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Consultation – Website re-development project – overview 

1. Executive Summary 

This document sets out the approaches taken and activities carries out in relation to consultation, engagement and testing for the new www.medway.gov.uk website.

These activities were designed to ensure that the website was built based on the needs and requirements of the identified audience groups. 

The approved web strategy identified the following audience groups:
	Primary audience groups

	Residents in Medway aged 16 and above

	Residents in Medway aged under 16

	Businesses in Medway


	Secondary audience groups

	People travelling and/or working in Medway

	Job seekers

	Inspectorates (eg Audit Commission)

	Residents moving/considering moving to Medway

	Local public service partners

	Local and national media organisations

	Medway Council and local public sector staff

	Medway Council elected members


Source 1 – Audience groups served
The strategy also identified types of activities that need to be considered in this specification:

· Research and analysis of existing user behaviour and attitudes
· Design and information architecture testing once initial concepts for these have been developed

· Usability testing of designs to ensure web usability best practice is followed

· User testing once the initial site build is complete but not yet live. This testing is designed to ensure key user tasks can be completed by the relevant audience groups. This testing will include acceptance testing by staff.

· Accessibility testing on the initial site build to ensure the site is accessible to the standards we require and to the wider community, including those living with a disability (accessibility testing, such as that offered by AbilityNet, will test using those who have disabilities from across the disability spectrum)

The council is committed to aligning its activities with the Local Government Equality Standards. It is therefore important that the consultation approach taken by the project addresses any requirements arising from these standards. 

A Diversity Impact Assessment has been completed on the project (Appendix 1) and has been accepted in principle following phase three testing.   This has detailed the measures we are taking to address any potential inequalities and to narrow the gap related to race, gender, disability, sexual orientation, age, religion and or belief.

This document details the consultation that has taken place so far (phase one and phase two) as well as what happens next (phase three).  

It should be noted that this specification refers to user-side testing. System-based testing will be the responsibility of the technical delivery team. We will need to evaluate user-side and system-side testing to ensure that no tests are missed due to this split in responsibility.

2. Phase One - Research and analysis

Aim:
The purpose of this phase is to seek an insight into user/stakeholder requirements for the website and observations on the current website.  Also to ensure audience groups and other stakeholders were aware of the project, its background, aims and timescales. 

Activities completed – How we did it:

Consultation was sought through online and offline media with the aim to inform and build awareness and to gather information on attitudes towards the existing website. 

Information gathering (internal):

· Attitudinal research: Internal survey set up to capture attitudes towards the existing website

· Behavioural research:  analysis of online behaviour on the existing website (through Webtrends and Google Analytics)
· Information gathering exercise on attitudes towards publishing – issues, barriers, training needs etc – carried out through speaking to publishing staff
Information gathering (external):

· Attitudinal research: External survey set up to capture attitudes towards the existing website

· Behavioural research:  analysis of online behaviour on the existing website (through Webtrends and Google Analytics)

· External attitudinal research: Socitm survey to gather user attitudes and demographics and to benchmark against other local authorities

· Socitm report desk analysis – Better Connected 2009/2010 – areas in need of improvement on existing website

Awareness build (internal):

Presentation at internal staff meetings – DMTs 

· Business Support - 25 February

· Children and Adults 10 March (as slot was not available at DMT, Simon Trotter to present update following brief) 

· Regeneration, Community and Culture - 11 March)

Staff were informed through 

· An education programme carried out by Debbie Legall on the importance of the website, writing for the web, publishing to the web and what a new website means for staff (September 2009 – March 2010)

· global emails sent to all staff to inform them of the project and solicit feedback

· information fed down from managers 

Awareness build (external):

· Email sent out to cross section of 11,000 Medway residents, informing them of the project and asking them to have their say by completing the survey

· Survey advertised on Medway.gov.uk website

Feedback from this consultation phase

Quantitative:

Socitm Survey – 4785 responses from March 2009 – May 2010.  Full results found at https://socitm.govmetric.com
External Survey – 323 responses (appendix 2)

Schools Survey – 10 responses (appendix 3)

Internal staff Survey – 269 responses (appendix 4)

Total of 5,387 respondents 

Analytics:

Web analytics helped to inform us on visitors to the website.  From installation of Google Analytics (1 November 2009) to present date (25 May 2010), we have analysed behavioural trends of a total of 1,045,892 visitors. 

