Search is now normal behaviour

What do we do about that?

Caroline Jarrett
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Background to this work
What information do visitors search for?
What are “good” search results?

What are the differences between
internal search and external?

How do users interact with the Google
results page?



The Open University

First successful distance university
Invented open admissions

Most students also work full time

200,000+ students
10,000+ students with disabilities

50 million pages viewed per month
2000+ websites




We use many sources of data to inform design

Search log analyses:
— 2004, 2006, 2008

Site tracking, continually

* Expert inspections of search results:
— 2007, 2008, 2009

Usability testing

— Face-to-face, often

— Face-to-face with eye-tracking, occasionally

— Remote with people with disabilities, occasionally



Site tracking showed high levels of traffic from
search engines: 15% internal, 49% external
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The OU search logs show the typical
“sharp peak” / “long tail” pattern
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consistent pattern in each review
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Top themes persist
from month to month and year to year

May-04 Jan-05 Oct-06 Feb-08
Term Rank Term Rank Term Rank Term
psychology 1 psychology 4 psychology 1 psychology
law 7 law 6 law 7 law
social work 10 social work 8 social work 10 social work
teaching 12 teaching 7 teaching 18 teaching
counselling 13 counselling 15 counselling 14 counselling
pgce 14 pgce 12 pgce 19 pgce
mba 16 mba 19 mba 9 mba
photography 19 photography 24 photography 6 photography
history 20 history 13 history 17 history

There are some seasonal variations

May-04 Feb-08
Term Rank Term Rank
past exam papers 15 past exam papers 129
exam results Not in top 12,000 exam results 1285

Rank
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The sharp peak / long tail / persistent themes
pattern recurs often

 Across audiences

* When narrowed by theme: for example, within a
particular subject

* Over time: themes persist from month to month

* Across internal and external search engines



Even small
groups of
terms show
this pattern —
and also
“persistent
themes”
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Internal search
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Persistent themes allow you to concentrate on
the top terms with confidence

* Top 10 terms are crucial
* Top 100 terms are important

* After top 1000, you can stop worrying

— Until you're convinced that the top 1000 are working really well
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We wanted to know how different search
engines compared on our top terms

* We ran a heuristic review of 4 different search
configurations

* Searched on each for the top 25 terms
* Graded the results on a +3 to -3 scale

* Added up the scores

Overall Success Scores

Search 1 (+3] EEEEEEEEEEEEEEEEER
Search 2 1 =

Search 3 EEEEEE (O
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Good search results showed the breadth and
depth of the OU content

* A high-quality result at the top

* All links on the first page are appropriate results

* Alternative meanings of the search term

* Linking to more than one OU site (when appropriate)

* For subjects: at least one course and one qualification



Good results: an excellent first click and
then variety within the theme

Your search for library produced the following results:

All OU content (13157)

All

Results 1 - 10 of 13157 items found FesultPage: 122456729 10 Mext

Library and Learning Resources Centre at the CLU

The Open University - Library and Learning Resources Centre
http: fflibrary .open.ac.uk,

Library and support services to partner institutions

Links to Open University services and freely available resources for partner institutions
hitp: fflibrary .open.ac.ukflibpartnerships,

FSREG: Library - Social Sciences - The Open University

Friendly Societies Research Group - Library
hittp: ffwewewe . open.ac.ukfsocialsciences friendly-societies-research-group/library . php

Using other libraries

Information literacy refers to the set of skills required to locate, evaluate and use information effectively,
bt ffwewewe open . ac.ukfiltoolkit/pages fusing-other-libraries . php

COpen Library at a glance tour

Information litceracy refers to the set of skills required to locate, evaluate and use information effectively.
hittp: ffwewewe open . ac.ukfiltoolkit/pagesfopen-library -at-a-glance-tour.php

Library - &lumni - The Qoen University



Poor results exposed technical gaps

* Repetition of links for the same information

* Alink that required a sign-in (especially for the public
collections)

* Links that seemed to have no relevance
* Links with poor titles or descriptions

* Links to technical content such as RSS feeds



Poor results: appears to be no variety

Your search for french produced the following results:

All OU content (2247

All QU con...

