How to Reach a Customer
Satisfaction Rate of 90+%

James Roberts & Karen Cini
City of Unley
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Councl
Administration

Careers

wWoark with us A&
"

Careers -

Vol

Strategic Planning

Execulbve Management Team
Commundty & Strategic 4 Year Plans
Long Term Financal Plan

Annual Business Plan & Badget
Annual Report & Anancials

Fees & Charges

Carporate Strategies

Frocurermenl b Contrads

Pets &
Emvasronmenl

Council & Committees

Pl Courcil

Commitiees

informal Gatherings
Confidentiality Orders Removed
Minutes & Agenda Archibee

Wards & Councillors

Wiard Map
Hedted Members
Gifis & Benefits Reglster

Excerpis o Coundll Memibers'
Register al Inlerests

Builkding &
Pewelhngument

Policies & Papers

By-Lirwrs

Polhckes

Lietegations

Public Reglsters

Pi=lilions

Deputathons

Irfermal Review ol & Councl Decision
Freedom of nformation

Reconciliation Stalerment

Council Elections

H18 Flectians

Hir thie Ebections Wiork

Profecs & Facllithes &

Irilind fees Evenils

Close

Rates Information

Adogdion of Rates

Fayment Options & Defaults
Change of Mame or Address
Concessions & Postponement
Property Valuations

Matural Resource Management Levy
Property Owmier Informeation

Section f Seanches

Our City

O City
Community Profile
Clidzenship

Australia Day Mwards
From Bush o Biturnen

Linley's Hislory

Were you able to find the information you
were looking for?
O ve

O No (please tell us what's missing)

Not using Hotjar yet?




SHOW RESULTS FOR:

Have you found what you are looking for?

Out of 600 people surveyed,

# -~  ANSWER COUNT %
60% said they didn’t find
- A Y 96 19.4%
what they were looking for. =
B Mo 295 39.7%
c Partially / not quite o6 15.4%

] Oither F 1.4%
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The People Centred Design approach

Paint the picture

We plan and research with people
[0 HTRROAvE Ol LJI1E1E3‘[E'I£']H(1II'E

Transform the process

With empathy, we will design, build and test
to deliver the best outcome

1-1-

What
opportunities
are we missing
out on if we
decide the
solution first?



Data, data,
data...

CRM data

I User

Heat maps Sirieds

N

~

Google
Search data

Analytics
Data

/ \

Workshops Site search
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Councl and indormation
| Communily lesure, programs, events

1 Council, news and adminitration
| Comman links and actions

[ Resident O&b / Residen needs
T Zhow 1 mote calepony
! Recrentlon and soclal acthelilos
1 Community Ielsure, progeams, cwenis
-1 Loecal community
- Wasle and recycling
| Resident CGEA 7 Residen needs

[T Fecreatn and secial acthilbes

[7] Pasking, rosds and tranapart
[ Lol cammunity

Cabegdnes Shovwal
Coungil

i.L
i.
-
I_
=
=3
-~

L
=

[
:

& differant catefonas
3 different categories
4 differont cotegades
§ different categoes

Sored intd
3 differenl

Annual plan, budgets, repons
Apphy for & parking permit
Book a hard rubbish collection
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Task 1 of 19 Skip this task

You are part of a local club and want to see if the council might support you. Where would you go
to see if there is any financial support available?

* Home
Building & Development
Waste & Recycling
Services & Programs
Facilities & Events
Pets & Environment
Council & Administration
Local Business

Projects & Initiatives

Task 1 of 19 Skip this task

You are part of a local club and want to see if the council might support you. Where would you go
to see if there is any financial support available?

Home
Services & Programs

Grants & Sponsorships



o

o

o

o

o

Median time taken to complete the test: 11 minutes

The quickest times: Around 5 minutes
o That’s 15 seconds per task!
o Some participants over 65 achieved this timeframe
o And they often recorded a 90%+ success

Average score: 87% success

Directness score: 76% direct success

The OLD sitemap had a success rate below 60%

=

=

BT%

B0

76%

B0

100

100



n ol Finar Dy E \hipk, Tt H Centact Lk

Council Bins. pfig. & parking Ewvents, programs & Clommunity senvices Lenvelopment &
facilities projects
| Book a hard waste collection | Reqgister a pet Pay & parking fime

| Appty for a parking permit ‘

Waste & recycling Fals Farking, roads & traffic

Rulblstsh collecton dabes Pl ragedirations E-Sconter trial in Uinkey

Wit b0 put i your 2 Deng

Doy ormpcine areas Parking expiations & paymends

Raoport i b e Lost & bousd dodn Parking axpiation dngeute

Trridficy vearihas Dhaey i £ E0vipliaints Parfiing peasmits
Hard warsie collection Otk andmals Park &delaede App