Over this period, visitors visited an average of 3.73 pages per visit and spent an average of 2m39 on the site.  49.61% of visitors were new, 50.39% were returning.   Top content over this period was as follows:
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Source 2 – Top content
Qualitative:

Statements and attitudes towards the website were gathered through the channels detailed above.  Responses were requested via a number of open questions, including:

· If you could change three things about the website, what would they be and why?

· How could we improve the information and the way in which it is displayed?

We received over 600 qualitative statements from our audience groups.  A selection of the most common statements and our response to them is detailed below in source 6.  

Demographics:

A cross section of Medway residents were approached to take part in consultation, some of which were trackable and some which were not.  The list of 11,000 email addresses, for example, were a representative sample of residents across Medway but demographic information on individuals was not appended due to data protection.  

Demographic information we did document includes the following (extracted from the external website survey also detailed in appendix 2):
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Source 3 – consultation information gathering
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Source 4 – age analysis
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Source 5 – ethnicity analysis

The above shows evidence of our reach over various audience groups, ages and ethnicities.  Further evidence of a wide demographic consultation is available – this is an overview.  

What did we do with the information gathered from Phase One consultation?  

The aim of phase one was to inform the design of wire frames and first design iteration, which would form the basis of phase two consultation.  The quantitative, qualitative and analytical research and consultation was pulled together in a series of exercises to determine layout of website, positioning of key elements and user paths. 

These exercises included card sorting, carried out by Wicked Web (design agency) to determine the site map (appendix 5) which would in turn determine the design layout (appendix 6).  A series of reports were compiled as a result of consultation, to assist Wicked Web to do this (see appendix 7 and 8).  

See below for example qualitative consultation report and what we did as a result of it:

	What you told us…
	Actions we are taking

	…about functionality
	

	Search engine is too vague with results – too much to wade through
	Much of your feedback focused on the limitations of the search engine.  We recognise it is no longer satisfactory and have invested substantial time, resources and finances into:

The requirement specification for a new search engine

Investigations around the technical integration of various solutions

We have procured one of the best search engine solutions in the market and are confident that this product will exceed your search engine expectations on the new site.

	The search engine rarely brings up relevant answers, it is a bit hit and miss
	

	Search engine improvement – to save time trawling pages of irrelevant information. Improve menu’s to get you where you need to be quicker.
	

	Invite residents, groups to add information
	Much of the new functionality centres around interaction.  You will be able to rate the pages and add comments to sections of the site

	Change the colours of the text and background to make it easier for dyslexic users
	The site will be subject to rigorous accessibility testing, both internal and through a third-party provider.  It will be accessible to WCAG AA standards.

	Make it easier to search for something rather than having to look through several pages before finding what it is that you need
	The search engine and the new navigational structure will solve this.  Our aim is to make the user perform the fewest clicks possible to get to the page of their choice

	Search engine improvement – to save time trawling pages of irrelevant information. Improve menu’s to get you where you need to be quicker. Better help function.
	The menus, or navigation bars, are going to be simpler and more user-friendly.  There will be several routes to get to information, depending on how you want to look for it.  You will be in control of search and navigation on the new site, not us.

	Mapping service i.e.: when people move to a new area to find out details of where they have moved to, i.e.: refuse & recycling collections.
	Mapping is a major consideration in the functional and technical design of the new site.  We are providing a ‘find my nearest’ option for easy visual access, through mapping, of your local amenities and services.

The final decision on the mapping provider we will use will be released as soon as it is approved by the project board.

The site is getting a complete overhaul and redesign.

	The site needs a complete overhaul and redesign. The mapping service is clumsy and difficult to use – better to use Google and/or Multimaps.
	

	Have more use of the search function and fewer links and buttons on the page – too much second guessing of what people are looking for.
	The home page will be simpler with more onus put on the search function (which will be more prominent) and navigation bars.

	
	

	
	

	…about content
	

	one of the better sites i have visited, keep up the good work
	Generally you have told us that you are happy with the content on the website.  We continue to work hard to keep it accurate and up to date.

	I found what I was looking for and there was other stuff that linked from your website that was helpful too.
	

