Web stats and research – web3 insight

RD October 2009 


Situational analysis - what we know about our current website

-  where we are now

- how is our website used and what do people think of it?

Web Trends analysis – period of Sept 07-08 compared with Sep 08-09

21% increase in visits over one year

25% increase  in visitors who visited more than once 

People are increasingly using the website as their preferred channel when engaging with the council.  
Most visited areas of site:

1. Home

2. Job search

3. A to Z

4. Housing

5. Planning

6. Learning

7. Your Council

8. Theatres

9. School forums

10. Black Lion leisure centre

11. Environment

12. Leisure

13. Online Payments

- this gives us insight as to the design and functionality of the site – where we need to be positioning prominent sections of the site – easy for visitors to find with the 3 click rule. 

Time on site: 

Visitors are spending longer on the site – could be good or bad:

a) content is more interesting and engaging and people are finding what they want online

b) OR – people are not finding what they are looking for, getting frustrated and switching to another channel = classic case of avoidable contact

Which seems to be true, given the exit page ‘Contact Us – listing the various ways to get in touch with the council’ – is the fourth highest exit page

What do people think of the site? – Attitudinal data collected by Socitm survey:

Survey carried out over 2,223 visitors (55% of whom had visited the site before)

Most interesting points in terms of channel shift & avoidable contact:

Overall satisfaction with the website:

51% Quite or very satisfied - 29% OK - 20% Quite or very dissatisfied

Value of information:

49% Quite or very satisfied - 29% OK - 22% Quite or very dissatisfied

BUT – when translated into individuals, or users, this means out of 5100 daily visitors, 1020 leave quite or very dissatisfied and 1122 find the value of information dissatisfactory

Did you find what you were looking for today?

19% - no, not at all - 23% - partly - 55% - yes, completely

If you had not come to the website for this purpose, what would be your preferred way of contacting the council?

46% - by telephone - 22% - by email - 13% - I wouldn’t have bothered - 8% - in person

So we can assume that for the 42% of people who didn’t find what they were looking for, it may have translated into a channel shift of up to:

985 phone calls per day

471 emails per day

278 ‘lost’ contacts – people who were attempting to engage but failed

171 visits to contact points/gun wharf etc per day
1905 people per day whose enquiry or search could have been resolved online.  This is just out of the digitally comfortable population – not including digitally excluded.  

The survey highlights specific areas that we’ll need to focus on in the design brief – mostly that the structure is sound and general navigation is ok, but that the ease of finding specific information, using a drill down or the site search or the FAQs, is way below standard w/ 42% quite or very dissatisfied.  

Conclusions:

· Website usage – 21% increase – continuing trend

· Content/value of information is good – if people can find it before they give up and channel switch

· Huge savings to be made if we resolve the issues around finding specific information, make the website more approachable for those currently digitally baffled and free up other channels to engage with those who are currently digitally excluded

Internal research (online survey):
If you have visited the website for work reasons, why?
Huge response along lines of ‘customer couldn’t find what they were looking for on the website, I had to help them/guide them/find the right phone number for them’, ‘to find information when answering a telephone enquiry’, answer questions on policies etc that visitors couldn’t find online…

If you have visited as a customer, why?
94% said to find information

How easy is it for you to find what you are looking for on the website?
49% said difficult or very difficult (this is council employees used to using it!)

77% would use the telephone if they couldn’t find what they were looking for on site

Three areas of improvement – most stated were 1) search, 2) Design, 3) structure (more customer-friendly structure needed) 
NB This is internal research and insight-gathering – see Socitm Better Connected 2009 for external feedback 

