
Website redesign 
transforms customer 
experience for Welwyn 
Hatfield customers

A new website designed and built in collaboration with the GOSS Creative team has provided an 
intuitive user experience. Delivering the digital services customers demand from their council. 

Its close proximity to London and good transport links make Welwyn Hatfield an extremely desirable 
area for commuters and families looking to move away from the capital. But that convenience 
means its population is growing and its demographics are changing – putting increasing pressure 
on infrastructure and services.  

Client Case Study

“The experience I’ve had with GOSS is unlike any I’ve had 
with other vendors.”

Lewis White - Digital Services Manager
Welwyn Hatfield Borough Council



Welwyn Hatfield Borough Council’s previous 
website was the result of inward-looking 
decisions, with content organised to match 
its internal organisational structure. Likewise, 
this was also the case for the language and 
terminology used in the copy, using jargon 
widely understood by council employees. 
Lewis White, Digital Services Manager, Welwyn 
Hatfield Borough Council explains: “When 
customers visit their local council’s website, it’s 
usually with a specific purpose such as finding 
bin collection days, paying a parking fine, or 
reporting a problem – rarely a pleasurable 
experience. But many found even the simplest 
tasks were complicated by internal council 
terminology”. The Council needed to make 
its website intuitive to navigate, with a user 
experience that made sense for customers.

The Challenge

Project at a Glance

Upon launch of the new site, 90% of council 
services are now accessible from the 
homepage. Additionally, the site’s new intuitive 
search function has enabled customers to 
quickly find whatever they’re looking for. The 
new website has also created a cultural shift 
within the digital team. The detailed web 
analytics are helping propel a data-driven 
approach to decision-making, ensuring 
changes to the website are underpinned by 
evidence, rather than opinion. 

Since moving to the new website, Welwyn 
Hatfield has received extremely positive 
feedback from its customers and staff. 
“While it’s early days, we’ve seen up to a five-
fold increase in users to certain parts of the 
website”, says Lucy Ellis, Website Development 
and Intranet Manager, Welwyn Hatfield 
Borough Council. “And the good news is 
spreading quickly. We now have a waiting list 
of microsites that colleagues want building 
based on what they’ve seen.”

Both Welwyn Hatfield and GOSS continue 
to work closely as part of a continuous test 
and learn programme. “I can’t overstate 
how important it is to have a direct line to 
developers in addition to a project manager,” 
says Lewis White. “The experience I’ve had with 
GOSS is unlike any I’ve had with other vendors.” 
With the new site now live, the Council now 
intends to improve the range of self-service 
functionality available to its customers.

The Results
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Up to 5x increase in 
website traffic
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structure and user 

experience
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Thom Burn, Policy and Communications 
Manager, Welwyn Hatfield Borough Council 
says, “We’re extremely pleased with the new 
website, rather than confuse people, it quickly 
takes them exactly where they want to go.”

Looking to GOSS for a solution, the GOSS 
Creative Team lent their skills to redesign the 
website so it would meet government digital 
standards, and provide their customers with 
a “local feel” - encouraging the use of the new 
site. A significant amount of Google Analytics 
web data had been collected over the years, 
which provided the Council and GOSS Creative 
better insight into what were the most popular 
pages and services on the previous site. Using 
this data, the two teams could create the 
new site’s structure according to how the 
site is used, ensuring maximum usability. 
Furthermore, GOSS also installed microsite 
templates so that specific areas of the council 
– such as leisure and museums offering could 
easily be accessed without complicating other 
core services. 

The Solution


