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Let’s see who’s in the room...

Introduce yourself in the chat
e \Who you are

e Your role / what you do

e \Where you work
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David Campbell Ellie Bryant Ezequiel Serrano

Senior Policy Advisor  Lead Service Designer  Senior Service Designer
(DCMS) (Made Tech) (DCMS)
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DCMS is one of the only
Departments in UK Gov
without a dedicated
Digital, Data and
Technology function
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Digital, Data and
Technology function is
established
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DCMS Product & User
Experience team is
formed
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Product & User Experience
team connect with
Short-term Lets Policy team
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About short-term lets (STLs)

Benefits

Additional More Wider
source of choice for economic
income consumers benefits
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About short-term lets (STLs)

Benefits Challenges

Additional More Wider Impact on Health and Noise and
source of choice for economic housing safety anti-social
income consumers benefits supply compliance behaviour
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About short-term lets (STLs)

“There currently is no single, definitive source of data on
short-term and holiday lets in England, in part due to (i) difficulties

defining which lets are considered short-term, and (ii) lack of obligations
for short-term let owners to report information on staying guests to local
or national authorities”

(DCMS, Developing a tourist accommodation registration
scheme in England: analysis of the call for evidence, 2023)
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About short-term lets (STLs)

Tourism

Recovery Plan Consultation

Call for
evidence

Levelling Up and

Regeneration Act

(LURA) achieves
Royal Assent
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About short-term lets (STLs)

Our vision

To become the centralised data source on
short-term lets in England to support the
sustainability and safety of the sector
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How do we go from this...

: Products
Our Policy e User
: Legislation and
purpose design : needs?
services

%—J

‘the gap’

Mind the gap: bridging policy and agile service design #SDinGov




Départment 4 J
for Caltr, The gap
Media & Sport

4 MadeTech

... to this?

Our
purpose

User
needs

W_J

‘the gap’

Adapted from Downe, L. (2025) - What is a service?
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In your experience, how wide is 'the gap’
between service design and policy?

o | 1
~ | have my policy We design services * *
team on speed dial based on a 100-page
and they actually legislation document
know what a service written by someone
blueprint is I've never met
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2025 2026

Pre-
discovery
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Pre-discovery team

Policy User-centred design

Service
Designer

Head of Policy
STL Policy Advisor

Head of
Product &
Experience

User
Researcher
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ER OUTCOMES
NEFITS

eek out this service? What benefit would they gain from using it?
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GOV.UK Service: GOV.UK Service:
Part 1 - Personal information Part 2 - Property information

GOV.UK Service:
Public register of short-term lets in England
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Discovery
and Alpha
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Policy, Product & Delivery User-centred design Tech

Policy
Advisor &
Product
Manager

Head of
STL Policy
& Service
Owner

2x
Interaction
Designers

Technical
Architect

Delivery Service Service
Manager Designer Designer

. Head of
Policy Product & Delivery User

. ; Software
Advisor Experience Director Researcher

Engineer
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DCMS STL - STL Background, Assumptions, Hypoths &... & Q= “ oo
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Discovery and Alpha phases

OV.UK Register ashort-term let

JBHA] This is 3 newservice -you eedback willhelp us improve .

Back

Section20f6

Is the address of the short-ter
property the same as your cur
home address?

3Logg Way. Birmingham. BG13 1HN

O s stresame s

‘Save and come back later

—

ii GOV.UK Registerashort-term let

GHa, Tis s new servic - your ek wil hlp us imprve .

Back

on30f6 i GOV.UK Registera short-term

Add your short-term let pro|

JRBIR] Tis s newsenice-your esdback wilhelous mprove .
address e
You willbe ableto add multipe addresses

Section30f6

What s the postcode of the property you
ashort-term let?

Add a short-term let property addre

You willbe able to add multiple addresses.

Selectyour property

nt
Postcode
SWi13aAE

Selectan address

124 Hill Lane, London, SW13 44E -]

‘Save and come back later

Lcannot find my

n the st

Save and come back later
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Register a short-term let

Alpha  This is a new service - your feedback will help us improve it.