	The information is fine, but it is very difficult to find it
	As above, you are happy with content but not ways to find it.  The new navigational structure and design will help to solve this problem

	sometimes the website can be a little confusing to navigate, but the information is always there in the end
	

	Need to keep information up to date, looking for something and then finding the it two years out of date is disheartening and also makes the customer feel that the provider doesn’t really care.
	A new publishing model has been approved which includes a more rigorous reporting mechanism on content updates.  Each department will be monitored on how often content is being updated and spot checks will take place to ensure all information is accurate.

	…about navigation/structure
	

	Clearer and better links to A-Z of facilities and services – not everybody knows which of your curiously-named directorates is responsible for particular services (apart from the obvious ones)
	The A to Z is going to be a main navigational feature.  Services will be named according to what you call them and what the Local Government Navigational List calls them (LGNL – the national standard).  We will ensure that pages are ‘tagged’ according to the language that customers use so that they are always easy to find through the search function.  Less of a focus is going to be put on Medway Council the organisation and more on you, the user – so if you want to choose to ‘Pay it / Report it / Find it’ you can do so, alternatively if you want to use the A to Z, or use the search function, or choose ‘I am a resident’ for all residential services.  You are in control.

	An alphabetical index of all topics covered in the website would be useful.
	

	Need to be easier to navigate and search – maybe redefine topics and list for thoroughly what is encompass in this titles…
	

	Break up into more subsections for ease of search
	

	The site is too text heavy and navigation is poor
	There are currently 3,200 pages on the website.  We’re undergoing a review of every single page to ensure that it has a valid place on the new site and that it is concise and accurate.

	The web-site seems disorganised, information is hard to find – there is far too much information displayed at one time.
	

	I can’t quite put my finger on what it is, but there’s something about the current site that doesn’t make me want to be a regular visitor. I would only come when needing specific information. There’s not really anything actually ‘wrong’ with the site, but maybe more defined blocks between the index on the left and the main information? It currently looks a bit scattered / disparate. The colours don’t flow (to me anyway) on the left hand listings. Again nothing really ‘wrong’ just doesn’t feel quite ‘right’ either.
	It is possible that this stems from an outdated design and the fact that website are so much more advanced nowadays than at the time of the website creation in 2003.  It looks scattered because ‘bits’ have been added over the years to enhance the site – the new site will be more consistent and coherent.  We are discarding the use of colours in the navigation.

	Have some quick links showing information on the most frequently asked questions.
	We are putting in quick links into the main navigation, linking to most viewed pages

	It could be a lot easier to navigate: there needs to be a lot more shortcuts and the whole thing could do with being less fussy
	There will be more direct routes to information, and a generally cleaner approach

	Navigation – save wasted time looking for relevant info
Make it more punchy – less wordy – sometimes have a look to read /look at which can be distracting
	Our mantra is to allow you to ‘find’ or ‘do’ quickly and easily.  Every aspect of the site will be designed with this in mind.

	…about design, look and feel
	

	Quite dull and dated – need to make it more fun to look at so people are more eager to browse
	We’re updating the designs, using more imagery and use of colour.  We’re using bold colours, introducing colour through mapping and images.

	Needs to be more colourful and cheery, at the moment its very dreary
	

	Make it more modern – its very boring – looks wise.
	We’re using a new structure of page to update the look with use of rolling images and drop down tabs to create some movement whilst still being Double AA accessible.

	Make it more visually impressive, maybe segregate into residents/business/tourism.
	We considered segregating the site entirely, but decided to introduce this as a navigational tab (I am a resident/business/tourist) so that it is an option that users can choose but they also have the option of seeing the site as a whole and selecting a different way to navigate.  It will be more visually impressive – the procurement of the design agency (Wicked Web) was meticulous so that we found exactly the right people for the job

	more and up-dated pictures of the area
	We’ll be using more images of Medway on the home page to showcase the area

	By making the pages less crowded, set the information out more clearly so things are easier to find and understand
	There will be less text on the home page and we’re reviewing content (all 3,200 pages)

	…about the three things you would change about the current website
	

	Welcome Page, Web Site Search Facility, Key Pages as heading tabs.
	All of these will be improved as explained above

	1 Search is slow and the results page is not that clear
2 Clearer headings for each area/ department on the main opening page
3 Too much info on the opening pages that confuse- too many different topics that maybe should just be headings.
	

