
Newsletter - December 2017 

Here's 
what's been 

going on with 
the team this 

winter 

Wishing you a very happy Christmas 
and New Year! 

2017 has been a great year for SDS, we have really enjoyed working with you all, 

particular highlights have been the launch of the homelessness triage tool, the 

introduction of the online knowledge test and the end to end analysis and redesign of 

housing and waste services. 

This year we have welcomed Cambridge, Tandridge and Tonbridge and Malling to the 

partnership and others as far a field as Lichfield have called on our services. 

We are now looking ahead to 2018 and beyond and are proposing a different funding model 

that we hope will mean we can continue to support you with your projects and provide good 

value for money for many years to come. Catherine will be discussing this with all partners in 

the New Year. 

In this newsletter we have highlighted some of our current projects that will be completed in 

the New Year, many more that can be found on our work plan. 

We hope you all have a wonderful Christmas and a well deserved break and we look forward 

to seeing you in the New Year in Ashford for our ‘user testing to improve usability’ workshop 

on 17
th
 January, don’t forget to book your place. 



 

 

Tonbridge and Malling User Testing 

At the end of November we conducted 10 User test for Tonbridge and Malling, 

exploring resident’s views of their website and the My account function.   

Scenarios were created to test the appetite for users choosing to create a My Account and 

once logged into My Account, what their thoughts were about what they found and whether 

their expectations had been met.  

 

 

 

Additional questions covered what else they thought they’d like to use My Account for and 

how they felt about the security of the information held within My Account. We are currently 

analysing the feedback and will be reporting our recommendations to Tonbridge and Malling 

in the New Year.   

If you are interested in how to conduct user testing on your own website, please come along 

to our SDS Workshop: User testing to improve usability on 17
th
 January – details below.  

 

 

 

Behaviour change Colchester, Gravesham & Swale  

 
We have been researching the latest behavioural 

change studies and have learnt a lot from 

Colchester Borough Council who have a team 

dedicated to changing the behaviours within their 

organisation.  

Drawing on this latest research and our experience of 



behaviour change projects over the last 5 years we will be delivering the following workshops for 

Gravesham and Swale  in the New Year:  

Gravesham – a workshop aimed at decision makers to highlight and emphasise the benefits of using 

behavioural change methodologies to increase efficiencies and savings.  

Swale – a series of workshops aimed at Customer Service staff that identifies the need for Local 

Government organisations to shift the way we provide services and interact with our customers, as well 

as looking at how customer needs are shifting and how Local Governments need to work to meet these 

needs. 

In addition, we will be holding a behaviour change workshop for all our partners on 5
th
 April in Medway, 

further details to be sent out soon. 

 

Customer Demand Analysis Shepway 

SDS have undertaken a new project with Shepway District Council (SDC) around 

customer demand analysis, specifically looking at identifying the key drivers behind 

what prompts a customer to contact SDC.  

The Shepway Team will be undertaking a data gathering exercise in the New Year where we 

will baseline existing customer demand and the drivers behind the customer contact.  

Following on from that, SDS will be engaging with key 

stakeholders to look at the existing processes in place 

which potentially could trigger customer demand as well as 

carrying out user research to obtain direct feedback from 

SDC’s users.  

Maidstone have kindly shared with us their experiences of 

demand analysis and we hope to be able to share our 

learnings from this Shepway project with other partners 

later in the New Year. 

Following on from that, SDS will be engaging with key 

stakeholders to look at the existing processes in place 

which potentially could trigger customer demand as well as 

carrying out user research to obtain direct feedback from SDC’s users.  

Maidstone have kindly shared with us their experiences of demand analysis and we hope to 

be able to share our learnings from this Shepway project with other partners later in the New 

Year. 



 

 

 

SDS Workshop: User testing to improve usability 
 

We are looking forward to seeing lots of you at our next workshop on the 17th January 

10.00 – 12.30 at Ashford Borough Council.  

At this workshop we will be explaining how to carry out your own user testing on your current 

or developing websites. We will cover everything from recruiting users, designing the 

scenarios to test, carrying out the interview and analysing the findings. The team will also 

share with you some top tips for improving usability that they have learnt from interviewing 

council customers over the last five years.  

This workshop is free to all our partners. Space is limited to 30 people so we have to set a 

maximum attendance of three people per authority. 

If you would like to book a place please go to: https://bookwhen.com/sds_workshops 

 

 

 

Projects and Research 

Our full project programme is available to download here: 

http://www.smarterdigital.info/pdf/SDS-Work-Programme-2017.pdf  .

As always if you have any upcoming projects you would like help with, we would be happy to 

discuss them. 

 
 

 

 

https://bookwhen.com/sds_workshops
http://www.smarterdigital.info/pdf/SDS-Work-Programme-2017.pdf


Christmas Holidays  

We wish you all a very happy Christmas and New Year. The SDS team will be on leave  from 

Friday 22
nd

 December to Tuesday 2
nd

 January. We will answer any calls or emails when we 

return. 

 

 
 

 

If you need to contact us, details are below: 

 

Catherine Bright SDS Team Manager 

Catherine.Bright@TunbridgeWells.gov.uk 

Jane Haselden SDS Digital and Website Consultant 

Jane.Haselden@TunbridgeWells.gov.uk 

Dom Taylor-Langley SDS Business Analyst 

Dominic.Taylor-Langley@TunbridgeWells.gov.uk 
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