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Workshop

A framework for digital analytics in the public sector

FTG framework



El

Q Toon Vuursteen
°

Toon Vuursteen |

About V4

webanalytics van digitale informatie- en
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Martijn Warmoeskerken

* Teamlead UX Research & Digital
Analytics at Central Government

* Implemented Piwik PRO in Dutch
Central Government (800+ websites

* |In online industry since 2004
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Consultant Online Media

As consultant online media responsible for:
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Why the FTG framework?

» Digital analytics in the public sector is different
than in e-commerce
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Differences digital analytics in e-commerce vs public

sector

* Internal decision-making aimed at
maximizing the returnon
investmen

* Primary focus web analytics is on
providing msu{;hts to online marketing
management.

 We often see a CMS in use that is
strong in creating and maintaining
product categories, SKU’s and
prices

* Analysis tooling aimed at analyzing
the effectiveness of advertising
channels. (e.g. Tealium, Blueconic,
P161, etc.)
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Internal decision-making aimed at
transparency and accessibility of
information and services

Primary focus web analytics is on
providing insights to web governance
and content design

We often see a CMS in use that is strong
in creating and maintaining a content
taxonomy

Analysis tooling aimed at analyzing the
content effectiveness and complying
with guidelines. (e.g. Siteimprove, Axe
and Screaming Frog()J
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Differences digital analytics in e-commerce vs public
sector

* Internal decision-making aimed at * Internal decision-making aimed at
maximizing the return on transparency and accessibility of
investmen information and services

* Primary focus web analytics is on * Primary focus web analytics is on
providing |n3|?hts to online marketing providing insights to web governance
management. and content design

 We often see a CMS in use that is 4 >  We often see a CMS in use that is strong
strong in creating and maintaining in creating and maintaining a content
product categories, SKU’s and taxonomy
prlces. o . * Analysis tooling aimed at analyzing the

* Analysis tooling aimed at analyzing content effectiveness and complying
the effectiveness of advertising with guidelines. (e.g. Siteimprove, Axe
channels. (e.g. Tealium, Blueconic, and Screaming Frog?

P161, etc.) | + Web analytics: Piwik PRO and Matormo,

» Web analytics: Google Analytics and easier to he GDPR compliant
Adobe, harder to he GDPR
compliant
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Added Value FTG framework

* All web analytics frameworks/methods are aimed at online marketing management . The web
analytics community in the public sector is hindered by the lack of a standardized method.

 We've developed a framework/method — FTG model

* This approach breaks up a web site into its constituent pieces and then assigns one or more
specific functions to each piece. These functions can be things like navigation (e.g. route visitors to
a specific place), call-to-action (e.?. convince a user to do something) or information (e.g. provide a

visitor with some piece of information)

 Once a page type is assigned, the success of a page is measured by Key Performance Indicators
(KPI's) specific to the functions it was designed for

 The advantages of the FTG model emerge in several different ways.
* |t makes web analytics possible without a fully developed online strategy. One can start bottom up

« |t makes web analytics possible aimed at web governance and content design (instead of online
marketing and e-commerce)

* |t creates a “shared language” in web analytics in the public sector
* It reduces the need for finding and hiring this one (ore more) brilliant individual web analyst(s)
* |t makes training of new web analysts easier.
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The heart of the framework: Evaluate the proper
capacity

Would You Assess an Elephant by
its Capacity to Climb a Tree?

Would You Asses an Information
Page by its Capacity to Route
Visitors?
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User journey phase

Top task

|

Page type 1

Page type 2

1

Page type 3

Page 1 | Page 2 |

Page | | Page | | Page

Page 6 Page 7




Each page of your website needs
to be ‘labeled’

- Page type
- Top task (or subject)
- User journey phase

El
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For example

- Page type: Router Page

- Top task: Applying for a parking
permit

- User Journey phase: Do
(out of: See-Think-Do-Care)

v(l

Router Page
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Another example:

- Page type: Informer

- Top task: Applying for a parking
permit

- User Journey phase: Think
(out of: See-Think-Do-Care)

Applying for
Parking Permit

v(l
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Focus of this workshop: categorization of webpages
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What page types are there?

 Engager: primary function is to engage visitors and make them return to the website
(blogs, news, tools etc.)

 Router: primary function is to route visitors (all navigational pages including search & filter
pages)

* Informer: primary function is to provide visitors with non-product-specific information (e.g.
a City Vision on Mobility in 2025 or a bio of a municipal official)

« Explainer: primary function is to provide visitors with product-specific information and/or
task-oriented content (e.g. what is a parking permit and how to apply for one)

« Call-to-Action Page: primary function is to start a transaction (open a web form)
« Transaction Page: primary function is facilitate a transaction (the web form itself)



El

Labeling of pages

Home page +%

Public
Y > announcement or
: ( : : an article
Mavigational page
' I\ : — Task-oriented Page that leads into
. 7 content transaction

)%I Page with a webform
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Labeling of pages

==
Home page %»%

Public
— ~—>  announcement or
( : : an article
Mavigational page
[\ : "y Task-oriented Cu Page that leads into
O— .
. 7 content o7 transaction

3%| Page with a webform

Call to Action

Page



Labeling of pages

Public
 EEE— announcement or
( S an article

Home page %»% Mavigational page

v

-

v

Task-oriented Cu Page that leads into : )
t -
content ] _ 5"_ transaction 3%| Page with a webform

Call to Action Transaction

Page Page

El
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Categorization added to Content Taxonomy