	1. Initial navigation should be more intuitive than now – but with some indication of where particular services might be found.
2. Make screen look more customer-friendly but without too much colour
3. Narrow the levels that someone has to go through to get to their chosen place
	

	Search Function
Search Function
Search Function …. so would not have to go to Google first
	

	Search engine is very poor, interactivity for customers as not utilising new technology, promotion of key services accessed most regularly by customer e.g. Revenues and Benefits not being hidden away under your council or housing
	

	Improve the search engine
Decrease the amount of writing on the first page of each link
Consider having drop down menus from the links on the front page which might support you to find where you want to go next.
	

	1. Search engine – existing offering is really quite poor
2. Organisation of menus, areas etc. – far to difficult to find anything, end up clicking into page after page to find something.
3. More online forms etc.
	As above.  With reference to forms, the way we do online forms is being overhauled.  We will be offering a new online forms service.

	Everything about the site.  It’s one off the worst websites I’ve visited
	We know there are limitations with some areas which let down the entire website which is why we wanted to redevelop the whole site rather than bolt on new features.

	All of it to be honest – theres not point in doing half a job, it all need a makeover
	

	Better search facilities
An improved visual appearance
Less of a hierarchy system
	With reference to the hierarchical structure, we are using the LGNL as a guide for the information architecture.  This is a polyhierarchical structure meaning the information is accessible from a host of different entry points.

	1) – We must have a consultation element to the website. its an easy way to disseminate information, gather feedback from residents and be more informed about what people want.
2) more pictures, pictures tell a thousand words, please can we ensure pictures of medway actually include medway residents
3) styling and branding of website to capture the interest of users, there is so much going on in medway
	There will be an opportunity to rate every page of the new site and to comment.

We will be using more images of Medway and of Medway residents where possible.

The home page has been designed to capture attention and spark interest in local stories

	Homepage – quite dull design & text heavy. Too many menus on both sides of the screen – think the colour tabs work well, but spotlight, webcam and related links are unnecessary.
Your Council – make it easier to find agendas and decisions. Decisions should be updated quicker.
	Homepage design will be more vibrant, menus will now dominate the top of the page (and will be drop down rather than expanded) to free up space for content in the main body of the page.

A significant investment has been made into democratic services in order to improve the online offering under ‘Your Council’.  A fully searchable online database of minutes and agenda has already been developed and is located here

	…in general
	

	i think the website needs a completely new revamp
	So did we – hence the redevelopment. We want to exceed the expectations of all of our web users.

	The website is in need of a comprehensive overhaul to make it fit for customer and staff needs and expectations.
	


Source 6 – feedback to actions

The collation of the results of all phase one consultation streams was used to design a wire frame with a customer-centric navigational structure and a design which reflected what users had told us about the desired ‘look and feel’ of the new site.  

3. Phase Two: Testing proposed designs and functionality

Aim:

The purpose of testing at this stage was to test out initial design concepts, features and functionality for the website before significant resource was dedicated to specific activities during the build phase of the project.

Activities undertaken in order to achieve phase two objective:

The phase two consultation plan activities are detailed below, alongside the actual activities undertaken by date.  

In addition to the qualitative consultation detailed below, the analytical research stream continued throughout, and a new quantitative stream was introduced. 

This involved the use of click-tracking software (www.crazyegg.com) to monitor activity on the wire frames.  Metric in place were as follows:

· Visitor count – to qualify how many of the people consulted we had testing the frame

· Heat mapping (cluster analysis of density of clicks on wire frame to determine positioning)

· Textual tracking – tracking activity on those areas of the site that had been assigned a ‘name’ – i.e. the ‘I am’ / ‘I want to ‘ elements of navigation

· Browser tracking – to tell us what browsers our testers are using in order to optimise the site for all

· Operating system tracking – as above and for increased customer insight 

Reports to demonstrate evidence of all the above are found in appendices 9-17.  

