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http://advicetracker.devops.citizensadvice.org.uk/
http://advicetracker.devops.citizensadvice.org.uk/


Chart: Citizens Advice Universal 

Credit clients as a proportion of 

Universal Credit claims



The way people want to get 

advice is changing  



http://www.internetlivestats.com/watch/blog-posts/
http://www.internetlivestats.com/watch/blog-posts/


“Google is the homepage”



“Google is the homepage”



“Google is the homescreen”







People want options and increasingly expect multichannel service





Helping people get the advice 

they need 



Start with user needs

Design content, don’t write it

Start small and test, test, test

Decide with data 



Start with user needs 



https://www.citizensadvice.org.uk/benefits/sick-or-disabled-people-and-carers/pip/help-with-your-claim/fill-in-form/
https://www.citizensadvice.org.uk/benefits/sick-or-disabled-people-and-carers/pip/help-with-your-claim/fill-in-form/


“Do I have to let 

bailiffs in?” 



Design content, don’t write it



“It’s much clearer. The English is much 

more plain, more straight to the point. 

And I think it’s better organised. It’s 

good that it’s shorter. That’s a big 

improvement from before.”

https://www.citizensadvice.org.uk/work/rights-at-work/sick-pay/contractual-sick-pay/
https://www.citizensadvice.org.uk/work/rights-at-work/sick-pay/contractual-sick-pay/


https://www.citizensadvice.org.uk/consumer/parking-driving-transport/parking-driving-transport/appealing-parking-tickets/appealing-a-parking-ticket/
https://www.citizensadvice.org.uk/consumer/parking-driving-transport/parking-driving-transport/appealing-parking-tickets/appealing-a-parking-ticket/
http://www.oneplusone.org.uk/professionals/about-us/
http://www.oneplusone.org.uk/professionals/about-us/


Start small and test, test, test





“I’d only had one training session, but I thought I’d just give it a go and see 

how I get on. And do you know- I could just do it. It’s great”



Decide with data 









Looking ahead - from digital 

advice to user-centred services 



We need to offer services where people are, around their lives 



?



Better self-service and triage 

Chat and messaging services 

Shared standards and tools 

Redesigning most common journeys



Thank you!

Any questions?


