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Executive Summary 
 
 
The Joint Committee of the Anglia Revenues Partnership (ARP) has asked for a 
business case to be prepared for a redesign and update of the Anglia Revenues 
Partnership Website for the new seven Council partnership. Feedback from the 
ongoing customer survey has identified the current site is difficult and confusing 
for customers to access and to navigate and is no longer fit for purpose. 
 
West Suffolk (St Edmundsbury and Forest Heath District Councils) recently 
procured a new website solution and are also the providers of the ICT for the 
Anglia Revenues Partnership. The new procured West Suffolk website gives an 
opportunity for the Anglia Revenues Partnership to mirror this new solution for 
the revenues and benefits service for seven authorities.  
 
The results of the survey shows the potential for a significant shift in customer 
behaviour in conducting transactions and seeking information from the web, 
thereby reducing the manual work undertaken by staff in responding to phone 
calls, letters, email and face-to-face visits. 
 
This channel shift reflects the fact that in today’s environment an organisation’s 
website is its key communication and customer service tool.  In the current form 
the ARP’s website does not meet the requirements of the customer in terms of 
transactional capability, ease of navigation and wording of content.  In addition, 
websites are increasingly expected to work on mobile devices such as 
smartphones and tablets, and our current sites have shortcomings in these 
areas.  A complete overhaul is therefore required. 
 
The future website should be common to all councils and be branded ‘Anglia 
Revenues Partnership’ and each council would include links from its own site to 
the Anglia Revenues Partnership site.  Resources can be devoted to a website 
with a separate Enforcement Agency area and with an ARP intranet. The new site 
would improve functionality, usability and quality of content. 
 
It is proposed to commission a complete redesign of the current website from an 
external design agency, drawing on best practice in other local authorities and 
elsewhere.  The new website will mirror the West Suffolk set up and in addition, 
all existing content will be reviewed by a professional web author and rewritten 
to make it more easily understood in line with guidance developed by gov.uk in 
rationalising the many central government websites.  The web author would also 
provide training to service area staff who will be responsible for maintaining 
content on an ongoing basis. 
 
For updates and further development the central web team at West Suffolk can 
provide the resources necessary to maintain the public website to a high 
standard in line with the strategic aims of the Anglia Revenues Partnership 
 
Whilst the business case for the new website is essentially strategic, rather than 
financial, it is expected that the work outlined can be accommodated from new 
burdens funding. 
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The Anglia Revenues Joint Committee is invited to approve the recommendations 
in this report: 

 For the ARP to commission the external design agency to design the new 
website and intranet 

 To extend the professional web author’s short-term contract to rewrite 
existing content and train service area staff 

 Use the newly created central web team at West Suffolk to provide the 
administration and updating of the new website and intranet. 

 

1. Strategic context 
 
As part of their vision to address current and evolving customer needs and 
financial challenges the Anglia Revenues Partnership can focus on channel shift, 
with web access being the default channel for the majority of customer contact. 
 
In today’s environment an organisation’s website is its key communication and 
customer service tool. The website is a frontline service and is central to our 
desire to encourage channel shift, improve customer service and engagement, 
and to realise savings. 
 
With the now widespread availability of high-speed broadband and mobile 
networks there has been a shift in how websites are viewed. They are no longer 
an additional corporate/ back office add on, but a front line service and ‘shop 
window’ for councils. 
 

‘Your council used to have a website – now your council is a website’ (Tom 
Steinberg, mySociety). 

 
This business case assumes that a shift in customer behaviour to web self-
service from phone, mail, email and face-to-face would be achieved through easy 
access to relevant information and comprehensive functionality to perform most 
customer-facing transactions on the Anglia Revenues web site.   
 

