


Agenda
 Welcome & Introductions

  Note on recording & images

  Report It – journey so far

  Demo – have a go!



Last 6 months

1. Mapping improvements

2. Dockless Bikes journey improvement

3. EV Charging journey added

4. Report It stakeholder page created

5. TFL categories added to Fix My Street

6. New Landing Page

7. Google Search implemented

8. New Noise journey (Live 1st November)



1. Mapping improvements 

Before After

"My friends all have mobile phones and I encourage 
them to report things… but they still send me photos 

and ask me to report for them, as they find it too 
difficult.” - Resident 



2. Dockless bike journey 
improvements 

• Westminster only deals with hire bikes 
or scooters causing dangerous 
obstruction on the highway

• Previously you could only report to 
Westminster City Council, but we were 
unable to manage other types of 
reports leading to frustration that 
issues were not being managed 
quickly

• We co-ordinated with the hire bike 
companies to give details to contact 
them directly, unless the issue causes 
a dangerous obstruction 



3. EV Charging journey added

• Although this information was 
previously on the website, it was 
difficult to find

• Those who wanted to report issues 
with EV charging points were often 
coming to the report it page 

• We added a link from the Report It 
landing page to direct to this 
information so it was easier to find for 
Reporters



4. Report It stakeholder page

• We wanted to make sure the work we 
are doing on Report It is transparent 
and accessible to all that use the 
service

• We created a webpage to keep 
stakeholders up to date on what we 
doing to improve your services

• Our email allows anyone to sign up to 
updates or take part in user research 
for the tool 



5. TFL categories added to Fix My 
Street

"[The subway] is with TfL but 
they've got a contract with the 
council to maintain it. I've got 
the patience to get my head 

round it but most others 
[don't]. All they know is it gets 
flooded every time it rains.” - 

Resident

• Often reporters came to the 
tool wanting to report an 
issue that was on a TFL 
route; they were restricted 
from doing this

• By utilising Fix My Streets 
partnership with TFL, we 
have added the TFL layer to 
our mapping solution so 
reporters can send issues to 
TFL directly



6. New Landing Page
• The Report It landing page was 

confusing to navigate with no logical 
order or quick search

• We added a search function to find 
your issue quickly

• We added quick links for most 
frequently reported

• We added an A to Z as an additional 
option to find the correct category 



7. Google Search Implemented

• The Report It work indicated 
that people generally found 
it difficult to find what they 
needed on the Westminster 
City Council website

• The search function was not 
intuitive, and users often did 
not find it useful

• We replaced the search site 
wide with Google; users 
should now find it easier to 
navigate the Council 
website, whatever they are 
looking for



8. New Noise journey

• Noise issues were often complex to 
report with no transparency as to how 
the council deals with issues and no SLA 
given

• We have been working with the service 
area to re-design how the council 
responds to noise issues

• As of early November, a new intuitive 
form will be available to support a new 
service delivery that includes quicker 
responses to high priority noise and 
clarity on how the council manages 
issues



What happens next? 

• The new noise journey is launching early November

• We are working on productionising the chatbot you will shortly get to test; this will be released in 
the early new year for Waste

• A new Waste form will go alongside the chatbot, for those who prefer to use traditional reporting 
methods

• We are reviewing communications and what improvements we can make quickly

• We will be continually testing our new feedback with users, so your support and engagement on 
this would be most welcome



Key

User researcher

Service designer

Product Manager

QA Tester

Developer

UX designer



Working with our services

The team have been working with WCC services to re-design the future Report It solution. The work you 
see is a collaboration between the Report It team and the services you engage with day to day when 
you interact with the council.  



Demonstration of a new way to 
report issues
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