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Why does this
report matter?

Information on council websites has become increasingly vital. CQC
assessments show that the availability of (and clear structure for) information
about available services are a significant challenge across multiple authorities.
Even in areas with comprehensive support services, carers often struggle to find
information on what is available.

The ONS reported in 2020 that 92% of UK adults were internet users, rising to
99% for those under 44!, Health information seeking online doubled between
2009 and 2019, reaching 63%?2, with likely further growth following the
coronavirus pandemic.

Well-structured, high-quality information from authoritative sources is essential
to counter misinformation on social media and adapt to technological changes
including Al adoption.

Background

In February 2022, Mobilise presented to ADASS East a report evaluating
online information and services for carers across the region’s councils.
This assessment involved testing the 12 council websites from a user
perspective.

An independent reviewer scored each site on its ability to answer typical
support questions, and the overall user experience.

The current report presents findings from a similar review conducted in late
2024, identifying changes in website provision and performance since the
initial review.

Additionally, Mobilise has conducted interviews with each council to explore
how they commission, manage and evaluate their online provision, and their
future development plans.

www.ons.gov.uk/businessindustryandtrade/itandinternetindustry/bulletins/internetusers/2020#:~:text=1.-Main%20points,aged%2075%20years%20and%20over

2arc.net/l/quote/fsgxcmec



Purpose and scope
of the review

The aims of the website review and subsequent interviews are to:

Assess how quickly and
effectively the region’s websites
connect carers to relevant

Evaluate use of language,
terminology and other elements
that make websites welcoming

information

Identify new technologies or Identify in-development features
services in use or being planned and planned improvements by
-eg. Al individual councils

Highlight examples of good
practice in co-production, user
testing, language, content, user
journeys, cross-linking and
integration of support information

Explore the extent to which
councils have co-produced and
user-tested their web content
directly with carers

Identify improvements since the
2022 review and the extent to

which previous recommendations
have been implemented

Identify key challenges and
opportunities across the region
for online carer support and
recommend regional approaches

O
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Methodology

The 2024 website survey followed the same user-testing method as the 2022 review.
For both reviews, we identified carers’ priority concerns using Mobilise’s unique data sources:

In-house expertise developed whilst supporting over 150,000 carers across the UK
Analysis of 500 posts in the Mobilise Facebook group for carers
Notes from over 220 individual support calls

Google search data

This process identified four primary
areas of interest for carers [« _
accessing support websites: ==

Emotional support /\\\

Finances and benefits

Condition-specific queries

Carer’s Assessments

When we refreshed this analysis in December 2024 these issues remained, with the addition of
concerns around managing incontinence and health issues.

The 2024 question sets closely mirrored those from 2022 to enable direct performance comparison,
with some additions to evaluate new features such as online self-assessment facilities.

For testing, we used an Apple iPhone 7 with mobile data, reflecting Mobilise web data that showed
mobile devices remain the primary method of web browsing.

The 2024/25 review also included interviews with council staff responsible for carers’ online
experience. These interviews helped us understand the complex context in which websites operate,
recognising that Adult Social Care teams often have limited control over some aspects of web
provision, which may be managed by corporate web teams or third-party contractors.

Data from councils showed most visitors arrive at carers’ pages via search engines (primarily Google
and Bing), with a smaller proportion accessing directly via URLs. Hertfordshire was unique in
generating significant traffic from a local referral source - HertsHelp.



Enhanced content curation and
editorial responsibility

A primary recommendation is for councils to take stronger editorial ownership
of information for carers across their digital ecosystem. This includes:

e Establishing clear editorial responsibility for the carer journey across both
council-owned and third-party platforms

e Implementing consistent content governance to ensure information remains
accurate, up-to-date and consistent - regardless of where it appears

e Curating third-party content and connections rather than just linking to
external sites

e Creating seamless transitions between council websites and commissioned
services

e  Where information is duplicated from multiple sources - providing a single
reliable source

Regional Al-ready content strategy

The region should develop a coordinated approach to preparing high-quality,
structured content that can be effectively utilised by emerging Al technologies:

e Standardise key information formats across councils to improve Al
interpretation and delivery

e Develop shared content guidelines for writing Al-compatible information
about carer services

e Create a regional repository of verified, well-structured carer-specific
content that Al systems can access

e Collaborate on metadata standards to ensure Al tools can accurately
categorise and retrieve carer information

e Share costs and expertise in preparing content for future Al implementation



Regional collaboration framework

ADASS East should establish a structured approach to foster collaboration
across councils for online carer provision:

e Create a formal knowledge-sharing mechanism for councils to exchange
best practices and lessons learned

e Position this collaboration as part of broader demand management strategy
rather than a standalone digital initiative

e Involve stakeholders beyond digital teams and carer specialists to ensure
comprehensive improvement

e Develop regional benchmarks and standards for carer online provision based
on the findings of this review

e Establish a regular forum for councils to collectively address common
challenges identified in the research



Positive change
for the region

Councils in the region are doing a lot to improve and develop online provision
for carers via their websites. As a group, the region’s website provision for
carers has improved since the original survey in 2022:

Six councils achieved a very good performance
and three more achieved a good performance.
This is a real improvement from just four achieving
a good or very good performance in 2022.

Challenges
faced in 2025

The website survey shows the online provision of councils faces significant
challenges around the following:

e Integration of carer-specific information and information for people with
care needs: in reality both groups are interdependent and need to access
the same information

e Commissioning of directories of information and services, whether
contracted or in-house

e Quality of online information and advice provided by contracted carer
support services

e Integration of information, advice and services from directories, carer
support services non-contracted partners and other third parties including
ICBs, with council website provision for carers and people being cared for

e Implementation of online self-assessment (for carers and people with
care needs) as a true alternative to traditional, Care Act-compliant, social
worker-led assessment

e Implementation of Al tools able to gather and push personalised
information to carers and people with care needs
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Our website review employed two question sets: one on carer’s assessments and
emotional support (23 questions) and another on financial support (12 questions).