Page URL

https://www.rvo.nl

https://www.rvo.nl/subsidies-financiering/isde /woningsigenaren

https:/fwww.rvo.nl/subsidies-financiering/tvl

https://www.rvo.nl/subsidies-financiering

https://www.rvo.nl/subsidies-financiering/isde/woningeigenaren/isolatiemaatregelen

https.//www.rvo.nl/subsidies-financiering/isde

https://www.rvo.nl/subsidies-financiering/isde/woningeigenaren/stappenplan-woningeigenaren

https://www.rvo.nl/subsidies-financiering/isde/woningeigenaren/warmtepomp

https://www.rvo.nl/subsidies-financiering/isde /wijzigingen-2022

https://www.rvo.nl/onderwerpen/dieren-houden/huisdierenlijst

https://www.rvo.nl/subsidies-financiering/sepp

https://www.rvo.nl/onderwerpen/over-ons/contact

https://www.rvo.nl/onderwerpen/over-ons/zaken-regelen

https://fwww.rve.nl/onderwerpen/over-rvo/contact

https://www.rvo.nl/subsidies-financiering/praktijkleren

https://www.rvo.nl/onderwerpen/identificatie-en-registratie-dieren/honden

https://www.rvo.nl/onderwerpen/identificatie-en-registratie-dieren/dierlocatie-ubn

https.//www.rvo.nl/onderwerpen/over-ons/contact/bezwaar-maken

https://www.rvo.nl/onderwerpen/identificatie-en-registratie-dieren/honden/houders-van-honden

https://www.rvo.nl/onderwerpen/identificatie-en-registratie-dieren

https://www.rvo.nl/particulieren

https://www.rvo.nl/subsidies-financiering/sde

https://www.rvo.nl/klimaat-energie

https://www.rvo.nl/subsidies-financiering/eia/ondernemers

https://www.rvo.nl/subsidies-financiering/mia-vamil/ondernemers

CMS Page Type
landing_page
subsidy
summary
summary
subsidy
summary
subsidy
subsidy
subsidy
subject
subsidy
summary
summary
summary
subsidy
subject
summary
subject
subject
subject
summary
landing_page
subsidy
landing_page
subsidy
subsidy

= FTG Page Type

Top level router
Explainer
Sub level router
Sub level router
Explainer
Sub level router
Explainer
Explainer
Explainer
Informer
Explainer
Sub level router
Sub level router
Sub level router
Explainer
Informer
Sub level router
Informer
Informer
Informer
Sub level router
Top level router
Explainer
Top level router
Explainer

Explainer

Subject

Bouwen en wonen |Klimaat en energie

Ondernemen en bedrijfsvoering

Bouwen en wonen |Klimaat en energie
Bouwen en wonen |Klimaat en energie
Bouwen en wonen | Klimaat en energie
Bouwen en wonen | Klimaat en energie
Bouwen en wonen | Klimaat en energie
Dieren en natuur

Klimaat en energie

Ondernemen en bedrijfsvoering

Innovatie, Onderzoek en Onderwijs

Dieren en natuur|Landbouw
Dieren en natuur

Dieren en natuur|Landbouw

Dieren en natuur

Dieren en natuur|Landbouw
Klimaat en energie

Klimaat en energie

Klimaat en energie
Ondernemen en bedrijfsvoering

Bouwen en wonen

= Top Task =

SEPP aanvragen

Funnel Step

Step 1



Focus of this workshop: Operational level of FTG model

. v phases & tasks S Ty Chack . .
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Du vil ansege

Du vil ansege om at besege, bo eller arbejde i Danmark, eller ansege om pas til udlaending. Der geelder

seerlige regler for dig. som er statsborger i EU eller Norden.

Til dig der vil ansege pa grund af

Kort ophold (visum) -

Du vil besege Danmark i op tilgo
dage og skal ansege om visum

Familie —

Du vil bo sammen med din agte-
feelle, faste samlever, foraelder ell
det familiemedlem i Danmark og s
soge om f
holdstilladelse som medfolgende

familiemedlem

Studie

Du vil studere i Danmark og skal

sh
ansege om opholdstilladelse
studerende

om

niliesammenforing eller of

Ophold som EU/E@S- —
statsborger eller nor-
disk statsborger

Hvis du er statsborger i EU/E®@S eller
Schweiz eller er nordisk statsborger
gaslder der seerlige regler for indrejse og
ophold

EU-regler 7

Asyl —

Du ensker beskyttelse i Danmark
som flygtning og vil ansege om asyl

Au pair —

Du v re au pair hos en dansk
veertsfamilie og skal ansege om ophold-
stilladelse som au pair

Invasionen af Ukraine —

Du er en person, der er fordrevet
fra Ukraine, og ensker at sege om mid
lertidig opholdstilladelse efter seerloven

Arbejde

Du vil arbejde i Danmark og skal
ansege om opholds- og arbejdstilladelse
i Danmark

l

Ph.d. -

Du skal deltage i et uddannelses-
forleb som phd eller geeste phd.ved en
dansk uddannelsesinstitution




Du vil ansege

What is the function of this page? e S R
Engager, Router, Informer, Explainer, Call-to- -
Action page, Transaction page Tildlg der vitansoge pa grund af

Kort ophold (visum) - Ophold som EU/E@S- — Invasionen af Ukraine —
statsborger eller nor-
disk statsborger

Du vil besege Danmark i op til 9o
dage og skal ansoge om visum

Du er en person, der er fordrevet
fra Ukraine, og ensker at sege om mid I

Huis du er statsborger EU/EGS eler lerticlig opholdstilladelse efter szrloven

Schy ller er nordisk statsborger.
geelder der seerlige regler for indrejse og
ophold
Familie — Asyl —_ Arbejde -
Du vil bo sammen med din agte- Du onsker beskyttelse i Danmark Du vil arbejde i Danmark og skal
faelle, faste samlever, foraslder eller an- som flygtning og vil ansege om asyl ansoge om opholds- og arbejdstilladelse
det familiemedlem i Danmark og skal an- i Danmark
iliesammenforing eller
stilladelse som medfolgende
familiemedlem
Studie - Au pair - Ph.d. —
Du vil studere i Danmark og skal Du vil vaere au pair hos en dansk Du skal deltage i et uddannelses-
ansoge om opholdstilladelse som vartsfamilie og skal ansege om ophold- forlob som phd eller gaste phd. ved en
studerende stilladelse som au pair dansk uddannelsesinstitution

