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How can you use UCD/UX to 
encourage Channel Shift?



Ask your customers
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Bringing it back to the UK
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What

When

Why

Analytics software, such as Google Analytics, can be used to monitor, capture and evaluate site 
usage. Such tools provide a vast amount of data that can be used to analyse usage trends 
including:  areas of the site that receive the most traffic, periods over which the site is accessed, 
where traffic is entering the site from and keyword used to find a particular page. Analytics 
software can be used with pretty much any site and through structured analysis can provide a 
valuable insight into typical users and typical usage. 

Summary:

Using analytics software as a research tool can help project teams learn more about users of 
site, their trends, preferences goals and journeys. For example, the use of analytics software 
can assist in determining frequently requested or popular tasks, by evaluating pages that 
receive the most visits. Analytics can also help us to build a picture of typical users by 
understanding where they accessed the site from, the time of day it was accessed and what 
browser/device was used.  This research can help inform future developments by understanding 
more about how a site is currently being used.

Analytics software should be used during the research phase with existing sites, where we are 
looking to make improvements/enhancements. Analytics are also very useful post go-live to 
evaluate the relative success of certain improvements or evaluate the usage of a new 
site/application. Consistent review of analytics data will provide a picture of usage over time and 
allow us to identify potential issues, respond to changing requirements and plan for seasonal 
trends.

Technique: Analytics

Analytics software is used to 
capture, evaluate and report 
against usage trends and 
behaviours. 

Resource:

Time:

1x Web Strategy Team

New sites/applications

Existing sites/applications

Suitable for:

1/2 day

Cost:
Not Applicable

Source: Cambridgeshire County Council
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Personas, although fictitious, provide a narrative for real users, depicting their needs, wants and 
aspirations. Personas should be based on research data about typical customers or visitors and 
include details such as demographics, experience levels, as well as personal details in the form of 
behaviours, attitudes, motivations and goals.

Summary:

Personas help designers, developers and stakeholders focus on the requirements of real users 
throughout the project lifecycle, to empathise with their individual circumstances, meet their 
personal goals and understand their motivations. Personas can help teams approach challenges 
from a users perspective and avoid disagreements based on personal bias, organisational 
pressures or other external factors. 

Personas can be used when designing new sites/applications, as well as implementing new 
features and enhancements to those that are already in existence. Personas should be referred 
to throughout the design phase, as well as any key decision points, to ensure that what is being 
developed is done with end-users and their particular goals in mind. 

Technique: Personas

Personas are fictitious 
characters used to represent 
end-users during the design 
process.

Resource:

Time:

Not Applicable

Not Applicable

New sites/applications

Existing sites/applications

Suitable for:

Cost:
Not Applicable

Source: Cambridgeshire County Council
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Wireframing is design technique used to provide an illustration of the layout and composition for a 
new site/application, as well as an indication of the individual components that would make up 
that page. Wireframes are often devoid of detail and colour, using indicative placeholders for 
elements such as text and images. Wireframes are often accompanied by a series of annotations 
that document aspects of the design, for the purposes of communicating with designers, 
developers and stakeholders.

Summary:

Wireframes are a very flexible tool, of which the deliverables can be used to inform later 
iterations of the design process e.g. HTML prototypes. They help to provide an overview of how 
a given page and the individual components that make up that page, will hang together. They 
also serve as a good means of communicating design ideas with project team and can facilitate 
discussions around flow and construct. Wireframes can be used to get agreement from 
stakeholders around page layout/design, prior to any costly development.

This technique should be used during the design phase, when developing new sites and 
applications. Wireframing is a reasonably quick, low cost design technique however, making 
subsequent iterations to wireframes can be quite time consuming. Wireframes alone are not 
suitable where there is need to illustrate and review interactions. Produced with software such 
as Microsoft Visio, it would usually require knowledge/skills with this and/or similar applications.

Technique: Wireframing

Wireframing is a design 
technique used to illustrate the 
layout and composition of a new 
site/application.   

Resource:

Time:

1x Web Strategy Team

2 days

New sites/applications

Existing sites/applications

Suitable for:

Cost:
Not Applicable

Source: Cambridgeshire County Council
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Face-to-face testing is a technique for reviewing sites or applications with users in person, based 
on the ‘think aloud’ protocol. Participants that match the profiles of typical users are recruited to 
take part in research sessions, which they attend in person. On the day they are asked to 
complete a series of tasks (phrased as scenarios) using the site or application and are closely 
observed whilst they do so. During the session,  researchers note key comments, feedback and 
observations, whilst also capturing footage using software such as the Morae test suite. 

Summary:

Using face-to-face testing it is possible discover potential issues with a new site/application and 
explore known problems, in much greater detail. Participants provide a first-hand account of 
their experience as they work through tasks, uncovering requirements, issues and solutions. 
Observing participants in this manner, allows us to pick up on both verbal and physical cues, as 
well as gauging a participants emotions/satisfaction with the task in question. Feedback from 
testing can help to inform solutions and steer design recommendations.    

This technique can be used either to evaluate and identify problems with existing sites, or to 
test new sites/applications, features and enhancements. Face-to-face testing require careful 
planning to ensure that you have the right participants, venue and materials necessary to 
conduct the session. If time, budget or resource is an issue, consider scaling back the number 
of participants or using alterative research techniques, such as remote testing.

Technique: User Testing

Site or application is tested with 
real users, who are observed 
first-hand.

Resource:

Time:

4-8 participants

2x Web Strategy Team

2 to 3 days

New sites/applications

Existing sites/applications

Suitable for:

Cost:
Incentive and venue hire

Source: Cambridgeshire County Council



A perfect product should web traffic to it

therefore

You should start seeing a In F-2-F and phone

= £ savings



Leadership

Source: http://www.ukauthority.com/NewsArticle/tabid/64/Default.aspx?id=3730

"No organisation has ever built a truly excellent website when 
the people leading it did not know what an excellent website is.”

Tom Steinberg, Building Perfect Council Websites 2012



• City of Vancouver extremely focussed

• Make UCD/UX a high priority

• Excellent tools are available

• Leadership buy-in is critical to deliver 

channel shift savings

Conclusions



Contact details

Steve.Grange@cambridgeshire.gov.uk

01223 699831

@grangesteve

www.StevesSocitmTrip.wordpress.com