Actions taken as a result of this consultation stream are as follows:

	Metric
	Action

	Heat mapping/Textual tracking
	· Clusters found around the ‘I am’ and ‘I want to’ elements (12.4% and 10.1% of clicks respectively) confirm that visitors are intrigued by the new elements and use them in order to do or find as quickly and easily as possible

· Environment and planning, housing, A-Z, Jobs, Leisure all attract high volumes of clicks as per the analytical research carried out.  Making these elements more prominent allows for easier access – something confirmed by many in the qual feedback sessions

· ‘Find my nearest’ element achieved 4.5% of clicks – will this be as popular as previously imagined?  Number of clicks does not correlate with feedback received – but maybe down to the wording of the wire frame test scenario.  Monitor this element closely at launch – if it is not useful to users it needs to come out of the main navigation

· Quicklinks along top nav bar attracted a lot of clicks – people find it easy to find things this way

· Weather element attracted more clicks than expected – this was put on as a space filler originally.  Should it stay?  Opinion was ‘why would you want to know what the weather is like if you’re in Medway’ but click tracking seems to say otherwise.  Launch as one of the replaceable elements – monitor closely. 

· Navigational positioning (right hand rather than left hand) does not seem to be a problem – as brought up in qual research.  Users seem comfortable with right hand…however, this needs tracking carefully as noted in ‘time to click’ below

	Time to click tracking
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	Could be a concern and needs monitoring closely – we want people to click within at least two seconds

That said, factors for slow activity include:

· New site – users taking the time to assess

· Many are referring back to test instructions whilst looking at the site

· In user testing, I brought up the wire frames and explained the positioning and then started to ask the test questions

· People are keen in user tests not to make mistakes and appear foolish so they take their time

Something to monitor closely and if people are finding the site difficult to navigate we will reassess the positioning. 

We would expect that the time to click will decrease the longer the site has been live for – this will be studied after launch. 

	Browser tracking
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	IE8 is by far the leading browser choice – and IE versions account for 76% of user browsers.  Site must be optimised for IE browsers. 

Take into account other popular browsers when browser-testing – in a relatively small sample there are higher than average Firefox and Chrome users.

 


Source 7 – click tracking analysis
Further quantitative consultation stream:

A quantitative exercise was also undertaken internally, with Service Managers on 14 May.  This was carried out on paper wire frames and results collated. 

Of all clicks recorded, top three results were as follows:

Traditional organisation-centric navigation: 50.6% of all clicks

I want to… : 18.3%

Find my nearest: 13.3%

This contradicts the click-tracking software results and may be attributed to the following factors:

· Service Managers view the website through the structure of the organisation and thus follow the departmental structure that they recognise

· The wire frames were on paper so the I am…and I want to… do not create as much intrigue.  Online, the user doesn’t not know what is going to appear behind the link and wants to explore.  

· Traditional navigation is still preferred by many

· For those with a vested interest in the area, the ‘find my nearest’ location will be a very useful feature

The quantitative results of all of the above demonstrate that every user is different and that some will be attracted to the new, easy to use and quick navigation whereas some will be confused and deterred by this.  The decision has been taken as a result to keep the ‘What we do’ navigational tab constantly expanded.  The other options are available but we have a duty to cater for the most unsavvy web-user first and foremost to ensure everyone can access information. 

Testing will take place on a number of other scenarios in phase 3 as the five tests used in phase two provided limited results.  Testing will be carried out in focus groups with at least 15 scenarios.  

Qualitative consultation:

The Medway Council re-development blog was launched in March 2010 at http://medwaycouncilonline.wordpress.com .  

The aim was to provide an online repository for project information that would be open and accessible to all.  As well as project information and updates, the blog was used as to showcase designs and to encourage user testing of ‘wire frames’ and to encourage feedback at every stage of the project, to ensure the website is built based on user requirements.  

[image: image7.png]Medway Council Website Redevelopment — Online Consultation

Pages
e
e
s
aet involved

Suruay

Sign up to email
updates

Subscribe ta this blog and
receive notfications of new

posts by email

Sign me up!

RSS - posts
RS - Commants

Tags

best practice comment

conterance dESIGN

Functionality

Intarction lesrnings laok and
feal users wicked wab

Home

Meduway Councilis redeveloping its website.

Masuay Coundl has secured funding to redevelop s vebsite and content management
system &4
The axisting vebsite, rested in 2303, is unsustainable on the exiting technica Serving You

infrastructure., The current functionality no longar fulfls the expactations o nesds of you,
our website usars. You have already told us that some features of the site are not dalivering in the way in which you

need them to - an example being the search function.

