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Overview

User research approach

• As a Beta 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 

• The intention is to conduct  user testing on 
the new low-code components once they 
are developed to ensure they meet user 
needs.

UX approach

• Review the existing website service patterns 
for each council 

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

• Take forward 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 UI designed screens)
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Front-end design patterns

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

Start screen 
(what is the service, 

what you need, 
eligibility)

… Service 
specific steps 

Check details 
(confirm details before 

submission) 

Payment                  
(if applicable, 

connecting to relevant 
provider)

Confirmation
/ next steps



Bin collection days 
Service overview & mini-wireframes 
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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.

• Other information 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:
• NCC user research report 
• Kingston & Sutton user research report & website feedback 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528543213390&cot=14https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528543213390&cot=14
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Process flow
Developed by Business Analyst

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528544182035&cot=14


9

Key steps 
Front-end journey on website  

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528544182035&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528544362500&cot=14


Assisted bin collection 
Service overview & mini-wireframes 
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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

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528546919909&cot=14
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Process flow
Developed by Business Analyst

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528546919913&cot=14
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Key steps 
Front-end journey on website

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528546919913&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528547252009&cot=14


Garden waste 
Service overview & mini-wireframes 
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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 

- 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 
• Kingston & Sutton user research report & website feedback
• Rushmoor website user satisfaction statistics   

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528549143051&cot=14
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Process flow
Developed by Business Analyst

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528549143103&cot=14
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Key steps 
Front-end journey                      

on website

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528549143103&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528549143166&cot=14


Bulky waste
Service overview & mini-wireframes 
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User research 
Summary

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

• Key points from previous research and website feedback:

- Bulky waste is not a term all users were familiar with,  NCC 
users thought ‘collect large items for disposal’ was a clear 
heading that effectively described the task

- 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. 

- Additional useful information e.g., users do not have to be 
in, state where they will leave items and assisted collection

Research available:
• NCC user research report 
• Hackney Bulky waste: user research findings, August 2021 (GDS website) 

Rushmoor website user satisfaction statistics   

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528558823168&cot=14
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Process flow
Developed by Business Analyst

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528558823268&cot=14
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Key steps 
Front-end journey on website

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528558823268&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528558823269&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528558823269&cot=14


Missed bin collection 
Service overview & mini-wireframes 
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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 check if 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  
• Rushmoor website user satisfaction statistics 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528561155159&cot=14


29

Process flow
Developed by Business Analyst

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528561155215&cot=14
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Key steps 
Front-end journey

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528561155215&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528561155380&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528561155380&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528561155380&cot=14


Fly-tipping
Service overview & mini-wireframes 
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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. “I don’t know if I would be so 
forthcoming with my name or address...I 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 for indicating 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
• Fly tipping- Observations Hertfordshire Council

VIEW MIRO BOARD

Fly-tipping: existing service
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Process flow
Developed by Business Analyst

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562289891&cot=14
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Key steps 
Front-end journey

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562289891&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562353091&cot=14


Waste container request
Service overview & mini-wireframes 
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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 

- A visual 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

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562954991&cot=14
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Process flow
Developed by Business Analyst

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562955047&cot=14
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Key steps 
Front-end journey

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562955047&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website: missing bin  

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562955212&cot=14
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UX: Mini-wireframes 
Guide for front-end screens on website 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562955212&cot=14
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UX: Mini-wireframes 
Additional example for issue: bin is damaged

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562955212&cot=14
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UX: Mini-wireframes 
Additional example for issue: require extra bin

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562955212&cot=14
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UX: Mini-wireframes 
Additional example for issue:  return unwanted bin

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562955212&cot=14
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UX: Mini-wireframes 
Additional example for issue:  new resident, require new bins 

VIEW MIRO BOARD

https://miro.com/app/board/uXjVOFGKeN4=/?moveToWidget=3458764528562955212&cot=14
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UX: Mini-wireframes 
Additional example for issue:  new resident, damaged bins 

VIEW MIRO BOARD

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


Thank you
https://wasteservice.digital/
@digitalwastesvc

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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