The reviewer evaluated whether each website satisfactorily answered these questions
and rated the overall journey on a scale of 1-4, with an additional bonus point
available for exemplary experiences worthy of recommendation to other councils.

This created a maximum possible score of 10 per website, with scores of eight
or over considered very good, six to seven good, and below six indicating at least
partial unsatisfactory performance.

Our findings

The table shows that, in 2024, half of the council websites have achieved very
good performance. Three more achieved a good performance. This compares
with just four that reached this level in 2022, showing real improvement.

2024 2022 Council
10 8 A
Key: 10 4 E
10 4 I
Improved
since 2022 10 5 L
8 10 D
Improved from
unsatisfactory to good/ 8 5 G
very good since 2022 7 5 B
Declined or remained 7 8 J
unsatisfactory since 6 2 C
2022 5 4 H
5 10 K
3 2 F




The relative performance of the region’s websites has changed. The table shows
some sites have improved significantly since 2022 while others have declined,
one of them significantly:

e Three sites have improved significantly to enter the top third
in terms of regional performance.

e One further site has improved from poor to good (these four sites
are in green in the table above).

e Two sites have moved from being partly unsatisfactory to good
or very good (purple).

e One previously top performing site has declined significantly,
and one other remained in the unsatisfactory/poor zone (pink).

e Three sites have maintained - or nearly maintained - a very good
performance and one unsatisfactory site (H) slightly improved.

Thoughts on how individual websites have delivered improvement or otherwise
will be explored in individual feedback sessions offered as part of this project.
We'll focus on more general observations that may inform actions by ADASS East.

Recommendations from
the website reviews




Website reviews in detail

Our independent reviewer tested each website on a mobile phone using a set of
35 questions (see appendix) to see how quickly and easily information, advice,
guidance and interactive services could be found.

Things that council websites are getting right include:

Plain English and a friendly tone

Within each question set we asked: Was the content concise, in plain English
and free of jargon? And regardless of their performance in resolving requests,
did pages present as friendly and welcoming?

Councils performed well on this test in 2022 although six were identified as
falling short. This time around, just three councils still have work to do.

Carer's

Feedback from the website reviewer: assessment

| noticed a reference on one website odriosmen e
to ‘Care Act Assessment’ and | et g
thought the inclusion of the word
‘Act’ could be off-putting. [ liked this ottty et
presentation that specifically states
that the word ‘assessment’ is not e I
about judging you. oot

Adult carers

Referring to a different website our reviewer commented:

| really liked the way the content referred to a ‘Carer’s Conversation’.
Sounds so much more friendly than ‘assessment’.
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Acknowledgement of carer role/situation

Eleven out of the twelve council websites scored ‘yes’ on this question.

Suffolk County Council had a good example of clear, friendly presentation.

oo

What is a carer?

A carer is anyone who helps and
supports somebody who due to an
illness, disability or mental health
reasons, cannot manage without their

support.

What carers do

The person you care for, or plan to care

for could be a: The support you provide could be:
e husband, wife or partner e washing and dressing

e family member such as a parent, o shopping and food preparation

brother, sister, son or daughter ® helping with laundry or housework

o fii .
friend or neighbour ® taking someone to regular

his is not the same as someone who appointments

ides care professionally or through a keeping someone company

organisation. . —
& ing someone take medication

Accessible via Google Search

As in 2022, every council’'s carer’s assessment
information appeared prominently in Google
search results using the query “carers assessment

+ name of council without ‘council

Where councils have contracted out carer support services, non-council
providers sometimes rank higher in search results. For example, Carers Matter
Norfolk appeared above the council in our reviewer’s search. This arrangement
works effectively when relationships between the council and contractors are
transparent, and both sites clearly direct carers to the appropriate resources for
resolving their queries.


https://www.suffolk.gov.uk/care-and-support-for-adults/caring-for-someone/help-for-carers

Information on carer’s assessments

Eleven out of the twelve council websites scored ‘yes’ on the following two questions:
1. From the page can you quickly find information about Carer’s Assessments?

2. Does the information about the Carer’s Assessments make it clear that any carer is entitled
to ask for an assessment, it is not means tested?

Finding health-specific information

Ten out of the twelve council websites scored ‘yes’ on the following question:

e Can you find or link to information about health condition-specific information and support
including organisations specialising in support for specific conditions?

Eleven out of the twelve council websites scored ‘yes’ on the following questions:

e Choose a health condition-specific service found. Does the contact link go to a meaningful
page (i.e. not fundraising) with useful information?

. S .
Essex County Council has an excellent J= Essex County Council
page on Disabilities and Health Conditions. ﬂ
Search Essex County Council |

’
\

@ Idea: An additional
consideration could be

Home » Adult social care and health
» Disabilities and health conditions

Disabilities and

health conditions

to have a link from the —
, Get help with disabilities, mental
Carer’'s menu as well as health, dementia, autism, accessible

transport, advocacy and end of

from the main Adult Social e care
Care and Health Menu. > Dementia

Making it easy for people to complain

In 2022 we noted that some websites make it difficult to complain. Asking the same question
this year, only one site fell short.


https://www.essex.gov.uk/adult-social-care-and-health/disabilities-and-health-conditions
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The region’s councils show significant room for improvement in their online
provision for carers across four key areas:

Carer’s Assessments
use of directories
integration of information between carers and care recipients

clarity around available financial support.

1. Carer’s Assessments

No council provides information about the waiting time
for a Carer’s Assessment (Q 5a)

This was a new question for the 2025 survey. In some cases the lack of
information may be because Carer’s Assessments have been contracted out to
third-party carer support services.