El



Du vil ansege

Du vil ansage om at besege. bo eller arbejde i Danmark. eller ansege om pas til udleending. Der geelder

What is the function of this page?
Engager, Router, Informer, Explainer, Call-to-
Action page, Transaction page

Kort ophold (visum) -

Du vil besege Danmark i op til 9o
dage og skal ansoge om visum

> |t's a router

Familie —

Du vil bo sammen med din agte-
faelle, faste samlever, foraelder eller an-
det familiemedlem i Danmark og skal
soge om familiesammenforing elle
holdstilladelse som medfelgende
familiemedlem

Studie —
Du vil studere i Danmark og skal

ansoge om opholdstilladelse som
studerende

El

saerlige regler for dig. som er statsborger i EU eller Norden
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Ophold som EU/E@S- —
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disk statsborger

Hvis du er statsborger i EU/E®S eller
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ophold

EU-regler

Asyl —_

Du onsker beskyttelse i Danmark
som flygtning og vil ansege om asyl

Au pair -

Du vil vaere au pair hos en dansk
veertsfamilie og skal ansege om ophold-
stilladelse som au pair

Invasionen af Ukraine —

Du er en person, der er fordrevet
fra Ukraine, og ensker at sege om mid
lertidig opholdstilladelse efter saerloven

Arbejde -

Du vil arbejde i Danmark og skal
ansege om opholds- og arbejdstilladelse
i Danmark

Ph.d. -

Du skal deltage i et uddannelses-
forleb som phd eller geeste phd. ved en
dansk uddannelsesinstitution
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What is the function of this page?
(Engager, Router, Informer, Explainer, Call-to-
Action page, Transaction page)

> |t's a router

So, what is the desired behaviour of the
visitors?

Du vil ansege

Du vil ansage om at besege. bo eller arbejde i Danmark. eller ansege om pas til udleending. Der geelder

saerlige regler for dig. som er statsborger i EU eller Norden

Til dig der vil ansege pa grund af

Kort ophold (visum) -

Du vil besege Danmark i op til 9o
dage og skal ansoge om visum

Familie —

Du vil bo sammen med din agte-
22lle, faste samlever, foraelder eller an-
det familiemedlem i Danmark og skal
soge om familiesammenforing elle
holdstilladelse som medfelgende
familiemedlem

Studie -

Du vil studere i Danmark og skal
ansoge om opholdstilladelse som
studerende

Ophold som EU/E@S- —
statsborger eller nor-
disk statsborger

Hvis du er statsborger i EU/E®S eller

z eller er nordisk statsborger.

der der seerlige regler for indrejse og
ophold

EU-regler ,*

Asyl —_

Du onsker beskyttelse i Danmark
som flygtning og vil ansege om asyl

Au pair -

Du vil vaere au pair hos en dansk
veertsfamilie og skal ansege om ophold-
stilladelse som au pair

Invasionen af Ukraine —

Du er en person, der er fordrevet
fra Ukraine, og ensker at sege om mid
lertidig opholdstilladelse efter saerloven

Arbejde -

Du vil arbejde i Danmark og skal
ansoge om opholds- og arbejdstilladelse
i Danmark

Ph.d. -

Du skal e i et uddannelses-
forlob som phd eller gasste phd ved en
dansk uddannelsesinstitution
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Du vil ansege

What is the function of this page? e e
(Engager, Router, Informer, Explainer, Call-to- e
Action page, Transaction page) et rar s s el

Kort ophold (visum) - Ophold som EU/E@S- — Invasionen af Ukraine —
statsborger eller nor-
Du er en person, der er fordrevet

Du vil besege Danmark i op til 9o A
disk statsborger fra Ukraine, og ensker at sege om mid |

dage og skal ansoge om visum

T mm——n lerticlig opholdstilladelse efter szrloven

Schweiz eller er n: k statsborger.

)
> geelder der seerlige regler for indrejse og
ophold

EU-regler ©

Familie — Asyl —_ Arbejde -
Du vil bo sammen med din agte- Du onsker beskyttelse i Danmark Du vil arbejde i Danmark og skal

le. faste samlever, der eller an- som flygtning og vil ansege om asyl ansege om opholds- og arbejdstilladelse
det familiemedlem i Danmark og skal an i Danmark

iliesammenforing elle:

S0, what is the desired behaviour of the
visitors?

Studie - Au pair - Ph.d. —

Du vil studere i Danmark og skal Du vil vaere au pair hos en dansk Du skal deltage i et uddannelses-
ansoge om opholdstilladelse som vaertsfamilie og skal ansoge om ophold- forlob som phd eller geeste phd. ved en
studerende stilladelse som au pair dansk uddannelsesinstitution

> They must click through



Du vil ansege

Du vil ansage om at besege. bo eller arbejde i Danmark. eller ansege om pas til udleending. Der geelder

saerlige regler for dig. som er statsborger i EU eller Norden

El

Desired behaviour:
High Click Through Rate

Til dig der vil ansege pa grund af

Kort ophold (visum) e

Du vil besege Danmark i op til 9o
dage og skal ansoge om visum

Familie —_

Du vil bo sammen med din agte-
faelle, faste samlever, foraelder eller an-
det familiemedlem i Danmark og skal an-
soge om familiesammenforing eller op-
holdstilladelse som medfelgende
familiemedlem

Studie -

Du vil studere i Danmark og skal
ansoge om opholdstilladelse som
studerende

Ophold som EU/E@S- —
statsborger eller nor-
disk statsborger

Hvis du er statsborger i EU/E®S eller
Schweiz eller er nordisk statsborger.
geelder der seerlige regler for indrejse og
ophold