< Back

Section 3 of 6

Review your short-term let property
addresses

Propertyaddress 124 HillLane, London, SW134AE  Change | Rem
Add another property
Save and come back later

-

Back

123 Hill Lane, London, SW13 4AE

Registration number PENDING

Guests

Homeletting

D House

D Cotage

D Fut

|:| Sungaow

D Siotaroom

D Comertedgarage
D Teehouse

D Gatehouse

D Farmhouse

D Notincludadinabove

Plesse specify

Compliance

NOT GOVERNMENT POLICY

Please do not share

GOV.UK Registera short-term let

JIEIEY Ths s new service - your foedback wil helpustoimprove it

Alpha  Thisis anew service - your feedback will help us improve it

< Back

Section 4 of 6

123 Hill Lane, London, SW13 4AE

Property details

Type of accommodation Not started
Bedrooms and guests Not started
Management agency details Not started
Property compliance

Gas safety Not started
Fire safety Not started
Smoke and Carbon monoxide alarm Not started
Furniture fire safety Not started
Electrical Safety Not started
Other

Nights occupied and planning permission Not started
Accessibility Not started

Return to list of properties

#SDinGov




&

Department . NOT GOVERNMENT POLICY
fo?rgultrl?n%r,] Dlscovery and AI pha phases Please do not share
Media & Sport

4 MadeTech

O e

o rom el
Nt e

Mind the gap: bridging policy and agile service design #SDinGov



A

Department - =
Timeline
Media & Sport

4 MadeTech

Alpha Beta phase
assessment begins
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Policy, Product & Delivery User-centred design Tech
- - ~
7 \ .
/ \ Policy
' DCMS Head of Service Advisor & Made Tech Made Tech Made Tech Lead
Legal Fa STL Policy Owner Product SD UR CcDh Engineer
\ 7! Manager
\ 7/ 1
~ o - 1
-= o 1
7 N
pcmMs \ I . . Lead 2x
' Wider F- i’é F:ollcy “[’)Iellvery Product Software
\ stakeholders , visors anager Manager Engineers
N 7/
S -

Programme . Head of
Lead & PDr?rl:::’?% Product &
Officers P Experience

Business Interaction
Analyst Designer
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Initial
service
guidance

| need to
understand the
ramifications of
not complying
with STL
regulations

Understanding
how this service
differs from the
new private
rental sector
service

I need to
know who is
legally
responsible
for registering

Beta phase

I need to
understand
what's involved in
registering before
| start the process

| need to be
clear exactly
what a STL is
and whether |
need to register

Policy have started the
process in progress of
some guidance being
written that can then be
used -Callum sending the
request out this week o
Home Office etc, incl for
the guidance to be

Start of
registration

step by step
overview  registration

page page
(online)

knowing
whether | can
start & stop
need to he

register registration

knowing rough  want to know how

amount of time ~ to, and be able to,
it'll take to Obtamtﬁcup/ of my
entered
complete (To (immediat

check) x months)

Declaration
and Validation
(Identity
checks)

(need to decide
whether
declaration
should come at
start or end of
form)

consider in context
of One Login too -
d that we DO
need people to
te their
ntity in some

accessible!

licy and agile service desig

Compliance
&
Ramification

| want to know
if I'm
compliant
from Booking
Platforms

Grace
period for
non-
compliance?

what are the
ramifications if 'm
not compliant (e.g.

what are the
penalties, will my

Also need to

NOT GOVERNMENT POLICY

Please do not share

Initial service
guidance -
compliance &
enforcement

Admins to provide info on
enforcement of existing
regulations, and penalties
associated with this
scheme if you are found to
not be compliant with the

regulations
(operator)
staying up
to date with Dependant
Hsiices on SD/UR on
compliance &

=
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Beta phase
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NOT GOVERNMENT POLICY

Please do not share

1. AWARENESS AND UNDERSTANDING 2. INTENT _

SUB-STAGE

Read guidance to determine
. whether property needs o be
USER ACTIONS Become "::;T,ﬁ,‘m need to Search for information and LD i Find and identify the official Siaet e [opi<tiation peacess
registering

SHORT-TERM LET
OWNERS

GOV.UK Service Start page

GOV.UK guidance page for
including: Scope, H&S

shortterm lets registration
scheme, with clear definition of
STLs, guidance on scope and
exemptions, and a link to ‘start
page

social media, press, ads/articles,
posters, leaflets, radio, other
comms)

Search engine results

Data Privacy, Cost, Account
Creation, Support Info

GOV.UK/service-name (Public
Beta) +

Comms and training for booking
platforms, LAs, trade
associations

ice-name service.gov.uk
(Dublin Rata)

ICHPOINTS

)

Comms, training and briefing for
all DCMS stakeholders

Lamay
requestfor
registraion o

Webinars

Case closed

11 onblion e rovtadty
noticetoa service admin A
et B
LOCAL
AUTHORITY Host st siop
Host naiodvie avertang
automated HOST operating the STL —-
riicaion e e s
Receives Reviews been resolved
revocation evidence (e.g. Revokes
prohibiion . > registration
gy | st
authorities not being
eempt) ) P — Must take down listings.
CHEmE s s oo
ADMINISTRATOR notfed via BOOKING | oo
reguiarcaa [ p) ATFORMS | “soricosamnisatr

sharing andjor enforcement

authority

If they continue operating, this
triggers the enforcement
process for ‘advertising, taking
bookings or providing a
short-term rental property 0 3
guest without a valid
registration number' (notice &
takedown process)

#SDinGov
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Beta phase

signout

lets  Account

Prototype  Thisis not arealservice t s  prototype used fo research.

