CYC Website Tour

Paula Wilkinson, Web Content Manager
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Lets talk about:
1. What we had
What customers wanted
How we achieved a new website
What we have now
What's coming next...
Re-skinning democracy.york.gov.uk
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1. What we had

The old CYC website had seen better days, it
had:

* |ots of information, some needed to be updated

* long pages with jargon and waffle

* messy search results, cluttered with old
downloads

* navigation based on our internal structure
« an old fashioned look and feel
* minimal compatibility with different devices

Annex C



e

i ’ﬂﬂ.

I T H I

3

e —

Home

Living In York

Visiting York  BusinessIn York  Contact Us

Home + Schools « Governer support and development sendce  Clerking service

* Governor support and
development service

Becoming a school

governor

Clerking service
Governor training

Guidance for governars

Policy bank

Tarmly updates for

governors

Schools v Salli Radford

Department: Governor Suppart and
Development senice:

Job Title: Team Leader, Gowernanta
and Clerking

Email: salli.radiond@york.gov.uk
Tebephone: 01904 554210

The Eccles Building, clo West Ofices,
York, YO1 6GA

v Rate this page

City of York Cherking Service

This senice supt
schools, by offer]

& processes of eflecthve school governance in City of Yark
o f buying in professional clerking

training and ar
procedures as
goveming boa
recarding of o

To feam m
contact 53
by emas,

g
4 T
Sl E
Lacal g it -
2cal Mign Ertitsatianie Lk
S & iy

(2]

ool g ¥

\\ %fr 'l_ -
ut

s"flnming

|’m!.|'-|g

Wartte py oy

Adult ey Sitrn

Lontef b4 5
Mv.u;.;,,lw: MBS, yigigg i Calengar

Sl oy

Date| 2f Oct |03 Mov 10Nov 17TNov 24 Nov (1Dec 8SDec 15D0ec 22 23 |SJan 12Jan 13Jan 26Jan | 2Feb 3Feb  16Feb 23Feb Z2Mar I Mar 16 Mar 23 Mar LI
Week 21 20 13 15 7 1= = 14 13 12 il 10 3 g 5] T ] S 4 3 2 1 [
Content Support Audit Testing preparation | Stability

Content Editars and champions review Migrationand assisted editing only Critic:al edits only Continued tra
Structure
il diti
1to1sessions and Top Editar preview =u eclingr,
COMMEence
Tasks
Imitial LR _ L Imitial . - Governance |
Desian | et AT Sargaars ot g Do Froto | Templates Tehtng Priarity Training begins
Imitizl Progress Progreszs Progress " N
Meetings Meeting Meeting Meeting A C Bditor Meeting




2. What customers wanted

Research demonstrates customers want online services that
are:

« quick to find, easy to understand and simple to use
« relevant and current (info and search results)

« based on tasks they want to do

« available on a range of devices

* modern, trustworthy and reliable

« able to be completed online (self service... 24/7 too?)
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. How we achieved a new website

consultation with residents, community groups, businesses
and focus groups

analytics on the most popular tasks
feedback on existing services sourced from YCC and website)

recognised processes, inc. CYC project team, card sort, user
stories, personas, eye-tracking, testing plan

stakeholder buy-in, inc. content editors, service managers,
directors, councillors

professional input and experience from Jadu’s project team
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Initial design concepts
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3a. The process...

Over a period of 7 (very busy!) months we undertook:
* page-by-page content review

« data migration and restructure

* redesign consultation and mock-ups

 platform and template build

 usability, load and penetration testing

* launch preparations, link management, redirects
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4. \What we have now

The new CYC website has:

Fewer, shorter pages, with focused content

Improved search results and ‘keyMatches’ in place
navigation based on top tasks and common-case
user journeys, centred around completing tasks
(channel shift)

a new contemporary design (and modern homepage)

tech-compatibility that is ‘responsive’ to many
different devices and is also more accessible
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RELATED LINKS

HOME  COUNCIL & DEMOCRACY  NEWS &EVENTS  JOBSINCOUNCIL  CONTACT  ACCESSIBILITY

AN INTRODUCTION TO HEALTH €l

Search here eg. council tax

& WELLBEING IN YORK

OU ARE HERE: Home / Health & Social Health / Health & Wellbeing Partne ps / An introduction to health and wellbeing in York

What we think health and wellbeing means

Health and wellbeing is about more than iliness and treatment. It is about being well
physically, mentally and socially. This includes being able to do the things you need to
do and being able to cope with change and what's going on around you.

Health and wellbeing means different things to different people - there is no right or
wrong answer. For some it is about having friends and support from others. For others
it is about feeling happy and content or keeping fit and active.

The health and wellbeing of people who live in York

Each year we review the health and wellbeing needs of all the people who live in York. This is called the Joint Strategic
Needs Assessment. This assessment will inform the development of future strategies, help us to decide our local
priarities, and influence how we spend the money allocated to us.

The assessment confirms that overall York is a great place to live. Most people who live here have good health and
wellbeing. However, this does not apply to everyone: some people in our city experience poorer health and wellbeing
outcomes. This may be down to their needs, their circumstances, or simply where they live. Tackling health inequalities is
likely to be a top priority for our future work.

What are we doing to address health and wellbeing needs in York?

The Health and Wellbeing Board is responsible for York's first Joint Health and Wellbeing Strategy 2013-16, which takes
into account the recommendations from the Joint Strategic Needs Assessment (JSNA) 2012 as well as other relevant
reports, including the York Fairness Commission: A Better York for everyone, 2012. It is an important piece of work that

sets out the health and wellbeing issues and needs that we need to together address, our priorities for the next three years
and what we will do to achieve them.