EU-regler

Asyl —_

Du onsker beskyttelse i Danmark
som flygtning og vil ansege om asyl

Au pair -

Du vil vaere au pair hos en dansk
veertsfamilie og skal ansege om ophold-
stilladelse som au pair

Invasionen af Ukraine —

Du er en person, der er fordrevet
fra Ukraine, og ensker at sege om mid
lertidig opholdstilladelse efter saerloven

Arbejde -

Du vil arbejde i Danmark og skal
ansege om opholds- og arbejdstilladelse
i Danmark

Ph.d. -

Du skal deltage i et uddannelses-
forleb som phd eller geeste phd. ved en
dansk uddannelsesinstitution
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Desired behaviour:
High Click Through Rate

Desired Behaviour:
Short Time to Click

Du vil ansege

Du vil ansage om at besege. bo eller arbejde i Danmark. eller ansege om pas til udleending. Der geelder

saerlige regler for dig. som er statsborger i EU eller Norden

Til dig der vil ansege pa grund af

Du vil besege Danmark i op til 9o
dage og skal ansoge om visum

Du vil bo sammen med din agte-
faelle, faste samlever, foraelder eller an-
det familiemedlem i Danmark og skal an-
soge om familiesammenforing eller op-
holdstilladelse som medfelgende
familiemedlem

Du vil studere i Danmark og skal
ansoge om opholdstilladelse som
studerende

Kort ophold (visum) e

Familie —_

Studie -

Ophold som EU/E@S- —
statsborger eller nor-

disk statsborger

Hvis du er statsborger i EU/E®S eller
Schweiz eller er nordisk statsborger.
geelder der seerlige regler for indrejse og
ophold

EU-regler

Asyl —_

Du onsker beskyttelse i Danmark
som flygtning og vil ansege om asyl

Au pair -

Du vil vaere au pair hos en dansk
veertsfamilie og skal ansege om ophold-
stilladelse som au pair

Invasionen af Ukraine —

Du er en person, der er fordrevet
fra Ukraine, og onsker at sege om mid
lertidig opholdstilladelse efter saerloven

Arbejde e

Du vil arbejde i Danmark og skal
ansege om opholds- og arbejdstilladelse
i Danmark

Ph.d. -

Du skal deltage i et uddannelses-
forleb som phd eller geeste phd. ved en
dansk uddannelsesinstitution
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Desired behaviour:
Low Click Back Rate

Du vil ansege

Du vil ansage om at besege. bo eller arbejde i Danmark. eller ansege om pas til udleending. Der geelder

saerlige regler for dig. som er statsborger i EU eller Norden

Til dig der vil ansege pa grund af

Kort ophold (visum) -

Du vil besege Danmark i op til 9o
dage og skal ansoge om visum

Familie —

Du vil bo sammen med din agte-
faelle, faste samlever, foreelder eller an-
det familiemedlem i Danmark og skal an-
iliesammenforing eller

stilladelse som medfolgende
familiemedlem

Studie —
Du vil studere i Danmark og skal

ansoge om opholdstilladelse som
studerende

Ophold som EU/E@S- —
statsborger eller nor-
disk statsborger

Hvis du er statsborger i EU/E®S eller
Schy ller er nordisk statsborger.
geelder der seerlige regler for indrejse og
ophold

Asyl —_

Du onsker beskyttelse i Danmark
som flygtning og vil ansege om asyl

—

Du vil vaere au palf110s en dansk
veertsfamilie og skal ansege om ophold-
stilladelse som au pair

Invasionen af Ukraine —

Du er en person, der er fordrevet
fra Ukraine, og ensker at sege om mid
lertidig opholdstilladelse efter saerloven

Arbejde -

Du vil arbejde i Danmark og skal
ansege om opholds- og arbejdstilladelse
i Danmark

Ph.d. -

Du skal deltage i et uddannelses-
forleb som phd eller geeste phd. ved en
dansk uddannelsesinstitution




El

Desired behaviour:
Low Menu Click Rate

Duvil ansege

Duventer svar

Du har faet svar

Du vil forlaenge

Din situation aendrer sig

English Min Side

Mandag den 26. september 2022 kan der veere ustabilitet pa Nyidanmark mellem kl. 9-14 pga. tekniske opdateringer.

Beseg nyidanmark dk/ukraine hvis du har brug for information fra SIRl og Udlaendingestyrelsen til ukrainske statsborgere

Forside —

Du vil ansege

Du vil ansege om at besege, bo eller arbejde i Danmark, eller ansege om pas til udlzending. Der geelder

szerlige regler for dig, som er statsborger i EU eller Norden.

Til dig der vil ansege pa grund af

Kort ophold (visum)

Du vil besege Danmark i op tilgo
dage og skal ansege om visum

Familie

Du vilbo sammen med din egte-

faelle, faste samlever, forazlder eller an-

det familiemedlem i Danmark og

Ophold som EU/E@S- —
statsborger eller nor-
disk statsborger

Hvis du er statsborger i EU/E@S eller
Schweiz eller er nordisk statsborger
geelder der saerlige regler for indrejse og
ophold

EU-regl‘er

Asyl -

Du onsker beskyttelse i Danmark
som flygtning og vilansege om asyl

Invasionen af Ukraine —

Du er en person, der er fordrevet
fra Ukraine, og ensker at sege om mid-
lertidig opholdstilladelse efter saerloven

Arbejde —_

Du vil arbejde i Danmark og skal
ansege om opholds- og arbejdstilladelse
i Danmark



El

Duvil ansege

Duventer svar

Desired behaviour:
Low Menu Click Rate B

Din situation aendrer sig

Desired behaviour:
Low Search Rate

Mandag den 26. september 207~ «an der veere ustabilitet pa Nyidanmark mellem kl. 9-14 pga. tekniske opdateringer.

