
Website and self-service
Digital first



New digital 
team

Established in September 2018 to: 

• improve online customer experience 

• tackle accessibility compliance legislation 

Main issues to address:

• Low Govmetrics scores for NSC website demonstrating poor 
customer satisfaction

• Compliance issues raised by 

• 50+ microsites associated with NSC

• PDF accessibility 



NSC website: www.n-somerset.gov.uk



NSC website
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“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”



How have we taken 
this feedback 
onboard

• Revising content pages; waste completed, 

council tax being done

• Revised navigation pages

• Improved mobile usability 

• Improving MyAccount user journey

• Revising guidance pages for MyAccount

• Improving wording around password re-sets

• Working on improved search function

• Changed hosting to improve stability/reduce cost

• Looking at alternatives to current advertising

• Extensive work investigating and understanding 

new accessibility issue

• Started work on sign in options 

Improvements to the NSC website



Navigation page layout Heatmap of waste homepage



Old navigation page layout New page layout



“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



MyAccount Self-service portal for many reports or 
requests, e.g.

• Council tax

• Benefits

• Missed collection 

• Unlit street light

• Fly-tipping

• Pot hole

• Street cleansing





Old MyAccount menu



Current MyAccount menu 



Current MyAccount menu 



Website accessibility WCAG 2.1



Website accessibility WCAG 2.1

• Implement new search facility

• Implement new content management system

• Create team to migrate content quickly

• Migrate microsites to NSC website

• Migrate content into NSC website

• Start making PDFs compliant from Sep 19

• Fix online word forms to make compliant

• Liaise with suppliers to confirm compliance or not, and 

demonstrate intent towards compliance via audit trail 


