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Frequently asked questions

What’s different about publishing on the new websites?
We want people to think about what they are publishing, who it's aimed at and what its purpose is. 
We need to focus on what people want from our sites rather than seeing the sites as another tick in the box when we communicate. It takes a lot of time 
and effort to publish and maintain a page. We need to ensure that effort has value for customers.

Who did we consult in the Environment Agency when developing the sites?
We did a lot of research to identify our main users internally and externally and to find out exactly what they want to do on the sites. 
We've gone through several rounds of testing with real users - Environment Agency staff for the Easinet, and external customers for the website - at every stage of the project, from developing the site structures to the graphic design.  We've also run online surveys to validate the research we've done, and we've worked with people across the organisation to improve the content and create a usable structure.

What did the research show? How does this affect publishing?
There are five types of audience for our website and three types of audience for the Easinet that we should be aiming our content at. 
We will be setting standards similar to Write for Environment Agency. See our page on getting to know our customers for more details.
 
How can I find out about our audience?
Read more about our customers (also know as personas).
 
People really need to know about my project but it doesn't fit into your persona types. Does this mean I can't publish on the web?
If it doesn't fit into the persona types, who is it aimed at? You might need to think about a better way of communicating with them.
 
Publishing on the web saves paper, shouldn't we be aiming to use our website for everything?
The internet is a mass audience medium. We will be aiming our content to meet the needs of our main users.
 
How can we use our website for influencing the outside world?
Websites aren't always the best place to influence. People come to websites to complete tasks. You'll need to look at other channels as well if you really want people to change the way they think or behave.

Can we set up other websites?
There is a Government-wide initiative to reduce the number of Government websites. You should not set up your own website. Talk to the Interactive 
Content team first. If your content is not suitable for the website they will put you in touch with someone who can advise you on other channels.
 
My team produces technical information aimed at professionals. A publisher won't have the technical knowledge and the content will be dumbed down into corporate speak. Why can't we continue to have experts publishing?
Publishing on the web doesn't necessarily mean aiming our sites at the lowest common denominator. Our researcher audience profile allows us to communicate directly in terms they would understand. Publishers and communications professionals will work with subject matter experts to ensure content is accurate but it's also communicated in the most effective way.

 
How do we decide which publishers form part of the new publishing community? Existing publishers are concerned that their current work load is too much, so how are they going to cope with fewer publishers?
At the moment, we duplicate our publishing efforts across regions, externally and internally and across directorates. We need to rationalise the way we publish so that we only create content once. There are also around 100,000 pages across the sites that are rarely or never used. 
This is a lot of wasted effort and money. We need to identify the information people really need and focus all our efforts on that, rather than creating content "just in case" one person may find it useful.
 
Who decides what gets commissioned?
The Web Board will provide a steer on the type of content that we need.
 
Who is on the Web board, and how will it work?
The board will be made up of a representative from each directorate, the NCCC and a region. These representatives will tell the board what their directorates need to communicate and the board will agree how to take this forward.
 
How do we decide what content will be migrated on the new website, and what won't?
We will use the research we've done to tell us what users want from our sites. We have already done much of this work as part of our content audit, working with the relevant policy owners and subject matter experts.
 
How will we migrate content? Just high level information, or lower level structure as well? When is it going to happen?
We will migrate most of the content that is currently on the sites as we have already done much of the review work. We have been working with 
people across the organisation to work out the lower level structure and how all this content will fit together. We anticipate that most of the content will 
have to be rewritten because the structure is so different, a lot of it will be out of context. We are still finalising exact dates, and will communicate this as 
soon as we can.
  
What is the difference between Easinet and Sharepoint?
Easinet is a tool to distribute information to help people do their jobs and act effectively as employees of the Environment Agency. 
All content and services must be aimed at one of our three agreed Easinet personas.  Content and services must be aimed at a high volume audience.

Sharepoint is a tool which can be used as a virtual collaborative working space where users can share and work on documents and projects.  
It could also be used for teams and groups who have very specific needs for sharing information that cannot be supported by Easinet because 
they are aimed at a small audience.

As an example, a dispersed team could use Sharepoint to develop a piece of policy whilst in draft. They can comment, feedback and rewrite. 
When it is signed off it then gets published onto Easinet for distribution to its audience.

What research did we do to improve our websites? 

Firstly we undertook a large-scale research exercise to understand our customers, to identify the tasks they come to our websites to do. We were able to distil all of their disparate needs into just five typical users or personas.  For example we have Ajay who is "At Risk" from flooding and wants to know if it's safe to live where he lives, and what he can do to make it safer.   

Following this initial research we engaged our customers in each stage of the development.  From validating the site structures, testing prototypes and getting views on the design.  This approach together with the testing we have did gave us the confidence that when we re-launched the sites we saw  a step change in their effectiveness. Prior to change only 60% of people could do the things they come to our sites to do, initial results show this has improved to greater than  85% since launch.  

Where can I find a list of publishers?
We will be publishing a list shortly on our Easinet and website project pages.
When we launch our new website the initial change may result in a high volume of calls, are we prepared for this?
The National Customer Contact Centre have a set of frequently asked questions and a site structure to guide users to where they want to go.  They are set up to manage the extra calls and have a good knowledge of where pages have moved to.
How will we know the new website is working for our customers?

We run quarterly customer surveys and compare the results from previous surveys.

How much did this project cost?

The entire project cost  £3.9 million. However, it includes much more than simply rebuilding the website and intranet:  

· We changed and re-skilled  the writers and editors there are now less than 100 down from 700. We’ve put in clear  business processes

· We now use one system for our millions of external customers and 10,000 plus staff. 

· We’ve redesigned both our internet and intranet sites, researched our customers, restructure our site based on what our customers told us and rewritten all content around our customer needs.

· Put in place an new infrastructure to ensure speed, reliability and robustness.

How will the ‘flood warning’ section change on the new website?
We are not changing how flood warning only some of the design.  The layout of the pages should make it easier read and understand.
Does this mean it will be harder to publish on the external website?

No, providing the content of the page is aimed at one of our five typical external customers.  If what you want to put up doesn’t meet the needs of our five typical customers, our research shows us that there may be a better way of communicating the information.

The top three licence calls seem to be hazardous waste, waste carriers and discharge consents.  Many of these customers won’t see themselves as Business and Industry, so would be helpful to have these sorts of topics explicit on the home pages.
Testing showed that users got confused if we put too much on the homepage.  We can link across from the ‘At home and leisure’ pages if relevant.

Can we have IT applications on the Easinet home page?

Testing showed that users got confused if we put too much on the homepage.  There is a link to a list of all the applications on the homepage and the most used will be in the ‘Most popular’ box.  Ecards and IBIS appear there now for example.

Can we use sponsor links on Google as all the links will break on launch?
We will tell  Google to update the search when we go live. We can do this as we are an important customer of theirs.
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