Beyond the Annual Report

Web Analytics for Evidence-Based
User Experience Decisions

\f“? Adrienne Lai

Vancouver Public Library JOllathall I(ift

e Introduce self & Jonathan
e Today’s presentation
o  wrangle Google Analytics so we can understand them and use them to
make decisions
o  Limited time - will only briefly touch on a lot of GA concepts
o  Hope to have a discussion with you about what we want to see in our
numbers

o  Casual & conversational - Ask questions - time at end & feel free to
interrupt
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Introduction

Both new to the job last year - inherited Google Analytics
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Starting point

Vancouver Public Library

No screenshot of what it looked like before, but this is what it felt like
From the outside, it's a black box.

When you get in, you have no idea what you’re looking at -

What's in these boxes?

Does this TV even still work?

Whose chair is this and can we get rid of it?


https://www.flickr.com/photos/89022304@N03/8113049663/in/photolist-dmVv1B-dmTJhc-dmVwWL-t78ja-dmTsay-cQTQoq-dmVo9x-dmVvFv-9uzBN-dmVpvX-dmVztU-dmVtb2-dmTXtM-dmTPqs-8eco82-2ZdWZ-dmVqJ2-cn3CNd-p5Z6HM-p5HMZg-d8PQqj-dmTNUB-6Zv1xQ-dmVmuH-94VXPj-dmVrG2-t78hD-6Zv1Bo-5H3iAf-dmViAG-cn3DGq-dmVmv7-6Zv1AQ-cn3D5G-7bby3E-siZNnC-ooj3u9-7RD78C-4srjjk-5nQ79k-cPQW4W-asvJ5d-oEKBFS-p8s9p2-nBwAyW-5oSEMQ-777FW7-pwk7uw-5oNnEc-mP6QPB
https://www.flickr.com/photos/squirll/517767860/in/photolist-3S9Jrv-6iLh9M-2ko8EX-7yPkwT-b9jncV-7NUTWW-pP5hkr-CL9Y5-9qEoMi-oeVgZK-8PMJus-FKfH1m-ow8Qsx-7CAQFZ-4t6FnK-7zVYAy-qGi5eh-CXFzY-MKGm5-9NDKKF-nPgxC8-9ZZy2u-bjRWfp-oxYRod-7yPkFP-7yT6QQ-6nyUKx-9sWCzB-s5LgSC-nvywJo-3motg1-HgCo3-ch2Vzj-omebKW-7yT7HL-72ryhq-oaVQqg-est8fA-niG8np-8zLsRf-bDLJG8-CL9Y1-83NbFf-nYUjHz-7wqrwj-4ZjoVW-7yPjTT-oLBy-7kuBae-bWSzJJ
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Why Google Analytics?

Vancouver Public Library

But we knew that GA is an important source of information about what users are
doing on our website, and that it was important to roll up our sleeves, dive in, figure
out what we had and organize it so that we could actually make use of the good stuff
in there.


https://www.flickr.com/photos/gladius/4902469386/in/photolist-8tdrmf-9zxYAz-4hEFQN-dovgCZ-4hAC16-4hAFRz-bFCaUg-a2huVe-bsHeWq-bsHd4h-cPJSEm-bFC5kt-bsH98m-bsHhNS-bFCbCz-bsH7jm-bFCa1n-bsHbxJ-bsHf7j-bsHgDf-a2hucr-kyx5zR-bFBYmv-9bVh9Q-bFC89p-5CEdwc-bsHeM3-aozpTJ-a2hsBK-bsHifN-jthXS7-bFBZAn-a2kojw-5CEdqi-bFC6e2-bsH6Bm-bsHdvS-bsHbou-bFBZR2-bFC9EP-bsH7r1-bFBXyc-DVKx-bsHc8E-9zJXcX-bFC8WM-bFC9qi-bFCbpR-5pgjEw-6RP5Gs

Website
redesign
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A Why Google Analytics?
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We also needed to make sure our analytics were giving us accurate information
because we are currently undertaking a pretty major website redesign, and we need
to make sure that we're making decisions based on good data.



