
               
 

 
 

A big welcome to our new SDS partners and team members 
We are delighted to welcome Waverley Borough Council, Wealden District Council and 
the London Borough of Bexley to our partnership.  

We at SDS are all very much looking forward to working with you all and introducing you 
to our existing partners, too!  

Catherine has returned to manage the SDS team after a year of baby groups and nappies!  

Bringing Catherine up to speed with over twenty projects across fourteen different local 
authorities has highlighted the wide variety of project work SDS has delivered this year.  

Catherine is looking forward to catching up with all partners, old and new, over the next 
few weeks. 

In this edition of the newsletter, we take a look at a few of our recent projects and the 
workshops, meetings and events we have coming up too: 



• Sevenoaks housing advice web pages analysis 
• Tunbridge Wells user needs for the Amelia Scott Hub 
• Other Projects – blog posts   
• SDS Workshops  
• Kent Customer Service Group – Postponed till the New Year  
• Smart Cities Event - 20th November Maidstone 
• Projects and Research  

___________________________________________________________________________________ 

Sevenoaks housing advice web pages analysis 
Sevenoaks District Council requested an analysis of their housing advice web pages with 
an emphasis on improving how customers reach their specific housing forms. Personas 
were created to demonstrate the customer journey for a customer who would be 
homeless tonight and a person who could potentially be homeless in 56 days. SDS 
conducted a google analytics report across the housing advice web pages to 
demonstrate which pages were getting visitors, where those customers originated from 
and where they went from those pages. This work was to build a better understanding of 
what customers expected to achieve. 

 

SDS researched other local authorities to gain an understanding of best practice and 
using these examples, we were able to demonstrate how to improve the current customer 
journey for Sevenoaks District Council customers. By changing the menu hierarchy of the 
housing advice pages, customers will be delivered to the correct forms in a simple and 
intuitive way.  



Recommendations were given around applying 'Next Steps' and 'What will happen next' 
principles to manage customers' expectations. The methodology behind this piece of 
work could be applied to other services in local authorities, eg. planning, benefits, 
licensing.  

Please contact SDS if you would like us to analyse your services and deliver 
recommendations for improvements. 

 

User Needs for a new Cultural and Learning Hub  
Tunbridge Wells Borough Council have received funding to deliver a new and improved 
Cultural and Learning Hub in the town, known as The Amelia Scott. The regenerated 
building will be home to five public services: 

• Customer Services 
• The Museum 
• The Library 
• Tourist Information 
• Adult Education  

 

The SDS team have been approached to engage with all the services and collaboratively 
capture the ideal customer journey for anyone visiting the Cultural and Learning Hub 
once doors open to the building.  

This has involved individual and collective workshops with the service areas to identify 
key user needs and asset requirements in order to design and map out the end-to-end 
customer journeys. 

Please contact SDS if you require any support with capturing user needs and mapping 
customer journeys as part of your projects.  

 



Also… 
Tunbridge Wells – IVR Messaging for the new waste service 

We assisted Tunbridge Wells with IVR messaging for their new waste 
service which started at the end of September. 

Service redesign using the customer journey 

Tonbridge & Malling are redesigning processes by capturing customer 
journeys to gain a clear understanding of the end-to-end process. 

Local Market Management and Booking System Best Practice Research 

SDS completed a best practice research project for Gravesham around 
market management and booking systems. 

Chatbot customer frustrations 

Top 5 customer frustrations with chatbots. 

___________________________________________________________________________________ 

SDS workshops 
New Workshop: Stakeholders, Communication and Project Launch 

When you are delivering your projects, do you identify your stakeholders? Who are they? 
How do you communicate with them? How do you manage them? 

And when you deliver a project, how do you make sure the delivery runs smoothly? How 
do you ensure that people don’t just revert to doing things the way they used to?  

Once the project has been delivered, what happens then? Or is that it...? 

Our next SDS workshop will look at these areas and provide you with some tools and 
techniques to be able to confidently answer the above questions in your projects. We will 
share with you our knowledge and experience from delivering different projects as well 
as handy tips and tricks that make planning for a project launch so much easier.  

We will send out the invites in the normal way in due course. We hope to see you there! 

 
Search Engine Optimisation Workshop  

Last month staff from Ashford, Swale, Tonbridge and Malling, Sevenoaks and Tunbridge 
Wells attended our Search Engine Optimisation Workshop. The session focused on best 
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practices to optimise your website for search engines, including keyword research, strong 
calls to action and good use of titles, descriptive URLs and meta descriptions.  

‘Some of the more recent analytics information was really useful’ 

‘Excellent insight into SEO and particularly Google’ 

If you or colleagues you know missed this workshop but would be interested in attending 
some similar training please let us know. 

Usability testing training 
Smarter Digital Services hold a series of workshops every year. A popular training 
session that we have been delivering is usability testing.  

If you have any suggestions for future workshops or other training requirements please 
let us know. 

________________________________________________________________________________ 

Kent Customer Service Group – Postponed till the New Year  
There is nothing like a winter election to keep us all on our toes (and take over meeting 
rooms) so with this in mind we have decided to postpone the KCSG meeting that was 
scheduled for the 3rd December. We will be in touch soon with a new date and possibly 
a different venue for a meeting in the New Year.  

These meetings are a great opportunity for us all to get together to learn about each 
other’s projects and share ideas. If you have any suggestions for a potential guest speaker 
or if you would like to talk to the group at greater length about a specific bit of work you 
have done or are doing, please let us know. 

___________________________________________________________________________________ 

Smart Cities Event - 20th November Maidstone  
We will be joining partners at the Kent Connect’s Smart Cities event on 20th November 
at Oakwood House in Maidstone. This is a free one-day business transformation event to 
see presentations from suppliers, thought leaders and public sector organisations sharing 
their work and ambitions to use IT and digital to resolve a variety of challenges and 
opportunities.   

If you are interested in attending the event, or have any other questions about the day 
please contact enquire.kentconnects@kent.gov.uk.  

We look forward to seeing lots of you there!  

___________________________________________________________________________________ 
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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 
delighted to discuss them with you. Please get in touch.  

 

 
If you need to contact us, details are below: 

 
Catherine Bright  

SDS Team Manager and Business Analyst 
Catherine.Bright@TunbridgeWells.gov.uk 

 
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 

 
Rebecca Smith  

Project Administration Assistant 
Rebecca.Smith@tunbridgewells.gov.uk 
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