But it may be more likely to reflect high, or fluctuating, levels of demand, which
is understandable from a council’s perspective, but frustrating for the carer.

Four councils offer an online self-assessment option which could alleviate this
and provide other benefits.

Information provided about the Carer’s Assessment has improved — eight
councils as opposed to six in 2022 scored a ‘yes’ to the question: Does the
information about the Carer’'s Assessment include information about what sort
of support, including financial support, might be available to carers from this
process? One council was marked down on this question, with our website
reviewer commenting:

“It does have a section on personal budget, but a section
just describing the overall kind of support someone can
get would be helpful.”



There has been no net improvement in this metric since 2022, with two councils adding this
facility while two others removed it. The practice of offering online applications without providing
expected waiting times creates a frustrating experience for carers. Many councils and their
contracted carer support services continue to primarily direct carers to telephone numbers for
assessment enquiries.

Bedford, Central Bedfordshire, Luton and Suffolk Councils offer some form of online
self-assessment for carers:
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Bedford Council’s online Carer’s Assessment

If a user completes the form next steps are clear: the form
will be forwarded to one of our Adult Social Care teams
who will aim to respond to you within 2 working days.
However, at times of high demand, it may take longer.

Reassurance is given about confidentiality: This form
will be sent in a secure/encrypted format and will only
be accessed by the relevant Adult Social Care staff.

No information is given about the benefits of doing the
online assessment, although it does give a qualified
commitment around response time, which is not in
place for the traditional, in-person carer’s assessment.

m =

Carer's Assessment

If you're caring for a family member,
friend or neighbour, then you're
entitled to request a free Carer's
Assessment. The assessment will
identify support which may help
in your caring role. This can be ‘
your local council or you can get

started straight away with our free
Mini Carer’s Assessment.

Bedford Borough Council Register on

Eforms

Login to Eforms

* BEDFORD
BOROUGH COUNCIL

Online Forms Home 2

Carers self assessment

(@ Estimated time to complete: 4 - 10
minutes

WS Wil UU Wit yuur uata. iy persUiar
data collected and/or processed under
this policy/procedure will be dealt with
in accordance with Data Protection
Legislation and the Council's Data
Protection Policy. Data is held securely
and accessed by, and disclosed to,
only individuals where relevant to this
policy/procedure.

View the privacy notice

Central Bedfordshire’s page on

Carer’s Assessments

Users are invited to: Find out more
about the carer’s assessment on the
Mobilise website. The link goes to a
page with this content:


https://www.bedford.gov.uk/social-care-and-health/adult-social-care/caring-someone/carers-assessment
https://www.centralbedfordshire.gov.uk/info/18/health_and_social_care/313/support_for_carers

17

Luton Council’s page on Carer’s Assessments

There is a prominent link to ‘online carer’s assessment’ but
when you arrive there it is described as a ‘contact form’. No
information is given at this point about what will happen
after the form is submitted, and only by registering would
we have been able to see the ‘next steps’ information.

The form appears to collect information for
triage, similar to that collected by the Bedford
Council form.

Home > Healt and social care > On a separate page called ‘Getting a Carer’s

Adult social care > Portal > | am a carer

Assessment’ additional information is provided:

| am a carer

— There is now a quick and easy way to see if
Online Carer's Contact Form .. =
- you are eligible for support from the council.
] =— Carers can use the online self-assessment to
[ ]
2 J— answer questions to tell us what they might need

support with. The self-assessment will then let
you know if you are eligible for support from the

council, even if you're not eligible the assessment

Am | eligible for help and support as a carer?

will be able to tell you about other organisations
in Luton who might be able to help.



https://socialcare.luton.gov.uk/web/portal/pages/homecarer
https://m.luton.gov.uk/Page/Show/Health_and_social_care/adult_social_care/Pages/default.aspx

Suffolk County Council’s page on Carer’s Assessments

Under the heading ‘How to request a Carer’'s Assessment
it says: you can contact Adult Social Care (Customer First)
to request a Carer’s Assessment. Alternatively, you can
complete an online assessment.

JSuffolk

County Council

Carers Self
Assessment
8

What is an online Carers
Self-assessment

=l

This online self-assessment is used
to gather information about an
informal carer supporting someone
living within Suffolk who may need
support with some or all of their daily
living activities (such as getting
washed and dressed or accessing
their local community).

The page provides comprehensive information
about the two-part online carer’s self-assessment
as follows:

part one, the wellbeing questionnaire; is a
chance to consider your situation through a
set of targeted questions. Upon completion,
a range of advice and information will be
provided for you to consider and explore.

part two, if you wish to proceed, asks a number
of in-depth questions relating to your daily life.

The assessment questionnaire asks about

Your details

Your life as a carer now and how it might
change for the better

The care and support you provide

The care and support you are able and willing
to provide on an ongoing basis

Your health and well-being
Staying safe
Your support networks

Identity verification

Completing part one of the assessment (no registration required) leads to the provision
of information and links which can also be found from the care pages of the website.

Part two of the assessment requires registration and is outside the scope of this study.

We are therefore unable to say whether completing part two is regarded as the direct

equivalent of having a traditional carer’s assessment leading to support, including for
example, a personal budget to meet eligible needs.

18


https://www.suffolk.gov.uk/care-and-support-for-adults/caring-for-someone/carers-assessments
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2. Directories

Only half of the region’s websites meet the
criteria: “Can you easily find a directory of local
voluntary and community services that can
support carers with a range of services, including
paid care, meals, activities, etc.” (Q18).

While this shows progress from 2022, when only four sites had easily
discoverable directories, there is still room for improvement. Our interviews
revealed that 10 councils maintain directories (some having multiple), suggesting
that the primary issue is visibility rather than availability.