2. Business requirements 
 
The key purpose of the website is to provide a cost-effective customer interface 
with the seven partner councils that will enable the dissemination of information, 
the execution of customer transactions and the promotion of the council 
priorities.  In order to achieve this purpose it needs to: 
 

 be easy to use: attractive, simple to navigate, accessible and up to date; 
 provide a platform that enables customers to fulfil a wide range of 

transactions with the councils at the first point of contact without human 
intervention; 

 be scalable:  capable of dealing with an increasing number of both 
transaction types and transaction volumes, and able to link seamlessly 
with websites of the partner authorities. 

 be economic: both in capital cost and ongoing maintenance costs; 
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 be quick and easy to modify by service area staff who do not need to be IT 
specialists but who can undertake the work after a modest amount of 
training;  

 provide an attractive and convenient option for access to information and 
advice; 

 comply with existing and known upcoming legislation and standards; 
 have a range of functional capabilities, including: 

o enabling customer account management through a ‘portal’ (Capita 
Connect), so the customer is in control of their information and 
transactions in a secure environment;  

o encouraging customer feedback and enabling the engagement of 
different communities,  
 

Further expansion of these business requirements is provided in the sections 
below. 
 
Usability 
 
Many local authorities have made step changes in the attractiveness and ease of 
use of their websites (see Manchester City Council www.manchester.gov.uk and 
recently launched Ipswich BC website www.ipswich.gov.uk ).  Good council 
websites have a modern look and feel and are intuitive to use.  Successful 
website designs highlight the important elements of pages, making it easy for 
customers to find the information they need.  Well-designed websites also 
emphasise functionality so customers can be clear about how they complete 
transactions such as ‘report it’, ‘book and pay’, ‘apply for it’ etc.  The Anglia 
Revenues Partnership website must incorporate this best practice.  
 
Substantial work has been done to bring together a wide variety of central 
government websites under the gov.uk banner.  This has generated a substantial 
amount of valuable best practice which should be incorporated into our design. 
 
The website must be compatible with the wide variety of devices that are in use 
by our customers (e.g. smartphones, tablets and desktop devices) irrespective of 
screen size and operating system.  The minimum accessibility standards to be 
met are version 1.0 A of Website Content Accessibility Guidelines (WCAG 1.0). 
 
The website must also be accessible in a number of commonly used languages in 
East Anglia using an outline translation facility such as Google Translate. 
 
Content 
 
The content of the new website must be up to date at the point of upgrade and 
managed within a clear framework to ensure its continuing relevance and 
currency.  Every page should have a goal and be specifically written with the 
target audience in mind, both with regards to the terminology used and the way 
in which it is presented.  The format of the content should also be carefully 
considered to ensure the right balance is struck between impact (images, video) 
and an effective search function (text).   
 
Much of the existing content is substantially out of date and is in some instances 
has been identified as inconsistent between the partner councils.  Existing 
content will therefore need to be substantially reviewed and/or rewritten.   
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Transactions 
 
A key requirement is for the website to be designed in a way that ensures that 
transactions can be, and are, performed in a ‘one and done’ fashion without 
human intervention.  This means that the transaction processes must be clear 
and logical (from the point of view of the customer), must encompass the entire 
end-to-end transaction in a seamless fashion, and be the same as those 
conducted through other channels (in particular phone). It is also a business 
requirement that, if a customer gets part-way through a transaction but then 
gets ‘stuck’, he/she can contact advisors and supported through the remainder of 
the transaction without having to repeat the information already provided.   
 
Customer journey work undertaken by gov.uk will be developed further to ensure 
that Anglia Revenues Partnership’s customers’ needs are fully reflected in the 
design of transactions. 
 
Management and maintenance of website and intranet 
 
The website and intranet must be easy to use and maintain for the ‘Web Officer’ 
at the Anglia Revenues Partnership to maintain the look and feel and to maintain 
integrity and currency of the site. This additional task will require some support 
from whoever develops the site if more extensive work is required to build or 
change the structure of the website.  The Web Officer needs to be supported by 
the Operations who are responsible for ensuring that the appropriate technical 
and service content is provided.  
 
Compliance 
 
Details of compliance requirements are contained in Appendix 1. 
 
