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LOW CODE WASTE SERVICES

Overview

User research approach

® AsaBeta phase project, we did not
undertake new user research

® The project gathered existing, accessible
research from across the council partners
and reviewed it to collate key learnings

® Theintention isto conduct user testing on
the new low-code components once they
are developed to ensure they meet user
needs.

@ PLACECUBE

UX approach

® Review the existing website service patterns
for each council

® Review the process flows developed by the
Business analyst (Martin Lowe)

® Takeforward user research learnings
® Produce simple front-end steps

® Develop guide set of mini-wireframes
(please note these are for reference only and are not
fully detailed wireframes or Ul designed screens)



LOW CODE WASTE SERVICES

Front-end design patterns

The recommendations for the mini-wireframes
follow the GDS service patterns developed by
Placecube for previous projects.

Start screen | cantie Check details Payment

(what is the service,

what you need, specific steps
eligibility)

(if applicable,
connecting to relevant
provider)

(confirm details before
submission)

e e
[ — -
Service name goes here Ussful links
Check your answers before
Ure i servce to [
! g s f— sending your application
Thi sanicn it
mmmmm
| Personal details
ou i nees:
e, Home Exomple Nome Changa
Home address 1Tree Streat Chonge
E==] e
Before you start Contact detai 07700 #1111 honge
11y v egiste. plecse sign. ame@examplect
A et
‘Ao et
Application details
Applicaiton Garden woste
Type 1 Garden bin Change
Licence period Valid for 6 months Change
Cest. £40
Now send your application
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Confirmation
/ next steps

Application complete

Your reference number

HDJ2123F

Precsa note 78 10 review your spplcation

We have sent you o confirmation emil

What happens next

+ We've sent your application to
+ They will contact you either to confirm your registration, or to ask for
‘more information.
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WASTE SERVICES

Bin collection days

Service overview & mini-wireframes
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BIN COLLECTION DAYS

User research
Summary

Primary task: Find the date for my bin collections

« The dates need to be clear, a calendar view had mixed
success, where colour coding was not always fully
understood. Users were keen to see future dates not
just the upcoming date. A full calendar that can be
downloaded and printed should be accessible.

«  Users were keen differentiate the different bin types;
this could be aided by a visual guide.

«  Otherinformation users were seeking included:
What time should the bins be put outside
How to report a missed bin collection
What goes into the different bins
Changes for seasonal/bank holiday information

Research available:
«  NCCuserresearch report @ VIEW MIRO BOARD
«  Kingston & Sutton user research report & website feedback

7
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BIN COLLECTION DAYS

Process flow | @ =
Developed by Business Analyst
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BIN COLLECTION DAYS

Key steps

Front-end journey on website

Find my bin collection days

Page content

Related links

See bin
Enter postcode Select address ;
collection dates Ohongestto e
Noxastootn s b issue with What goes in Missed bin Subscribe to Request Book bulky Order
holiclays collections different bins collection garden waste assistance waste new bin
Recommendation - Although the Time Knowwhatican -
el Think about calendar view Is functional, users X bins should be Seazonal bt Lk
il iy miriion reported that other sites presented Following put outside on services e.g. related :
of :‘:::cw wns Information in a clearer way, collection date day of Christmas tree - servicesis u-...
Explore design akternatives (NCC) collection oollectiona ! o find
main ks
S — aMereotbintypes oS
e
Recommend to e s ol
“encourage” the user to ! gt s
register and login > this Option to view By bins out at. e
‘will prepopulate all of or download the right e e.g. Updates o Know f there are:
the personal info info UK ocienddir eollecion theschedule fiere are any
(and ftwil personalise lsues
the experience and t———
— [
| — C—
Users were kosr Accersibity -5 ‘ -
were | sibiity -
Srphbuahon e i mh
" have a calendar
“dates one place
Notes:
Notes from: Notes from Placecube Notes from Kingston & o e e
NGG user research reports  Process flow review Sutton website feedback o
for waste services o —

€@ VIEW MIRO BOARD
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BIN COLLECTION DAYS

UX: Mini-wireframes
Guide for front-end screens on website

1: Enter postcode

2: Select address

3: Basic view

Alternative view / with more content

Find your bin collection day

Use this service to:

« Check household waste, recycling and garden
waste collection days

Enter a postcode
For example ABC1 2AA

Find your bin collection day

Use this service to:

« Check household waste, recycling and garden
waste collection days

Enter a postcode
For example ABC1 2AA

Select address

’ v

Address (change)

Service disruption alerts

Household waste

Bin collection days

I Please note: Bins showld be put out by 6.00am on day of collection

Recycling

Garden waste

Tuesday

Next collecton: dd/mmiyyyy

Thursday

Next colection: dd/mmiyyyy

Tuesday
Next colfectior: de/mmiyyyy

aammyyyy

adimmiyyyy

€@ VIEW MIRO BOARD

User may Postcode
skip this finder may
screen if vary for
logged in authorities

Address (changel

Service disruption alerts

Household waste
- Collctionis
W fomsniyona

Tuesday
Next colecton: ddimentyyyy

Fobowing colieccion: de/menyyyyy

o ypur bing

Bin collection days

Recycling
Collaction is weekly
& e

Next collection: da/mmiyyyy

Following collecton: dd/mmiyyyy

Check what "

Garden waste
o, Collectionis
W oo
Tuesday
Next collecton: damamvyyyy

Following collection: de/menvyyyy

s Download full bin

collection calendar [PDF]

Useful links:

+ Order a new bin
rden v rvi

- Report missed bin collection

» Request help putting out bins
« Book collection for large items

Subseribe o this service

Show alerts If
disruption as Provide helpful
many check bin information for
dates before when bins need
reporting missed to be put out
collection
Show visual
guide to bins / Show next & Add easy link
link to what following to subscribe
goes into your collection to a service -
bins dates garden waste
—_—
If available Season
add link to information
download on same
calendar screen

Quick links to
related
services

Some sites
have option
to get bin day
notifications

—
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Assisted bin collection

Service overview & mini-wireframes
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ASSISTED BIN COLLECTION

User research
Summary

Primary task: Require help to put out bins for
collection

«  Reviewing feedback to form submission the following
points were taken on board from the NCC user research
report profiles

Clear eligibility criteria is required upfront. “Was confused
as to whether she was eligible for assisted collection and
expected assistance to be included as it was a paid for
service. Was unhappy with language used for eligibility
criteria for assisted collection and unfairly excluded as she
believed she would need help”.

Providing clear information on what happens once the
form is submitted. “Is happy to submit an online form but
would like to be told when to expect a response®.

@ VIEW MIRO BOARD
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ASSISTED BIN COLLECTION

Process flow
Developed by Business Analyst
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Suggest yearly review |
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in front of e garage.

Just inside the back gate
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ASSISTED BIN COLLECTION

Key steps
Front-end journey on website

Page content

New application: user has an account
Confirmation /
Account login . Start page | Requirements | Check details | What happens
next
user detalls pre-f ulated from account
R Eligibility Liirreihili kol {gouticn
........................ - required help
New application: no login
Duration if
b
; ] or
Confirmation / montha)
Start page Your details | Requirements | Check details + What happens
next
"Anxious about
using a contact form
Was confused as to whether she
was eligible for assisted
collection and expected
assistance to be included as it
was a paid for service. Was
unhappy with language used for
eligibility criteria for assisted
collection and unfairly
@ VIEWMIRO BOARD
“

" Is happy to
submit an online
form but would online as no
Assisted bin like to be told confrmation to tell
collection - make when to expect a him how long the
it easier to find response” response would
(site navigation) take'
—_—
T —
excluded as she believed she
would need help.
| TT—
Notes:
Notes from Placecube Notes from:
Process flow review NGCG user research reports
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ASSISTED BIN COLLECTION

UX: Mini-wireframes

Guide for front-end screens on website

Assisted bin collection

1: Eligibility

2: Personal details

3: Reason/requirements

%: Check answers

5: Confirmation / next steps

Assisted bin collection

Use this service to:

- Apply for short-term or long-term assisted bin
collection

Who is this service for:

Residents who require short-term or long-term assisted
bin collection from their homes

Residents who qualify for this service include the elderly
or infirm and those suffering from a long term or short
term illness

Please note to qualify there must be no other able
bodied person over 16 years of age living at the address

Your details

Title

First name

Surname

Address

Postoode [postcode finder]
Email Telephone

Continue

Assisted bin collection

< 8ok

Requirements

Reason for assistance
[drop-down if 'other' show free-text
field]

Short-term / long term
[If short-term capture duration]

Location of bins

[drop-down if 'other' show free-text
field]

Continue

Assisted bin colleotion

<Book

Check your answers before submitting your
application

Your details

Title First name Surname
Address, Postcode [po
Email

Telephone [change]

Requirements

Reason
Duration
Location [change]

By submitting this application you

Assisted bin collection

Your applications for assisted bin
collection has been received and is
being processed.

What happens next

+ We have sent you a confirmation email
« Your application is being reviewed by our team
+ They will contact you .

Start screen -
clearly state
eligibility SETERET
criteria
e

@ VIEW MIRO BOARD

User may
skip this
screen if
logged in

Fields may
Common S
ficicy authorities
—_—

GDS patterns for
form submission :
check answers &
confirmation
screen

T&C

Can the user
track their
application?

State what
happens next

Show time
frames for
processing
application

preferred
comms
method to
be updated
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Garden waste

Service overview & mini-wireframes
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GARDEN WASTE

User research
Summary

Primary task: Subscribe and make payment for
garden waste collection

«  Key points from previous research and the website
feedback:

Pricing should be upfront
Clearly state the subscription period
Check eligibility for the service early in the process

When the subscription period is closed, inform users when
this will reopen, and the steps involved to re-apply

T

~ =
o |

t
]
i
i

i
'
|
i

(3

Show related links e.g., cancelling a subscription

Inform users of next steps and delivery timings for garden
bins

Research available:
NCC user research report @ VIEW MIRO BOARD
Kingston & Sutton user research report & website feedback
Rushmoorwebsite user satisfaction statistics g


https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528549143051&cot=14

GARDEN WASTE

Process flow
Developed by Business Analyst
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GARDEN WASTE
Key steps
Front-end journey
on website

@ VIEW MIRO BOARD

New subscription: user has an account

Account login Start page

End:

Eligible:
Subscription
requirements

Check details
(your details &
subscription)

Confirmation /
Payment What happens
next

End End: Payment
Subscription
Not eligible not successful
closed period
New subscription: no login
Eligible: Check details Confirmation /
Postcode check - 7 § 4
Start page 1 eligibili Subscription Your details (your details & | 1 Payment 1 What happens
‘ eRAly requirements ‘ subscription) next
End End: End: Payment
Subscription
Not eligible not successful
closed period
Subscription
already at this
address (login or
enter reference)
Renew subscription
Account login / Check details Confirmation /
enter reference 1 Startpage (your details & | Payment What happens
subscription) next
End:

Subscription
closed period

Subscription not active

Start page

Details: When
service will be
available

End: Payment
not successful

Related links

subscription

Report a
problem

with bins

K&Swebsite
foedback -users
oftenlooked for

the additonal info

Cancel
subscription

Report
missed bin
collection

Update
subscription

Collection
dates

Order
garden bin
bags

What goes
into garden
waste bin



https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528549143103&cot=14

GARDEN WASTE

UX: Mini-wireframes

Guide for

1: Information ( pricing/period)

2: Check postcode

3: Requirements

front-end screens on website

': Your details

5: Check answers

6: Payment

7: Confirmation / next steps

Subscribe to Garden waste collection

Subscribe to garden waste

Subscrive to garden wosts

Subscribe to garden wosts

Subscribe to gorden waste
pren

Subsoribe to gorden woste

Your applications for a garden

h d ilabl llowiing address is eligibl his servi il itti icati e
:::: rl:y the garden waste service is available for your The following address is eligible for this service Your details Check your answers before submitting your application e \asta subiscription has besn
This service le for: . R i Address, Postcode Your details Collection period: X to X received and is being processed.
’ ;urdon waste itearegties ISR fohangal Name Title First name Surname Amount to pay: £XX
« This is an annual service starting April 2022 Enter a postcode fg;':;;:)“’ e Your reference:
. Fm costs £x per year per bin . (SifeshoisteniBony Subscription period: April 2022 - March 2023 Payment
« Find out wi into your 0w in e A
Each gardan i A Telsghons Address for garden waste collection
Address, postcode
You will noed: How many garden waste bins would you like collected [change]
ko o N it
+ Acredit/debit card What happens next
. ol Subscription 7
1 garden waste subseription + Wehave sent you » confrmation ema
| Please note this service is not available for all properties 1 garden bin ordered i el e v o v
+ They wil contactyou regarding bin delwven
and s a seasonal service. Select address. Does the property have an existing bin? [change] e ’
Yes/No

By submating this application you

> Cantfind your address
Total costs £XX
If you have already subscribed please sign in to

+ Renew: garden waste subscription

garden waste subscription l Please note if you would like to buy more than X bins

contact XXX X0

Gancel
+ Update garden waste subscription

s s

Order garden bin bags
Bin collection dotes

r i« b
eck If user has an itlogia oot
If user has an Show amount
" ed -
Gontact eligibiliy first ::;u;zmxs Show sl Fields may — accountthey ﬁ::*s s Tacs GDS patterns for WEd sl e ":Yl';:"‘ Show what Can an order State time
(all currently 3 ehe vary for by s ks oy form submission : collection P! happens next be tracked? frames
do this) screen as we authorities have pravious. Wik iaeen authorities check answers & period differs pper
know their subscrption confirmation
postcode —_— | — screen “— | —
Garden waste “S—
Y;'": M:' W subseription R Some Note: on Note: on — There may be
depmd’:x»g oﬂ ] sarvice ts oloceds capture process flow process flow an option for
authority Cesrysise  This service will be number of fies 2 Oasismn o
o date willopen llable XX/XX/XXXX bins required option to set option for bin
start date or bags —_—
Sample copy
for start State Abllity to add
scroen . cosely ("::Zir":"w seasomirperiod usefulirelated Snd : u‘;’i:‘s“’“ if not s it for
[ o
s for subscription links eligible Addross
Postcode
— —~— [change]

Alternative services for garden waste
Link

Link

AN Deliver bin sticker(s) to same address?
should be Yes/No

same address A s K

@ VIEW MIRO BOARD
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Bulky waste

Service overview & mini-wireframes
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BULKY WASTE

User research
Summary

Primary task: Book collection for larger household
items and make payment if applicable

«  Key points from previous research and website feedback: g e
Bulky waste is not a term all users were familiar with, NCC = =3y wews 5Gos
users thought ‘collect large items for disposal’ was a clear ~=-" 3 sau wessss 8 w_uwum
heading that effectively described the task _ sEEEEE sssans Ll
o ¥ SEEEEE REEEEEEEE B E EEEEE

Pricing and discount information should be provided
upfront at the start of the process

A clear list of items and how they should be prepared for
collection e.g., if item should be dismantled

Adding items to the list for collection needs to be an obvious
form with clear indicators and pricing

The NCC date selector was intuitive although a calendar
version could work well.

T+ H H R h available:
Additional useful information e.g., users do not have to be e ehreport @ ViEWMIRO BOARD
in State Where they W|“ leave items and aSSiSted CO“eCtion «  HackneyBulkywaste: user research findings, August 2021 (GDS website)
) Rushmoorwebsite user satisfaction statistics 2


https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528558823168&cot=14

BULKY WASTE

Process flow
Developed by Business Analyst

Bulky Waste Collection

w = -
By e
Cotecson
[} o
!
]
1
I
I

( Payment ]

i

= g_.z_m_-_@m =] =) =

r 1 =
- s ‘ |

i M

|{ii i

€@ VIEW MIRO BOARD
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BULKY WASTE

Key steps

Front-end journey on website

User has an account

‘ Confirm address

Confirmation /

Account login Start page 1 v colloction Select items Location Select date Check answers Make payment What happens
‘ next
Costs Accept t&c
No login
Enteraddress for Confirmation /
Start page collection | Select items Location Select date Your details Check answers Make payment What happens
next
Costs Accept t&c

Related links

T&GC

€@ VIEW MIRO BOARD

Other
options -
e.g.
Recycling
center


https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528558823268&cot=14

BULKY WASTE

UX: Mini-wireframes

Guide for front-end screens on website

Start screen ( pricing/period)

Address with postcode lookup

Select items

Add location

Select date

Bulky waste collection

About the service:
- Use this service to book an appointment for us to collect your
large items for disposal
+ The service costs £38 for up to three items
- We can collect up to six items in a single booki
- We may charge more for some bigger items. We will confirm this
in the final amount you pay

You will need:
+ Your details and address
- Details about the items you want us to collect
« A credit or debit card

©On your collection day:
« Your item(s) must be out before 7am at the agreed collection
point and be easily accessible
- We will only pick up the item(s) that you have told us about
« See full terms and conditions

Please note: If you want to amend or cancel an existing booking,
please phone our Gustomer Services team by '.30pm, the
working day before your collection is due. We cannot give refunds
if we receive your request after this time.