This visibility gap is significant, given that most councils across the UK recognise
community-based support and self-help resources as essential strategies for
meeting growing demand from both carers and those needing care. Additional
insights on directory provision are in the ‘Findings from interviews’ section of

this report.

Feedback from the website reviewer:

When there were directories they weren’t always
easy to find because some were on third-party
websites.

Few council directories address incontinence management, despite it being a
top concern for carers, according to Mobilise’s data. It is reasonable to expect
information on this issue within council service directories.

Our review found that of the six councils with accessible directories, only two
provided useful information on incontinence support - a significant gap in
meeting carers’ needs.
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3. Integration of information for carers
and people with care needs

In 2022, our report identified an opportunity for councils to better support carers
by integrating information about services for people with care needs into carers’
webpages.

To track progress, our 2024 survey included a new question to assess if councils were
directing carers to information about support services for those with care needs.

This year, only four councils included prominent links to such information on their
main carers’ pages, missing an opportunity to provide carers with easy access to
essential resources - especially since many council teams had indicated they were
implementing this recommendation from the 2022 report.

Only two councils mention carers on the council home page (Q1 from the financial
question set).

We also asked if the term ‘carer’ appeared on the home page. Given the limited
space and the fact that some individuals may not identify as ‘carers, this is a
significant ask. We were pleased to find that two high-performing sites in this
review do include a reference to carers on their home page.

Feedback from the website reviewer:

Councils often put a strap line under their menu items
as a navigation aid so it could be relatively easy to
add the term ‘carers’

From the ‘paying for care’ pages, which understandably focus primarily on the
person receiving care, we examined whether councils provided links to financial
support information specifically for carers, including Carer’s Allowance.

When we assessed this in 2022, only two councils offered such connections. In this
year’s review, the situation remains unchanged, with just two councils providing
these important links. Notably, only one council has maintained this good practice
across both reviews.
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4. Information on financial support

Only four councils satisfied our reviewer that the financial assessment process
and how to apply is explained clearly — two fewer than in 2024 (Q4 in the
financial question set).

Assessing your need
for care or support

Feedback from the website reviewer:

There was a lot of information
about the financial assessment
but at the end it wasn'’t clear : L L
how you apply for it. | assume oo oriccg
you just call?

Our reviewer found the page and video on
Bedford Council’'s website met expectations.

Only half of the region’s councils provide information about Carer’s Allowance and
how to apply from the main carers’ page (Q10 in the financial question set).

Mobilise data shows that Carer’s Allowance is one of the top concerns for carers,
so links to information about Carer’s Allowance should be prominent on the main
carers’ page - even if it is not a council-delivered benefit.


https://www.bedford.gov.uk/social-care-and-health/adult-social-care/needs-assessment

Mobile friendly

As in 2022 most sites were found to be
fast and easy to use on a mobile device.

Feedback from the website reviewer:

The site architecture needs

to be good for mobile users
and not just people on laptops
or desktops. One page that |
thought was an example of

a good menu page was at
Central Bedfordshire.

> Help an elderty relative stay in their own home
Help an elderly relative stay
in their own home

Getting an assessment

Find out about getting adult social care
support.



https://www.centralbedfordshire.gov.uk/info/24/help_an_elderly_relative_stay_in_their_own_home
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Ar— »
“—= Essex County Council

The Essex County Council website was
a particularly strong example of being E
mobile friendly:

Home » Adult socicl core ond health
» Support for carers

Feedback from the website reviewer:

Support for carers

The site is incredibly easy —
to navigate even for mobile Information, support and guidance
. . for people who look after someone

users. Links to third-party
websites are in context so HE
when people get onto other B R R

. y S| t them, including examples of the
sites they don’t have to start bypos ot care oy provide,

searching again (Essex CC).

Our reviewer found other sites had frustrating user experience when accessed from a mobile.

Feedback from the website reviewer:

Sometimes | got a bit lost in the navigation as once you are in
the (third-party) website you can’t navigate back to the council
website. This is particularly frustrating on a mobile.

It was navigation that was the most challenging, particularly using a mobile.

It's not always obvious how to get back to the main council website if you are in the portal or
the directory. Additionally some of the menus were long and you had to click on ‘show more’ for
important areas. | found myself having to navigate via links within the content but then getting
entirely lost.

More thought needs to be given to the user experience. If | had been the person requiring care
and looking for financial support, | would have struggled.

| would have preferred [the information] not to be in a pop up box. These can be quite
frustrating for mobile users.


https://www.essex.gov.uk/adult-social-care-and-health/support-carers
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Handover and handback

When councils use third-party websites for information, they must ensure their own site offers a
coherent overview and clear links to external content.

Users quickly become frustrated when forced to navigate between sites with varying interfaces,
cookie notifications, and pop-ups - particularly on mobile devices.

Effective return navigation is also crucial. Luton provides an excellent example, while other councils
created frustrating experiences. For example, our reviewer was redirected to multiple charity sites,
each requiring cookie decisions and presenting different interfaces. This disjointed experience
increases the risk of users missing critical information.

Information architecture

Breadcrumb trails are useful, particularly for mobile users navigating complex customer journeys.
At least one website in the cohort lacked a breadcrumb and it was missed.

Dealing with lots of information

The complexity of social care makes designing intuitive yet concise navigation challenging. Effective
cross-referencing between related areas - such as linking carer information to resources for those
being cared for - and prominent access to frequently used services are essential.

The sheer volume of information means user experiences can vary significantly depending on their
chosen navigation path, potentially leading to inconsistent access to critical resources.

Feedback from the website reviewer:

If you navigate from the adult social care menu to ‘Help to find the
right care and support for you’ followed by the menu item ‘If you
are a carer for an adult’, You can read some brief content about
being a carer. However, if you choose to go into the Adults Portal,
then there is a menu item ‘Support for Carers’ and much more
information. | nearly missed this.



