User-journey analysis: Universal Credit

1. Identify the problem and develop a hypothesis
2. Test hypothesis: where is traffic coming from?

3. Develop solution: where is traffic going next?

4. Measure change: compare different time periods

1. Identify the problem and develop a hypothesis

Google Analytics easily becomes a rabbit warren that doesn’t yield answers if you don’t start
with a hypothesis. Step into the magical slippers of the user and try to replicate their journey to
get an idea of what could be causing a usage anomaly, success, or failure.

Google is often the culprit

Around 70% of traffic to GOV.UK comes from external search. So spikes and drops in visits will
often be due to how well-optimised they are for the keywords (user needs) that people are
searching for in external search engines, which strongly influences their position in search
results.

Universal Credit spike
For example Janet, a GOV.UK Content Co-ordinator noticed a huge spike in traffic to a Universal
Credit policy page.


https://docs.google.com/a/digital.cabinet-office.gov.uk/document/d/sk2dp4dKEzMztrFC739OIIw/headless/print#heading=h.2ghi1kcr8rys
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Policy page and mainstream guide both covering Universal Credit

The spike occurred on the day that the new scheme was announced, so an increase was
expected. But we had two items on Universal Credit - the policy page which shot up (report
above), and a mainstream guide targeted at people claiming the benefit.

Janet wondered if some of the people going to the policy page wanted the citizen-focused
content, which was aimed at allowing people to apply for the benefit rather than informing them
of the details of the policy.

Hypothesis - wrong page appearing first in Google
Janet searched for ‘universal credit’ in Google and saw that the policy page appeared above the
mainstream guide.
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She thought that lots of people were replicating this search and choosing the first result,
whereas the second result was more targeted to their need.

2. Test hypothesis: where is traffic coming from?

1. Choose profile ‘www.gov.uk > Single Domain (Entire site - FILTERED) (DEFAULT)’ in top left
drop-down of Google Analytics

2. Choose time period - in this case the week covering the spike

3. Open report Content > Site content > All pages

Entrances
In the report you can find out how many people are landing on this page from outside GOV.UK in


http://www.google.com/url?q=http%3A%2F%2Fwww.gov.uk&sa=D&sntz=1&usg=AFQjCNH61DQ_ucAs29_7VLdqw90mdJWI7A

the Entrances column. In this case it's about 30K out of 32K unique pageviews, which is a large

majority.
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You can find out more about the source of the traffic by selecting the Secondary dimension
button and searching for ‘source’.
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Then order the results by Entrances by clicking on this label, to show you how much traffic has

come directly from Google to the policy page.
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For the Universal Credit policy page Google is clearly the main source of traffic, generating

around 23K out of 31K unique pageviews.

Google quirk one - sampled data

Applying a secondary dimension means that we can only get data from a small sample of
traffic, in this case 2.69% of visits. This is a large sample and a clear majority, but often you'll
need to generate an unsampled report to get actual data.

Some reports do not allow unsampled data (e.g. Navigation report). Where I've referenced
sampled data in this case study I've included the label ‘SAMPLED’.
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Now that we've isolated Google as the main source of traffic we can find out what keywords
people are using to get to the page. Search for ‘keyword’ in the secondary dimension field, again
ordering results by Entrances.
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A good proportion of traffic is coming from the keyword ‘universal credit’.
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Google quirk two - obscured keywords
There are also almost 7K entrances that are unaccounted for in (not set) and (not provided)
rows which we can assume hide more searches for ‘universal credit’.

(Not provided) covers keywords that are obscured from us because people have either
blocked Google from tracking their searches, or are logged into their Google accounts. (Not
set) covers the visits that haven’t come from external search, so don’t generate keywords.

Hypothesis confirmed

We’ve confirmed that a large proportion of traffic is replicating Janet’s search, and we’d at least

like them to have the option to navigate to the citizen-focused guide from the policy page.



3. Develop solution: where is traffic going next?

How can we get the right page appearing first?
One option is to provide users with a link from the policy to the guide.

There was a link from the policy to the guide, but it was at the bottom of the page. We can check
if this is sending any traffic over.

While still in the pages report, choose the Navigation summary tab to find out where people are
going to next from the policy page. You can see that 55% are exiting GOV.UK, and 27% of
people who stay on the site go to the guide - /universal-credit (SAMPLED).
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Janet made the link more obvious by moving it to the top of the page, and presenting itin a



call-out box on May 7.
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It will be introduced in 2013 and will replace:

4. Measure change: compare different time periods

We can check whether this has increased traffic to /universal-credit by comparing time periods
before and after the change.

While still in the Content > Site content > All pages, specify which time periods you want to
compare.
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Traffic from policy to guide increases
People navigating from the the Universal Credit policy page to the citizen-focused guide
increased by 37% - 8 - 14 May compared to 1 - 7 May.
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Fewer people are exiting, and more people are navigating to /universal-credit (SAMPLED).
Result!

Google reflects user need by surfacing /universal-credit first in search results
Google started surfacing /universal-credit above the policy page for the keyword ‘universal
credit’, hopefully as a result of Janet’s actions.
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As a result traffic to the policy page decreased.
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And traffic to the universal-credit page that Google surfaces first increased.
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