< Goback to registered short term lets

Department for Culture, Media and Sport,
100 Parliament Street, London, SW1A2BQ

Your registration numbers

Propertyname Registration number Expiry date

Housie McHouseface SLYDPVTTO! 5Dec 2026

& Room1 SLYDPV-TTO!01

L Room2 SLYDPV-TTO102

Annextasia SLYDPVTT02 5Dec2026
any timein

date. Renewal reminders will b sent before and during this period.
Properties at this address

Add another property at this address

Property1 Remove

Name Housie McHouseface Change

Type House Change

Letas Aroom or rooms inside the property Change
only

Primary residence Yes Change

Room details Room 1.2 guests Change

Room 2. 2 guests

Property2 Remove
Name Annextasia Change
Type Garden annex Change
Letas The whole property only Change
Primary residence No Change
Guests 4 Change

Mind the gap: bridging policy and agile service design

Registerashort-term letinEngland  Registered short-term lefs  Account

Check your answers before adding
properties to Department for Culture,
Media and Sport, 100 Parliament
Street, London, SW1A2BQ

‘You have added 1 new property

Property1

Type Barn Change
Letas The whole property only Change
Name Barney Change
Primaryresidence  No Change
Guests 2 Change

Add another property at this address

Continue and pay for registration

Ifyou continue. you agree that the details you gave are correct, to the best of
your knowledge.

You will pay a registrati 7 £50 for each new prop this address
You will be asked to pay your registration fee in the next step.

Discard new properties

NOT GOVERNMENT POLICY

Please do not share

2 co

KOneLogin | Signout

&i GO!

Register a short-term let in England

Prototype  This i jce, it

What type of business or organisation
are you creating an account for?

O Charity

O Charitable incorporated organisation (CIO)
O Community interest company (CIC)

@ Limited company

O Limited liability partnership (LLP)

O Limited partnership (LP)

O Sole trader

2 GOV.UK OneLos

Register a short-term let in England

Prototype  Thisis ice, it research.

< Back

Limited company’s registered name

[Acmeta |

ntinu

Signout

#SDinGov
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Scheme
Private beta Beta becomes
launch assessment mandatory

Beta phase Public beta
begins (voluntary
phase)
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It’s important for e Single team approach
policy teams to own ¢ Upskill policy teams in
service delivery agile delivery
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It’s also important

for the service e Show curiosity beyond
delivery team to digital
immerse  Understand each other’s

constraints

themselves in the
world of policy
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» Navigate the discomfort of
designing a service

Uncertainty can be alongside a shifting policy
both a challenge « Become comfortable with

. testing policy ideas in the
and an opportunity Opengp g

* Be ready to flex
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e (Consultations can tell us what users
want, but not always why they want
t

UCD can help to
challenge pOllcy e User research and service design

can help give the ‘why’ and uncover

assumptions e issues for policy to consider - but
- has limitations for informing policy
...sometimes

« Policy can sometimes pivot based
on user needs, but not always

Mind the gap: bridging policy and agile service design
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Being open about - Foster understanding of

challenges can dn‘ferm.g t.|r.ne pressures
and priorities

help to overcome * Encourage working in the

silos and foster open

collaboration * Ensure clarity on
decision-making processes

Mind the gap: bridging policy and agile service design
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1) Get talking!

Start those conversations whenever there’s an opportunity.
It's never too early to collaborate.
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2) Don’t rush to delivery

Designing a service alongside evolving policy is very
challenging. Check that you have the time, resources and
mindset to work in this way.
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3) Embed policy in the core team

Ensure policy colleagues have a significant role in service
teams from the start
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S

4) Work as one team

Encourage everyone to actively engage and learn from
each other.
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5) Bring your organisation along on

the journey

By sharing learnings widely, you will encourage others to
see the benefits of bridging the gap.

Mind the gap: bridging policy and agile service design



Thank you!

Any questions?

Get in touch:

-> david.campbell@dcms.gov.uk
-> ezequiel.serrano@dcms.gov.uk
= ellie.bryant@madetech.com