25

Cookies

Cookies get irritating if you're directed to various different third-party websites. On one website
reviewed, we noticed users have no option to reject cookies.

Chatbots and Al assistants

When implemented effectively, chatbots offer users immediate assistance without requiring emails or
phone calls, potentially reducing wait times and providing 24/7 support for common queries. This can
be particularly valuable for carers seeking information outside office hours.

However, our reviewer found chatbots on only one council website and several third-party sites, with
mixed experiences. The implementation challenges include:

e Screen space on mobile devices obstructing other content
e Persistent reappearance after dismissal, creating frustration when navigating between pages
e Potential for generic responses to complex social care queries

e Inconsistent user experience across different platforms

Councils considering chatbot implementation should focus on ensuring they genuinely enhance,
rather than hinder, the user journey - particularly for mobile users. They also need to be monitored to
ensure they draw from accurate, up-to-date information that addresses carers’ specific needs.
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Findings from
Interviews

Purpose of interviews

The interviews were undertaken to understand the context for the
performance of the region’s websites as revealed through the survey.

The findings will inform feedback about improvement to individual councils,

as well as our recommendations about region-wide improvement measures.

Recommendations from
the interviews
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Interviews with council staff reveal that there are many professional
stakeholders within the council teams who are responsible (to a greater or
lesser degree) for the online carer experience.

These include carers leads; commissioners of carer services; corporate web
and digital professionals; adult social care managers; information, advice and
guidance specialists; performance managers; project managers and so on.

For each council we met between one and three people from a variety of these
backgrounds, all with different perspectives. None were managing all the
moving parts that affect the carer experience on council website.

That's also before considering a host of other people and organisations whose
work also affects the experience of carers online. These include providers

of care and health related directories, contracted and non-contracted carer
support services, and digital products such as self-assessment tools, that are
now becoming part of carers’ online experience.

Interviews revealed there is a significant turnover in staff with responsibilities
for the online carer experience. A number of those interviewed had joined after
the Mobilise 2022 report was published and were not aware of the report until
it was circulated ahead of the interview.

Although most of the recurring questions in the website survey were answered
better than they had been in 2022, some were answered less well, suggesting
that some ‘things that work’ were no longer in the corporate memory.
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We asked: To what extent do you work with the corporate web team on issues
like navigation, image use, search, mobile-friendliness, plain English and other
‘site wide’ considerations. In all the region’s councils, the team within adult social
care managing the carer online experience works in collaboration with their
corporate web team.

The split is typically that the corporate web team manages accessibility,
readability, navigation, image selection, mobile-friendliness, and corporate style
compliance. Adult social care/carer teams are responsible for content creation,
quality and strategic direction.

This really means that the carers/ASC team is broadly leading on content and the
corporate team is broadly leading on user experience. Or does it...?

Our web survey showed that carers seeking information are frequently led off
into third party sites commissioned by carer/ASC teams. On these sites the user
experience, including look and feel, language, navigation, and search - things
tightly controlled on the council website - may be completely different. This can
create a very disjoined user experience.

Our interviews showed there is a lot of recent, ongoing and planned activity that
will be impacting carers’ online experience via the region’s council websites.

In answer to our question When was the most recent review/overhaul of the
carer pages five councils reported significant reviews/updates to the carer pages
on their website in the last 12 months.

Others had reviewed in 2023 or said they do ongoing updates. Only two
councils had not reviewed in the last two years.

“We're doing a systematic review of the content
at the moment to make sure that what we've got
on there is true and trusted.”

In answer to the question What testing/feedback activity has been done recently
on the carers’ pages/facilities councils mentioned various activities including
engagement via carers’ workshops every three months; specific updates co-
produced with carers; external user research via Healthwatch, Curators of Change;
user testing sessions with carers, including dementia support groups; engagement
with carers’ forums.

“[We do] engagement with local groups and
carers through in-person feedback sessions.”
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We asked: Has co-production been used in connection with any review/
development/planning on carers’ pages/facilities?

Two councils said no, two said co-production work was planned. More
than half of councils said yes, citing various forms of engagement including
workshops, surveys, and direct response to feedback.

Two councils said they had used the Working Together for Change process on
website reviews/development.

It is out of scope of this project to evaluate whether the forms of co-production
used would meet TLAP definitions of co-production.

1
\

\

~

@\ Idea: One way of co-producing websites with
carers is by involving them in the sort of testing we
used for the website survey carried out for this project.

Council teams could work with carers to develop a question set based on the things
carers most need to do or to find out about, test how quickly the website can answer
those questions, and then find and test improvements.

In answer to our question about whether and when councils would be
commissioning or recommissioning directories, five councils reported this
would be happening within the next 12 months. Two were waiting to see the
outcome of an ICB-commissioned directory project. Three said there was no
activity planned because contracts were recent or still had time to run, and
others were not aware of what might be happening.

e “We're getting ourselves involved in an ICB wide initiative...a website.

e for mostly professionals in health, and they want
social care as well.”

e “Yes, our goal is to consolidate existing directories,”

e “New VCSE and self-help group directory under development.”

We also asked about new or recently changed contracts with third party carer
support services including online support. Five councils said they had recently
let contracts and six councils were reviewing or anticipating new contract
tenders this year or next.

e “New commissioning expected in 2025; digital services remain a priority.”

e “Future specifications to increase digital support offer.”
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In response to our question about plans to commission Al tools that assess
carers’ needs and push appropriate information, advice and services to carers,
some councils said they were already using Al tools from Mobilise and Bridgit.