If you have an account please sign in

Recyole your items instead
Rather than disposing of it, you could advertise your item for free

on fr ‘ le or another similar website to see if someone
can reuse it. Alternatively, charities such as British Heart

Foundation can collect good quality items for free.

Contact

Customer Services Team
Telephone

Email

Bulky waste collection

< Back

Address to collect items

Enter a postcode
For example ABC1 244

Bulky waste collection
< Back

Add items to be collected

+ The service costs £38 for up to three items
+ We can collect up to six items in a single booking
+ We may charge more for some bigger items

+ We will confirm this in the final amount you pay

Sample
. —
Consider

renaming:
items for
disposal

€@ VIEW MIRO BOARD

Select item for collection
-
» Myt tan
Items for collection
Rom Quantity
Curtain rail ‘ 1 -
] e
S e
g oo o o
Total costs. es8.00
Select address
v
v
e
-

> Help with nationality

¥_Help with naticnality

votein.

documents through the post.

Bulky waste collection
< Back

Location of items to be collected

On your collection day:
* Your item({s) must be out before 7am at the agreed collection point
and acoessible
+ We will only pick up the item(s) that you have told us about
+ Our crews will not knock on your door or enter your property to
collect your item(s)
+ There should be no steps. stesp slopes o obstacles to acoess them

Where will the item(s) be left for collection?
Items need to be in one location

» None of these options are suitable

Continue

Bulky waste collection
< Bock

Select date for collection
Please note:

+ We coliect bulky waste items from 7am,
choose your collection slot from the available dates below.

< >
Mo Tu We Th Fr Sa Su
6

14 15 16 20
222 27
28|29 |30

Monday to Friday. Please

Where will the item(s) be left for collection?

e ]

Wil the item(s) be visibie from road?

Ow O
o
i
T

‘Add additional
field for
assisted

collection

| ———

Similar calendar UR
testing: hitps:/hmet
s-design-
system.herokuapp.c
om/components/cal

—

Alternative to calendar show available dates
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BULKY WASTE

UX: Mini-wireframes
Guide for front-end screens on website

Check answers Payment Confirmation
Bulky waste collection Bulky waste collection Bulky waste collection
< Back = Back

Check your answers and confirm you accept the terms Bulky waste collection: X items

and conditions Amount to pay: £XX Your applications for a bulky waste

collection has been received and is being
Your details processed.

Title First name Surname
Email, Telephone
[change] Your reference: XXx/123

Address for collection
Address, postcode
fohange]

What happens next
- We have sent you a confirmation email
« Your application is being reviewed by our team

Items to be collected

1 curtain ral
1 wardrobe (dismantled, in good condition)
Costt £38.00 Ploase note: If you want to amend or cancel an existing booking.
[change] please phone our Customer Services team by '+.30pm, the
working day before your collection is due. We cannot give refunds.
if we receive your request after this time,

Location of items

At the side of the property

{change]
Contaot

Collection date Gustomer Services Team
Telephone

23 March 2022 Email

[change]

Your item(s) must be out before 7am at the agreed collection point and
accessible.

There should be no steps, steep slopes or obstacles to access them

We will only pick up the item(s) that you have told us about

Our crews will not phone prior to collection, knock on your door or enter
your property to collect your item(s)

+ See full terms and conditions

|| Please confirm you accept the terms and conditions

Continue S Wil there be

any
happens next nothestions?

€@ VIEW MIRO BOARD
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WASTE SERVICES

Missed bin collection

Service overview & mini-wireframes
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MISSED BIN COLLECTION

User research
Summary

Primary task: Report a missed bin collection, check
if bins can be collected

«  There was limited research available, key points:

On the start page clearly state the criteria to report a missed
collection and reasons why it may not be possible to re-
book a collection

Some sites were able to check eligibility and provide
information for the next collection date. There is an
opportunity to checkif user requires bin collection before
the next collection date

Provide users with clear next steps once they have
submitted the form

Research available:

Kingston & Sutton user research report @ VIEW MIRO BOARD
Rushmoorwebsite user satisfaction statistics

P
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MISSED BIN COLLECTION

Process flow
Developed by Business Analyst

Missed Collection

iH]

| @ F =] G

i

[

€@ VIEW MIRO BOARD
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Report issue: user has an account
System can check if they are eligible for a collection

MISSED BIN COLLECTION
Account login - Start page - B8 1 collection - request Check answers -/ What happens

Type / Postcode

collection next
check states if
bin wont be missed bin End:
spllest=d Not eligible /

Front-end journey

Report issue: no login
System can check if they are eligible for a collection

A Display next Confirmation /
Start page Eligible:Type + collection - request 4 Your details | Check answers What happens
Postcode i
collection next
End:
Not eligible /
state reason

Report issue: no login
System does NOT check if they are eligible for a collection

. ‘ Confirmation /
Requirements:

Start page *| Your details Type rubbish ‘ ‘| Check answers What happens
next
; Users don't
N e
——— progress in th
Easyaccess  check as part resolving ey can
||u:u of eligibility if the issue Shpech
collection the issue was.
@ VIEW MIRO BOARD e i
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MISSED BIN COLLECTION

UX: Mini-wireframes
Guide for front-end screens on website

Missed bin collection - does check eligibility and next collection date

Start screen

Report missed bin collection

This service is to:
+ Report a missed bin collection from your property
+ Please report the missed bin after  pm on the day of your
collection

Please note we can not return to collect your bin(s) if:
+ Your collection was more than X days ago
+ Your bins were not put out by 6.30 am on the day of colleation
+ The container was overflowing
+ The container contained incarrect materials

Please note : If we are unable to collect your rubbish you
will need to wait for your next collection date

f you have previously reported this issue please contact
customer services,

1f you have an account please sign in

Type

Address postcode finder

Eligibility

Your details

Check answers

Confirmation / next steps

Missed bin colloction

Which bin(s) were not collected?