Definitions:
Hit
Pageview
Session
Event

‘! Basic terminology: Tracking
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Definitions taken from Google Analytics Help pages
®  Hit: An interaction that results in data being sent to Analytics.

® Pageview: An instance of a page being loaded (or reloaded) in a browser.
Pageviews is a metric defined as the total number of pages viewed.

® Session: The period of time a user is active on your site or app. By default, if
a user is inactive for 30 minutes or more, any future activity is attributed to a
new session. Sometimes referred to as a Visit.

® Event: A type of hit used to track user interactions with content
O  e.g. adownload or closing a tab.
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V . Vancouver Public Library = All Web Site Data (www.vp... ~

Filter

A Basic terminology: Administration
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Property: A sub-component of an Analytics account that determines which data is
organized and stored together.
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Filter

A Basic terminology: Administration
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View: A subset of an Analytics account property that can have its own unique
configuration settings.



Property
View
Filter

n

Vancouver Public Library

a4 Google Analytics Home Reporting
Vancouver Public Library

Vancouver Public Library =

Customization

www.vpl.ca

Admin

bud All Web Site Data (www.vp... ~

Basic terminology: Administration

Filter: A configuration setting that allows you to add, remove or modify your data
during processing before it is displayed in your reports.
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Property

LibGuides (ua-145703

Customization Admin

Apr 11,2016 - May 10, 2016

I - |

— Metrics

View

This Vancouver (ua-145

www.vpl.ca (ua-1457

[

Sessions DAvg. Session Bounce Rate Goal Conversion
uration Rate 4/

BiblioCommons (ua-1457230

® Exclude Staff Usage (BibComm) 297,233 00:04:09 17.78% 0.00%

® External Usage 129 544 00:03:52 18.13% 0.00%

p—

PWP - Vancouver Learning City
PWP . West End Stories (us-14572

© AllWeb Site Data (www.vpl.ca) 292 356 00:01:49 71.86% 0.00%
© Exclude Staff Usage 280,863 00:01:38

A
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19.20%

What it looks like
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R e q u i r e d 1% Google Analytics Home Repoing  Customization  Admin e e A
TEST - ot erig
B www.vpl.ca waiss7esnn)
V H © All Photo Microsites an 00:0150 5563% 0.00%
I e W S 208,230 00:01:48 T177% 0.00%
® mg::z’:)' Excludeintemal VEL 297,167 00:01:46 71.86% 639%
€ DELETE - URL Query Parameters 208,230 00:01:48 TIT% 0.00%
© Exclude iPac 280,225 00:01:31 74.05% 0.00%
© Exclude Staff Usage 286,888 00:01:38 72.47% 19.51%
© External DB launch 1,277 00:01-10 88.17% 0.00%
© External Usage 237,669 000136 70.78% 0.00%
© Internal Public Usage 47,158 000135 83.10% 0.00%
® Internal Staff Usage 13,467 00:06:11 49.79% 0.00%
® iPacOnly 7502 00:06:00 14.68% 0.00%
© Public Branch Usage 25670 00:01:44 84.33% 0.00%
© Public CEN Usage 2,79 00:02:03 78.86% 0.00%
© Public Terminal Usage 30,580 00:01:22 80.50% 0.00%
® Public Wireless Usage 3854 00:01:54 73.78% 0.00%

&) TEST-Bot filtering

A Cleanup work - Views

Vancouver Public Library

All Web Site Data: Your precious! Keep it safe!
Exclude Staff Usage: Your workhorse
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N m I ng 1% Google Analytics Home Repoing  Customization  Admin smavpice: Nighamivics = B0 A
a TEST - Bot feerng

B www.vpl.ca wa1457030.1)
( : t M ) All Photo Microsites 4 00:01:50 55.63% 0.00%
O l Ive I l I O l I S ) All Web Site Data (www.vpl.ca) 208,230 00:01:48 T1.77% 0.00%
Pl
) ARCHIVE - Exclude Internal VPL
(bad filter]