Results 1 - 10 of 2247 items found ResultPage: 1234567

Bon Départ: Beginners' French - Cpen University course

The Cpen University online prospectus; Courses & Qualifications - LZX192 Bon Départ: Beginners' French, Bon départ is
course in the University's ..

http: HAwonew 3, open, ac.uk/courses/bin/pl2 . diIPCOILEX192 - 2B8.5K

Bon Départ: Beginners' French - Open University course

The Qpen University online prospectus; Courses & Qualifications - L192 Bon Départ: Beginners' French, Bon départ is the
in the University's ..

http: w2 open. ac uk/courses/bin/pl12 . dFCOZL192 - 293K

Ouverture - A Fresh Start in French - Cpen University course

The Qpen University online prospectus; Courses & Qualifications - L2120 Quverture - A Fresh Start in French, Quverture
from L192/LZ%192 Bon ..

http: /fwww 3 open. ac.uk/courses/bin/pl1 2. dIPCOILEXK120 - 28.5K

Ouverture: 4 Fresh Start in French - Gpen University course

The Open University online prospectus; Courses & Qualifications - L120 Guverture: A Fresh Start in French, Guverture fiol
from L192/LZ2X192 Bon départ ...

http: fwww 3 open. ac.uk/courses/bin/pl2 dIFCO1IL120 - 32.2K
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french | Search |Advanced se.

C h an g e th e Results 1-10 of about 66,339 for french
Sort by relevance - Sort by date - Sort by size
Internal search | |
French Studies | Undergraduate Courses, Dedrees, Diplomas, ..

e n - n e The Open University offers a range of French Studies Qualifications including degrees, ...
g I Undergraduate French On this page Where to start Degrees Diplomas ...
wiwew 2 0pen.ac.ukfstudy fundergraduateflanguagesfrenchfindes bt - 10 Moy 2009 - 20k -
More results from this site =

LxR 122 - Action in French (French summer schooll - Open ...
Develop your basic French language skills - speaking and writing - and understanding of
France and its ... in French (French surmmer school) On this page ...

wiwew 2 0pen.ac.ukfstudy fundergraduate feoursefl=ri22.htm - 11 Mow 2009 - 29k - More results
from this site =

033 - Certificate in French - Open University
Learn to read, write and speak in French, building your knowledge of grammar and
yocabulary, ... in French On this page Planning your studies Courses ...

wiwew 2 0pen.ac.ukfstudy flundergraduate fgualification/c33.htm - 11 Mow 2009 - 16k - More
results from this site =

Home - Action In French - The Faculty of Education and Languadge ...
Register Online Action in French (LXR122) Introduction &ction in French is a week-long
residential course ... 's other French courses, and it is open to those ...

wiwew open.ac.ukfaction-in-frenchfindes.shtml - 10 Mow 2009 - 14k - More results from this site
o]

The QU Bedinners' Languages
This page contains details the Open Universitys Beginners Languages courses in French, ...
Beginners' Languages courses in French, German and Spanish.

wiwew . open.ac.uk/beginners-languages/findex.cfm - 10 Moy 2009 - 24k - More results from this
Site =

Open Research Online - Innowvative practices in French ...

Innovative practices in French monolingual learners’ dictionaries as compared with their
English ... Innovative practices in French monolingual learners’ ...

oro.open.acuk/721f - 10 How 2002 - 18k - More results from this site =




Create pages
that can be
found by the
search engine

L
exarm results | Search | Advanced

- pea Bl Results 1-10 of abhout 447 for exam results

Sort by relevance - Sort by date - Sort by size

Exam results: summaries

Motes from - Keynote aAddress Source: Stephen Twigg MP, Parliamentary Under-Secretary of
State for Schools ... Keynote address at GA Annual Conference, from ...
labspace.open.ac.ukfile.phpf2a60fgeng_ske_ 02t 4.pdf - 20 Jul 2008 - 57k - More results
from this site =

Exam results: summaries

Motes from - Keynote aAddress Source: Stephen Twigg MP, Parliamentary Under-Secretary of
State for Schools ... Keynote address at GA Annual Conference, from ...
openlearn.open.ac.ukfile php/2471f0eog_ska_02t_4.pdf - 20 Jul 2008 - 57k - More results
from this site =

Latest Sesame out with course results and Andrew Marr interview ..

Site tools FADs Submit content OU news Latest Sesame out with course results and Andrew
Marr ... It takes a while for exam results to be collated and analysed,

wiwewy open.ac.uk/platformfnewsfou-news/latest-sesame-out-course-results-and-andrew -
rmarr-interview - 13 Mow 2009 - 17k - More results from this site s

Open Besearch Online - Post-araduate Forensic Engineering at The ...

