
SEND Local Offer Website

Customer Experience Team:

Paul Blake, Digital Content Designer

Omolola Isaacs, User Experience Researcher

SEND Statutory Service:

Gigi Kwong, Family Coproduction Lead

Co-production meeting with 

Just Say Parent Carer Open Forum 

Date: 27th September 2023

Venue: Daggers Football Club, Dagenham

Time: 11.25am – 12.15pm



Introduction

Customer Experience Team

Background

The Local Offer Microsite is an important resource for parents, carers and young persons with 

special educational needs. It serves as a hub of information, guidance, and support. Recent co-

production meeting on 7th September 2023 with Just Say Parent Carer Forum Steering Group 

have however revealed some challenges with the microsites and opportunities for 

improvements.

Purpose 

The purpose of this report is to share key challenges, valuable insights and suggestions 

gathered from users of the microsite and provide actionable recommendations to create a more 

user centric platform.



Key Findings 

Customer Experience Team

Design - First impression

Users have expressed that the Local Offer 

Microsite homepage is text heavy and can 

be overwhelming. This also doesn’t allow 

them to easily scan the page for 

information.

LBBD Local Offer Homepage



Key Findings 

Customer Experience Team

Missing mentioning statutory 

requirement about the Local 

Offer

Parents | Carers want to add The Local 

Offer is the statutory duty on local 

authorities.

SEND_Code_of_Practice_January_2015.pdf 
(publishing.service.gov.uk)

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/398815/SEND_Code_of_Practice_January_2015.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/398815/SEND_Code_of_Practice_January_2015.pdf


Key Findings 

Customer Experience Team

Accessibility

• The current site lacks accessibility features like changing text size, colours and enabling 

screen readers. This limits usability.

• Language options are needed so non-English speakers can access information.



Key Findings 

Customer Experience Team

Content

• Users advised contents on the 

microsite has not been tailored to 

the different SEND age group (it 

shows from ages 0-5 and 5-25). 

And would want to see info for 

different ages further broken 

down.

• Information is outdated and can be  

insufficient. It needs expanding, in the 

simplest form and void of professional 

lingos which are mostly only understood 

by SEND professionals.



Key Findings 

Customer Experience Team

Visual Design

• Users have feedback that site 

aesthetics are boring and plain. 

Colours, photos, videos are 

needed to liven up the design 

and draw them in.

• Ages could have own coloured 

sections for better navigation and 

associations

Information and message in 

Video form



Key Findings 

Customer Experience Team

Interactivity

• Users want a calendar of SEND events in 

the borough

• E-suggestion box sought for service 

improvement ideas

• Live chat or easier phone contact desired 

for queries

E-suggestion box or survey form

 



Barking and Dagenham
SEND Local Offer Website Survey
• 20 August 2023 - 20 September 2023

• Total: 16 responses (14 : from over 25, 2 from : ages 12-25)

• Qualitative feedback for questions:

oWhat would make it easier to find the information you need on the 
Local Offer? 

oIf there were two things that you could change about or add to the 
Local Offer website, what would they be and why? 

oDo you have any other comments about the website or the Local 
offer?



What would make it easier to find the 
information you need on the Local Offer? 
• More accessible and easier format as I find that the current format 

doesn't work

• Colour columns for ages

• I like the search tab

• Maybe a drop down box on the home page with headings on - other 
language support on the home page

• The website could be laid out better. e.g -.bullet points, pictures, 
images, diagrams, more colorful, more hyperlinks and less words on 
each page shown.



If there were two things that you could change 
about or add to the Local Offer website, what 
would they be and why? 

• the wayfinding pathway - allow it to be more flexible as its difficult to 
find what you want at times Ensuring all information is easily 
accessible 

• Having a basket to collect information I have already found. Having a 
calendar so I can clearly see upcoming events.

• A completely new look - it is a very harch website to view aesthetically

• More information about clubs/activities and which needs they cater 
for. Clearer sign posting as to where parents can get help



If there were two things that you could change 
about or add to the Local Offer website, what 
would they be and why? 

• 1) Up to date information 2) Actually getting the offer that is states

• Not sure yet, I need more time to use it and see what need improving

• It needs to be less corporate and more family friendly - colour, photos 
and an area for CYP to look at - include young people not just parents

• Input from local young disabled residents. Refer back to question 5.

• More interactive communication, such as video clips, voice recording 
transcripts.



Do you have any other comments about the 
website or the Local offer?
• Most parents I work with have never found the local offer helpful as they 

find it difficult to understand and take things from it due to its lack of 
accessibility I think the directory pathway needs improving to allow parents 
to find what they want. I think due to the ,multicultural nature of the 
borough - the website needs to be accessible in other languages as at the 
moment a few of the parents I have worked with - their translation doesn't 
work with the software the website is on

• Needs to be updated regularly

• Not yet, so far so good

• It needs to improve, for example it is not mobile friendly. The local offer is 
new to us and we can't comment as of yet but will comment soon.



Recommendations

Customer Experience Team

• Add SEND Code of Practice statutory requirement in relation to Local Offer

• Incorporate accessibility features like text size adjustment, colour themes.

• Segment content strategy for tailored info by age group

• Add SEND glossary of terms. Maintain plain language.

• Infuse visual interest through photos/videos of SEND individuals and colourful section themes.

• Build a calendar of relevant SEND events.

• Implement a suggestion box with moderation to collect ideas.

• Explore the possibility of live chatbot for instant assistance (depending on available resources).



Actions and Next Steps

Customer Experience Team

• Prototype – design a new user centric microsite taking feedback into 

consideration.

• Usability testing will be conducted once initial design is ready – proposed 

date 5 December 2023.



Our prototype solution:

Customer Experience Team



Customer Experience Team

The Home Page
• Colourful
• Clear Layout and easy to 

navigate
• Engaging
• Use of photos and videos 

throughout of SEND individuals 



Customer Experience Team

Accessibility
• Users can easily change the 

site’s language to their needs.
• Currently has the top ten 

spoken languages in the 
borough but can add as many as 
needed. 

• Accessibility tools selectable by 
the user to enhance their 
experience. 

• Use of photos and videos



Customer Experience Team

Content segmented by colour



Customer Experience Team

Calendar of upcoming events added



Customer Experience Team

Engaging content using images and 
colour



Customer Experience Team

Online form to take comments and 
suggestions (this button will link to a 
form on the public website)



Customer Experience Team

• Possible integration of an AI chatbot to answer parent’s questions and guide them to the correct areas / 

contacts. 

• Parents would like to be able to bookmark information so they can come back to it at a later date.

• Content read aloud tool to make the site more accessible to visually impaired users. 

• Also, the site’s logo is only temporary, in October Gigi in the Local Offer team is getting young SEND children in 

the borough to design one for the site. 

Some recommendations and suggestions that will be looked at once the 
website is completed: 
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