7> NORTH
@YORKSHIRE
COUNCIL

govService Implementation

Improving customer experiences in North Yorkshire Council
with Government Digital Service (GDS) design principles

OFFICIAL



Introductions

Caryl James
Senior Product Manager
caryl.james@northyorks.gov.uk

James Tilburn
Product Manager
james.tilburn@northyorks.gov.uk

Alex Bryson
Digital Technology Officer
alex.bryson@northyorks.gov.uk
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Background

* In July 2021 Government announced a new unitary authority for North Yorkshire from April 1, 2023.

» Various projects commissioned to ensure we were able to provide safe and legal services from day
1, including the development of a single North Yorkshire Council website.

Autumn 2022

 The council realised a requirement for a low code forms solution to facilitate the development of
rapidly deployed, low code forms

 Requirements and user stories, established that we needed to procure a new solution
Market research and platform demos

Options appraisal

: - v, NORTH
govService contract signed 5 December 2022 @ESB’%‘&RE
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Why we chose govService (5 GRANICUS

: Proven solution to rapidly deploy accessible online forms :

: Met our user story requirements (see appendix) :

: Copy functionality makes it simple to reuse patterns :

: GDS styling can be applied :

[ Experienced govService resource within the districts ) /N NORTH
with capacity to build the required forms ) @ggaﬁsld%
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Timeline

Agile delivery practices with product development approach

01/01/2023 01/02/2023 01/03/2023 01/04/2023
i i Technical testing i
i i Peer review and services i
. ; : N i
Forms analysis ) i
Requirements gathered and forms flows built Uselgsting !
> ~ ~ 4 <( i
Environment set-up i‘é’ & Sprint 2 Sprint 3 Sprint 4 Sprint 5 |
Granicus R ,;}@ Forms Forms Forms Bug fixing i
N Z 5 Z\ 2\ | | | !
05/12/2022 14/03/2023 31/03/2023
Contract signed 25/01/2023 Pilot forms Go Live
03/02/2023
03/01/2023 LIM complete O/S |/ 01/03/2023 launched (2) (69 forms) Today .
Environment places W3W 70 forms Ilve
handover integration . . 20/03/2023 06/04/2023

integration dditional

27/01/2023 Pen test Additiona

20/12/2022 Payment connector completed bug fixes

DFE CSS v deployed

applied 12/01/2023 e
Developer Final branding
. d CSS
kick off an
session e NORTH
YORKSHIRE
21/03/2023 COUNCIL
Redshift live
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Delivery approach
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Forms analysis

* Analysed usage, components and patterns
* Developed a matrix to established required capabilities: OS places, maps,
What3Words, payments

» Establish complexity score to help develop an order for form development

 Removed forms we could develop within existing platforms
NORTH
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Principles

Open sessions to discuss ideas and set a framework for how we want to work as a multi-disciplinary and cross-
organisation team

Created principles for developing services within the platform, taking lessons learned from all organisations. Key
principles were:

1. The forms built will follow the same principles as those set out within the GDS design system;

2. Where possible we will use repeatable templates and patterns for information and services, so customers know
what to expect and can more easily use the solution;

3. Accessibility will be at the heart of everything we do to ensure our services are as inclusive as possible, both
online and in directing people to offline alternatives
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GOV.UK Design System

e Reusable components and patterns
* Evidence based approach

* Focus on user needs

e Accessibility

* Consistency

Useful links

Government Design Principles
GOV.UK Design System — Styles, components and patterns
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https://www.gov.uk/guidance/government-design-principles
https://design-system.service.gov.uk/

Research and development

* Understanding the GDS approach to designing services
* Practical application of GDS style, components and patterns in govService
e Building on our existing knowledge

. o> NORTH
Useful links @YORKSHRE

) ) COUNCIL
Contact the Department for Education - Contact type - DFE Online Forms
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https://form.education.gov.uk/service/Contact_the_Department_for_Education

GDS: one question per page

What is your contact number?

