
LocalGov Drupal website 
London Borough of Haringey



Discovery to new site (alpha)



Engaging residents and 
stakeholders



Surveys and workshops



User journeys



Data and user journeys

As part of the discovery, an analytics review was conducted which included 
the first sections planned for alpha content migration and the homepage.

Council Tax
Benefits

Leisure, parks and culture
Registrars



User testing



Guerilla testing 

In-person at Wood Green Library

The main reasons residents 
were visiting customer 
services were:

● the website was too 
difficult to navigate

● they felt they needed to 
speak to someone to 
resolve their issue

● they didn’t speak English 
as a first language

● they didn’t have a 
computer

Did you check the 
website before 
coming in.

NO 
43.3%

YES 
56.7%

Council tax 3.6%

Library 7.1%

Parking permits 
10.7%

Parking visitor permits 
17.9%

Housing 39.3%

Benefits 21.4%



Card sort 

Invuse carried out a card sorting activity at the library. Passing 
residents were free to come over and take part in the sorting 
exercise.

The activity included a set of cards displaying pages of content 
from the existing website and required the resident to sort the 
information into groups under headings. There was also the option 
to place cards in:
● more than one group
● an ‘I don’t know’ group
● a new group with a suggested heading

The in-person activity enabled us to: 

● reach more demographics in Haringey 
● gather data to make changes to the structure of the site and 

language in order to ensure users understand content and 
are able to find what they need as quickly as possible.

In-person at Wood Green Library



Card sort 

We shared a link to the digital card sort with users who took 
part in the online survey, and wanted to be including in further 
research activities.

In the same way as the in-person activity they were asked to 
sort information into categories.

The results from the card sort allowed us to gather findings 
from our more digitally savvy residents and again, have helped 
us to iterate the structure of the new site and language in 
order to ensure users are able to find what they need as 
quickly as possible.

Online with end users and stakeholders



Scenario testing 

Invuse carried out two types  of scenario testing. 

● Unmoderated - users were sent a link and a set of 
tasks (scenarios) on the website to test. They 
were then provided with a questionnaire to rate 
their experience and provide additional feedback.

● Moderated - users were provided with a set of 
tasks (scenarios) to complete. A user researcher 
was also on the session to monitor and ask 
questions around thought processes and 
expectations

Scenario testing allowed us to view how users interact 
with the website and if they could find what they were 
looking for through navigation and search. Moderated 
sessions enabled us to gather more qualitative data by 
talking through the process and asking questions while 
the user is completing the task.

Find the documents 
you need to give notice 
of marriage.

Find out how to claim 
for Discretionary 

Housing Payment.

Find information 
on large events in 
Finsbury Park.



Benchmark data - Scenario testing findings

Users struggled to find specific event 
information. They often got lost in unrelated 

event areas.

Users found the menu confusing if an area 
wasn’t clearly only for residents or businesses 

they didn’t know how to begin navigating.

The online accounts were mentioned by a 
number of users doing the testing, as being 

difficult and frustrating to log in to.

All users were skimming content quickly and not 
reading in detail. They were often missing links 

when there was too much information on the page.

Future testing and consideration
“I find this website often makes you go around in circles.”

“I don’t really understand ‘services for residents’, to me this is council jargon”

User moderated test
Haringey resident



Site structure



Information architecture (IA)  
● Births, deaths, marriages and 

citizenship
● Business
● Children and families
● Community
● Contact us
● Council Tax and benefits
● Environment and waste
● Housing
● Jobs and training
● Libraries, sport and leisure
● Parking, roads and travel
● Placemaking and 

regeneration
● Planning and building control
● Local democracy
● News and events
● Adult social care and health

Current site structure



Information Architecture - Feedback and 
iteration

Testing has enabled us to shape a resident lead site structure and uncover areas that 
require signposting.

“Some things, especially to do with children and young people, could be in two groups”

Users felt there were a number of crossovers 
within adult social care, health, children, young 

people and families. Which indicates the need to 
signpost. 

We needed to clearly define and iterate the 
language of content and titles within 

environmental health and community, safety 
and emergencies so that users are clear.

Digital card sort
Haringey resident

Users felt that homelessness is not just a 
housing issue and needed to be signposted 

within health and wellbeing.

Users wanted to see more support options 
linked to benefits, like travel passes, reusable 

nappy vouchers and free school meals.