Others had secured funding to develop projects around this or were
keeping a close watch on what other councils were doing, aware that many
councils are running projects around this topic:

“Under consideration, “There’s lots of “Recently a

with Adult Social Care development going on senior manager
Reform (ARF) funding nationally around this. was seconded to
secured we're just | would love to see that Buckinghamshire
investigating what a bit further embedded to see the use
that’s going to be at on the website as and of their Al and
the moment.” when we can.” report back.”

Four councils said they had no current plans in this area. We also asked
about the use of Al assistants, or chatbots. The website review had
identified only one council (Hertfordshire) with an Al assistant in place,
presenting as a site-wide facility.

Some third-party contracted sites, like Carers in Bedfordshire and Luton
Supporting You, have their own bots.

Testing these bots was outside the scope of this research, but in interviews
we did ask whether councils planned to commission bots or Al assistants
to help carers find what they need from the website.

Some councils were looking to existing Al supported tools, such as those
from Bridgit and Mobilise, to deliver as Al assistants. Others were discussing
the chatbot concept, often with corporate colleagues. Some councils said
they were not looking at chatbots because there was no funding for it, there
were data/privacy concerns, or that it was just ‘out of scope’ for carers.

One interviewee made the important point that ahead of commissioning
chatbots, they needed to focus on upgrading information on the website so
that anything delivered to users was up to date and accurate.

“We can use [chatbot] “One of the reasons we're doing such an
data to help to inform overhaul of our content is to make sure it’s
what goes on to our up to date....we're very aware that we're
website of what carers not just going to bang [Al] on the front
need the most.” end and hope for the best.”
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One of the interview questions was: What is the purpose of the web pages/
tools provided by the council for carers?

Not surprisingly, answers provided most often focused on practical delivery
issues like access to information, details about entitlements and signposting,
recognition of the carer role as distinct from that of people being cared for, and
empowering carers by providing access to self-service tools.

The question prompted few answers around the role of online carer support in
managing potential demand on council social care - both currently and in the
future. This was the prime issue we were hoping would be explicit in responses.

That said, some interviewees did talk about the role of carers’ webpages in
providing timely support to avert crisis prevention and the need to foster peer
support and community connection, but not always in response to this question.

“In adult social care we're  “Theideais that  “We're trying also

currently in the process our website to shift from carer

of a new target operating  would function assessment to self-help
model, which is changing  for about 70% — it's really difficult to
our front door.” of engagement.”  get the balance right.”

We asked whether the role of the website was explicit in the council’s carers’
strategy. Where it was not, interviewees said that it was implied.

We asked interviewees what they thought were the three most important
areas of information and advice that should be covered by the council website:

1. Support available and how to access it
2. Information about financial support and benefits

3. Information around Carer’s Assessments

A way behind these three came information about what to do in a crisis and
signposting to VCSE and peer support.

Also mentioned were respite care options, health and wellbeing information (for
both the carer and cared for person), and information about the role of a carer.
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Our reviewer commented that “The council’'s website has some information
but there’s also a portal or third-party website. You end up wondering
which one to use because each has different content.”

This prompted us to ask interviewees a number of questions about the
commissioning and implementation of directories where carers might find
useful information and advice.

We asked: Do you provide a directory of services (e.g. covering VCE
delivered services, self-help groups, and other things carers may find
helpful) commissioned from a third party?

Ten councils say they have directories (some have several) although our
website reviewer was able to find a directory on only six of the region’s
websites.

In our interviews, councils said that directories were provided in different
ways, including:

e commissioned with or run by other council departments, such as
children and family services, and therefore providing services beyond
adult social care

e provided by commissioned carer support services like Carers in
Bedfordshire or Carers First in Southend

e commissioned by the NHS and including VCSE services (eg the MiDos:
Directory commissioned by the BLMK ICB therefore covering several of
the region’s council footprints)

Some directories, perhaps better described as listings of services
(sometimes limited to contracted services for quality control purposes) are
maintained in house.

Responsibilities for keeping directories up to date varied. In some cases it
is a requirement of the service commissioned to provide the directory. In
others, listed organisations are expected to keep their own details up to
date.

Councils mentioned the significant resource implications of using their own
teams to keep information up-to-date.

User experience of directories, once found, is not just about ‘up-to-
dateness’. If carers are referred to a directory they want to be linked directly
to a page relevant to their enquiry. Not sent to a home page and left to
search for their destination.
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We highlighted earlier comments from our website reviewer on the usability
issues frequently met when going back and forth between the council website
and third party services, such as directories.

Some interviewees were clear about the shortcomings of current
directory provision:

“We signpost to our provider hub, which if I'm
honest is quite difficult to navigate based on
feedback we've had. It's quite clunky and | don’t
think it has the full range of organisations on there.”

“We do try and coordinate to make sure that it
doesn’t matter which [directory] you hit, you should
find the information. But it is difficult.”

A good directory can make a big difference for carers. Several third-party
providers in the region offer really useful information accessible in a number
of formats including video, chat bots and the ability to easily book a call.

Interviews revealed that reviews of directory provision are likely or possible
in at least half of the region’s councils in the next 12 — 24 months.
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We asked: Who is responsible for ensuring a smooth customer journey to and from
the council website and commissioned directories and other online information and
services (e.g. self-assessment forms)?

A number of interviewees told us that responsibility for ‘usability’ including the
back and forth between the council website and third party sites was split between
different teams.

One council said, a ‘contact team’ was responsible for signposting and the corporate
web team ‘ensures usability’, another said that the corporate web team was
responsible, in collaboration with ASC teams.

How this actually works in different councils may be worth further exploration.
For our website reviewer, this was clearly a problem area:

“Seeking a Carer’s Assessment | was sent first to a charity site, and then another
associated but different site. Each time | had to accept or decline cookies, and
navigate other pop-ups, as well as adjust to a different look and feel.”

