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1.0 Research goals
 
Discovery             
 were as follows:

● Identify how users notified the council of their change of address and learn 
about their experiences.  

● Identify likes and frustrations throughout the process  

● Identify what the users needs and expectations are

2.0 What we did and who we spoke to  
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 and insights.
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3.0 Key Themes and Insights
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  Kirklees resident



‘Can I get all I need to move home, first time, when I contact the council.’   
 

              
       


    


   
 
                
 property.

‘I like to know things before I move’    

 

 



             
                
    



     




       

    



      

             
     



  Susan – 



Sunderland Customer Services

The              
              
 people.
 
‘You just keep repeating yourself.  You repeat the same information to different 
people, different services, different places.  It can seem very lengthy’   


 
C). Residents are not able to provide or receive information when and how 
they want to
 
In              
                 
 office hours.
 
 
‘Saves me time, I don’t have to call, I don’t have to go to customer service in the 
council.  I do online banking and that is how it evolves.’ - Kirklees Resident
 
‘I am not a fan of ringing in.  I hate being left in a queue of people on the phone for 
hours, music playing in your ears, and if you have to do multiple calls to different 
council services, to get to the end result, you can’t possibly lump all of that into the 
small window of opportunity you have if you work full time 9-5’  Kirklees Resident

‘You want to have that freedom to things when you want because not everyone 
works 9-5pm’ - Sunderland Resident
 
When              

 
New               
 they move.
 
‘I need my Council Tax sorted before I move.’ - Sunderland Resident
 
D). After informing the council of a change of address, new residents do not 
know what will happen next.
 
New              
               
 delay.
 
‘I don’t want to incur arrears on Council Tax, I’m a law abiding citizen.’  -  

 



After               
 with what is happening, this often leads to them making follow up contact.
 
‘I moved home and I started chasing them to move my account to my new home.’ - 
Sunderland Resident
 
The length of time it takes for us to action the change is wat too long.  Lots of people 
ring back to chase it up.’   Customer Services
 
Customers           
             
 to receive.
 
‘Nothing to say what the processing time is.  You just wait and hope that the form 
has been submitted and that you will eventually get a bill.’ - North   

 
‘No confirmation from the council side that they had received anything, or that you 
had done it correctly.  You hope all was correctly done.’ -    


4.0  User personas and categorised user needs