The Internet landzeape has shifted rapidly since the lsunch of the cunent sits — Intemst access and ussgs has
inereased enormously in Madway since 2003 and is the prefenred channel through which many Meduay residents make

cantact with the Councl services or access information

You have told us that there is an increased nesd for interaction with public services online, allowing you to fulfil your
needs quickly snd azily without having ta follow up 3 visit o the website with 3 phane call or smil

We want to offer you the information you need in the most easiest, quickest way possible

We welcome all feedback you have on the website redevelopment and we need you to play a partin its development
50 that we can offer the best possible online experience for you. By inviting consultation at all stages of the
redevelopment, we hope to ensure that we can make your personal online experience of Medway Council better.

Edit | 13 Comments »
19 Responses to "Home"

o

Jess £ Saye

T think the layout is dlear and the language is 300 = T can understand how you are talking to me - I like the ‘T
am’ saction. There is a lot to ook at but the heirarchy laads you through it quite well. Only thing T would say is
£ be careful of repatition betvesn the 1 am section and the central fastures pansl, though 1 like that you put
new information and community updates in front of ma on the homepage

Massive improvemant!

Reply

Recent Posts
Learning from other counc
its
Calling ail photographers
Haslth-related
infarmation an &
councl vebsite?
Cansultation update
Publizher training
Fesdback and Respanze
Cansultation - the stary
2o far
Canzultation Plan
Wire frame tasting
Design concept
ReS user?
What do you use the
website far?
Wicked Web selactad 2z
digital design agency

Medway Council's
twitter feed

News: Medusy's bus
tmatables suailable in
handy booklat

bt/ /it o/ arita

4 hours ago

News: Festivals big
launeh could be just your
cup of tes

bt/ /bit o/ GErPA

2 days ago





Source 8 – re-development consultation blog
There have been 3,286 unique visitors to the blog since launch.  All have had the opportunity to comment and leave feedback and many have (see consultation feedback – Appendix 19). 

The consultation strategy is detailed in RD6 – Consultation (appendix 18).  Phase two (proposed) and phase two (actual) is detailed below. 

	Phase Two - Proposed Consultation Strategy
	Phase Two - Actual Consultation Strategy 

	Audience/ stakeholder group
	Activity
	Activity
	Date

	Residents in Medway aged 16 and above
	Create page on www.medway.gov.uk explaining project and linking to relevant information/resources
	Page created - http://www.medway.gov.uk/index/council/communications/websiteredevelopment.htm with link from website home page 
	17-Mar

	
	Create project blog (external) to use as ongoing consultation tool
	Blog launched - http://medwaycouncilonline.wordpress.com
	05-Mar

	
	Revise and raise profile of existing survey set up
	Email sent out to purchased list of 11,000 residents in Medway asking them to complete the survey in return for a £50 price draw incentive
	14 Jan and 17 Mar

	
	Consultation among older residents – Medway pensioners’ scheme
	Sent consultation email to Medway Pensioners’ Forum and the Medway Older People’s Partnership - pensioners@medwayforum.fsnet.co.uk; Mary-ann@cvsmedway.org.uk; - Monday 19 March.  No response received as yet from these groups in particular.  However, from the results of one public consultation survey, over 55s have constituted 22.1% of all of the people consulted
	19-Apr

	
	12-person focus group on design flat files or clickable mock-ups for sample of this group
	Rather than focus groups, we decided to go out to consult where people are using PCs in their own environment rather than a false environment - to encourage openness.  Testing was carried out with members of the public in Strood Library, All Saints Sure Start centre, Employ Medway, email sent out to all head teachers to share with parents, teachers and students.  Email sent out to 11,000 email list (residents' email addresses) asking them to visit blog and complete wire frames. 
	31 March  to 21 May 

	
	Post design and functionality ideas on blog for comments
	Design concept and Wire frame posted to blog, supported by explanations, appeal for comments and additional exposure through press release, emails and internal emails/website exposure
	Designs posted 17 March.       Wire frame posted 31 March

	Residents in Medway aged under 16
	Create page on www.mixitonline.co.uk explaining project and linking to relevant information/resources including project blog
	Page created on home page of site http://www.medway.gov.uk/mixitindex.htm and sub page http://www.medway.gov.uk/mixitindex/websiteredevelopment
	17-Mar

	
	See Youth Parliament entry below
	Presenting at YP 11 June - impossible to secure a slot in the agenda before then (approached march 31)
	11-Jun-10

