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Good Morning, I’m Steve Grange, Web Project Manager at Cambridgeshire 

County Council.  I am also this years SOCITM Graham Williamson Award winner 

where I travelled to Vancouver to work at the City of Vancouver studying how 

they use User Centred Design and User Experience.   

 

For the rest of the presentation I’ll refer to User Centred Design as UCD and User 

Experience as UX. 
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To start I’ll define UCD and UX. 

Imagine this – you’ve recently launched a new website which took 3 months to 

develop.  You went off and got the requirements and then designed it.  Then, 

after go-live, you notice that task completion rates on the site are low. Instead of 

the site being a self service transaction, people are phoning your Contact Centre 

to complete their task and complaining about how unintuitive and hard to use the 

site is. 

 

UCD is about putting your customer or user in the centre of the design. You 

understand their needs (as well as the businesses), and work with them using a 

range of techniques to develop the product. 

 

UX however is an iterative process of improving the “user experience” of a 

product. It’s about testing your product with a customer, listening to feedback 

and making changes to it.  As the process is iterative, the new changes should 

then be tested again and again to ensure you have a fully usable site. 

 

I’m extremely passionate about UCD and UX in the context of Web Development, 

and in my organisation, we’re extremely focussed on ensuring our 4* website 

remains one of the best in the Country. 

 

While I was working in Vancouver as part of the SOCITM Graham Williamson 

Award, I identified that UCD and UX can provide cost savings by being an enabler 

for channel shift.  One of the issues I found though, is that leadership needs to 

drive this.  This presentation is based on my findings from Vancouver and my 

own experience in Cambridgeshire County Council. 
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Most people have seen or heard of the approximate costs for each channel.  A 

quick reminder - face-to-face traffic is £7.40 per visit, £2.90 per phone call and 

£0.32 per web visitor according to SOCITM’s Insight Better Served report of 

February 2011.  

 

So, how can you encourage channel shift by using UCD and UX? 
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It sounds so simple and it really is.  Your customers know best how they want 

information provided to them.  No-one should believe they know what their 

customers want.  Your customers know better than anyone.  Asking them directly 

is the basis of UCD and UX. 

 

It’s about putting your users or customers in the centre of your projects. 

 

When I was in Vancouver, I learnt that the City of Vancouver spent a lot of time 

with their citizens to listen to what they had issues with and how they wanted to 

see information provided. 
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This is a screenshot of the City of Vancouver’s old website before it went live on 

the 8th August this year.  This is from cached version so the image in the blue 

section is missing but it gives you a good idea of what it was like.  Very un-user 

friendly, no place to start, no helpful information and hard to find your way 

around. 

 

I joined the team while they were finalising the content so most of the UCD and 

UX had been done prior to me joining them.  They spent a considerable amount 

of time talking to their citizens using many techniques which I’ll go through 

shortly. 

 

After all the hard work they put in, this is the end result. 
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It might be hard to see exactly what is here but essentially they completely re-

designed the site to give it a modern look and feel.  They also completely re-

designed the IA (Information Architecture) which is how the information is laid 

out.  The website as a whole, and various parts within it, went through many 

revisions following consultation with their citizens.  The team really did follow the 

principle of putting the user in the centre of the design.   

 

Again, it’s all about talking to your customers and listening to what they want. 
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I came back to the UK with a stronger desire to make everything we do for our 

customers as user friendly as possible.  We’ve always been very strong at UCD 

and UX but with new skills, tools and ideas from Vancouver, I’ve brought these 

into our team at Cambridgeshire.   

 

I’ll go through a few simple UCD and UX tools which can be used by you for your 

websites. 
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This is a summary diagram which shows all the phases of a web project with the 

different UX phases and the techniques which can be used. 

 

The important thing to take away from this is that UCD and UX is used 

throughout the project and is iterative.  Once you’ve used a few techniques, you 

don’t put them away never to be used again.  The tools should be used over and 

over again to constantly improve whatever the project is delivering.   

 

What I like about UCD and UX is that it’s very scalable and informal.  It’s easy to 

jump into, learn from and walk away from.  Because of this, there are no hard 



and fast “rules” you have to follow.  However, in my opinion, there are a few 

techniques which should be used every time.   

 

These are Analytics, Personas, Wireframing and User Testing sessions. 
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There is a lot of information on the next few slides so please don’t try reading it 

all. 

