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Background 

• Current website was launched in March 2014, 
following design principles established by the 
Government Digital Service. 
 

• Aim was to make it as easy as possible for 
residents to successfully complete “tasks” on our 
website. 
 

• 3,000 web pages covering over 300 KCC services 
and averages around 880,000 page views per 
month 



Website usage 
data 



Website traffic (current) 

Nov 2016 – Oct 2017, excludes internal traffic (coming from within the KCC IT network) 

Page Views 

Sessions 

Users 

880,000 
monthly average 

402,000 
monthly average 

216,000 
monthly average 



Compared to other County Councils 
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Website traffic (historic) 
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36% increase over  
the last 5 years 

Artificially inflated as the dataset 
includes internal traffic data, during a 
major redevelopment phase of the site  
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Based on session / visits data 



How do people find our website? 
Search engines  
(Organic) 

Paid search (3%) 
Social media (3%) 
Emails (1%) 
Other (1%) 

Based on external sessions, November 2016 to October 2017, rounded to nearest 1% 

65% 

19% 

 9% 
From a different website  
(Referral) 

Typing in our address  
(Direct) 

 8% 



Our website is designed to be found 

For example: 
 
“tip” 
 
or: 
 
“Household waste 
recycling centre” 



Higher search engine rankings 

Our page appears at the top of the search result, even though 
our page is called “Household Waste Recycling Centre” 



What devices do visitors use? 

Desktop 
↓ 8% 

Mobile 
↑ 61% 

Tablets 
↓ 11% 
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Sessions 

Oct 2017, 48% of sessions took place on mobile (39% desktop, 13% tablet)  
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Oct 2017, 48% of sessions took place on mobile (39% desktop, 13% tablet)  



Designed to respond to the user’s device 



Designed to respond to the user’s device 



Seasonal patterns - monthly 

2015 2016 2017 

Data shown is for total (external) kent.gov.uk page views (November 2014 to October 2017) 

Shows clear patterns of peaks and troughs throughout the year. 



Seasonal patterns - Weekly 

Data shown is for total (external) kent.gov.uk page views (November 2014 to October 2017) 

Weekly view identifies sharper peaks and troughs: 

Christmas Summer 
holidays 

Primary School 
Applications opens  
(Nov) and closes (Jan) 

KCC  
elections  

(May) 



Seasonal patterns - daily 

(Friday 5th May  
KCC election  

results day) 

Early March: 
Secondary School 

Offer Day 

Mid April: 
Primary School 

Offer Day 

Mid October: 
Kent Test 

Results Day 

Daily view shows the effect of 
the schools admissions cycles 

the “shape” of web traffic 

Data shown is for total (external) kent.gov.uk page views (November 2014 to October 2017) 



Days of the week 

Based on external kent.gov.uk sessions (November 2016 to October 2017) 
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Time of day 
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Based on external kent.gov.uk sessions (November 2016 to October 2017) 



Top 3 pages (16/17) 

Based on page views (external) 1 November 2016 to 31 October 2017 

Home page Jobs Search results 

Less than 8% of 
visitors entered 
our site through 
the home page 

Nearly 4% of 
visitors entered 
our site through 

the jobs page 

3.4% of visits to 
our website used 

the site search 
(65% Google!) 



20% 13% 

11% 

11% 

8% 8% 8% 

2% 3% 

Approximate percentage of total page views by service areas (11/16 to 10/17) 



Top service pages 

1. Libraries main landing page (270k) 
2. School term dates page 
3. Primary school places page 
4. Kent Test page 
5. KCC Election Results page 
6. Roadworks (map) page 
7. Secondary school places page 
8. General school places page 
9. Renew a book 
10.Report a problem (113k) 
 

Together these 10 
pages account for 
just under 17% of 
all page views. 

Based on page views (external) 1 November 2016 to 31 October 2017 



User 
Experience 

and Feedback 



Designed for our customers 



GovMetrics 

• Tells us what 
people like and 
don’t like. 

• Averages around 
1,200 ratings each 
month. 

• In top ten for 
satisfaction  
(top three County 
Councils) 

GovMetric Ranking as of September 2017 (latest report available) 



Website Exit Survey 

• Tells us what people like 
and dislike about the 
website. 

• About 1,000 responses 
received each month. 

• Satisfaction with 
website last year 
ranged from 74% to 
82% (PI = 65%). 
 



Better Connected assessments 

KCC is the only county council to have received 4-star ratings 5 years running 



New site: 
21 secs   

Old site: 
42 secs 

Customer Journey Mapping 

Where to get rid of household waste? 



Heatmap 
The heatmap shows how 
the first three menu items 
are the most clicked on. 

 

It also shows that there are 
a large number of landing 
page menu items that aren’t 
clicked on as much. 



Heatmap 

Same result for mobile: 





Heatmap 
Users are 
using the 
button to go 
straight 
through to 
the online 
catalogue. 



User Panels & Testing 

• Panel invited to participate in an 
online card-sort exercise. 

• Results are used to build an initial 
navigation. 

• This is then tested with users…. 



54% 
success 
rate 



 

72% 
success 
rate 









Helping our 
residents 

(to do what they need to do on our website) 



Web Chat 

Web Chat (a tool provided by Agilisys) helps people to 
get their queries answered more conveniently online, 
and so avoid the need to call the Contact Centre.  

• Speed awareness 
• Young person’s travel pass 
• Report a problem on the road or pavement 
• Dropped kerbs 









Web Chat Walkthrough 

We also have a button on the Contact 
a service page which appears when 
advisors are logged on and available 
to chat to customers.  



Website  
user asks a 
question… 



Contact Centre Agent responds… 



Link goes direct to the right page… 



User finds the information they need… 

(And they know where to go next time or keep a copy of the calendar) 



Wrap up and feedback… 



Record of conversation (if required) 

• Quicker, more convenient for the customer 
• Avoids telephone contact cost for KCC 



Kent.gov.uk is… 

well-used and growing 

high standard, well-regarded  

data driven & user focused 

helping residents get stuff done 



Q&A 
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