Jic ark dk/ukraine hvis du har brug for information fra SIRI og Udleendingestyrelsen til ukrainske statsborgere

Forsi~: —

Du vil ansege

Du vil ansege om at besege, bo eller arbejde i Danmark, eller ansege om pas til udlzending. Der geelder

szerlige regler for dig, som er statsborger i EU eller Norden.

Til dig der vil ansege pa grund af

Kort ophold (visum)

Du vil besege Danmark i op tilgo
dage og skal ansege om visum

Familie

Du vilbo sammen med din egte-

faelle, faste samlever, forazlder eller an-

det familiemedlem i Danmark og

Ophold som EU/E@S- —
statsborger eller nor-
disk statsborger

Hvis du er statsborger i EU/E@S eller
Schweiz eller er nordisk statsborger
geelder der saerlige regler for indrejse og
ophold

EU-regl‘er

Asyl -

Du onsker beskyttelse i Danmark
som flygtning og vilansege om asyl

Invasionen af Ukraine —

Du er en person, der er fordrevet
fra Ukraine, og ensker at sege om mid-
lertidig opholdstilladelse efter saerloven

Arbejde —_

Du vil arbejde i Danmark og skal
ansege om opholds- og arbejdstilladelse
i Danmark
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Dashboards Reports Custom reports Goals Settings
Q All visitors ﬁ 26 August 2022 - 24 September 2022
o Page URL <Page views ~ Unique page views Entries Page bounce rate o Average time on page D
v  AUDIENCE
[T} oo e 4124.435 3.057.482 1.171.718 48,01% 1m 6s 100,36%
Session log httpsy//mijn.iveni/home [ X 261'3_46 142'203 ?4'903" 14,19% 38s 02,78%
5.34% 4,65% 6,39%
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httpsy/ fwww.rvonl/ [ X3 131.533 102:625 ?8.03(? 26,63% 345 28,35%
. 319% 3.36% 6,66%
W Engagement
https://www.rvo.nl/subsidies-financiering/isde/woningeigenaren |'_|7' X 113'5[_)2 84'%52_ 41;2_5§ 3261% 51= 30,72%
&) Custom dimensions 275% 2.78% 352%
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https:/fwww.rvo.nl/subsidies-financiering/isde I—_|7' X 58;04?; 48'?22 36;’]2; 21,68% 43s 23,85%
.‘ Websites & social
https://www.rvo.nl/subsidies-financiering/isde/woningeigenaren/isolatiemaatregelen L7|' X 56'1_62 45'121_ 21'542' 48,11% 1m 26s A7 64%
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E| Pages
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Report Routers

Routers are navigational pages. Top level routers are navigational pages that are at the top level of the website structure {depth 1). Sub level routers are navigational pages that are befow the top level (depth = 1)

Page URL
/
Sbedrijven

J/bouwen-wonen

Jdier-natuur

Jdocumenten-publicaties

Jevenementen

Jeezondheid-zorg-welzijn

Jhome

Jinnovatie-onderzoek-en-onderwijs
Jinternationaal-ondernemen

Sklimaat-energie

Jlandbouw

[/nieuws

Jondernemen-bedrijfsvoering
Jonderwerpen/buitenlandnetwerk
Jonderwerpen/bureau-energieprojecten
Jonderwerpen/coZ-reductie-industrie
Jonderwerpen/coronavirus
Jonderwerpen/coronavirus/contact
Jonderwerpen/coronavirus/veelgestelde-vragen-land
Jonderwerpen/duurzame-mobiliteit
Jonderwerpen/eu-wetgeving/ce-markering/productgroepen
Jonderwerpen/expertteam-woningbouw
Jonderwerpen/financiering-voor-ondernemers-overzicht-fase
Jonderwerpen/gecombinearde-opgave

Jonderwerpen/glb
Jonderwerpen/identificatie-en-registratie-dieren

fonderwerpen/identificatie-en-registratie-dieren/honden

FTG Page Type T Subject =
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eve
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eve

EVE

EVE

eve

eve

EVE

EVE

router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router
router

router

Bouwen en wonen

Dieren en natuur

Bouwen en wonen

Landbouw | Ondernemen en bedrijfsvoering
Gezondheid, Zorg en Welzijn | Innovatie, Onderzoek
Ontwikkelingssamenwerking
Innovatie, Onderzoek en Onderwijs
Internationaal ondernemen
Klimaat en energie

Landbouw

Klimaat en energie

Ondernemen en bedrijfsvoering
Klimaat en energie

Innovatie, Onderzoek en Onderwijs
Klimaat en energie

Ondernemen en bedrijfsvoering
Innovatie, Onderzoek en Onderwijs
Ondernemen en bedrijfsvoering
Klimaat en energie

Ondernemen en bedrijfsvoering
Klimaat en energie

Landbouw

Landbouw

Klimaat en energie

Dieren en natuur|Landbouw

Dieren en natuur

Depth = Visits —

Click Through Rate = Time to Click = Click Back’'Rate =

Search Rate =

Desired Behaviour

ST U T S T S T 8 ]

(o)

TOT

o
n

h
(53]

34

I
u

41%

o0%

[ T N T 5 RN S D S ]

[ 4]

B3%
73%
BE%
BO%
BO%
Bb%
79%
79%
79%
Ba%
B2%
BE%

S0%
72%
TT%
73%
72%
TE%
73%

B5%
74%
BO9%%
BE%
79%
BO9%
B0%




Report Routers

Routers are navigational pages. Top level routers are navigational pages that are at the top level of the website structure {depth 1). Sub level routers are navigational pages that are befow the top level (depth = 1)