297,167 00:01:46 71.86% 6.39%
& DELETE - URL Query Parameters 208,230 00:01:48 .77% 0.00%
® Exclude iPac 280,225 00:01:31 74.05% 0.00%
® Exclude Staff Usage 286,888 00:01:38 T247% 19.51%
&) External DB launch 11,277 00:01:10 88.17% 0.00%
® External Usage 237,669 00:01:36 70.78% 0.00%
®) Internal Public Usage 47,158 00:01:35 83.10% 0.00%
®) Internal Staff Usage 13,467 00:06:11 49.79% 0.00%
®) iPac Only 7,502 00:06:00 14.68% 0.00%
®) Public Branch Usage 25670 00:01:44 84.33% 0.00%
® Public CEN Usage 22379 00:02:03 78.86% 0.00%
®) Public Terminal Usage 39,589 00:01:22 89.59% 0.00%

00:01:54 73.78% 0.00%

) Public Wireless Usage 3554

&) TEST-Bot filtering

A Cleanup work - Views

Vancouver Public Library

TEST, DELETE, ARCHIVE
When we inherited GA, it was hard to know which views were critical for reporting,
and which ones were one-off experiments.



Annotations -(

Overview
Sessions * (V5. Selecta metric Hourly Day Week Month

® Sessions

15,000

Sep8 Sep 15 Sep 22 Sep 29 Oct& Oct13 Oct 20 Oct 27

Show: All | Starred + Create new annotation
Sep 30, 2015 | Broken analytics.je code added edit | jonathan kift@vpl.ca
Oct 7, 2015 analytics.js code fixed. edit | jonathan kift@vpl.ca
Oct 16, 2015 | Public site & networks (including Horizon server) down for several hours. adrienne.lai@vpl.ca

Design tweaks to the homepage went live. Details on what tweaks can be found here:

Oct 20, 2015
hitp:ifhub.vpl.ca/content/55523

adrienne lai@vpl.ca

A Cleanup work - Views
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Made a change?

Messed something up?

Aside: you’re going to have issues! Occasionally things will get messed up. Accurate
data is worth the effort.

Discovered why the data looks weird?

Label it!




Parameter exclusions

£l | 71. /search?searchOpt=catalogue&t=author & 71. [messages @
[T | 72 Juserfaccount @ 72. /search?itle=DVD-TV Shows&title=DVD-TV+Shows &
|7 fseamh’?cummn:Seamh&d\sp\ayﬁquamity=25&paga=1&SearchOpl=Ealalngue&t=li1|e&ul!8=v’&f@ 73, fitem/show/3208465038_vancouver_inspiration_pass @
rom_login=true
74 /search?q=Chinese+books &
Ol 74 /search?utfB=v&t=smart&page=1 @
: itle=Blu- itle=Blu-
8|75 /search?commit=Search&display_quantity=25&page=48&searchOpt=catalogue&t=keyword&utfd = 15,. Iosmctiftioe"Did my (Rachulle B fayt Disch e
=¥ VS 76, /searchindex mabileZormats=DVD&g=all&title=Recen i
© t+Arrival
O | 76, Juser_profile/me . e
77 /search?formats=BK @
B | fsearch?utfd=v &t=subject&searchOpt=catalogue
78. h?title=Blu-ray+Di
B |78 ropage search?title=Blu-ray+Discs @
/search?custom_edit=false&custom_quary=-subject:("electronic+books | +language:"eng™+audie 78 Iseachistariva &
B | 79 nce:"adult"+contentclass:"FICTION"+ormatcode:(BK+)&newly_acquired=PAST 7 _DAYS&sort[d "
irection]=descending&sortfield|=NEWLY ACQUIRED&sortftype]=BIB_FIELDS&suppress=true& 80 /search?titla=eBooks-Non-Fiction i

title=All+Fiction+(past+7+days)&suppress=true

fsearch?custom_edit=false&custom_query=genre:(“feature films") language:"eng” formatcode:(D
| so VD ')&sun[dire:l\un]:des:endmg&sDn[ﬂe\d]:NEWLYﬁACQU\RED&sun[type]:El\El?FlELDS&sup@
* press=true&title=DVD-Movies&newly_acquired=PAST_30_DAYS&title=DVD-Movies&title=DVD-
Movies&suppress=true

A Cleanup work - Views
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The “All Pages” report can be very handy, but it often looks like a mess!
That’s because of all the unnecessary URL query parameters
Buried in the View Settings is a little box entitled “Exclude URL Query Parameters”.

