
 

 

 

 

The SDS team have been out and about lots over the last few weeks, carrying out user testing in 
Folkestone and Hythe DC and helping Tunbridge Wells BC to discover more about user behaviour for 
their prototype website. 

We really enjoyed delivering our workshop on Behaviour Change techniques in Medway and were invited to 
share examples of our behaviour change work at the LGA communications and parliamentary network event 
recently. 

The new financial year has brought a lot of new projects to our attention and Catherine is speaking to all 
partners about upcoming projects we can support with. We are also delighted to welcome Dartford into the 
partnership and are looking forward to starting projects there soon. 

Here is a brief overview of some of our current projects, a full list of current projects can be found in our 
workplan. 

 

Identifying Customer Demand – Folkestone & Hythe DC 

Smarter Digital Services have been working with Folkestone & Hythe District Council to identify the 
customer demand broadly across all services, but specifically within Council Tax. The Folkestone & 
Hythe teams have been collecting data month-on-month since February and are building up some 
very useful data that will be able to be used beyond the scope of this project.  

SDS have facilitated a workshop to better understand the process across the year that the Council Tax Team 
carry out to identify where the use of digital methods could assist in improving both time and cost efficiency. 
SDS have conducted industry research to identify possible solutions and the findings from where other 
authorities have implemented such a change to conventional methods. 
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crossed the weather is 
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next bank holiday! 



In addition to this, SDS have also been user testing the following: 

Council Tax notice and letter – testing the 
Council Tax Reminder Notice and Summons for 
Non-Payment of Council Tax letter to review how 
residents feel about their current format and 
layout. 
 
The Council Tax area of the Folkestone & 
Hythe website – again, to obtain the feedback 
from our most important asset – our user. 
 
As ever, the user testing provides a lot of very 
useful information that can be used by the 
Council to improve the way that we interact with 
our residents to reduce avoidable contact and 
encourage digital take up. 

 

 

Website Information Architecture – Tunbridge Wells BC 

SDS have been using a range of tools to assist 
Tunbridge Wells Borough Council with their 
website redesign project. Starting with a first click 
analysis, we were able to identify customers' first 
movements when visiting the prototype 
homepage. Following on from this, a card sort 
analysis identified how customers grouped 
content into categories and how they would name 
each category. This was instrumental in 
understanding how our customers organise the 
website content. A final tree sort analysis gave 
us an insight into evaluating the findability of 
content on the website.  

Using this analysis we are able to progress to the 
next stage of developing the full website structure which will then go on to inform the design and layout of 
pages. 

If any of our partners are starting out on their website redesign journey, SDS can assist with this initial 
discovery work to build typical customer journeys using a variety of scenarios. Please get in touch if you'd like 
to learn more about this project. 

 

  



LGA - Digital Housing Programme 
The homelessness triage tool has been updated so that it complies with the Homelessness Reduction 
Act 2017, and is now being used by all local authorities in Kent. Please do let us know if you think any 
further changes should be made to this tool. 

The LGA are now funding five authorities - Aylesbury 
Vale, Brighton and Hove, Exeter, Luton and Milton 
Keynes - to deliver similar digital housing tools. They 
are also funding the SDS team to support these projects 
through regular telephone calls and a series of six 
workshops across the year exploring topics such taking 
an agile project approach, the importance of collecting 
data, doing user research at the discovery phase and 
carrying out user testing during development. As well as 
being an opportunity for the SDS team to share their 
experiences and learn from other councils outside Kent 
this is also the type of income generating work the team 
are looking to do more of to ensure we can keep our 
partner’s contributions as low as possible. 

 

 

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. 

 

 

The LGA and participating councils enjoyed our practical 
Agile exercise, using lego to illustrate the key principles 
of Agile working. Let us know if you’d like us to deliver 
this workshop at your council. 

http://helpwithhomelessness.info/
http://smarterdigital.info/pdf/SDS-Work-Programme-2018.pdf
http://smarterdigital.info/pdf/SDS-Work-Programme-2018.pdf


Diary Dates 

KCSG Meeting – Tuesday 19th June 
We are looking forward to seeing you all at the next Kent Customer Service Group on 19th June 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. 

 

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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