Page URL
/
Sbedrijven

J/bouwen-wonen

Jdier-natuur

Jdocumenten-publicaties

Jevenementen

Jeezondheid-zorg-welzijn

Jhome

Jinnovatie-onderzoek-en-onderwijs
Jinternationaal-ondernemen

Sklimaat-energie

Jlandbouw

[/nieuws

Jondernemen-bedrijfsvoering
Jonderwerpen/buitenlandnetwerk
Jonderwerpen/bureau-energieprojecten
Jonderwerpen/coZ-reductie-industrie
Jonderwerpen/coronavirus
Jonderwerpen/coronavirus/contact
Jonderwerpen/coronavirus/veelgestelde-vragen-land
Jonderwerpen/duurzame-mobiliteit
Jonderwerpen/eu-wetgeving/ce-markering/productgroepen
Jonderwerpen/expertteam-woningbouw
Jonderwerpen/financiering-voor-ondernemers-overzicht-fase
Jonderwerpen/gecombinearde-opgave

Jonderwerpen/glb
Jonderwerpen/identificatie-en-registratie-dieren

fonderwerpen/identificatie-en-registratie-dieren/honden

= /FTG Page Type\ T Subject =

Tep level router
Top level router
Top level router Bouwen en wonen
Top level router Dieren en natuur
Suly level router Bouwen en wonen
Top level router Landbouw | Ondernemen en bedrijfsvoering
Top level router Cezondheid, Zorg en Welzijn | Innovatie, Onderzoek
Top level router ntwikkelingssamenwerking

Tep level router Ihnovatie, Onderzoek en Onderwijs

Top level router ternationaal ondernemen

Top level router imaat en energie
Top level router Lindbouw

Top level router Klimaat en energie
Top level router Ondernemen en bedrijfsvoering

Sub level router Klimaat en energie

Sub level router novatie, Onderzoek en Onderwijs

Sub level router imaat en energie
Sub level router @ndernemen en bedrijfsvoering

Sub level router Ipnovatie, Onderzoek en Onderwijs

router Pndernemen en bedrijfsvoering
router limaat en energie

router Ondernemen en bedrijfsvoering
router Klimaat en energie

router Landbouw

router Landbouw

Klimaat en energie

Dieren en natuur| Landbouw

Dieren en natuur
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ST U T S T S T 8 ]

(o)

4,014

o
n

h
(53]

34

I
u

Click Through Rate = Time to Click = Click Back’'Rate =

78%

41%

o0%

[ T N T 5 RN S D S ]

[ 4]

Search Rate =

Desired Behaviour =
83%
75%
BEB%
BO9%
BO%
B6%
79%
79%
79%
B4%
82%
B8%

S0%
72%
TT%
73%
72%
TE%
73%

B5%
74%
BO9%%
BE%
79%
BO9%
B0%




Report Routers

Routers are navigational pages. Top level routers are navigational pages that are at the top level of the website structure {depth 1). Sub level routers are navigational pages that are befow the top level (depth = 1)

Page URL
/
Sbedrijven

J/bouwen-wonen

Jdier-natuur

Jdocumenten-publicaties

Jevenementen

Jeezondheid-zorg-welzijn

Jhome

Jinnovatie-onderzoek-en-onderwijs
Jinternationaal-ondernemen

Sklimaat-energie

Jlandbouw

[/nieuws

Jondernemen-bedrijfsvoering
Jonderwerpen/buitenlandnetwerk
Jonderwerpen/bureau-energieprojecten
Jonderwerpen/coZ-reductie-industrie
Jonderwerpen/coronavirus
Jonderwerpen/coronavirus/contact
Jonderwerpen/coronavirus/veelgestelde-vragen-land
Jonderwerpen/duurzame-mobiliteit
Jonderwerpen/eu-wetgeving/ce-markering/productgroepen
Jonderwerpen/expertteam-woningbouw
Jonderwerpen/financiering-voor-ondernemers-overzicht-fase
Jonderwerpen/gecombinearde-opgave

Jonderwerpen/glb
Jonderwerpen/identificatie-en-registratie-dieren

fonderwerpen/identificatie-en-registratie-dieren/honden
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EVE

Ve

Ve

Ve

Ve

EVE

EVE

EVE

eve

eve

eve

EVE

EVE
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EVE

router
router
router
router
router

router

router
router
router
router

router

Fouwen en wonen
Dieren en natuur
Bouwen en wonen
Landbouw | Ondernemen en bedrijfsvoering
Gezondheid, Zorg en Welzijn | Innovatie, Onderzoek
Ontwikkelingssamenwerking
Innovatie, Onderzoek en Onderwijs
Internationaal ondernemen
Klimaat en energie

Landbouw

Klimaat en energie

Ondernemen en bedrijfsvoering
Klimaat en energie

Innovatie, Onderzoek en Onderwijs
Klimaat en energie

Ondernemen en bedrijfsvoering
Innovatie, Onderzoek en Onderwijs
Ondernemen en bedrijfsvoering
Klimaat en energie

Ondernemen en bedrijfsvoering
Klimaat en energie

Landbouw

andbouw
\maat en energie
n en natuur|Landbouw

DiereM\en natuur
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All visitors 9 18 May 2022