 

Analytics technique is quite straightforward.  It’s about looking at vast quantities 

of data that can be used to analyse usage trends across the website.   

 

It’s helpful as it can help project teams learn more about users of the site, their 

trends and preferences.   

 

Ideally, you’d use this technique during the research phase of a project and also 

after go-live so you can evaluate the success of the project.  You should 

expecting an increase in web traffic and a decrease in Contact Centre calls. 
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The Personas technique is a really important technique as they build a picture of 

who your customer is.  Personas are fictional but provide a narrative for real 

users, depicting their needs, wants and aspirations.  They’re based on research 

and include details such as demographics, experience levels, behaviours, 

attitudes and goals. 

 

You can associate a persona, or set of personas to a project so you know who 

your audience is.  For instance, if you’re about to re-develop a free school meals 

application, the personas likely to be used will be parent based personas.  You 

won’t want to focus too much on students, pensioners or children.  As the 

audience for this example is parents, you’d use the persona to understand who 

they are and how they like information provided.  Using this, you can then start 

designing the product for these people. 
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Wireframing is a technique to sketch out a design using frames.  They’re really 

flexible and help provide an overview of the layout of the site and the 

components within it.  Wireframes are also useful to give to developers and users 

who can provide feedback on how the site is laid out. 

 

The following slide is a detailed wireframe which the City of Vancouver created. 
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What I like about this detailed wireframe is that it describes through text what 

happens on the page (on the left), shows how the comment boxes should look 

and gives the developers prompts through the orange arrows to follow the 

journey. 

 

Wireframes don’t have to be this detailed – they can be simple sketches with a 

pencil on a pad of paper to give an idea how the product should look. 
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User Testing is my favourite technique.  This technique is where you interact with 

your customers.   

 



There are several ways you can do user testing – face-to-face, over the phone or 

remotely through screen sharing.   

 

For each method, the aim is the same.  Find out how your customers use your 

site.  We recently held some user testing sessions in a couple of libraries in 

Cambridgeshire and they were hugely successful.  We created some special tasks, 

invited members of the public to spend 5 minutes with us then we studied how 

they completed the tasks on our site.   

 

Using a facilitator (someone who asks questions such as “what do you expect to 

see here” and “why did you just hesitate then”) you can build a very strong 

picture on how usable your site is.  Screen capture software and webcams are 

also very useful additions to record the session if the customer is happy for them 

to be used.  
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That gives you a very brief idea of the techniques which can be used which I 

learnt from Vancouver and from my role at CCC.  Having a fully usable website 

should mean you have an increase in web traffic to it.  Therefore, you should 

start seeing a decrease in face-to-face and phone volumes.  This, when calculated 

against SOCITM’s channel costs, should deliver savings.   
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From my experiences in Vancouver, and from my own here in the UK, I’ve 

realised that buy-in from senior management is critical.  Without it, it’s hard to 

lead change. 

 

At a recent “Building Perfect Council Websites” SOCITM event Tom Steinberg said 

"No organisation has ever built a truly excellent website when the people leading 

it did not know what an excellent website is.”  This is too true.  Senior 

Management buy-in is absolutely critical for any project.  UCD and UX are 

relatively new concepts and as such they need promoting and selling.   

 

As part of my work, I regularly meet and present to senior management to “sell” 

the concepts of UCD and UX.  This, to date, has been successful and the 

management of change has been well managed. 
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To conclude my presentation I’d like to give you some final points and 

observations: 

 

1. I learnt a lot in Vancouver.  It’s great to see a local government 

organisation abroad so focussed on developing a site with customers in 

mind.   

 

2. I think all local governments in the UK should make UCD and UX a much 

higher priority across all services – not just for the web but for all projects. 

 

3. There are many excellent tools and techniques available – some with quick 

wins and some longer term gains.  For more information on the techniques 

I discussed, or any other techniques, I’d be more than happy to assist. 

 

4. Finally, Leaders and Senior Managers need to be “sold” UCD and UX to 
deliver channel shift savings 
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Thanks for listening.  I’m more than happy to be contacted about what I do so 

please feel free to use my details on the screen.  If anyone has any questions I’ll 

be happy to try and answer. 

 

Steve Grange 

01223 699831 

@grangesteve 

www.stevessocitmtrip.wordpress.com 

 