General rubbish

Garden waste

Missed bin cotoction

Enter a postcode
For example ABCT 244

Find addr

> Can'tfit your adress.

Address for property where bin(s) were not collected

Missad bin callection
Sorry we missed your collection.
Your next collection for [type]

[oddress]
[LED]

Do you need us to come back before then ?

Missed bin cotection

Your details

Name

Telephone

Missed bin callection

Your details
Name, Surname
Email, Telophone
[ehangel

Address for missed collection
Address, postcode
fohange]

Please return to collect my missed bin(s)
[Type e.g. Recycling]

By roporning this ssue you are

Check your answers before submitting ...

Your report for a missed bin
collection has been received and it
is being processed.

What happens next

+ We have sene you 3 confirmacian emal
« Your reported ssue s beg reviewed by cur tasen
+ Theywil contact you

You will need to put your rublish at the edge of your
property by 6.30 am on the next working day

Check if user
Messaging. required bin
varies for collection
authorities before next
collection date

Useful links
+ Bin olieoti
i wh I in
Customer services
‘email & phone
This will
change Abilty to add &
depending on usefulfrelated d&“‘u:‘“
authority Hinks
process
Dorset:
Include link
‘Sampie copy 0
for start
screen - clearh Advicetags
state eligibilty
criteria

@ VIEW MIRO BOARD

Only Rugby appear
to request - reason.
bin size & bin
Tocation and the
‘option for additional
information

Check If user has an
eligibility first account - we
(rotall will know the
authorkes do address
this),

If no - end journey
- messaging that
missed bin was
reported but no
collection
required

—_—

fuser has an

account they Fields ray

may skip this _vary '|°’
screen authorities

T&Cs

GDS patterns for

form submission :

check answers &
confirmation
screen

—_—

Show what State time
happens next frames.
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MISSED BIN COLLECTION

UX: Mini-wireframes
Guide for front-end screens on website

Missed bin collection - simpler process does NOT check eligibility or collection date

Start sereen Type Your details Check answers Confirmation / next steps
" . 2 . 5 Missed bin collection
Missed bin collection Missed bin collection
Report missed bin collection g o o ; :
Ye detail: Check your answers before submittin, Your reportfors missec bin
Which bin(s) were not collected? RS y i collection has been received and it
This service is to: $ Your details is being processed.
- Report amissed bin collection from gour property i’"’:l"" ftibbish Name Name, Surname
+ Please report the missed bin after % pm on the day of your ecycing i Email, Telephone
collection E:S;ﬂ;fste E\:dressl Your reference: XXX/123
change!

Telephone ==~
Please note we can not return to collect your bin(s) if: ‘
« Your collection was more than X days ago
+ Your bins were not put out by 6.30 am on the day of collection Fmail
+ The container was overflowing [Type e.g. Recycling]
+ The container contained incorrect materials ‘ What happens next
+ We have sent you a confirmation email
« Your reported issue is being reviewed by our team
+ They will contact you ...

Please note it can take up to X time to proc
your application.

Please return to collect my missed bin(s)

Please note : If we are unable to collect your rubbish you

i i llecti By reporting this ssue you are
will need to wait for your next collection date Addrass for property whara bin(s) wara not collected

If you have previously reported this issue please contact
¥ pre Y rep P Enter a postcode You will need to put your rubbish at the edge of your
customer services. For example ABC1 24 property by 6.30 am on the next working day

|

‘
Find address
If you have an account please sign in

Continue
Useful links
B s

+ Find out what goes into your bins

Gustomer services

email & phone GDS patterns for
T&Cs form submission : Show what State time Vary for
check answers & happens next frames authorities.
confirmation
screen
L ——
This will
change ﬁ:’:z::l::: Show contact Fields may if user has an
depending on i details vary for account they
authority RS authorities may skip this
process R
Sample copy Dorset:
fosstart include fink
screen - clearly A5
tate eligibilit
R | et €@ VIEW MIRO BOARD
—_— am—
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MISSED BIN COLLECTION

UX: Mini-wireframes
Guide for front-end screens on website

Examples alternative end screen: why user is NOT eligible for collection

Missed bin collection Missed bin collection
Unfortunately, we can not come back to collect your Unfortunately, we can not come back to collect your
rubbish. rubbish.
The bin collection was more than 3 working days ago. We were unable to collect your rubbish because we did
not see your bin out for collection. Please put your bin(s)
Your next collection at the edge of your property by 6.30am on the day of
[address] collection.
[Date]
Your next collection
[address]
- - [Date]
Useful links -
« Bin collection dates o
- Find out what goes into your bins
Useful links
+ Bin collection dates
GCustomer services + Find out what goes into your bins

email & phone

Gustomer services
email & phone

: Note the bin
Note the bin
o €@ VIEW MIRO BOARD
messaging
- may be due to
will change e
per authority disruptions
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@ PLACECUBE

WASTE SERVICES

Fly-tipping

Service overview & mini-wireframes

K|§N g’sutton i‘ roagget Northumberland




FLY-TIPPING

User research
Summary

Primary task: Report fly-tipping incident

«  Key points from previous research and website survey
feedback:

Not all users were comfortable to share person details when
reporting an incident. “l don’t know if  would be so
forthcoming with my name or address...l wouldn’t trust that
it would remain anonymous”.