(Behavior -> Site Content -> All Pages)



Filters:
Staff vs. Non-Staff
Inside the building vs. Outside
Weird bots

A Cleanup work - Filters
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IP range filters are tricky to create, as they require knowledge of regular expressions.
If you don’t know what a regular expression is, you probably don’t want to know!
There are tools online to help you build them, though. When in doubt, ask your
closest nerd!

Timms’ ghost! Discovered that all of the traffic was coming from a particular Network
Domain. Filtered that out and we’re good!



Referrals: Getting accurate session counts
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Ay l

Cleanup work - Filters

Libraries use lots of 3rd-party vendors, e.g. BiblioCommons and LibGuides.
How do we treat someone jumping between these sites as a single session?

®  Old way: subtracting referrals from session counts for 3rd-party sites (i.e. only
count direct visits)

®  Option 1: Referral Exclusion List

®  Option 2: Getting your hands dirty with some more advanced JavaScript
coding




‘A

Vancouver Public Library

Using analytics

After an initial first pass-through at cleanup, we were able to start making better use
of the GA, which means that we actually look at them more frequently than once a
quarter when we get asked for board report numbers.



How the cleanup helped

e Removed fear
e Gave us license to experiment

e Felt ready to invite collaboration

A Share and use

Vancouver Public Library

Even the first pass-through yielded a lot of benefits.
e Remove fear - of deleting things, also of making meaning
e  Allowed us to experiment - after we lost that week of analytics (that you saw in
the annotations) and no one yelled at us, we felt more comfortable trying
things

° We were able to be more of a resource for other staff - we felt more confident
in inviting questions and feeling like we weren’t giving made-up answers



. .
Sharing info:
.
0 2015 Annual Report ™ jonathan kift@vpl.ca ~
File Edit View Inset Format Data Tools Add-ons Help Al changes saved in Drive Commeils m
| =
Google Sheets BONT x| G s G :
£ Configuration Options
- = Get add-ons... AL
. " T Schedule reports
L Configuration Options VourGoog!e = -
- Help

> www.vpl.ca

Report Name www.upl.ca |Gap BiblioEvents  Bibiiovents Reterrals BibiioCommons  BibiloComm
3 Type core core core core core core
4 View (Profile) ID / ids. 922601687 ga2601687 ga'93576416 9293576416 0241801090 ga41801090
5 Start Date 1142015 9/30/2015 11112015 1112015 1172015 11112015
€  EndDate 12/31/2015  10/6/2015 121312015 12/31/2015 1213112015 12/31/2015
7 LastNDays
= gapageviews gapageviews  gapageviews ) gapageviews

Metrics gasessions  gasessions ga.sessions  ga-sessions ga:sessions ga-sessions
S Dimensions ga:channelGrouping ga-channelGi
10 |Sort
1 Filters ga:channelGrouping=@Referral gachannelGi
12 Segment
3 sampling Level
14 StartIndex
5 Max Results
18 Spreadsheet URL

A Share and use
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Allows you to combine results from multiple properties and views to create more
advanced reports
If you're handy with spreadsheets, you can do pretty much whatever you want!



Sharing info:

Analytics as
reference
librarianship

A Share and use
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quarterly reports vs. answering questions on the fly when decision points come up
® readers’ advisory: how are people getting to the page?
®  subject guide use: which are most popular?
®  Browser & resolution support for redesign



Should we keep this page?