In: Proceedings of the International Conference on Innovation, ... students per year, and has
a high retention record as well as excellent exam results,

oro.open.acukf12221f - 10 How 2009 - 14k - More results from this site =

Ol computer use
Online forurms offer 2 way to contact other students and ... collect your assignment and exam
results, or to write notes and assessments using word processing.

wiwtw, open.ac.uk/podstudy fou-computer-usefindex.php - 10 Now 2009 - 7k - More results from
this site =

Course reviews: Sociology and society (DD201)

place and [ was rewarded with exam results that were above average for the course this
year, ... And don't walk out of the exam =arly - keep gaoing!

wiwtw 3. 0pen.ac.uk/coursereviews/course. asprrcourse=00201 - 01 Mow 2009 - 25k - More
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In a typical month (October 20006)

396,000 visitors via search

120,000 unique search terms

5.5 million clicks



The top 20 search terms from Google show

a major theme

Search Term 18-Jul-08 19-Jul
open university 3455 2039
ou 1308 761
open uni 402 230
open 197 163
the open university 193 115
open university uk 115 81
open.ac.uk 101 64
www.open.ac.uk/students 65 43
distance learning 73 32
open university 57 42
www.open.ac.uk 57 28
openuniversity 49 26
open university student home 38 18
open university milton keynes 35 12
open university london 26 11
linking words 24 20
open university courses 32 7
application letter 15 5
the open 69 64
home learning 22 6

open learning 17 21

20-Jul
2538
733
249
141
132
74
76
49
47
46
32
36
25
24
29
22
22

47
16
22

21-Jul
4162
1472
409
225
208
130
116
62
66
60
68
59
39
40
26
23
45
42

32
27

22-Jul
4154
1468
423
195
218
127
153
85
77
62
51
47
39
38
49
42
33
50

38
24

23-Jul
3777
1347
441
196
221
169
116
54
65
70
61
62
53
29
39
38
36
49

25
28

24-Jul
3355
1313
449
196
222
175
99
73
49
54
54
54
44
36
28
38
26
25

20
18

Total
23480
8402
2603
1313
1309
871
725
431
409
391
351
333
256
214
208
207
201
192
187
159
157



| did a detailed analysis of a month’s searches,
looking at terms with two or more hits

A brand marker only 86%
“Open Uni”
A brand marker plus another term 79

‘open university course”

A general term only

11 . L )

creative writing 7%
Term Searches Type of search
OpeEn LUniversity 2901569  pure marker
o 479,707 | pure marker
open Uni 159,927 | pure marker
the open university 95,090  pure marker
open university uk 87,359 | pure marker
open university courses 51,485 | marker + term "courses”

Wi Open. ac.ulk 49 400 | pure marker



Removing pure markers from the top 20

Search Term 18-Jul 19-Jul 20-Jul 21-Jul 22-Jul 23-Jul 24-Jul Total
www.open.ac.uk/students 65 43 49 62 85 54 73 431
distance learning 73 32 47 66 77 65 49 409
linking words 24 20 22 23 42 38 38 207
open university courses 32 7 22 45 33 36 26 201
application letter 15 5 6 42 50 49 25 192
the open 69 64 47 6 1 187
home learning 22 6 16 32 38 25 20 159

open learning 17 21 22 27 24 28 18 157



“Golden pages” are grabbing new audiences
for you

* Pages with high search rank and no brand marker are
“golden”

* Useful pages found through high Google search rank

* Hidden branding — terms that people now associate with
your site

* A chance to “show off” by making connections from
these pages to other parts of your site



A

minimum:

enforce branding and standard headers

) Using linking words - Mozilla Firefox
Edit Miew History Delicious Bookmarks Tools  Help

File

Dane

@ hd e - E E I "_I http: | fuwns, open, ac, ukyskillsfor study fusing-linking-wor ds. php T ‘.l = | linking words ).'

e 1 EE‘ 2U Home || Study atthe OU | Aboutthe OU | Research atthe OU Search | Contack the OU

= £ ~o Sign in Listen to thiz page Aeocessibility
Skills for OU Study 52 Searth
Using linking words
Linking words or phrases help vou to build a logical argument or thread in your assignment
by linking one statement to another, &n assignment without linking words reads like a
series of unrelated statements with no flow,
Linking words can be used to

o link the flow of ideas in your writing

> guide your reader towards the next stage of your argument

o link paragraphs together.,

Which words link these sentences?

Find out how good you are at linking sentences and paragraphs together in this linking

words' activity, You will need your OU computer username and password to access

the activity. (Activity adapted from Coe, M., Ernest, P, and Rycroft, R (1983) Writing

Skilts, A Problern-Solving Aporoach, Cambridge University Press.)