Key facts about people who live in York and their health and wellbeing

* Although York is a relatively prosperous city, life expectancy differences between richest and poorest for
2010-2012 suggests an improved (shortened) life expectancy gap for menin York (8.5 years in 2009-2011 down to
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4a. \What the review included

Editors across the authority have been re-trained to use the
CMS and guided by Content Support to produce ‘better’
content, this means:

« optimising the information for the common-case
« writing in plain English, avoiding jargon, cutting out waffle
« getting transactional information/links early in the text

« short, easy-to-digest paragraphs formatted with
meaningful headings and with important points
highlighted in bullet lists
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4b. \What the review achieved

As well as being more up-to-date ‘better content’ means:

« improved page titles/headings, well formatted and concise content
ensures the search works properly (based on popular Google
Search technology and has KeyMatches in place)

« plain English and less jargon is easier to understand and translate
(BrowseAloud speaks pages in English and other languages)

« early, meaningful links make completing tasks more efficient
especially when they are more visible (without scrolling) on smaller
screens/mobiles/tablets

« properly formatted pages are easier to read on a variety of devices,
(CEs trained to check/preview/simulate mobile experience)
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5. What's coming next...

Re-skinning of some ‘plug-in’ areas of the site to
offer more continuity for customers:

« planningaccess.york.gov.uk (view planning applications)

* www.civicaepay.co.uk/York (pay invoices)

parking.york.gov.uk (pay PCNSs)

www.york.entitledto.co.uk (benefits calculator)

democracy.york.gov.uk (council minutes and papers)
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Creation of Jadu online

Online forms: York forms to gather basic data,
Customer Centre send it on to group inboxes
Contact us by email...

Page 1 Of 3. You are 34% complete. QNeXt Step IS to Ilnk Into the

o arymgetmectog e CRM so customers can trace
their transactions with us via
Plaseseec .. ¥ ‘My Account’ after reporting...

Fullname (Required)

Interim ‘reporting tool’ for
neighbourhood problems like
graffiti, potholes, dog fouling,
| st tnemizea street lighting faults.

Email (Required)
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Information:26,Davygate, York,York,YO1 8RJ

1
number

Reporting tool

ldentify location on a
map

Select the issue from
a list of typical faults

Add a describe and
photograph

Ask for a confirmation
of the report by text
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6. Re-skinning democracy.york.gov.uk
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Better results leading to democracy.york.gov.uk

« ‘KeyMatches’ produce
promoted results for
common terms like:

You searched for decisions

Results 1 - 10 of about 1110, Search took 0.056682 seconds.

Delegated decisions

https: fwww york.gov. ukidecisions

— Calendar

— Meetings and

p a p e rS Sort by date or relevance
—_— COU n Cl I IO rS aHti:i:c_),l," say: attend meetings | Have your say:

.. Howewver, they are not voting members and cannot make decisions. ... the councillors will usually

] . . . . u . .
discuss it and anneunce their decision immediately. ..
O | I l | I l I ‘ ’ ‘ ’ https: e yorkgoaukdinfa 20034 locsl_desmasrs oy 20 heve_ywour_ssy_sttsnd_mestings - Pk
. . How nlanning dericinne are made | Hnw nlanning
— Decisions

Officer decisions

https:ifwww york. zov uk/OfficerDecisions
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Better links into democracy.york.gov.uk

YOUR COUNCIL MEWSCEMTRE WORKWITHUS COMTACTUS ACCESSIBILITY

000
UUU Your council Search here e.3, council tax

RELATED ITEMS About us
* Qur customer centre * Your executive council members
E
orms = Your local councillors = Your directors

Downloads * How departments are structured * Qur customer strategy

Blogs = Emergency contact information = Read the 'All About Us' blog
Our budget and spending .
Our meetings and papers

) YOUR COUNCIL NEWS CENTRE WORKWITHUS CONTACTUS ACCESSIBILITY @
Our policies and plans

Our performance

000
UQU Your council Searchbere. councilax m

Getinvolved with your council

Get infarmatian (statictice! ahant Yark

RELATED ITEMS About us
Forms Our budget and spending
Downloads
Blogs Our meetings and papers

# Council calendar + Council meetings

:
L] - - - * Committee structure » Subscribe for updates
« Your Council (first link in R———

header)
> More menu links
- Big red ‘call to action’ button

How we manage information

<< H <IN <) <
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..thanks for listening

Any questions?

If you want to get in touch outside of this
meeting please email:
webadmin@york.gov.uk

Or use the ‘feedback’ from any CYC web
page Annex C



Strengthening the customer experience

* Need tools to enable a more transactional website
« Same view as in the contact centre
« Engaged with the market last year

Context of 24/7 digital ambition

What technology is available?

Supported self service (web chat), Social
media tools, My account, Cloud based
systems, flexible and configurable systems

Oracle products selected
Connection point are our implementation partners
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Introducing Connection point and Oracle...
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The Customer Digital project

Project to enable services to become digital

Continuing principles of the website around the
Customer focus/involvement

Implementation of the Oracle products

Current stage planning implementation, building
the platform and prioritisation

Business analysts working with service areas

First phase planned for deployment in Spring
2016

Quick wins will come earlier where identified
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The Customer Digital project

Implementation of other tools to enhance data
quality (clear core)

Like the website, flexible systems mean constant
Improvements

Savings requirements to be delivered for 15/16

Further opportunities to save will be identified as
the work moves forward
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The Customer Digital project

Thank you and happy to take any questions
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