Jested dimensions: Page URL > Channel

Page URL v | [ Q Search Search ee
© Page URL Aantal keer bezocht © | :;Zﬁz:::;;naH Doorklikratio @ Tijd tot doorklik ~ Terugklikratio ~ Zoekratio
11.955 6,98 69,24% S 29,71% 2,96%
https://www.rvo.nl/subsidies-financiering/tvl [ XX ?933?2 7.31 86.89% 41s 40,79% 0.27%
https://www.rvo.nl/subsidies-financiering/isde [4 XC Lscg: 7.9 78,01% 38s 19,.96% 0.15%
https://www.rvo.nl/subsidies-financiering ['_7.' b. <4 13331 1.21 67,05% 55s 22,93% 1.87%
https://www.rvo.nl/onderwerpen/over-ons/contact L’,' D <t 1023'?930 8,08 81,08% 1m 27s 19,.57% 0,52%
https://www.rvo.nl/onderwerpen/over-ons/zaken-regelen K o 34332 8.02 93,1% 28s 32,61% 0%
https://www.rvo.nl/onderwerpen/identificatie-en-registratie-dieren/honden 307
2 X Byinid 6,47 74,84% 46s 45,37% 0.36%
https://www.rvo.nl/onderwerpen/identificatie-en-registratie-dieren [§ X 128112 7.02 83.8% 35s 43.31% 0%
https://www.rvo.nl/onderwerpen/gecombineerde-opgave [1 X 1%2: 7,96 85,57% 33s 26,33% 0.36%
https://www.rvo.nl/onderwerpen/over-ons/werken-bij-rvo I'_ﬁ'| > X 118 542 23.47% 45s 15.11% 0,72%

0,99%




i Top Level Router Pages Performance

Top level routers are navigational pages that are af the fop level of the website structure. Typically they are about the main themes/subjects of the website. Offen those themes/subjecis are the same themes/subjects
posifioned a5 top level menu items in the top navigation of the website.

Average % ) . Auar ) Arar )
83 % Desrec 70% & 19 sec. Mo
18% cer ™ 2% Search Rete

Desired Behaviour on Top Level Routers per Subjgct

Avg % De=ired Behaviour

Top Level Routers CTR per Subject

Subject Avg. CTR Score

-

Top Level Routers Time to Click per Subject

Subject Avg. Time to Click Score

Bouwen en wonen 88% Bouwen en wonen 85% Very good Bouwen en wonen 11 Good
Dieren en natuur a9% Dieren en natuur 0% Very good Dieren en natuur 11 Good
Innovatie, Onderzoek en Ondenyijs T9% Innovatie, Onderzoek en Ondenwijs 63% Good Innovatie, Onderzoek en Ondenwijs 13 Good
Internaticnaal cndememen 4% Internaticnaal cndememen 79% Good Internaticnaal cndememen 19 Good
Klimaat en energie 82% Klimaat en energie 67% Good Klimaat en energie 12 Good
Landbouw B4% Landbouw 68% Good Landbouw 16 Good
Ondernemean en bedrijfsvoering 0% Ondernemen en bedrijfsvoering 35 Yy Ondernemen en bedrijfsvoering 2 i
Ontwikkelingssamenwerking T9% Ontwikkelingssamenwerking Moderate Ontwikkelingssamenwerking 50 Very bad
Visserj TS% Visserij Ead Visserj 45 Very bad
Grand Total 3% Grand Total T0% Good Grand Total 19 Good
Top Level Routers CBR per Subject X Top Level Routers Search Rate per Subject
Desired Behaviour on Top Level Routers per Subject Avg search Rate  Score
Subject BOuwWen en wonen 21% Moderate BOuwWen en wonen 0.7% Good
00% Dieren en natuur 21% Moderate Dieren en natuur 2.1% Very bad
e Innovatie, Onderzoek en Ondenwijs 25% Moderale Innovatie, Onderzoek en Ondenwijs 1.3% Moderale
e Internaticnaal cndememen 24% Moderate Internaticnaal cndememen 1.9% Bad
5% Klimaat en energie 20% Moderate Klimaat en energie 0.4% ery good
258, Landbouww 14% Good Landbouww 3.1% Very bad
- Ondermemen en bedrijffsvoening 13% Good Ondermemen en bedrijffsvoening SO0 Lk
0% Ontwikkelingssamenveerking 15% Good Ontwikkelingssamenveerking 4.0% Very bad
4 F P F Vizzerj 12% Good Vizserj 3.7% ery bad
- o Grand Total 18% Good Grand Total 2% \ery bad




Tool agnostic

AAAAAAAAAA

Visits Page views
1111111
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Analytics Overview

* |t doesn’t matter wich web
analytics tool one uses

Piwik PRO

- FTG framework calculates N V—Vava

the relevant KPI's per page
type

Google Analytics

* S0, one is able to evaluate | A A
each page type based on e SN T
relevant KPI's
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So we explored the router...
There are 5 more types: let's workshop!

 Engager: primary function is to engage visitors and make them return to the website
(blogs, news, tools etc.)

 Router: primary function is to route visitors (all navigational pages including search & filter
pages)

* Informer: primary function is to provide visitors with non-product-specific information (e.g.
a City Vision on Mobility in 2025 or a bio of a municipal official)

« Explainer: primary function is to provide visitors with product-specific information and/or
task-oriented content (e.g. what is a parking permit and how to apply for one)

« Call-to-Action Page: primary function is to start a transaction (open a web form)
« Transaction Page: primary function is facilitate a transaction (the web form itself)
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We have great expectations for this workshop...

You know why?
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We have great expectations for this workshop...

You know why?

Because you are Danish!



Dutch system — Danish execution

~
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Dutch system — Danish execution
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- part 2 -

A framework for digital analytics in the public sector

FTG framework



ontext

 The Government.nl website provides

the Netherlands

the Throne 2022

> Spe

nformation about coronavirus Covid

\‘a

information on Dutch central governmen
policy

* Inform the public

* Redirect to other organizations

Building and housing

Housing, Infrastructure ...

Government and
democracy

Public administration, Personal
data, Police ...

Nature and the
environment

oad

ide

9

Economy

Enterprise and innovation, Brexit ...

International
cooperation

European Union, Human rights,
Treaties ...

Taxes, benefits and
allowances

c ge,
Water management...

* 400+ subjects on website
« School holidays

* Energy price cap
« COVID-19

Spotlight

War in Ukraine

Read news, documents and answers to frequently

asked questions about developments in

businesses, Grant
programmes ...

Testing for coronavirus

Russia

You should do a self-test if you
Covid-19. This also abplies to children. Testine bv.

Government of the Nethertands.