Some councils are putting considerable effort into getting linking right:

“For any of the sources that we link, it should be our
responsibility to check that they are correct and up to
date if we've linked them off our website. | think it's
important that we check that we're sending people to
the right place.”

There were a wide range of answers to this question. One council said there
was no strict policy, with relevant teams recommending links based on service
needs. Another said: “The IAG steering group should oversee, but this has been
inconsistent.”

Other councils take a stronger line:

e “What we wouldn’t do is link to something that we either don’t commission
or don’t know is verified and we're really strong on that.”

e “Atthe moment it’'s been based on essentially what we directly
commissioned to minimise potential confusion. We tend to signpost to the
more local offers that we directly commission.”
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We asked: Who is responsible for ensuring that the information provided by
commissioned third party sites is consistent (e.g. if the carer assessment process is
described on the council site and on a third party site, the description needs to be
consistent)?

Again, answers to this question were varied, ranging from “service providers are

”

responsible for maintaining listings”,“responsibility has not yet been assigned”,
“one of our subject matter experts who's qualified to make to make that judgement
call” and”combination of content owners, carers, and service providers”, to
“commissioners monitor and review external site links periodically.”

One council working with Al-driven services said this was a whole new area
to master:

“A new skill for us to learn is how you tell Al what to pull
through. Because there's a danger that Al goes off and
pulls through all sorts of things. So | think one of the
things that we recognised in the last meeting was it was
pulling through some random companies because it was
going off to search Google.”
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The interviews showed that every council in the region commission carer
support services.

Many of these services provide online information, sometimes in the form of
a directory. In other instances councils are embracing newer technologies
like those provided via Bridgit and Mobilise.

Most interviewees felt a strong online offer within these services was likely
to become more important in future:

e “Caring is diverse and people have different preferences. | believe digital
is the way to go. And at the moment, | don’t think we're really utilising
that at all.”

e ‘| think we have a huge problem at the moment with the accessibility to
services for people who can’t do Monday to Friday 9 till 5:00.”

e “We have to prepare for the future [being] increasingly online.”

ASC pages on council websites offer a huge range of directories, external
links, contracted carer support services leaving carers or other users unsure
of where to go for specific information.

Al-driven tools that can gather information from many sources and deliver
personalised information provide a new approach to this problem.

Asking councils about future plans to commission these sort of Al tools
revealed that some are already using Al tools from Mobilise and Bridgit.

Our website survey identified four councils that offered carer’s self-
assessment online. It was beyond the scope of this research to test these
assessments. Based on what we were able to observe, only one of these (that
provided by Suffolk) appears to go beyond simple triage ahead of a traditional,
person-to-person assessment session.

The Suffolk process appears to provide access to personalised support, in
the way that a traditional face-to-face assessment would - without requiring
a person-to-person session.

Two councils are looking at online self-assessment available via tools like
Bridgit or Mobilise, and others are considering it. Four councils said they
were not discussing this possibility.
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We asked interviewees to say what they thought their site would score on a
scale of 1-10 in the website review.

Four councils were pretty accurate in their prediction.

For the rest it was noticeable that poor performing sites all believed they would
do significantly better than they did. Four top performing sites did better than
they believed they would, one significantly so.

Part of knowing what good looks like is being able to point to other websites
that perform well.

When we asked: Can you name any councils that provide excellent carer web
pages/facilities, interviewees were generally hesitant. Suffolk and Hertfordshire
were mentioned by two regional councils thought to perform well.

Interviewees from seven of the region’s councils were aware of the 2022 survey
and of these, most were able to describe issues called out in the report and their
subsequent efforts to resolve them. Areas of action mentioned included:

e Improving navigation for mobile users

e Work on user journeys

e Better integration of information for carers and those with care needs
e Home page visibility for carers

e Clarity in financial information

e Links to commissioned services

e Using accessible language

“Since 2022 what we've certainly done is respond to
the feedback you provided last time and make some
changes.”
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Just as there are many different teams and individuals involved in planning
and delivering councils’ online offer for carers, interviewees suggested that the
survey results and report would be widely shared:

e “I'll be taking it out to co-production and speaking with our web team.
We’'ll be making a plan about how to improve that from there.”

e “We would want to take it to the council transformation group that is looking
at IAG, digital and resilience.”

e “[We would present it to] Strengthening Adult Social Care (SASC) Board
(includes Director of ASC and Heads of Service) Carers Partnership Board
Data & Digital Team for implementation.”

We asked interviewees if they would find it helpful to attend a workshop on
what good looks like in terms of online carer provision.

Representatives from all twelve councils said they would be interested and
suggested a wide range of colleagues might attend including Senior Leadership
Team, Carers representatives, commissioners, carer support organisations, IAG
team members and Corporate Web Teams.

“We need to be sharing as much data and information
as we've got, particularly in the Al and development
space.”
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Website review question sets and anonymised scores 2025.

Local Authority A B C D

Start in Google: Carer’'s Assessment +
name of council without ‘Council. Is a relevant 1 1 1 1
result found on page 1 of Google

If no result is found on page 1 of Google,
search with name of council eg Cambridgeshire nfa nfa nfa n/a
Council, Central Bedfordshire Council.

n/a

n/a

n/a

n/a

n/a

n/a

n/a

n/a

From the Google result page can you quickly
find information about Carer’s assessments

Does the information about the Carer’s
Assessment make it clear that any carer is
entitled to ask for an assessment, it is not
means tested?

Does the information about the Carer’s
Assessment include information about what
sort of support, including financial support,
might be available to carers from this process

Does it suggest how long you’ll need
to wait for an assessment

Is it possible to apply for a Carer’s
Assessment online

Can you do a Carer’s Assessment online -
that will potentially lead to support

Is the carer role described and acknowledged
on the main carers’ page

There should be some acknowledgement
of the challenges and reassurance about the
existence of services that can help

On the carers’ main page or other prominent
page is there a link to information about 0 0 0 0
support for the person being cared for?