+ In line with GDS and customer portal standards

v Immediate validation of mandatory fields | |
» Why are we asking for this?

v/ Improved UX and accessibility

+/ Reduces cognitive overload Back Next

« Better for small screens

. o> NORTH
Useful links @YORKSHRE

: COUNCIL
One question per page
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https://design-system.service.gov.uk/patterns/question-pages/#start-by-asking-one-question-per-page

GDS: Summaries

+/ Summaries on each form

v Midpoint summaries for complex transactions

+ In line with GDS and customer portal standards

« Thoroughly tested and regularly iterated in our
NYCC customer portal

+ Improved UX and accessibility

+/ User confidence

Useful links
+ Less errors

Check your answers

Name

Address

Email

Contact number

Date not collected

Time not collected

Bin missed

Back

James Test

2, BURNSIDE DRIVE, HARROGATE, NORTH
YORKSHIRE, HG1 2BH

james.tilburn@northyorks.gov.uk
01234555555

05/06/2023

7am

Refuse bin

Change

Change

Change
Change
Change
Change

Change

Check your answers pattern
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https://design-system.service.gov.uk/patterns/check-answers/

Register

Before you start Name Address
Email Contact number
Date not collected Time not collected

Missed bin  Summary

Check your
answers

Name

James Test

Change

Address

2, BURNSIDE DRIVE, HARROGATE,
NORTH YORKSHIRE, HG1 2BH

Change

Check your
answers

Name

James Test

Change

Address

2, BURNSIDE DRIVE, HARROGATE,
NORTH YORKSHIRE, HG1 2BH

Change

Email

james.tilburn@northyorks.gov.uk

Change

[ DSy A

Register

/' Prevents content being lost on a small screen
+/ Renders better

+/ Reduces cognitive overload

v/ Not required with summaries

+ CSS required

Useful links

> NORTH
@YORKSHIRE
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Breadcrumbs
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https://design-system.service.gov.uk/components/breadcrumbs/

¢

GDS: Form and portal CSS

« Styles already customer tested

V¥ Why do we need this?

We will use your email to send
you an acknowledgement and if
we need to contact you about this
form.

This information may be used for
identification purposes as part of
dealing with your request.

Useful links
GOV.UK Front End

/ Familiarity with GDS and NYCC customer portal product set
 Accessibility tested

 Less work required to implement

[ gov-uk-styles.css ) {
}

.govuk-details__ summary-text {
text-decoration: underline;

;. e NORTH
@YORKSHIRE
.govuk-details__ summary:focus .govuk-details__ summary-text { COU N C l L

text-decoration: none;



https://design-system.service.gov.uk/styles/

Requwements and user stories

SDC: Report anti-social behaviour

Skawry

ol e

Farm Flosw

AL CopLEnCE oriteria (Cowditong. of satalsoioe]

[ S L o w Foees B EFimrm E L f A DR
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Each Epic included :

e Story — ‘As the business..

* Link to existing form (if applicable)

* Form flow

* Acceptance criteria

* Tagged with capabilities, components and patterns
* Scores for complexity and priority

NORTH

P
@ YORKSHIRE
COUNCIL

OFFICIAL



- . - | | .-
e : | r

e ;
L =

- [l -
[
H = — = ¥ : = .-— = 2
3 = s - -
“ i s =
a e LA 5 i —
e

o e

EE —— —
=

[T S—— A e
) o — : ;
: ——— 3
e T o= =z
—T—



SPRINT
Focus ¢n capability and pattern
tempiate design

SPRINT 3
Focus on completing SOC eForms, LCP and VOF forms, and continuing
with payment connector activity

SPRINT 2
Focus on completing any incompiete pattern or capability templates and
buliding SOC eForma, and payment connector activity

Week 2 Week 3
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Sprint planning and scrums
Use of Gitlab

e 12 stage Kanban approach
* Enabled collaborative working
* Easier to visualise progress and plan sprints

OFFICIAL

ranicus forms 7 new forms backlog * Issue Boards
Development v
> Open Oosan +

VOF - COVID19 Redstatus (Care Homes)

As the Deprivation of Liberty Safeguards team
(DoLS) | want an online form

As the DoLS team, | want the DolS form case to
be routed through to the <Lagan queue name>
so that the work is routed to the appropriate staff.

> Closed O 20

As the business | want a pattern for citizens to
complete a declaration when making an
application

AllocationzAlexis Allen (B9 o)
m.l.“ m oduct:granicus-pattern

As the business | want a global token to store the

name of the council

AllocationzSharon Graley m
m
ge-templ:

As the business | want a global token to store the
address of the council

AllocationzSharon Graley m
m




Acceptance criteria (conditions of satisfaction)
The pattern must:

1. ®Include a h2 header with the text 'Check your answers before completing your request’

2. i Include a h3 header with the text 'Example section'

3.l Use the dl HTML element 10 create the list

4. i Include an example list item with the key text 'Example key' and value text 'Add field token'

5.4 Include a link with the text 'Change' that will take the user back to the section of the form where the answer was provided

6. &4 The link should include a span tag with the class span govuk-visually-hidden after the Change text to provide additional context for
screen readers, for example:

<a class="govuk-1ink" href="g">
Change<span class="govuk-visuvally-hidden"> name</span>
</a>