H Activity: linking waords (SWE, B9KB)
If wou are visually impaired and use a screen reader, use the version below (available
to everyone),
= #
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The crucial results page is the one for

your main marker

Web Images “ideos Maps MNews Shopping Google Mail more

G()t_ nge open university Aduanced Search

Search: O the web @ pages from the UK

Search settin

Web [ Show options. . Results 1 - 10 of about 13,700,000 for epen university. (0.29 :
Open University Sponsored Links | Sponsored Links

weerwr open.ac.uk  Visit the Open University online to find out more about our courses,

University Open _ourses
HomeleamingCollege com/OPEN  Wide Range of Home Learning Courses from Home Learning College

Distance Learning Courses and Adult Education - The Open University
The Open University's official website; Par-time higher education, supported distance and
open learing for undergraduate and postgraduate qualifications.

wontnd, o pen. ac. Uk - Cached - Similar

Study at the QL Financial support
StudentHome Library Homepage
Jobs Cpenlearn
Contact the QU DL 18024

[ mearch open.ac.uk ]

Open Leaming - Openlearn - The Open University

The Open University's openlearn website - free open learning educational resources for
learners and educators.

weeew, open.ac. ukfopenlearn/home. php - Similar

University Open Courses
University Open courses.

Official LK qualifications.
Open.HomelearmingCourses.com/

Open University

Open University of Catalonia
Aweard winning Online University
i LoC.edy

See your ad here




Looking for courses, users click on “the first result”
Never click on right-hand sponsored links

Web Images “ideos Maps MNews Shopping Google Mail more

G()t_ nge open university Aduanced Search

Search: O the web @ pages from the UK

Search settin

Web [ Show options. . Results 1 - 10 of about 13,700,000 for epen university. (0.29 :
Open University Sponsored Links | Sponsored Links

weerwr open.ac.uk  _Aisit the Open University online to find out more about our courses,

University Open _ourses
HomeleamingCollege com/OPEN  Wide Range of Home Learning Courses from Home Learning College

Distance LearnindyCourses and Adult Education - The Open University
Jhe Open University’s official website; Par-time higher education, supported distance and
opeiresrmrg or undergraduate and postgraduate qualifications.

Wiy ST AC, UK - emabed - Similar

Study at the QL Financial support
StudentHorme Library Homepaige
Jobs Cpenlearn
Contact the QU DL 18024

[ mearch open.ac.uk ]

Open Leaming - Openlearn - The Open University

The Open University's openlearn website - free open learning educational resources for
learners and educators.

weeew, open.ac. ukfopenlearn/home. php - Similar

University Open Courses
University Open courses.

Official LK qualifications.
Open.HomelearmingCourses.com/

Open University

Open University of Catalonia
Aweard winning Online University
i LoC.edy

See your ad here




In 2008, | found negligible use of the
‘site search’ box

Distance Learning Courses and Adult Education - The Open University

The Open University's official website; Part-time higher education, supported distance and
open learning for undergraduate and postgraduate gualifications.

wansw. open.ac. ukl - Cached - Similar

Study at the QL Financial support
StudentHome Library Homepane
Jobs Dpenlearn
Contact the QL DL 18t02d

Search open.ac.uk

February 2008 March 2008 July 2008
site:www.open.ac.uk 2 4 7
site:open.ac.uk 23 19 40
Total visits 155,257 104,258 104,695



Understand, and design for, popular
searches

Make search results more useful

— Use targeted metadata to support topical
searches

— Improve the “searchability” of content pages

Expose connections between related
areas of the site






Caroline Jarrett
carolinej@effortmark.co.uk
+44 1525 370379

I’m a consultant, hire me:

Consultancy: www.effortmark.co.uk
Training: www.usabilitythatworks.com
Free stuff:

Forms advice:  www.formsthatwork.com
Editing: www.editingthatworks.com
Columns: www.usabilitynews.com

“Caroline’s Corner”



Caroline Jarrett

Effortmark
caroline.jarrett@effortmark.co.uk
www.effortmark.co.uk

Caroline Jarrett is an independent usability consultant. After
13 years as a project manager of computer systems
integration projects, she founded Effortmark Limited in order
to concentrate on 'what systems are for' instead of 'how the
system is put together'.

Her work with government and non-profit organizations led
to a fascination with the usability of forms, both paper and
web, and with the information-rich web sites that contain
them.

She is co-author of
'User Interface Design and Evaluation'
(Morgan Kaufmann, 2005)

and

'Forms that work: designing web forms for usability’'
(Morgan Kaufmann, 2008).