Resdiscing Washe

Justice of the Peace EB Unley Libraries 2%  Swimming Centre

Pay anling ‘{j Bin collaction day fm Forms & applications



n Havo Yeur Sy E Webs Chat u Cortact Uy Your Mo Ungliah (Australi) ~

TIE CITY of

é‘ Council Bins, pets & parking Events, programs & Community services Davelopment &
L‘,%’ facilitios projects

Rubbish collection dates

Find out when your bins will be collected and how to download 3 calendar of your waste

coliaction dates,

Report a bin issue

How 10 report a missed collection, a damaged or missing bin, apply for new or additional

bin/s or arrange the roturn of bins if a proparty is baing demolishad. entre

Bin entitlements and additional bins ications

Find detaids on bin entstloments for residential and commarcial proporties, and how to

request additional bins.

What to put in your 3 bins



File Hame Insert
—

=X it

L c 2

Paste. LLICOPY

» 5% Format Painter
Chippbonsac o e

K73 .

|

Epphy fer 8 Sep brtlerey el v
cowmidl ey

Lppiy e

L Applar o b | e St

b LTy SEE N

S ol dmeaenrg

Pl B i CURG CF Ped O RN

Comgra2 s g

i | mem

| R B el

CRELR p Ht TR E AR

e L Tl

Cly Mo 1 o8 oo T EO-LE4

gy Suggart Progrems LDF

Emrwawas of sty - Doprrary e

ey syrygey mrgsafors

Fayipit i gt ! Fey

Pt T el S e e

VEar e b e

W T PLAT S ST

Tt Ly

Eri P 2201

Snedeand Liowry Memusg o boakrg

18 _Ragivter al

Drarwy Page Layoul

Bwhrschidt Light  ~ 11

B I uv;vﬂ‘“i“

Eitr—m
Eatesa
[ ]
FitE=a
Lie—ai
Litpnm
Rup=a
CiE=a
Nae=a

[ ]

Eatr=ai
Eatr=a
| T
Almem
SlEE

Latema

i
i

Aligriturd

TG gART

TErr#ET

Feprrade

Loy L b

POl

anmss et ity i

PO

ek ey g e

whap

Pl

il

Tiggarns

2]

FLRIUT B rkeeadey e gy

PORD B ey 1

PO

wrip e pfy e e

Foprres

. 2% Wrap Tet

T EM«;:&CMH -

Help Acrotatl

Crierar sl ¥

$ % 9 AN

] Mk

Arpdaeri + Pyrred bar deg B ooe Lo
Bupiaiory « Baply fr' a Srort Sgindy Pyeerd
A - Sopord r Haedsbop

Bilmn - Sl v Haitm

Bars - Dhaege o Deedwep

P T e R H &L A3 PEL

De—prrurcs - Degutaeas Bagus

Faa

T e e e L ]

Conditional
Farmatting =

M

=

&

Foamat as
Tabhe ~

L]

LE=R o

Birpsafey

Eple

EmsL

w10

Thy berawm

Lty D

oty Bariogry

s
ety G

i Bhime

P Wb

e

fars

i

Pl

arnd

Fazrd

iy O

ot & Find &
Filter ¥ Select ~

Fary

Fera

Fazrg

kazra




Ty LRy af
) .' Council Binsg. pe1s & parking Ewvents, programs B Community services Derrtlopemant &
faecilities propects

Fird what you are lookeng Tor Sarvareh

My progress: 14%

Home ¢ Bins, pets & parking ¢ Parking, roads & traffic / Parking pesmits

Check your eligibility: Property

Pa rking permits Elsgibility is determined by:
ol = Your property type and when it was granted development
| Risnuasa b Pt | TadTipsRery: panmit Dagakikod Porking Pormas pprial

L | = Parking spaces available on your property

F ro n t e n d - -t = The number of registered vehicles garaged at your proparty
e

Residents of Unley may be eligible lor a ressdential parking pesmit, address,
® Capa Cigy L=} p.lli-tll‘"ll._': O YOUE STRest

Thise ani bwo lypes of pemmils swaitable. The type of parkeng permit you will be Esued s

dtarminesd by the parkdng controds i your strest, adjacant to your hamie, Property type [

:-";:.Z A parking permit does not Qusnantes you B Space 1o park your wehicle, l =
T
Fr e

"{ﬂl A parking permit allows you o eithar: = If you lve in a multi-dwelling residence and the development of

: s - y our property was granted on or alter 1st November 2013 you
» Park your vehicle and overstay the tims Bmit in s time resticted parking area, ey s ¥ WS gl ‘ 5 ¥

= Andifor allows you to park your vehicks in & Resident Only permit 2one. will nat be eligible for a residential parking pasmit.
How to apply = |f you are unsure when your property was granted development
Toapply for a residential parking permit, you must: approve continwe with this application, We will check the

vl i | date ar f
= paowvide prood that you live m the eligible property O ORIERNE MRV CLU A Iy ot

