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Here is what 

has been going 

on with the 

team since the 

start of 2018 
 

  

 

New Year, new opportunities 
 

It has been a busy start to the year for the SDS team, we have delivered 8 workshops 

on topics including behaviour change, user testing and the homelessness reduction 

act as well keeping on top of our project work. 

Many of our partners have confirmed they are happy with our new funding proposal which 

hopefully means we can continue to support you with your projects and provide good value 

for money for many years to come. Catherine will be confirming contributions with all partners 

throughout March and April and we will organise meetings to discuss project work for the 

coming year. 

Here is an overview of what we have been up to. All our current projects can be found on our 

work plan. 

 

 

 
 



 

Digital Growth and Infastructure Plan 

(Digi-GIF) 
Just before Christmas we delivered our final activity of the Digi-GIF discovery phase, 

facilitating a workshop with stakeholders with a mix of creative, data, technical, digital 

and transformational skills and expertise. The aim of the workshop was to outline the 

feasible core elements of the Digi-GIF.  

 

To do this we played planning poker with all the identified user and business needs, giving 

them each an effort score. We then prioritised these needs into elements essential for the first 

iteration and subsequent iterations, creating an initial road map for development. 

 

KCC are now using this 

information to help them develop 

a business case and 

specification of the Digi-GIF. The 

current plan is for development 

to start in the summer. 

 

If you would like any more 

information about our 

involvement in this project 

please let us know. 

 

 
 

User Testing to improve usability 
 

Jane has completed the recommendations report for Tonbridge and Malling following 

the user testing carried out on their current website and My Account and has also 

delivered 43 user tests , using 13 scenarios with 5 separate users for Swale on their 

developing site. 

Following on in the user testing theme, it was great to see so many of you at our workshop in 

Ashford where we explained and had a go at doing a user test, covering everything from 

recruiting people to take part, designing the scenarios to test, carrying out the interview and 

analysing the findings. 

 



Feedback from the workshop was very positive - ‘These workshops are PRACTICAL – 

which is really useful. Some of the best training I’ve been on’ . 

 

We hope that this will mean lots of our partners will feel 

confident to carry out user testing this year and we are 

always on hand to help out. 

 

If you missed this workshop but would be interested in 

learning more about user testing please let us know. 

 

 
 

Behaviour Change Revival 
 

At the beginning of January, Dom 

delivered a series of five training 

workshops for customer services 

staff in Swale, outlining the need to 

shift the way we provide services 

and interact with our customers, 

encouraging self-service wherever 

possible. 

At the end of January Catherine and Jane delivered a lively morning workshop to 25 

Gravesham Managers and Service Team Leaders, exploring behaviour change techniques  

such as MINDSPACE and EAST, along with the results of the eye tracking user testing on 

Gravesham letters, to help teams to think about how to improve their correspondence to 

encourage self service and reduce avoidable contact. 

 

We were delighted to receive such positive feedback again - ‘I was really impressed with 

the workshop delivery and content. It was full of very useful examples that all of the 

attendees could relate to’.   

The SDS team will be running a similar workshop for all partners on 5
th
 April in Medway, 

please see the Diary Dates section below for further details.   

 

 
 



Preparing for the Homelessness 

Reduction Act 
 

On the 13th February, we facilitated a workshop with Ashford customer services and 

housing options officers to agree and map out the required process that will meet both 

user needs and the needs of the new Housing Reduction Act legislation that comes 

into force in April this year. 

We captured insights from the existing process before discussing the key changes in 

legislation and identifying the user needs of two Ashford personas - Alice and Ella-Louise. 

 

We then mapped out the end-to-end process for Alice who had been given her section 21 

notice and was due to be homeless in a few months. We then did the same for Ella-Louise 

who was a victim of domestic violence and homeless that night. 

 

We looked at the whole process from the point of 

initial contact with the customer services team, 

through to the housing officers and eventually to 

Alice and Ella-Louise being in accommodation.  

 

On the 20th February, we delivered an all day 

workshop with the LGA and Kent Homechoice 

attended by 9 other councils from across the 

south east who are interested in developing their 

own homelessness triage tools and online housing applications forms. 

 

We explained how in Kent we worked together to develop these tools and shared the lessons 

we learnt along the way. The LGA will now be selecting authorities to allocate funding to so 

they can go ahead with their projects and the SDS will be funded to support them throughout 

their projects. 

The Homelessness Reduction Act will have a big impact on the Kent homelessness triage 

tool and we are hoping to work with our partners to make changes to the tool so it continues 

to be useful. 

 

 
 

 



Projects and Research 
Our full project programme is available to download here. 

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

happy to discuss them. 

 
 

 
 

Diary Dates: 

KCSG Meeting - Tuesday 20th March 
We are looking forward to seeing you all at the next Kent Customer Service Group on 

20
th
 March 10.00 -12.00 Meeting Room 6E, Maidstone House, King Street, Maidstone ME15 

6JQ  

Please let Catherine know if there is anything in particular  you would like to see on the 

agenda for this meeting and do let any colleagues know who may wish to join us. 

 

SDS Workshop: Behaviour Change Workshop – 

Thursday 5
th

 April 
Our next all partner workshop on Thursday  5th April  10.00 – 12.30 at Medway Council. 

In many of our projects over the past 5 years we have used behaviour change techniques to 

encourage residents to self serve, giving them more control and reducing costly avoidable 

contact. 

In this workshop we will explore  techniques such as Nudge, MINDSPACE and EAST, 

demonstrating how a few simple changes to your outbound letters, emails and website 

content can encourage customers to change their behaviour and take the action you want 

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


them to, be that responding to a request for information, making a payment or reporting a 

problem. 

We hope this will be a really useful workshop for any teams that write and send out 

correspondence to residents or businesses, or who are responsible for web content. 

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 

 

 
 

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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