The recommendation was to minimise personal information
required or offer stronger reassurances when collecting
personal data

The survey stated equal preference forindicating the
location via a map or form

Communication on whether someone will get back to you
and when they will do so, required clear next steps

Research available:
NCC user research report @ VIEW MIRO BOARD
Fly tipping- Observations Hertfordshire Council

k3


Fly-tipping: existing service

FLY-TIPPING

Process flow
Developed by Business Analyst

Fly Tipping

Customes

| .
I =H=]

I i
000000

ii !
P

11351 H

§

iig:«;f:;

gEis

I00000000000000s] | 715 1 1
i 111 i e P gt

€@ VIEW MIRO BOARD
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FLY-TIPPING
Key steps

Front-end journey

No login

Start page

Language: fly-
tipping / fly tipping /
fly tipping return
different results.
Need to include in
overall language
review

€@ VIEW MIRO BOARD

Confirmation /
Type Location Incident details Your details Check answers What happens
next
Really issue
Si regarding personal min:::::g:zr;nat
128 Ma p information - query information Users thought there
s why it is required required or offer m::‘su zllé‘i;l: 00: A
( (0] ptl onal ) and how well 'e::rszrr‘g::“ whether someone
protected the will get back to you
‘reporter’ would be — and when they will
do so
| T———————— ——
Photo (:gg;ntéo Possibly only
(optional) 2 collect if they
P re;en:e want to be
Hpadies updated?
——
—
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FLY-TIPPING
UX: Mini-wireframes

Guide for front-end screens on web

Fly tipping

Start soreen

Type of waste

Location of waste

Site

Incident

Your details

Check details

Confirmation

Report Fly tipping

Report fly tipping

Report Ay tipping

Report Fly tipping

Report fiy tipping

Report Fly tipping

Report Py tipping

<Book <Book <Bock <Book <Bock
About the service:
= i ippir Y f the fly tipping Incident h
Use this servios to report fiy tipping. the ilegal dumping of Type of waste Location of fly tipping Fly tipping incident Your details Check details O pOr ol Ny ppiey et i teen
received and is being processed.
+ We remove fiy tipping from any public road, green space or i e
other council owned lond X i R fosod
What type of rubbish has been dumped? Report using the map Do you have, or are you aware of any CCTV that may Nowoper
We will need to know: Piease seloot the type of rubbish that makes up the mojority Report using the mop have captured the incident? Uploods .
+ The type of waste that hos been left of the wasta Secrch for the addrese, click on the mop to place a pin Yes /No fchange) Your reference: XXX/123
+ Photos of the fiy tipping (if possible)
+ An estimate for how much waste has been dumped
« The exact location ¥ Y/ ){ Telephone Location of fly tipping
+ Your details. only if you wish to be updated 5 Did you witness the fly tipping? Additional: What happens next
If you witnessed the fiy tipping: Estimated size of the fly tipping . o Yes / No fehange) . we
- Date and time of incident Thia wilhalp us sand tha ight vevicle to remove the
+ Vehicle registration number and details 11y tiops e A Email Fiy tipping incident
+ Desaription of fi tippers (i posaible) carv.
USRS p = / Would you like to receive updates about the report? e
Fly tipping guidance: Yes/no reosind SomaR .
+ Do not remove any evidence found ot the location '-‘:;";: N
- Be as spaific os possible, If possible provide photo evidence Briniioet thn niiicass: T
« If you see the incident occurring do not approach the person Please attach any photos you have of the fly tipping Your details e
+ 1 you see the person involved take as many details as possible ) - m . Nome
4 vohlota vasfatsaton Upload any picturse you have of the iy pping... i Teaghrs
We will aim to clear it within 2% hours once reported and investigate ot [Postood Tehange)
who left it, with o view to taking action against them. oot
Please note:
: How we will use this Information ....
If rubbish is on private land, it Is the responsibility of the owner or Additional details about the type of waste Additional details about the location
ocoupier to have it cleared.
1#you have an account please sign in
-
Gustomer Services Tsam
Telophone
Email
T Mapis  Vewsle il S
> b Additional optional ;.‘:one o s
o i apn Adatonst v P e o
e e pevitn What type of rubbish has been dumped? e | iy tnass sh iy Bl - oAl -8
aner Gkt -y —_—— vt o
S e Yes
by e
Plaasa provide descriptin P — When did you see the fly tipping take place
— o dd/mmiyyyy
ekl o
Acditorsl = Additional information
deusis — e.g. vehicle registration, description of fiy tippers
optionat

€@ VIEW MIRO BOARD

o Al
Hpmn optional
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@ PLACECUBE

WASTE SERVICES

Waste container request

Service overview & mini-wireframes

Council g

>
= Dorset Ay
>




WASTE CONTAINER REQUEST

User research
Summary

Primary task: Request for a new or replacement bin,
report a lost or damaged bin, request an extra bin,
swap a bin or return an unwanted bin

«  Key points from previous research and website feedback:

State any cost or eligibility criteria at the start
Avisual guide to bin types you can order

If available check eligibility for bin types available for that
property location & type (e.g., house vs flat may have
different container types)

Provide contact details or information for bin types not
covered e.g., medical containers