® Pageviews

| O Bshavior 2
Cisen L.““nl....ﬂh.h Al.llh.mhn““hlh M1

| WA YW
5 April 2015 July 2015 October 2015
Behavior Flow -

« Site Content Primary Dimension: Page  Otner
All Pages Secondary dimension ¥ | Sort Type: | Default = Q | advanced B @ = | T IT
= Pageviews Unique Avg. Time on Bounce Rate .
Content Drilldown Eage v Pageviews Page % Exit
Landing Pages 482 00:01:45 8571% 29.18%
% of Total Avg f Avg Avg f v
Exit Pages 2
» Site Speed 1. Jlibrary/details/telecirc @ | 562(100.00%)  482(100.00% 00:01:45 8571% 2918%

A Share and use
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Here are some examples of questions & then where we’d go to look

®  Should we keep this page? Are people using it?

® We'd set the date range for the past year (or over numerous years if that
makes more sense)

®  Content drilldown report on the left sidebar
®  Gives you concrete numbers for stakeholders - 562 pageviews per year
® |eads to more questions:

O Is 562 views per year worth the effort to maintain this page?

O  Are people not interested in this content, or can they just not find it?



What are the trends?

Sessions * | V5.  Select a metric Day = Week Month ﬁ Y

® Sessions @ 05 @ Android

100,000

July 20.. January 2013 July 2013 January 2014 July 2014 January 2015 July 2015

Share and use

Vancouver Public Library

What are the trends? In which platforms, browsers, browser versions, screen sizes do
we need to support our users?



What caused that spike?

Explorer MNavigation Summary In-Page

Pageviews ~ V5. Selecta metric Day Week Month | o4 «%

® Pageviews @ /programs/details/inspiration_lab_booking facebook.com/
@ /programs/details/inspiration_lab_booking.m.facebook.com/

3,000

\J September 2015

October 2015

July 2015 August 2015

Vancouver Public Library

e The Zone at 91-3 il Like Page
So Coolll The Vancouver Public Library has opened 'Inspiration Lab'
studio space and equipment to help you create and experiment with
traditional and digital media. Recording studios. green screens__and it's
all FREEN

Would love to see this in #YYJ
Details here: http://www.vpl.ca/programs/details/inspiration_lab_booking
.. See More

Share and use

We can also learn things by working backwards - looking at the analytics and seeing

weird things and investigating where they came from

e In this example, we noticed a spike in our Inspiration Lab room booking pages
with the majority of the traffic coming from Facebook & we then discovered
that a Victoria radio station had posted about it (and got 172 shares)

So what this data gives us is some ideas for content marketing strategy - Inspiration
Lab spike from the Facebook post in August was actually larger than the traffic we got

when we first opened
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Beyond basics

There are limitations to the basic Google Analytics setup, so we’ll briefly discuss a
couple of ways we’ve tried to extend our data-gathering reach
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Where, as well
as what

Upcoming Events M totzs e

Sign up for our Newsletter Jurp-Scar Your Careertis Summer!2t5.U.C CESS.

Youn Bis Al
ive you In? Even highiignes, top reacs and updtes from Vancouvers SO a
ore 15 our email s nere.

ry: Subscribe to our email list her Monday at10:00 a.m. ) 3
link in

the
footer!

Library News

Tweets by @VP
s Writing 8 Book Camp - Register Now!
witing & o0
Popular Picks bockcamp

A Extending Google Analytics
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GA tells you which pages people are going to, but it's not great at telling you where
they’re clicking to get there. So, for example, on our home page, there are a couple of
links that take you to the Contact Us page. GA will tell you how often people go to that
page, but it doesn’t tell you which link people use.



Where, as well
as what

A Extending Google Analytics
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A clickmap tool like Crazy Egg will give you that information, which is immensely
helpful when making design decisions. In this case, we discovered that while the
contact us link in the nav got the most clicks, the contact box got more clicks in total
when you added up the sub-links, and that the link in the footer actually got a healthy
number of clicks, indicating that there’s an argument to be made for this redundancy.



Why, das We” as One small change, one big leap

forward: a *big*, bright, obvious

Wh at "Login" button. I'm always hunting for
it, and would love to have you make it
easy to see.