Link should be something like ‘support
for the person you are caring for’

Can you find information and services around
carer wellbeing - eg a self-help group, directory 1 1 0 1
or support organisation for carers

Choose a link and check it - does it land
on a page with relevant information
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Can | easily find courses or other learning
support around the role and challenges of
being a carer

Can you find or link to information about health
condition-specific information and support

eg link to NHS.UK and charities for dementia,
Parkinsons etc

Choose a condition-specific service found.
Does contact link go to meaningful page (ie not
fundraising) with useful information

Is sufficient information provided and
information given to enable immediate contact
to be made without eg having to register or
jump other hurdles?

Back to the council carers page, does it
mention ‘respite care’ or ‘breaks for carers’ or
similar AND say how these can be accessed

Can you easily find a directory of local
voluntary and community services that can
provide support for carers via a range of
services including paid for care services, hot
meals, things to do etc

Does a search in this directory quickly produce
any useful results for advice/services around
‘incontinence’ eg in the first page of results

Does a site search for the Carer’s assessment
return the correct result listed in the first five
results?

Using site search, can you easily find how to
complain about an experience with Adult social
care services. Use search term ‘complain’ and
comment on the experience

Regardless of their performance in resolving
requests, did pages present as friendly and
welcoming

Was the content concise, in plain English and
free of jargon?

Overall, how do you rate the journey plus task
completion?

Would you recommend that other councils look
at this implementation as an example of good
practice?
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Local Authority

Start at council home page. Can you find
the term ‘Carer’ by scrolling the home
page? You should not need to click on a
link or dropdown

Is it clear that a Care Needs Assessment
AND a financial assessment is needed to
determine whether financial support is
given

Is the financial assessment process AND
how to apply explained clearly

Is information provided about other social
care support that might be available free
of charge like eg minor home adaptions,
disabilities support grant, home from
hospital

Is there recognition in the text/
presentation that the reader may be
a carer rather than a person with care
needs themselves?

From the pages about ‘paying for care’
can you find links to information about
financial support for carers Including
Carers Allowance?

If N to above, go to carers’ main page. Can
can you find information about Carer’s
Allowance and how to apply

n/a

n/a

Can you find information for people who
are caring and may need to give up work
because of caring responsibilities and
what financial support they may be able
to get

There should be information on benefits,
Carer’s Allowance, Carer’s Credit, Council
tax reductions etc and fact that some
people may get DPs from council once
assessed
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Can you find information on employment
rights for people caring for someone with
suggestion of issues eg taking time off,
flexible working or unpaid carers’ leave

Does a site search for financial support
for carers return the correct result listed in
the first five results?

Was the content concise, in plain English
and free of jargon?

Regardless of their performance in
resolving requests, did pages present as
friendly and welcoming and supportive

Overall, how do you rate the journey plus
task completion?

Would you recommend that other
councils look at this implementation as an
example of good practice?




43

Interview questions

Name
Job role
Responsibilities

Proportion of time spent on website related work

Who has ultimate responsibility for ASC web pages/facilities?

Who has ultimate responsibility for the carers’ pages/facilities within them

Who else is involved in planning/delivery?

When was the most recent review/overhaul of the carer pages?

What testing/feedback activity has been done recently on the carers’ pages/facilities?

Has co-production been used in connection with any review/development/planning on carers’ pages/
facilities?

Was the interviewee aware of the 2022 survey and report prior to being sent it?
It yes, what actions if any were prompted by the survey results?

Many of the questions in 2025 are the same as those in 2022, how does the interviewee think their
current website will perform on a scale of 1-10 where 10 is the top score?

When the results of this year’s survey are available, who will consider them?

To what extent do you work with the corporate web team on issues like navigation, image use, search,
mobile-friendliness, plain English and other ‘site wide’ considerations?

Perceived importance of the web site offer for carers and what it should cover
What is the purpose of the web pages/tools provided by the council for carers?

Is this purpose written into eg the Carers’ Strategy and who ‘owns’ it?
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e Who is responsible for the content on the carers pages (preparation and sign-off)?

e Do you provide a directory of services (eg covering VCE delivered services, self-help
groups, and other things carers may find helpful) commissioned from a third party?

e If yes, how is the directory commissioned, who is responsible for commissioning and
how is the service evaluated

e Does the council commission a carer support service that has an online presence that
provides information/advice/guidance/services?

e If yes, what is the name of this service?

e Ifyes, how is the carer support service commissioned, who is responsible for
commissioning and how is the service evaluated?

e How important is the online support provided by an external carer support service
when competing offers are compared?

e Who decides what external services should be linked to (eg Ask Sara, Carers UK) and
how are these evaluated?

e Who is responsible for ensuring a smooth customer journey to and from the (.gov.uk)
council website and commissioned directories and other online information and services
(e.g. self-assessment forms)?

e Who is responsible for ensuring that the information provided by commissioned third
party sites is consistent (e.g. if the carer assessment process is described on the council
site and on a third party site, the description needs to be consistent)?

e What other online resources does the council think carers will go for information?

e Can you name any councils that provide excellent carer web pages/facilities?

Ask specifically whether these are likely to happen in the next 12-24 months

e directory commissioning/re-commissioning
e online self-assessment for people with care needs
e online self-assessment for carers needs

e commissioning of carer support including provision of online information, advice and
guidance

e commissioning of Al tools that assess carers’ needs and push appropriate information,
advice and services to carers

e commissioning of bots or Al assistants to help people find what they need from the
website

e Would the interviewee find it helpful to attend a workshop on what good looks like in
terms of online carer provision?

e Ifyes, who in the ASC team should attend?
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