 

3. Design 
 
The design of the website includes considerations such as layout, colours, style, 
branding and visuals.  Design is a subjective judgement and care needs to be 
taken that we do not find ourselves designing a website ‘by committee’.  There is 
a multitude of website design agencies that can advise on these aspects and 
deliver ‘style sheets’ or templates that we can use to populate web pages with 
content – a typical cost for delivering this service would be in the region of 
£4,800.   
 
It is proposed to make use of the existing design agency selected following a 
competitive tendering exercise carried out by West Suffolk to procure a design 
agency and for this design agency to propose up to three alternative design 
concepts and then develop the Partnership’s preferred concept into ‘style sheets’ 
or templates that we can use to populate web pages with content.   
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4. Content re-write and maintenance 
 
It is essential that relevant existing content from the Anglia Revenues website is 
re-written in a consistent and easy-to-read style and not simply migrated.  
Failing to do this would devalue the other investments that we will be making, 
for example in design and functionality.  Most councils identify temporary 
resources to achieve the re-write and migration.  It is particularly important to 
ensure that someone with excellent communications skills is employed so that 
content can be rewritten from the customer’s perspective. 
 
It is suggested that an appropriately skilled person is engaged on a temporary 
contract for 6 months. 
 
 

5. Estimated Costs and Operating expenditure 
 
 
Capital expenditure for the ARP Website and Intranet 
 
 Capital spend 
Building and Design £4,800 
Responsive Templates and Commonspot integration £8,000 
Web Author (6 months Temporary) £17,500 
Development and Support £5,000 

Bailiff Website (separate domain) £5,000 
Total £40,300 
  
 
 
Timescale: 
 
It is expected that Phase 1 of a new website, incorporating a new unified design 
with enhanced functionality, plus rewritten content for the most frequently used 
pages, could go live by December 2015.  Completion of the task would be 
incorporated in a second phase, which would also deliver further transactional 
functionality and be available by the end of February 2016 ready for the annual 
billing processes. 
 
Cost comparison: 
 
The site would continue to be hosted by West Suffolk on behalf of the Anglia 
Revenues Partnership. With the availability of the newly created West Suffolk 
web team, the existing contract with Martin Webb Associates to manage the 
content of the current ARP website, would be terminated as the ongoing 
management of the content would become the responsibility of the Anglia 
Revenues Operations Teams with a skills transfer from the West Suffolk Web 
Team, saving £4,500 per annum based on recent expenditure in updating the 
current website.  
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This in house skill set would be able to: 
 

 Deliver substantially improved transactional, search and other functionality  
 Be fully compliant with PSN and other security and data protection 

standards 
 Ensure that content is kept up-to-date, thereby increasing its credibility 

with the public 
 Be readily linked or integrated with other external sites  

 

6. Recommendations 
 
The Joint Committee of the Anglia Revenues Partnership is invited to endorse the 
following recommendations 

1. An external design agency be engaged, at a cost in the order of £4,800 to 
design the style and layout of the new Anglia Revenues Partnership website 
with an ARP intranet and Bailiff Website.  

 

2. A full re-write of all existing content should be conducted by an external, well-
qualified resource at a cost of £8,000 in order to provide a consistent, modern 
and easy-to-read interface with the public and an intranet for staff 
information 

3. Commonspot, in use by West Suffolk,  be adopted as the content 
management system for the new Anglia Revenues website 
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Appendix 1:  Compliance requirements 
 
Any new website must be Public Services Network (PSN) compliant and be 
capable of adapting to future changes in compliance.  In particular software must 
remain secure at all times and fixable in the light of any new or emerging 
security threats, in line with the Cabinet Office PSN compliance.  This is likely to 
mean that any CMS must be covered by a suitable maintenance arrangement 
and kept up-to-date.  If it uses Java, it must run on a supported version of Java. 
Further detail is available here: 
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/
193704/PSN_Compliance_Zero_tolerance_approach.pdf 
 
 
Full compliance with relevant disability discrimination and data protection 
standards is also required.  Any proposed CMS must be readily capable of 
supporting W3C AA compliant content. 