7. Include a second row in the list with the class govuk-summary-list__row--no-actions as an example of a row without an action
8 Include another h3 header with the text ‘Example section’
9. &4 Include another example list item with the key text 'Example key' and value text 'Add field token' along with a '‘Change’ link as
defined above
10. 4 inetude-a-turtherh3-headeraherthe-istwith-the-text-Now-send-your—
11 B ettt poregropeti ettt ey o e s Hor o e st o

12. K4 When selected, the change link should return the user to the appropriate section
13. &4 After the user has updated the details (or chosen not to), the next button should return them back to the summary
14. M Instructions on using this pattern should be prepared based on the technical requirements and the best practice from GDS

-~ 14 of 14 checklist items completed - Edited just now by Caryl James
Aol o O

&) Drag your designs here or click to upload

Technical testing

* Peer review

e Each form should meet the acceptance criteria
set out in the epic

* Technical testing of each component and
pattern in sprints 1 and 2 reduced the pressure
to thoroughly test 70 end-to-end forms in
advance of the fixed go-live date

o> NORTH
@YORKSHIRE
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Discretionary
adaptations
assistance
grant
application

Before you start

You can use this form to apply for a
Discretionary Adaptations
Assistance Grant which can help

people who own their own home,

Where did the
incident occur?

Addstional location details
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Add each case you re reporting
fv' arswenng the gQueshons
beiow. You can add muitiple

Cases

What is your email
address?

*  Mentifier

Type

e edhese

*x ¥ Abc Resident

Z som Essemial s

grver

Give an identifier for the
positive case

l o When you have finished




Customer testing

* Internal using staff from all eight councils

* Test scripts for testing key customer journeys
* Content review

e Pass/ fail recommendation

e Suggestions for improvement

govService User Testing

Form details

RYE Report an abandoned vehicle

Form URL

RYE Report an abandoned vehicle

Usage (internal, external or mixed) | External

Use cases

Use case 1

As a Ryedale DC citizen, | want to report that the bin crew have
missed my bin

e Tester's name
e Tester's email address

® Tester's phone number

OFFICIAL




Service testing

e Services engaged with the process from the beginning
e All forms tested by customer services and relevant service owners
e All forms required sign off by the service, and written approval required to be appended to RFC

* Also tested as assisted digital forms when the forms would be used by agents in the contact centre

o> NORTH
@YORKSHIRE
COUNCIL
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Technical, customer and service testing meant amendments were required, requested or
suggested.

All documented in Gitlab and prioritised using MoSCoW
Must haves delivered in advance of day 1
'Shoulds' and 'coulds’ added to backlog and delivered within 2 weeks

Building block approach to form development meant we were able to allocate amends to
any available developer

o> NORTH
@YORKSHIRE
COUNCIL
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31/03/2023

21:00
RFC 13079
. Update CSS file for platform styling
® Update global token to allow public access to forms
. Update authority name global token
. Update global token for contact number
. Update global token for address
. Update contact us link global token
. Update global token for logo
17/03/2023 e Update global token for header
Send comms a link for form . Update html of footer in portal admin screen
name and confirm link . Update setting for NYC favicon
hosting content page . Update global token to update privacy policy and legal terms
20/03/2023 04/04/2023
Pen test RFC 13080
14/03/2023 21/03/2023 28/03/2023 Any updates / bug fixes
RFC 12752 RFC 12753 RFC 12754 required to forms
[ i} i [ [

9 ) oo ) ) N A ) )

12/03/2023 19/03/2023 26/03/2023 02/04/2023
06/03/2023
29/03/2023 06/04/2
14/03/2023 RFC 13182 LA
Pilot forms launch 23/03/2023 Any updates /
e  SDC: Request a medical waste collection Vanity URL applied requiredto ._...._

. RyDC: New or replacement rubbish and recycling equipment
OFFICIAL



Granicus Form Summary - sf

Total Submissions Case Start Date

3 60 .I 15/03/2023 @  31/05/2023 8

Process District Case Status

g —d Y

Request involvement from adult social care _ 656

RYE New or replacement rubbish and rec... _ 397 Selby

SEL Report fly-tipping - 165 Ryedale
Care settings infectious diseases reporting - 153
Whole time equivalent request - 143 Task Product
RYE Report a missed bin collection - 126 CSA Status
SEL Report a missed bin collection - 124 Self 2.7K

SEL Request a medical waste collection [l 106 _ service [ o7«

RYE Bulky waste collections [l o5 Blank) Dash . 0.2K
SEL Report a repair - 93 Forms ‘ 0.0K

