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Programme 
plan –
progress since 
new team 
formed

• Design improvements

• Template

• New approach to website layout agreed by Leader and CE

• Gained feedback from customers on existing and new

• Set new template live

• My Account

• MyAccount menu layout agreed by Leader and CE

• Working on new format for MyAccount guidance pages

• Mapped process for MyAccount password re-set and lock outs, 
and developed new wording and feedback form

• Mobile Friendly

• Agreed how to improve mobile usability

• Customer feedback

• Customer survey on website

• Extend deployment of Govmetrics

• Digital strategy

• Planning for changes in accessibility legislation Sep 20

• Scoping out microsites



Gained user 
feedback from 
customers for 
current site and 
new template

• Collected feedback from NSC residents in the library

Methodology

Summary

• Users found the current site to be unclear with too many options 
making it hard for users to find what they are looking for

• Feedback from new template has been positive with many 
respondents citing the new design to be simpler and self explanatory 

Design improvement - Template



“I don’t understand what half of it means

“Its hard to find what I’m looking for”

“The advertising looks messy”

“There are few options you can chose, it’s confusing”

“It isn’t self-explanatory”

“Its not very clear”

“There’s a lot of choices”

“It’s complicated to look at”

“Adverts are distracting”

User feedback on current NSC website

”I don’t understand what half of it means”

“It’s simple and informative to an extent”

“It isn’t specific”

“The boxes on the side are hard to read”

“The boxes are hard to see” “It needs bigger boxes” “It think its clear enough”

“There is not much to look at”

“I find it very confusing”

“It sends you all over the shop”

“It doesn’t entice me to use it”“It’s hard to see, it needs pictures”

“I like how simple it is”

Design improvement - Template



“It looks easy to use”

“Straight away I can see what I am looking for ”

“It cant get simpler than this”

“It looks more inviting and clearer”

“It’s more logical and defined”

“It looks user friendly, older people would find it easier to use”

“The options don’t overlap”

“It’s straight forward abc steps”

“It’s a lot clearer”

“It’s for everyone”

“every option is well explained” “It’s doesn’t look too crowded” “I think I would find it easy to use”

“It’s self explanatory”

“It’s simple but very informative and effective”

“The suggestion box is very helpful”

“There is explanations that make it easier to use”

“There is less confusing options but more information”

User feedback of proposed changes to NSC website

Design improvement - Template



Navigation page layout Heatmap of Waste HomepageHeatmap of Waste Homepage



Set waste live Simplified menu options and popular transactions 
added

Old NSC bins and recycling 
page

New NSC bins and recycling 
page

11 tiles 5 tiles + 6 call to action buttons

Content design 



Setting new template live Mobile

Desktop Tablet

Design improvement - Template



Current MyAccount page Improved MyAccount page to come

Design improvement - MyAccount

• Easier to see the options available
• Improved help pages
• Removal of transactions options



Working on new 
format for 
MyAccount 
guidance pages

Design improvement - MyAccount



Agreed how to 
improve mobile 
usability

Current mobile header Proposed mobile header

Design improvement - Mobile



Reporting

Target

Customer feedback 



Scoping out 
microsites

• 56 sites recorded to date

• 5 sites return 404 errors

• 26 sites have the NSC logo on their site

• 6 different variations of NSC logos used

• At least 14 of these sites could be 
onboarded onto the NSC website

• 19 sites do not have Google Analytics set 
up

• 13 sites are not mobile friendly

• 25 sites will not pass WCAG 2.1 
regulations 

• Microsites are hosted on over 12 different 
platforms

• 22+ departments have have microsites 
commissioned

Observations

Logos used on Microsites

Digital strategy



Planning for 
changes in 
accessibility 
legislation Sep 20

1. We are auditing micro sites and creating a road to accessibility 
compliance for each

2. We are working through the main website content to ensure it is easy 
to understand and follow

3. The CMS improvements we are deploying include automated review 
of content design quality for usability and readability scoring to help 
editors keep the reading age of content as accessible as possible 
through simple English

Steps involved

Digital strategy 



How will we 
measure 
success?

• Achievement of digital KPI of -0.2

• Achievement of our sprint plans

• Nature of complaints on Govmetrics

• Results of website survey to inform customer pain 
points

• Customer and stakeholder feedback

Digital strategy 



Plan beyond 
18/19 • Simplify role of Editor – better tools to do the job

• Content track: Building Control, Social worker 
recruitment, Parking, Social services, Highways, 
Housing, NSOD and more...

• Delivery of changes to accessibility changes by 
Sep 2020

Digital strategy 



Questions?


