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Welcome to this bumper autumn edition 

of the SDS newsletter 
   

 
 

 
We ended a hectic summer with a road trip to Exeter City Council where we shared the findings from 

some housing user research. The new school term started with a really useful KCSG meeting where we 

heard about a successful customer account in Hastings, with this in mind it has been interesting to do the 

user testing of the developing Sevenoaks District Council customer account. 

We are always supporting our partners to improve their websites and we were delighted to offer the 

opportunity of some advanced google analytics training to our partners. Later in October we held a 

workshop on writing good content for the web and in November we carried out user testing for both 

Tandridge District Council and three Cambridgeshire councils. 

Catherine left to begin her maternity leave at the end of September and we are delighted to be able to 

say that she has given birth to a beautiful baby girl! Both mother and daughter are doing very well. In 

Catherine’s absence, Dom will be covering Catherine’s role while continuing in the role of Business 

Analyst.   

 



Housing user research – Exeter 

SDS have been working with 5 councils who have received funding from the Local Government 

Association to deliver similar projects to the Kent-wide homelessness triage tool and online 

housing pre-application and full application. 

We have delivered 5 of 6 workshops with the 5 partners. These are: 

• Working in an Agile way 

• User Research at the Discovery phase 

• User Testing digital solutions 

• Business Process and Customer Journey mapping 

• Data capture and analysis 

• Communications, stakeholder engagement and launch (to be delivered in November) 

We have also conducted some 1-2-1 user research work with some of the partners involved - Exeter 

City Council and Luton Borough Council. Exeter asked SDS to carry out user research to gain an in 

depth understanding of their users experiences when approaching them about homelessness.   

 

We then visited Exeter to deliver an interactive workshop where we went through the customer 

journeys, identified the user needs and mapped out the ideal process that they would like to implement.  



Exeter are now armed with the key user needs that they need to incorporate in order to deliver a 

solution that is tailored to their user’s needs. Through the knowledge sharing that SDS have provided, 

the team in Exeter feel comfortable to do the next round of user research themselves with the guidance 

of SDS if required. 

 

 

 

Customer Account User Testing - Sevenoaks 

 

 

In October, SDS conducted a day of user testing at Sevenoaks District Council, exploring residents’ 

views of their website and My account function. 

This involved residents attempting to complete various scenarios leading them to either set up an account or 

login to an existing account.  

SDS were able to document residents’ thoughts about what they found and whether their expectations had 

been met.  

SDS supported the Sevenoaks user experience team in analysing the results and gave advice about how to 

prioritise the findings into actionable activities. 

If you are interested in SDS conducting user testing on your own website, please get in touch.  



Google analytics advanced training 

Also in October, SDS held an Advanced Google Analytics training session for those partners who 

have reached a point in analysing their data to fully understand what metrics are available to them 

using Google Analytics.  

We welcomed colleagues from Ashford Borough Council and 

Sevenoaks District Council and our external trainer Adam from Net 

Natives, who led us through examples of how to collect the data and 

process it into readable reports. The course covered more complex 

analysis and ways to track website performance and identify areas for 

improvement. 

Please let us know if you would like assistance reviewing your website 

data if you are still new to the world of Google Analytics! 

________________________________________________________________________________________________ 

Good content writing workshop 

SDS ran a lively workshop (so lively in fact that the projector packed up for a couple of minutes half 

way through!) about writing good content, both online and offline through letters, e-mails and 

websites.  

In the workshop we looked at what makes effective communication and demonstrated how to use various 

tools and techniques to enhance your content. As with so much that we do, the overwhelming theme was 

how important it is to provide the best service to our users by holding our users central to all that we do.  

Please get in contact if you were unable to attend and would like to know more! 

______________________________________________________________________________________ 

Tandridge and Cambridge user testing 

SDS carried out user testing in both Tandridge and Cambridge this month. 

In Tandridge our aims were:  

• Test 6 existing letters with users 

 Council Tax Bill 

 Council Tax Reminder Notice 

 Rent Arrears 

 Eviction Arrears 

 Council Tax Support Letter 

 Housing Benefit and Council Tax Support 

• Test a suggested SDS alternative for each of the above with users 



• Gain insightful and constructive user feedback for both the existing and alternative letters 

• Make the necessary changes to communications to reduce the levels of avoidable contact 

In Cambridge we tested the most used web pages and forms on the websites of 3 partner authorities 

(Cambridge City Council, South Cambs District Council and Huntingdonshire District Council) to:  

• Explore how the user interacts with the website and 

completes a specific transaction or task  

• Assess whether the specific transaction is completed 

successfully 

• Measure how long it takes for the user to complete the 

transaction 

• Explore how users feel when carrying out the transaction 

or task 

• Assess how satisfied the user was with the experience and outcome 

• Identify any changes or improvements that can be made from the users’ perspective 

______________________________________________________________________________________ 

 

A couple of key dates for your diaries! 
 

KCSG  

The next KCSG meeting will be held on December 4th in Maidstone. We have a guest speaker from Jacada 

attending to talk to the group about the digital self-service platform that the company provide. For a sneak 

peek, visit their website: https://www.jacada.com/solutions/digital-self-service 

We will also be hearing from Karen and the team at Folkestone & Hythe who are going to provide an update 

on the progress of the Customer Demand project that they have been working on with the assistance of 

SDS. 

Look out for the agenda and invite that will be sent out shortly.  

SDS Workshop 

We will be holding our next SDS workshop on 13th December in Tunbridge Wells from 10am to 12.30pm. 

The topic for this workshop will be working in an Agile way. We will be looking at the steps, tools and 

techniques involved in working in an agile way and its benefits when compared to traditional project 

approaches.  

To tempt you even further, the core exercise in this workshop will involve lego – 

everyone loves lego don’t they?!  

 

Details for this will be sent out shortly so keep an eye out! 

https://www.jacada.com/solutions/digital-self-service


 

 

Projects and Research 

Our full project programme is available to download here:  

http://www.smarterdigital.info/pdf/sds-work-programme-2018.pdf 

 

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

discuss them. 

 
 

 
 

 
 

If you need to contact us, details are below: 

 

Dom Taylor-Langley SDS Team Manager and Business Analyst 

Dominic.Taylor-Langley@TunbridgeWells.gov.uk 

Jane Haselden SDS Digital and Website Consultant 

Jane.Haselden@TunbridgeWells.gov.uk 
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