Latest

A"IT'w"—_
H Aankomst

Topics  Ministries

Government  Documents

Departures

Vertrek

Education

School holidays, Freedom of
education ...

Justice, security and
defence

War in Ukraine, Identification
documents, Emergency number
112, Counterterrorism and national
security, Cybercrime ...

Transport

Mobility, public transport and road
safety, Drones....

Family, health and care
Coronavirus Covid-19, Drugs,
Health insurance, Abortion, Mental
health care, Family law ...

Migration and travel
Reception of refugees from Ukraine,
Visas, Dutch nationality,
Immigration, Embassies, consulates
and other representations ...

Work

Minimum wage, Legalising
documents, Working conditions ..

Amount of the minimum wage

ympt of

entitled to y

minimum (youth) wage. Check the minimum



Context

Monthly website visits for Rijksoverheid.nl & Government.nl 2019 - 2022

50.000.000

40.000.000

30.000.000

SYSIA

20.000.000

10.000.000

=0==government.nl

=0=rijksoverheid.nl
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ontext

80 FTE at Public Information and
Communications Service
* central editorial board
* product owners, online project management
* customer service center vendor managemen

* Project “Data Driven Public Information
Service”

> Travelling to the Netherlands from abroad

ter for minors

ands

> Speech from the Throne 2022

> Information about coronavirus Covid-19

Building and housing

Housing, Infrastructure ...

Government and
democracy

Public administration, Personal
data, Police ...

Nature and the
environment

velling outside

Economy

Enterprise and innovation, Brexit ...

International
cooperation

European Union, Human rights,
Treaties ...

Taxes, benefits and
allowances

c ge,
Water management...

Spotlight

War in Ukraine

Read news, documents and answers to frequently
asked questions about developments in Russia

businesses, Grant
programmes ...

Testing for coronavirus

Ry Govermmentof the Nethertands

Latest Topics Ministries Government Documents

A"IT'w"—_
H Aankomst

ki Departures

Vertrek

Education

School holidays, Freedom of
education ...

Justice, security and
defence

War in Ukraine, Identification
documents, Emergency number
112, Counterterrorism and national
security, Cybercrime ...

Transport

Mobility, public transport and road
safety, Drones....

Family, health and care
Coronavirus Covid-19, Drugs,
Health insurance, Abortion, Mental
health care, Family law ...

Migration and travel
Reception of refugees from Ukraine,
Visas, Dutch nationality,
Immigration, Embassies, consulates
and other representations ...

Work

Minimum wage, Legalising
documents, Working conditions ..

Amount of the minimum wage

You should do a self-test if you ymp! of
Covid-19. This also abplies to children. Testine bv.

entitled to y

minimum (youth) wage. Check the minimum



Mission of Team UX research & Analytics

* With the premise that people are at the center of our work, we build the best
digital government communication and services.

* We do this by collecting insights from users and converting those into
experiments and actions, combining qualitative and quantitative research and
working closely with colleagues from other departments.

* Specifically, we continuously work on improving our online channels so that they
really help people, which translates into high satisfaction ratings and low effort
ratings.
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Context

Frame 1

FTG Categorie

Navigatie Antwoord Call to action
pagina pagina pagina pagina

e Internal FTG Workshop in online P E = = =l

en denk na over de g Emre e
e = e e Tt

. onderscheidende haar de rubrisken teeiden misterie)
M | R Wl I I te b O a rd eigenschappen i grEE e

Voorbeelden van pagina's op Rijksoverheid.n

)
P
(]

Stap 2

[] ] - 5 = —m
« Categorizing pages B .
pagina’s op . ==

g g p g Rijksoverheid.nl van de e

verschillende
categorieen

[ F i n d i n g th e r'i g h‘t O n | i n e m etri CS . Voc.l'arbeelden van ?agina's op Ne(I:IerIandWereld,Wijd.n |

.
Geef voorbeelden van m = = = 1)

pagina's op U
NederlandWereldWijd.nl
van de verschillende

categorieen

Stap 3

bounce search feedback || contact feedback | contact eeterrais i
Kies relevante rate s %ia rate %ia oo Campag -
statistieken die lets — ——— ~— — —
zeggen over het succes oops timeon | wreierais tmeon unieke

rate page ool page o
van het betreffende v
paginatype
s search  wreiemas search
rate e rate

bezoek
sessies



Workshop Exercise A - Function category

€@ New to Denmark

www.nyidanmark.dk

You want to apply

You are waiting for an
answer

You have received an
answer

application.

You want to extend

A. Function category

QEON==

engager router informer explainer

X_JSI O O

B. Key Performance Indicators

Vst
call to action

O

©)

transaction

]

link to page
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Workshop Exercise B - KPIs

@ New to Denmark

www.nyidanmark.dk

You want to apply

You want to apply to visit, lve or work in

You are waiting for an
answer

You have received an
answer

& nyidanmark.dk

A. Function category

e @

engager router

X X

o=
=0
informer

O

-] /?
explainer call to action

O O

B. Key Performance Indicators

C3
®

o/, visitors that

clicked an
internal link

Ca

% of visits that
entered and

——  ireclly exited
{bounced)

S3

(s3)
average
number of
L econds hefore
next click

©)

transaction

O

link to page
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Next steps

Improving online strategy

Speed

Accessibility
Expertise

Reputation

Improving online user journey

—

Average page type score
Task completion rate
Task speed

Ease of task completion
Task satisfaction score

Phase score - Awareness
Phase score = Acquiring
information

Phase score — Doing
something or requesting
a service

Phase score - Receiving
product or service

Phase score - Using product
or service

Improving performance of individual pages

Effecti of the “R

Effecti of the “Navig s/Routers”

Effectiveness of the “Informers”
Effectiveness of the “Explainers”
Effectiveness of the “Closers”
Effectiveness of the “Converters”
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