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Hi, I’m Sam 
I’m a Lead Product Manager on GOV.UK





9 challenges 
of running 
GOV.UK



How do you make 
it easy for people 
to find what they 
are looking for?











GDS

GOV.UK brought 
2,000 sites to a 
single domain
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23 ministerial departments

20 non-ministerial departments

419 agencies and other public bodies

108 high profile groups 

15 public corporations

3 devolved administrations 



Users shouldn’t need 
to understand the 
structure of 
government to find 
what they need



Replaced 

1,882 
government sites 

100%
uptime

23rd 
most visited website in 

the UK 

More than 

3,000
active publishers

More than 

½ million
web pages

30 billion
page views 

since launch 

60% 
of people access the site 
through phone or tablet 

71%
of people access the site 

via external search

3 million
average visits 

per day



9 challenges



1. How do you 
get started?



Find influential 
support 
(or friends in 
high places…) 









Start small, 
move fast
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An early
HTML prototype
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2. How do you 
work in the 
right way?



Be 
multidisciplinary 
and agile
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Aligned autonomy
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Aligned autonomy
Agile ways of working
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Aligned autonomy
Agile ways of working
Communities of practice
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Aligned autonomy
Agile ways of working
Communities of practice
The unit of delivery is the team!
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Aligned autonomy
Agile ways of working
Communities of practice
The unit of delivery is the team!
User research is a team sport 
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Aligned autonomy
Agile ways of working
Communities of practice
The unit of delivery is the team!
User research is a team sport 
Work in the open



3. How do you 
know you’re 
doing the right 
thing?



User research
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Users! 
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Users! 
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User researcher

User

Prototype



[User research]



4. How do you 
know everyone 
else is doing the 
right thing?



Standards





Guidance



[Service Manual]



Assessments



[Service Manual]



5. How do you 
make it for 
everyone? 
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Deaf

Permanent Situational

Injury 
or infection

Background 
noise



[Accessibility]



6. How do you 
make it findable?



GDS

GOV.UK Browse

Search engines

GOV.UK Search
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GOV.UK Browse

Search engines

GOV.UK Search5%

80%

15%



Google is 
the homepage



Sam’s secret
SEO tricks 
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Fix the basics of frontend performance
Reflect the needs of users
Reflect the language of users
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Fix the basics of frontend performance
Reflect the needs of users
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Fix the basics of frontend performance
Reflect the needs of users
Reflect the language of users
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Enhancing search 
results with 
markup
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Guidance
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Step by step
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7. How do you 
help people who 
don’t know what 
they need? 



Allow users to 
browse using 
user-centred 
topics
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Build tools that 
help users 
discover the help 
available











8. How do you 
help users get 
things done?



http://www.youtube.com/watch?v=-k0KJIvttRk
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Winner of a D&AD 
Award for 
Service Design









9. How do we 
make sure 
people know 
about the work? 



Work in the open







Code in the open
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Q&A 



Thanks!

Sam Dub
@samdub



Extras
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http://www.youtube.com/watch?v=XnP6jaK7ZAY


Now

Reactive single 
transactions

Renew a passport
Get child benefit
Book a driving test

Future

Proactive user 
journeys

Start a business
Buy a house
Have a child



10. Prepare for 
surprise
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Change in foreign 
policy

Change in 
domestic policy 

Change(s) in 
government 
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We had to serve 
users around a 
complex interaction
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Agile teams
Reusable patterns
Trusted relationships



Go where your 
users are
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Coronavirus work with Google



11. How do 
you make it 
consistent?



GOV.UK 
Design System



GOV.UK 
Design System

Design guidance, 
templates and coded 
examples for GOV.UK

@timpaul