Teens  Accessibility TextSizer A A A TextSize: A A A Support the Library

endar: &
) o fol | Frangais | B30 | TidngVigr | T
Espafiol Frangais T2 Tidng Viét Ear 9
Using the Library Using the Library
Get a Library Card Get a Library Card
Loan Periods & Fines Loan Peri & Fines

B PR e

Book a Computer

Extending Google Analytics

Vancouver Public Library

Again, the GA tells you what people are doing, but it's not telling you what people can’
t do, what they wish they could do, and why. So for our redesign, we conducted
interviews with users to uncover their frustrations and motivations with using our site.
If there’s something | want to emphasize with this, is that big data isn’t the be-all end-
all when it comes to making decisions about your users. Numbers alone don’t tell the
story, it’s critically important to go out and talk to library users.



ACCOUNT PROPERTY VIEW

Vancouver Public Library ~ + - www.vpl.ca - - All Web Site Data (www.vp... ~

Bg Account Settings A Property Settings B View Settings

Advanced Ana |yti CS: Erma e o

Y AllFilters O — A Content Grouping
) Change History E=] Adwords Linking Y Filters
EVe ntS W TreshCan B2 AdSense Linking ] Channel Settings
Ed Ad Exchange Linking T Ecommerce Settings
G O a | S B AlProducts Dd  Cajgulatad Jetrics 5ET4
PERSONAL TOOLS & ASSETS

~

Postbacks
Dashboards
%¢ Audience Definitions

= Annotations

Dd Custem Definitions

Au t O m a ti O n ——— il Attribution Models

Custom Channel Groupings

a

@ Social Settings

¥ Custom Alerts

{2 Scheduled Emails

A Extending Google Analytics

Vancouver Public Library

Events

Goals

Dashboards

Automated reports & scheduled emails
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Discussion




Discussion

e \What are the metrics that tell us if a
library website is successful?

A Extending Google Analytics

Vancouver Public Library

Which pages on your site are key destinations? Databases? Subject Guides?
Programs?

® Do users actually use our intended pathways to get there?

® How long does it take?

®  Counting clicks is not always useful on its own.
Clicking “Submit” on a form is a well-defined event

Increased time spent in “browse friendly” portions of the site, i.e. the Wikipedia Effect
How often are “Related Content” links clicked?




Discussion

e Where do we want users to linger &
where do they need quick answers?

A Extending Google Analytics

Vancouver Public Library

One measure that analytics people will pay a lot of attention to is bounce rate, which
is basically a one-page session - a user lands on a page and leaves without going
anywhere else. This is bad in e-commerce, it means that the user isn’'t browsing
products or adding things to their shopping cart.

But what does a high bounce rate mean on an FAQ page, or an hours & location
page?

Another measure is dwell time. Does long time on page mean that users are
interestedly reading, or does it mean that they can’t find what they’re looking for?



Questions?

\ _ /\(
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Online Resources

e Library Technology Review, Number 4/ June 2013
http://journals.ala.org/ltr/issue/view/125

e Massachusetts Library System Guide
http://guides.masslibsystem.org/webanalytics

e Google Analytics Academy
\ http://analyticsacademy.withgoogle.com

e Google Analytics Spreadsheet Add-on
http://developers.google.

com/analytics/solutions/google-analytics- \

spreadsheet-add-on



http://journals.ala.org/ltr/issue/view/125
http://journals.ala.org/ltr/issue/view/125
http://guides.masslibsystem.org/webanalytics
http://guides.masslibsystem.org/webanalytics
http://analyticsacademy.withgoogle.com
http://analyticsacademy.withgoogle.com
http://developers.google.com/analytics/solutions/google-analytics-spreadsheet-add-on
http://developers.google.com/analytics/solutions/google-analytics-spreadsheet-add-on
http://developers.google.com/analytics/solutions/google-analytics-spreadsheet-add-on
http://developers.google.com/analytics/solutions/google-analytics-spreadsheet-add-on