>, NORTH
@YORKSHIRE
COUNCIL

Apr 2023 May 2023
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Customer feedback

kN

“Very ea"sy to '

“a/
[y

"‘\

“Everything
looked clear and .

understandable”

\Q/

NPS score
o

@
“The questions\ ’ \
make sense
“The form is
very clear”

clear order”

“This is a
great form”
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Next steps

New capabilities are being developed within the platform to grow the use cases as we continue to work
within this key tool into the transitional stage

Onboarding CRM

Onboarding logged in portals for schools

First transformation project as NYC being built within govService — includes 3 new integrations

New forms being built in new environment and copied into legacy environments

o> NORTH
@YORKSHIRE
COUNCIL
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Appendix 1

Options Appraisal Requirements

High level

A low code solution to enable us to deploy accessible online forms for the new council on 1 April 2023

User stories

Business requirements

a cloud-hosted platform that can be rapidly deployed

a platform that allows us to rapidly deploy new forms

a platform that allows us to implement data retention and anonymisation policies including an ability to

differentiate between personal and non-personal data

forms that are mobile responsive, align with GDS principles and can be customised to use our existing

patterns

forms that are accessible by default to WCAG 2.1 AA

training for developers and forms designers as part of the onboarding process

single sign on for internal users

OFFICIAL
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Appendix 1

Options Appraisal Requirements

Service requirements

to be able to monitor the platform health Must

to be able to put the platform in maintenance mode Must

to display messages when temporary issues occur (for example if payments are unavailable) Must

to use a Google Analytics dashboard Must

to analyse submissions using Power BI Must

to capture form data securely (authenticated self-service) Must

’_fo se’_c diffe_r(_ant levels of permissions for different self-service users (unauthenticated, authenticated, Must

identity verified)

to be able to automatically send submissions to services by email Must

to allow internal users to access uploads securely Must

to view an audit history of each case Should

to send cases into a work queues when received Could 7N NORTH
to assign cases to teams and individual users Could @gg%ﬁ%}lﬂRE
to set priorities and service level agreements against forms that include workflow / tasks Could

OFFICIAL



Appendix 1

Options Appraisal Requirements

Developer / forms designer requirements

a modern API platform to allow integration with other systems Must

separate test/dev/prod environments and to be able to easily deploy forms between these

. Must

environments
to be able to copy forms and reuse components Must
to be able to use pre-populated drop-down lists and selectors (including data taken from elsewhere) Must
to be able to use branching / logic within forms Must
to receive events relating to actions in the system (such as a form completion or agent action on a Must
'case’)
to be able to trigger multiple outputs and create multiple workflows for the same form Must
a support portal including articles/guides for self-service and the ability to log calls that are dealt with

o Must
within a reasonable SLA
to integrate with a third party identity provider for customer login (such as Azure B2C OIDC) Should
to be able to automate case progression Could

. NORTH
@ YORKSHIRE
COUNCIL
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Appendix 1

Options Appraisal Requirements

Customer requirements

to select my address using a lookup

to receive email acknowledgments when forms are submitted

to upload documents

to make a payment when submitting a form (current payment providers Civica and Capita)
to submit forms without an account

to be able to save and return to my form

to pre-seed forms with my known information (when securely verified)

to select a location using a map

to make / amend / cancel a booking

OFFICIAL

Must

Must

Must

Must

Must

Should

Should

Could

Could
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Appendix 1

Options Appraisal Requirements

to view submissions within the platform

Should
a personal work queues to access the tasks for me and my team Could
to add notes to workflow cases / tasks Could
to place workflow cases / tasks on hold Could
to mark workflow cases / tasks as closed Could

. NORTH
@ YORKSHIRE
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Appendix 2

Global tokens

Used global (environment) tokens as part of implementation

* Council name and contact details

e Address

* Telephone

* Contact us link
* Logo URL

e Common URLs

e Feedback form
* Privacy notice
* Terms and conditions

e APl keys

* Alerts —flags and content messages

> NORTH
@ YORKSHIRE
COUNCIL

Give us your feedback

We welcome vour feedback abour how vsaful vou have found our online service, Pleasa take 3
Couple of minutes 16 complete & shor survey 10 tell ws what vou think .

I @ This form is not available until 1 April 2023
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Appendix 3
Gitlab Wiki

R ) Single source of truth for analysts, service designers and
.’H,; e developers
o . Platform principles

bebe e : *  Every pattern and capability

""" ; . ; . Code library
ﬂ PR, T e ST e s . Links to GOV.UK Design System pattern
What is your name? *  Visual example
— Enables rapid creation of form flows, prototypes and processes

OFFICIAL
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