If a user reports a damaged bin, provide the option to return
the damaged bin

Journeys may vary depending on request type

Research available:
*  Kingston & Sutton report and website feedback @ VIEW MIRO BOARD
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WASTE CONTAINER REQUEST

Process flow
Developed by Business Analyst

[ Address Lookup )
Pre-populate
O —» ol b
|., | = i "‘
i e = «—— = = — . L
I

My Food waste bin is damaged

€@ VIEW MIRO BOARD
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WASTE CONTAINER REQUEST

Key steps

Front-end journey

€@ VIEW MIRO BOARD

- No login

- Address check, available containers based on property type & location
- Collect payment

Confirmation

Start page Address Reason Bin type Your details Confirm details Payment
Opportunity: Option f Opportunity: Opportunity:
Clearly state what % Check ption for
e b bin types & eligibility payment on clear next track
costs - some bin steps progress
Bin Size types
. Exgibilty: it =
Usermayloginit  OPPOrtunity: check ry:’:le:mﬁ Opportunity:
they have an Contact provided for the Contact
Aroien details koo d el Opportunity: v?::?m;m details
and not eligible for a return bin. Note s !ys“ :
— — black bin if damaged bin an:z::
L — ask if they have
Eigibility: flat vs house a bin to return
may provide different
refuse options —— Opportunity:
Other - e.g.
medical that
R are not
covered
—_—

Collection point

Smaller
containers
for Dorset

—Option to list
or show map
for collection

points

—_—
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WASTE CONTAINER REQUEST

UX: Mini-wireframes
Guide for front-end screens on website: missing bin

Start screen

Address with postcode lookup

Issue

Bin type

Bin size

Waste container request

About the service:
+ This service covers a request for a new or replacement rubbish
bin, food waste caddy and recycling box
+ Report a lost or damaged bin
+ Request an extra bin
+ Swap a bin for a smaller or larger size

- Ap card (if p is appli

" 2 g

Please note:
Please allow '8 hours before ordering replacement bins, these
may have been taken in error and returned.

Waste container request

< Back

Enter a postcode
For example ABC1 2AA

Address to deliver new waste container(s)

Waste container request

< Back
What can we help you with?

Please select what the issue is

Waste container request

< Back

Which bin is missing?

Please select the type of bin you require

Waste container request

<Back

What size bin do you need?

Please select the bin size

* Return a unwanted bin
© My binis missing © Rubbish bin © standard (180 litre)
Please note: Cost: £40 (one-off cost)
+ Some requests may incur a cost, this will be clearly shown when My bin is damaged Food waste caddy
applicable Large (240 litre)
1 would like an extra bin Recycling bin Cost: £40 (ane-off cost)
You will need:
+ Your address 1 would like to return an unwanted bin Glass recycling Please note:
+ Contact details Large or additional bins are only available for households of
1 am a new resident who needs a bin(s) Garden waste 5 people or more

Options vary Opportuniy Cedeseoy e Showcostsif
If you have an account please sign in Select address er counce 0 ik to o T . applcable
visual guide i
Contact
Customer Services Team e .
Telephone & o e Wk o e st sired e Loy rebese bt
Emﬁ > Can't find your address ¥ Myenauiryisn't lsted here .o Oamtwanmum
pecpie -
M your enquiry isn't listed above. please take a look at our novsenaid Qew
or contact our customer i o ey progt b iy e *
399,
Continue O
Kingston
example o
Opportunity O
bintyps i _ O
w7 notlistede.g ®
This is ran b medical 5
sample wil vary per AeSiahg. b —_— [ conter s ot g st ot
copy ‘coundl n accourt oia
ooy Woroowten st
ate ]
Sasrures  Opeewy o]
ey ——
~ Waste container guide & costs in s [P ot e

Household waste
We provide these waste containers for all properties:
+ General waste (black bin)
Paper and card (black bin with biue lid)
Dry mixed recycling (green box or bin)
Outdoor food bin (brown bin)
Indoor food caddie (smaller brown bin)
Gorden waste (black bin with green lid) - chargeable service
£40

€@ VIEW MIRO BOARD
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WASTE CONTAINER REQUEST

UX: Mini-wireframes
Guide for front-end screens on website

Your details

Check details

Payment

GConfirmation

Waste container request

< Back

Your details

Name

Telephone

inue

Waste container request

< Back

Check details

Waste container request
My bin is missing
[change]

Bin type

Bin type: Rubbish

Bin size: Standard 180 litres
Cost: £40 one-off payment
[change]

Your details
Name
Address:
Telephone
Email
[change]

Please note:

How we will use this information ...

Waste container request

< Back

Order
+ Standard (180 litre)
+ Cost: £40 one-off payment

Payment

[card details]

fuser fogped

Waste container request

Your applications for a new bin has been received
and is being processed.

Your reference: XXX/123

Please note it can take up to 7 days to process

your application.

What happens next

» We have sent you a confirmation email

« Your application is being reviewed by our team

« They will contact you regarding bin delivery ....

Please note:

If you have an old bin you can dispose of it by ...