	
	Revise and raise profile of existing survey set up
	Survey sent out to fans of Mixit and Under Siege facebook pages.  Also posted on Mixit and sent out to youth parliament mailbox
	 17-Mar

	
	Visit youth centre
	 tbc
	 

	
	12-person focus group on design flat files or clickable mock-ups for sample of this group
	Encouraged young people to test wire frames and comment on designs - email sent out to all fans of Mixit Facebook page and Under Siege Facebook page with link to blog and £50 High Street Voucher incentive.  Inviting 
	 4-April

	
	Post design and functionality ideas on blog for comments
	Posted-  linked from Mixit and sent out in email
	 17 March

	Businesses in Medway
	Mail to businesses on council list with links to relevant resources
	Direct mail letter sent out 13/5 to 500 businesses across Medway - representative sample of all sizes, turnover and locations across Medway
	13-Mar

	
	Revise and raise profile of existing survey set up
	Email sent out November 2009 to 1,290 business contacts in Medway
	 Nov 09

	
	Contact North Kent Chamber to identify how to engage with their members
	Contacted Tracey Manley, Chief Exec of the Chamber and Debasish Sen, Federation of small businesses.  Both alerting members to the wire frames and designs on the blog and to leave feedback
	 March

	
	12-person focus group on design flat files or clickable mock-ups for sample of this group
	 Sent out to Medway tuttle to test (local businesses involved with web design/development in Medway) – also link on direct mail piece
	 April 

	
	Post design and functionality ideas on blog for comments
	Done - sent out as link in direct mail piece
	13-Mar

	People travelling and/or working in Medway
	Blog
	Demographic research of surveys carried out proves this group was reached.  Open public consultation also ensures that information, wire frame tests etc are available through social media and the website
	 

	Job seekers
	Ask HR Resourcing to send out/append information about project to job applicants/enquirers
	Instead of this, web link created on jobs page of council website - increased exposure (all people searching for jobs, not just those who apply) - http://www.medway.gov.uk/index/council/jobs.htm
	17-Mar

	
	Information/link from relevant existing jobs page on council website
	Link created from home page.  Twitter feed posted on blog (possible to access latest jobs feed through blog)
	 

	
	Employ medway
	Public consultation session (staff and job seekers)
	12-Apr

	
	blog
	Email sent to cross section of Medway residents (11,000 email addresses) w/ link to survey, blog, wire frames and designs
	 

	Inspectorates (eg Audit Commission)
	Speak to Steph Goad about feasibility of undertaking Audit Commission interview
	 tbc
	 

	

	Residents moving/considering moving to Medway
	blog
	Open consultation on website, blog posts tweeted into public domain, press release
	Ongoing

	Local public service partners
	Contact Communications colleagues at NHS Medway, Medway NHS Trust and Kent Police to request circulation of survey link (specific survey for this group)
	NHS Medway, Medway NHS Trust, Kent Police, Community Safety contacted in link/PR build exercise.  Consultation link added to CSP on 17 Mar; article posted on NHS Medway homepage and local news section. 
	17-Mar

	Local and national media organisations
	Use Newsflash to email existing media contacts and link to media-specific survey
	Press release issued
	28-Apr

	
	blog
	All blog posts auto-uploaded to Twitter feed.  Blog sent out on press release and posted on home page of MC website inviting open consultation
	Ongoing

	Medway Council and local public sector staff
	Email to all staff about project with link to survey
	Sent out
	05-Nov

	
	Email to all staff with proposed designs and opportunity for feedback
	Sent out 
	6 Apr and 8 Apr

	 
	 
	Additional consultation - wire frame testing sessions for staff at Café Sunlight and Civic Centre and Housing staff
	8 April and 22 April and 10 April

	Medway Council elected members
	Email/letter to all members with link to member survey
	Email sent - generic survey
	March 

	
	Offer of presentation to political groups
	Offer sent 
	March 

	
	Portfolio holder consultation (early)
	Members meeting set up to explain project and showcase wire frames and design & consult
	19-Apr

	
	Offer of presentation to political groups
	Offered at members' meeting - no requests so far
	19-Apr

	CMT/Service Managers
	Written monthly update (put forward by Stephanie Goad as project board chair)
	It was decided that the full service managers' meeting would be a better opportunity to engage with all senior staff and explain the scope of the project
	 