● Births, deaths, marriages and 
citizenship

● Business, licensing and 
consumers

● Children, young people and 
families

● Community, safety and 
emergencies

● Council Tax
● Benefits and financial support
● Bins and recycling
● Environmental health
● Housing
● Jobs, training and volunteering
● Libraries
● Leisure, parks and culture
● Parking
● Streets, roads and transport
● Planning and development
● Council and elections
● News and events
● Adult social care
● Health and wellbeing
● Education and schools

Information architecture (IA)  

First iteration based on prior research within LGD  and data



Language and phraseology - User feedback



● Births, deaths, marriages and 
citizenship

● Business and licences
● Children, young people and 

families
● Community safety
● Council Tax
● Benefits and financial support
● Rubbish and recycling
● Environment
● Housing
● Jobs, training and volunteering
● Libraries
● Leisure, parks and culture
● Parking
● Streets, roads and travel
● Planning and regeneration
● Council and elections
● News
● Events
● Adult social care
● Health and wellbeing
● Education and schools

Information architecture (IA)  

Second iteration informed by user testing



Content



Throughout the project we are 
conducting research and 
gathering findings to shape and 
validate our decisions, for 
example - separating Council 
Tax and benefits. 

Allowing users who want to ‘pay 
Council Tax’ to do so quickly and 
simply. While those in need of 
financial help and support can find 
what they are looking for without 
being bombarded with 
transactional elements.

Signposting between the two 
areas ensures users who need 
both can access them easily.

Council tax and benefits



Council tax / Benefits and financial support



Benefits and financial support



Leisure, parks and culture
We have been making use of the 
directory function within LGD which 
includes helpful, intuitive maps with 
search and filter elements and is 
designed to improve the UX help users 
find the activities they are looking for.

Research on the existing website 
showed us users are searching 
activities like tennis, as well as 
activities for children including splash 
play. This function will allow users to 
discover exactly where they can find 
tennis courts and water play in 
Haringey for example, as well as 
further information about these 
activities.



Registrars



GDS and accessibility
Inbuilt summary text to help with 
Search Engine Optimisation (SEO) 
and accessibility.

Following GDS guidelines to write content.
This will help users with cognitive disabilities and those 
with lower reading ability or English as a second language 
to understand information.

Following the GOV.UK design system. 
Attachments include file type, size and 
number of pages. This helps with 
accessibility and enables users to 
decide if they want to open it on a 
mobile for example.



Signposting
How we are implementing signposting into the new website based on user research. 



Other functionality within LGD



Technical testing



Functional, content and accessibility tests



Design



Design

We have a user interface (UI) designer working on and iterating designs 
throughout the project. Designs are based on best practice, optimised user 
experience on all devices including mobile, desktop/laptop and tablet.

https://www.figma.com/proto/EVqF3A8qDgxyGAKdzepAIn/Haringey_UI_Desktop?page-id=0%3A1&node-id=411-1632&viewport=-1609%2C1607%2C0.52&scaling=scale-down&starting-point-node-id=1%3A652
https://www.figma.com/proto/yaL8yyxdHyzWsrX0p2GvEY/Haringey_UI_Mobile?page-id=0%3A1&node-id=1-49&viewport=1689%2C527%2C0.2&scaling=min-zoom&starting-point-node-id=1%3A49


Next steps



Alpha, Beta and Launch



Suggested research activities

● User survey - Gather feedback on the new website.  Revisit previous questions to understand 
improvements on the baseline and identify other areas to explore and test. 

● Encourage an ongoing dialogue with residents with a community digital/website focus group.

● Scenario testing - further testing of the new LGD website (combination of moderated and 
unmoderated).

● Monitor search terms and analytics

● Visit Wood Green Library - this is a great opportunity to continue an open and transparent 
relationship with residents and carry out further guerilla testing.

● Continue to collaboratively evolve the newsroom and events directory with the comms and 
digital teams and conduct user testing on these areas.

● Explore plugins for enhanced user experience, such as translation and website feedback.



Continue to…  

Test
● New areas for testing will be uncovered as the website evolves.
● Functional, accessibility and content testing should be carried out at each phase of the project.
● Scenario testing with end users on the live site is essential to measure the success of the 

project and continue to improve. Refer to benchmark testing questions and results.

Iterate
● Continue to make updates and changes based on findings and feedback.

Improve
● The ongoing management of the website will be ever changing based on changes in legislation, 

guidance and best practice. Making continuous improvements is essential to ensure the website 
stays current. Being part of the LocalGov Drupal community, a group of UK wide councils who 
are working towards the same goals, will help the digital offer at Haringey stay up to date.
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