Contact
Customer Services Team
Telephone
Email
Users will be
updated if
Show what they have
happens next opted to share
their details

€@ VIEW MIRO BOARD


https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562955212&cot=14

WASTE CONTAINER REQUEST

UX: Mini-wireframes
Additional example for issue: bin is damaged

Issue Bin type Bin size
Waste container request Waste container request Waste container request
< Back < Back < Back
What can we help you with? Which bin is damaged? What size bin do you need?
Please select what the issue is Please select ... Please select the bin size
My bin is missing ©) Rubbish bin ) standard (180 litre)
o My bin is damaged Food waste caddy Large (240 litre)
I would like an extra bin Recycling bin Pl e
Large or additional bins are only available for households of
1 would like to return an unwanted bin Glass recycling 5 people or more
| am a new resident Garden waste
Do you need us to collect your old bin?
» Information for new households » Waste container guide & costs
» My enquiry isn't listed here » My enquiry isn't listed here Pl
Continue Continue -
Continue
Opportunity: if
damaged bins.
- share how
the old bin will
be disposed
Ask user if
they have a

bin to return

@ VIEW MIRO BOARD
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WASTE CONTAINER REQUEST

UX: Mini-wireframes
Additional example for issue: require extra bin

Issue

Bin type

Bin size

Waste container request

< Back
What can we help you with?

Please select what the issue is

My bin is missing
My bin is damaged
o I would like an extra bin
I would like to return an unwanted bin

Iam a new resident

» Information for new households

» My enquiry isn't listed here

Waste container request

< Back
Which type of bin do you need?

Please select ...

Rubbish bin

Food waste caddy
o Recycling bin

Glass recycling

Garden waste

» Waste container guide & costs
» My enquiry isn't listed here

Waste container request

< Back
What size bin do you need?

Please select the bin size

© standard (180 litre)

Large (240 litre)

Please note:
Large or additional bins are only available for households of
5 people or more

» Waste container guide & costs

€@ VIEW MIRO BOARD
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WASTE CONTAINER REQUEST

UX: Mini-wireframes
Additional example forissue: return unwanted bin

Issue

Bin type

Waste container request

< Back
What can we help you with?

Please select what the issue is

My bin is missing
My bin is damaged
I would like an extra bin
o | would like to return an unwanted bin

| am a new resident

» Information for new households

» My enquiry isn't lis here

Waste container request

< Back

Which type of bin do you need us to collect?

Please select ...

Rubbish bin
Food waste caddy

° Recycling bin

Glass recycling

Garden waste
» Waste container guide & costs

» My enquiry isn't listed here

opportunity
- option to
return bin

Bin size

Waste container request

< Back
What is the bin size?

Please select the bin size

© standard (180 litre)

Large (240 litre)

» Waste container guide & costs

€@ VIEW MIRO BOARD
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WASTE CONTAINER REQUEST

UX: Mini-wireframes
Additional example for issue: new resident, require new bins

Bin type Bin size

Issue
Waste container request

Waste container request
< Back

Waste container request
< Back

< Back
What size bin do you need?

What can we help you with? Which bin(s) would you like to order?

Please select what the issue is Please select the type of bin you require Rubbish bin
My bin is missing Rubbish bin o Standard (180 litre)
ptybinisdaimaged Food waste caddy Large (240 lire)
I would like an extra bin Recycling bin
1 would like to return an unwanted bin Glass recycling Recycling bin
o I am a new resident o Full set of bins o standard (180 litre)
Large (240 litre)

Please provide more details

o Bin(s) not at property when i moved in
» Waste container guide & costs
Existing bin(s) are damaged
» My enquiry isn't listed here_
Continue i o
» Waste container guide & costs

Large or additional bins are only available for households of

Please note:
5 people or more

User can

» Information for new households
multi-select
astheyarea

new resident
Continue
Additional Provide
questions additional
for new info new
resident residents
@ viEW MIRO BOARD
B
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WASTE CONTAINER REQUEST

UX: Mini-wireframes
Additional example for issue: new resident, damaged bins

Issue

Waste container request

< Back

What can we help you with?

Please select what the issue is

My bin is missing
My bin is damaged
I would like an extra bin
1 would like to return an unwanted bin
o Iam a new resident
Please provide more details
Not at property when i moved in

o Existing bin(s) are damaged

» Information for new households

Options vary
per council

Bin type

Bin size

Waste container request

< Back

Which bin(s) would you like to order?

Please select the type of bin you require

© Rubbish bin
Food waste caddy
Recycling bin
Glass recycling

Full set of bins

User can
multi-
select

Waste container request

< Back
What size bin do you need?

Rubbish bin

© standard (180 litre)

Large (240 litre)

Recycling bin

© standard (180 ltre)

Large (240 litre)
| | Do you need us to collect your old bin(s)2

Large or additional bins are only available for households of

Please note:
5 people or more

» Waste container guide & costs

Damage bin
- does old
bin need
collecting

@ VIEW MIRO BOARD
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8 PLACECUBE

LOW CODE WASTE SERVICES

Thank you

https://wasteservice.digjtal/
@digjtalwastesvc

PR Council

UPON THAME

% @ surion DNoeret 2.



https://wasteservice.digital/
https://twitter.com/digitalwastesvc?ref_src=twsrc%5Etfw%7Ctwcamp%5Eembeddedtimeline%7Ctwterm%5Eprofile%3Adigitalwastesvc%7Ctwgr%5EeyJ0ZndfZXhwZXJpbWVudHNfY29va2llX2V4cGlyYXRpb24iOnsiYnVja2V0IjoxMjA5NjAwLCJ2ZXJzaW9uIjpudWxsfSwidGZ3X3NlbnNpdGl2ZV9tZWRpYV9pbnRlcnN0aXRpYWxfMTM5NjMiOnsiYnVja2V0IjoiaW50ZXJzdGl0aWFsIiwidmVyc2lvbiI6bnVsbH0sInRmd190d2VldF9yZXN1bHRfbWlncmF0aW9uXzEzOTc5Ijp7ImJ1Y2tldCI6InR3ZWV0X3Jlc3VsdCIsInZlcnNpb24iOm51bGx9fQ%3D%3D&ref_url=https%3A%2F%2Fwasteservice.digital%2F
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