RBKC Website Audit

Problem to be solved

The Royal Borough of Kensington and Chelsea wants to meet audience needs more effectively through its website: www.rbkc.gov.uk. The site should meet the Local Government Digital Service Standard, which prioritises understanding user needs through user research and analytics, utilising appropriate tools and systems, making sure users ‘succeed first time’ and encouraging maximum usage.

Tests of success

[bookmark: _GoBack]A series of recommendations that will result in:
• increased levels of public engagement with the council through digital channels
• greater customer satisfaction
• more efficient use of council resources across its people, funding and technology
• more effective website governance

Requirement

An audit and user experience engagement spanning 12 weeks and covering:

1: Audience insight
Profiling key users and audience segments. Identify their needs, digital
habits and preferences as well as their views and experiences regarding the strengths and
weaknesses of the current council website. 

Key output: A capture of council audience motivations, needs and pain points, brought to life
through audience personae, user stories, hit lists of popular websites and critiques and wishlists
regarding the council website’s content, design and functionality.

2: Site mapping and performance measurement
Capture the volume of site content and content types. Analyse audience behaviour through usage data and survey findings and identify trends, problems and fixes.

Key output: A succinct report accurately capturing page counts and functionality together with
usage data such as page views, the split between new and returning visitors, average dwell times,
average pages viewed per session, mobile versus desktop users and bounce rates.

3: Best practice benchmarking
Explore best practice across the UK’s local government sector and across the wider digital industry. Compare the council’s website against the content, functionality, design and performance of exemplar sites and against local and national government digital standards. 

Key output: A series of benchmarked recommendations pinpointing where the council website
could be improved, together with outline content templates and functionality recommendations.

4: Manual site audit
A full manual site audit. Analysis of every single live page using common criteria.

Key output: An inventory spreadsheet featuring recommendations and metadata for each website
page such as delete/retain/archive; major rework/minor rework; key purpose; most suitable
template. 

5: Recommendations + toolkit
A final report that captures the findings from all previous phases. The report will feature prioritised recommendations, all built around audience needs, together with tools such as templates, checklists, decision tree and workflows.

Key output: a detailed report and management team presentation detailing how best to:
• improve the site’s content, design and functionality
• increase user satisfaction
• deploy council resourcing and funding more effectively and make informed technology decisions
• cull extraneous pages, upgrade useful content and build new content as needed
• create more intuitive and rewarding user journeys
• instigate efficient content workflow and governance practices
