeal a decision

Who can appeal
Yeu or your kandlord can appeal a decision to pay:

» you and not the lendlond
= Thar bondlord and nod you

You cannal appeal a decision about the:

# lewed &F LHA &1 By 1he Fefil S&rvics
= boundory of o Bread Renfol Morket Anea (BRMA)

How to make an appeal

Appeals must be made in writing within 1 month of the date of our

decision.

Contact customer services: benefits

Prcea 130 B39 1000

Arjrga Corperang ong Cusgerar farverey | Bengfiry
PO Bo 10500
Wood Green
Lz
MIZ WS
Lrar) Harsgupms

Conmt wi onlng  COAREN i im

Ereal Lo fom gt o Sy b
CHFDE P Honday to Tueday  Fom fo S
20om fo Spm
Tom g o
Cload
r. - O T =
2 - . + P
e
o
had )
wtet Gileny E




Technical testing
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Functional,contentand accessibility tests

* Content Tests

Test Hem Scope of testing Comments Assignee
Homepage Links link title= should replicate the page tithe as Content
chosely as possibde CT nks ane shighthy Team
differant
& Council tax bands (and bills)
s Tall us you're mawing home
Conmcil Tax Links & Remove teamlocalgov_contactURL Dy
{eontact Tron COrmponent
component] & £S5 opening hows arg missing
s CLetter of authorisation - 1o allow Content
LOMGONG ¢S 10 descuss your aocount | Team
with us’ leads to the old/curnent website
Leisure, parks | A-Z of sport and » s there another content type that could | Content
and culture physical activity b used for this page to avoid 3 Tearm/
{sub service columns Day
landing) *  SOME BIRES have SUMMAaries soma
don’t
Contact Content & office hours should stast Mon - Sun (not | Day
COMmponent Sunday first
juniversal) » remgve URL and Other

teamiocalgov_contact URL from
COMPOnEnt

* Accessibility Tests
Test ltem Seope of testing Results Assignes
Service page All service Heading levets noed to be tabbabée in content | Dew
Hoadings DARCS
Homepage Heading = ot in bogical onder Dev
structura » skipped heading level
= missing H1
Homepage Colour contrast Wiery low contrast Detween oo and Dev
background colours (featured content blocks)
Homepage Alt text e alt text is too imited on featured Content
content images Team
w  alt text is too wordy on heroimages and
in 1 of the featured content images: it
riieds 1o be simplified or skipped a5
diecorative,
»  [he image with the blank alt = attribibe
i% nab skipping S0 just reads image i
Hormepage Labeds »  sparch labeds arg incorrect and the Dev
search icon if highlighted a5 an image
» Haringey logo is labelled banner link
and called "hibe” this needs Haringey
Logo or skipped as decorative.




Design
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Design

Wehaveauser interface (Ul) designer working on and iterating designs
throughout the project. Designs are based on best practice, optimised user
experience onall devices including mobile, desktop/laptop and tablet.



https://www.figma.com/proto/EVqF3A8qDgxyGAKdzepAIn/Haringey_UI_Desktop?page-id=0%3A1&node-id=411-1632&viewport=-1609%2C1607%2C0.52&scaling=scale-down&starting-point-node-id=1%3A652
https://www.figma.com/proto/yaL8yyxdHyzWsrX0p2GvEY/Haringey_UI_Mobile?page-id=0%3A1&node-id=1-49&viewport=1689%2C527%2C0.2&scaling=min-zoom&starting-point-node-id=1%3A49

Next steps
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Alpha, Betaand Launch
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Suggested researchactivities

e User survey - Gather feedback onthe new website. Revisit previous questions to understand
improvements on the baseline and identify other areas to explore and test.

e Encourage an ongoing dialogue withresidents with a community digital/website focus group.

e Scenario testing - further testing of the new LGD website (combination of moderated and
unmoderated).

e Monitor search terms and analytics

e Visit Wood Green Library - this is a great opportunity to continue an open and transparent
relationship with residents and carry out further guerilla testing.

e Continue to collaborativelyevolve the newsroom and events directory with the comms and
digitalteams and conduct user testing on these areas.

e Exploreplugins for enhanced user experience, such as translation and website feedback.



Continueto...

Test
e New areas for testing will be uncovered as the website evolves.
e Functional, accessibility and content testing should be carried out at each phase of the project.
e Scenario testing with end users on the live site is essential to measure the success of the
project and continue to improve. Refer to benchmark testing questions and results.

Iterate
e Continue to make updates and changes based on findings and feedback.

Improve
e The ongoing management of the website will be ever changing based on changes in legislation,
guidance and best practice. Making continuous improvements is essential to ensure the website
stays current. Being part of the LocalGov Drupal community, a group of UK wide councils who
are working towards the same goals, will help the digital offer at Haringey stay up to date.
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