	
	Design presentation
	Presentation given on purpose and progress of web3 project, wire frames tested, comments solicited and design feedback requested
	14-May

	Service managers
	Specific version of staff email for this group
	Email sent to all managers with link to blog, wire frames and design, and request to support their publishers through the content update process.  DMTs and service managers' meeting also attended to present the project and designs in person 
	20-Apr

	Existing Obtree co-ordinators and publishers
	Specific version of staff email for this group
	Email sent out to all publishers - link to blog and request to test and comment
	06-Apr

	
	Email 
	Sent out with links to design and request to update pages
	20-Apr

	Disabled workers’ forum
	Email to forum members
	Email sent
	23-Mar

	
	Email to members and slot at forum consultative meeting
	Forum attended - wire frame testing complete and design comments added to consultation feedback 
	21-Apr

	Black workers’ forum
	Email to forum members
	No response as yet
	Email sent February, 12 April - no response received as yet

	
	Email to members and slot at forum consultative meeting
	No response to requests
	 

	LGBT forum
	Email to forum members
	Email sent with link to blog
	12-Apr

	
	Email to members and slot at forum consultative meeting
	Forum attended - wire frame testing complete and design comments added to consultation feedback 
	04-May

	Youth Parliament
	Email to members and offer to present at forum meeting
	Email sent and session booked at Youth Parliament
	Email sent 20 April, slot booked for 11 June 


Source 9 – proposed vs actual consultation activities
Feedback and actions as a result of consultation:

All feedback is collated in appendix 19.  

What we did about it – activities carried out as a result of consultation:

Appendix 19 details the individual response to every piece of feedback received.  Examples of the changes are as follows:

· Text size

Many remarked that the text was too small.  We have increased it by a point and will be monitoring during phase 3.  

Also changed font from serif to non-serif in line with style guide and user comments.  

· A-Z

Feedback was that this drop down menu seemed ‘boxy’ and restrictive compared to the rest of the site.  Boxes were softened and font changed.  

· Features 
 

Added a traffic and travel feature on the right of the page 

· Images

Users were put off by the ‘garish’ pantomime image at the top of the home page – this image will be replaced by images of Medway (from Medway calendar competition), images to promote marketing activities (i.e. Castle Concerts) and the images directories held by the design team.  

· Languages

Many people asked about translation services online.  We’ve been advised by translation services that the quality of automated service (i.e. Google translate) is not to a high enough standard to reflect the service provided by the council, and that such services could misrepresent messages or information from the council.  It is important however to cater for people who speak no, or little English and as such we will provide a ‘welcome’ button in the top ten most prevalent languages spoken in Medway with a link straight through to the translation services page.  
Phase Two Summary:

The research and consultation carried out during phase one led to the production of a wire frame and design that the vast majority of consultees were happy with.  Comments were generally very positive with most of the people consulted saying that they thought the site looked much better, fresher, and a welcome change.  The feedback we received which was not entirely positive has all been acted upon and changes reflected in the second design iteration which has been handed over to the development team.  

Next steps:

Template build can now start by the development team.  This is planned to take three months – at which point the site will be released for phase three user-testing and accessibility testing.   

4. Phase three – pre-live testing – September to November (in planning) 

The purpose of testing at the stage is to ensure the pre-live website is fit for purpose and is accessible/usable as intended. For that reason the activity proposed here focuses on technical aspects of the site, rather than aiming to consult each audience/stakeholder group. However it is recommended that focus groups with the three primary audience groups are undertaken to ensure the delivered website can be considered to meet the needs of those groups.  A sample, representative of Medway and in line with both the diversity and equality standards policies, will be called upon to carry out user acceptance testing. 

It is therefore recommended that the following activities should be commissioned at this stage:

· Three 12-person focus groups – one with attendees from each primary audience group  - estimated cost £4,000

· Accessibility audit – ensuring site complies with WCAG 2.0 AA standards – estimated cost £1,800 

· Accessibility testing – lab-based site testing with users with range of disabilities – estimated cost £7,000

· Usability testing – running 24 x user task-focussed accompanied surfs with analysis and feedback. Estimated cost £6,500

· Staff survey and acceptance testing by staff volunteers

Total estimated cost for this stage: £19,300
Phase three is in planning – this document will be updated with further details.  
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