« prowide prool of ol wehickes registedsed 1o that peoparty

o pomplete the spplication i Sratubory declaration form T s

W On st parkie pobey ™ =0

i live in the pim




My progress: 14%

Check your eligibility: Property

Eligibility is determined by:
* Your property type and when it was granted development
approwal
= Parking spaces available on your property
= The number of registered vehicles garaged at your property
address,

* Capacity for parking on your street

Property type [N

= if you lve in @ multi-dwelling residence and the development of
your property was granted on or after 15t November 2013 you

will not be eligible for a residential parking permit.

= If you are unsure when your property was granted development
approwve continue with this application, We will check the

development approval date and notify you,
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&t Digitad Services in Detail

Dl Savvice Dwerall Pecpert bor sddibsonad Bani

72% 20% 04/05/2020
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Measure and
Improve

32%
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22

34

22
95

94%

Overall customer
satisfaction

Staff maintaining services
content on the website

Service owners building
and maintaining digital
services

Online services published

84%

—

Decrease in paper forms
lodged

Online service

19,000 transactions

$90k

pa saved

Total annual postage

costs
$179,383
$161,437
$136,607
I I o

2018 2019 2020 2021

$60k

pa saved

Total annual printing
costs

$82,881 $84,226

$39,888
$27,677 450782

2017 2018 2019 2020 2021




Keeping on track

Was this page helpful?

Help us improve thes siia

Issues with the page

Links not working

Page not found

Information out of date

Missing or incomplete informalion

How can wea improve this p.'lg-:‘ﬁ

Thank you for your feedback, it helps us design a
better website for you,

If you want to report an issue or can't find what you
were looking for Contact Us or call (08) 8372 5111

Submil Feadback

Popular searches

Tour Sibé vistors search
\. any olhes

Saarch keywonrd
dispute

rales

CAreers
EIFIIH'IIDTI

fees and charges
fish tank

hard rubbish
jobs

sehool

uluru

LAST 30 DAYS

tor these (bems Mo

e than

No., of ssarches

Most popular pages

Page

Unley Libraries
Unley Swimming Co
Contact us

Rubsbish eollectian d
Lane &vailability
Hard wastie collection
Cipening Hours
Pricing & Costs
Waste & recyching

Kids events & progra

Whiaes

20,018

18,022

16,909

16,883

663

5,956

&
Baskiog

8.2

554

i

o

Taklet

826

L F)

278

8

475

213

193

226

16,344

@188

ENE K]

5,705

5262

3792

3,870

FHE CITY of

Hi,
It's time to review your page
Living Young Reference Group

This email was sent automatically
from the City of Unley website at

unley.sa.gov.au


https://unley.sa.gov.au/

Supporting web authors and content owners

Corporate site training webinar (Part Twa)

City of Unle

§ v O

E.

- . .
frﬁilnﬂﬁuull
Content Guides

Thivss girickes povicla inlosmation on Fow 10 wiibe ehd pubia® infoimalion T
our webrsite. Thary ensune consisiency of cortent and mske our websiie is
scosaible ko Sl

Content Owners

Thin corter carar st reapormibdn hordMenent seetions of dquara snd have
iy Bripiraid in odeting. Pledase reech ool bo them fos D comlent e,
Eﬂmmlcﬂ'ﬂ'ﬂ“ﬁ; AP

For a current st of Content Owners, plesse sen the Commimecations team.

Training Guides

Introductio
n

Service
Pages

Careers
editing
guide

Creating
Public

Motices
(PDF, 450KB)

Getting
Started
with Open
Cities

Editing
Events

Editing Park
template

Editing,
Formatting,
Photos &
Documents

Editing
MNews
articles

Program
and Project
Templates

Q

Homepage
Features
and Alerts
guide

Editing
Venues
Module

Linking
ECM and
Open Cities
{PPTX, 2ZMB)

In addition to our guides there are comprehensive guides and video
tutorials available in Open Cities by clicking the green Help button in the

bottom-right corner when editing.

Karen Cinl  19/10/2021 426 pm

Hi Website and Aquaria Authors I'd like to share one tip
today to improve your page results in Google search. By
checking that your page descriptions are short and effective,
you can encourage more people to click through and find
what they need. Please check out the quick two-page guide
here and let me know if you have any questions. This pdf is
also saved in the "Files’ section of this group.

- Importance of page descriptions.pdf

¢S O



What worked

User research is a powerful tool

lterative design approach was
effective at getting fast results

Empowering staff within the
business

What wasn't so good

Lots of talking before results -
8 months of pure research

Getting staff on board is still
hard

No one wants to write content
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