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Background

What problem are we solving?
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8,000,000

Citations Created
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Citation Flow
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The Problem

39% don'’t finish creating their citation
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61%

Percent of users
complete a citation
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The Problem

The search results page has the largest drop-off rate on EB
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12%

Percentage of users drop-
off from the search page
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61%

Percent of users
complete a citation
after starting
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The Problem
What does Google Analytics say?

Drop-off rate is higher when users receive multiple search results
Google analytics reveals unique search behaviors amongst users:
Attempting to search for PDF files
Searching for top-level domain sites (exxonmobil.com, cnn.com)

Searching for keywords (climate change, behavioral economics)
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What does Google Analytics say?

Drop-off rate is higher when users receive multiple search results
Google analytics reveals unique search behaviors amongst users:
Attempting to search for PDF files
Searching for top-level domain sites (exxonmobil.com, cnn.com)

Searching for keywords (climate change, behavioral economics)

Drop-off was higher than average in each scenario!
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EasyBib

a Chegg service
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Is it big enough to matter?

Small improvement = Huge impact

Benefits of reducing search page drop-off by 2%

. User .

a Experience Improve overall user experience
Citations . o

lil' Created Estimated 1.07M more citations created

e Revenue Estimated $60k increase in revenue

Source: Google Analytics,
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Research Methods
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Research Methods

Hotjar Polls
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Hotjar Polls

If you could change anything on this page,
what would you have us do?

Not using Hotjar yet?

Chegg
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Hotjar Polls

OPEN

Initial starting view on Desktops & Tablets.

COLLAPSED

Initial starting view on Phones.

MINIMIZED

Visitor clicked on minimize arrow.

R

Which is best?

Reply

Not using Hotiar yet?
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Research Methods

Hotjar Polls

* 687 responses
» Launched on the search results page
* Measured user satisfaction
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Research Methods

Hotjar Polls

* 687 responses
» Launched on the search results page
* Measured user satisfaction

* Quantify user satisfaction on the search
results page

* Understand the relationship between
search satisfaction and source type
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How satisfied are you with your search results?

32% 11%

[ Negative B Neutral B Positive
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Research Methods

* 687 responses
» Launched on the search results page
* Measured user satisfaction

* Quantify user satisfaction on the search
results page

* Understand the relationship between
search satisfaction and source type

* 8 remote interviews

» Walked through different scenarios for
creating citations

» Asked about search behaviors
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Research Methods

* 687 responses
» Launched on the search results page
* Measured user satisfaction

* Quantify user satisfaction on the search
results page

* Understand the relationship between
search satisfaction and source type

* 8 remote interviews

» Walked through different scenarios for
creating citations

» Asked about search behaviors

* Understand users process when searching
for their source using EasyBib

+ Identify usability issues preventing users
from finding their source

» Understand user process when they
cannot find their source on EasyBib

Chegg’
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Findings
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Findings

Research indicates users leave the search results page because...

Search Behaviors
Usability Issues



Findings - Search Behaviors
Research indicates users leave the search results page because...

Students who search for a book or journal by title expect to find exact matching
results, but are presented with many irrelevant search results.
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Findings - Search Behaviors
Research indicates users leave the search results page because...

Students who search for a book or journal by title expect to find exact matching,
but are presented with many irrelevant search results.

Students assume adding additional qualifying information to their search (author,
publisher) will refine their results.



Findings - Search Behaviors

Research indicates users leave the search results page because...

Students who search for a book or journal by title expect to find exact matching,
but are presented with many irrelevant search results.

Students assume adding additional qualifying information to their search (author,
publisher) will refine their results.

Students are unsure how to classify their source type when they search.



Source Type

Source type Source

[ |

v Website Cite a w
Book
Journal
Newspaper

Film/Online Video
Online Database
Advertisement
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Findings - Usability

Research indicates users leave the search results page because...

Students fail to notice all results on the search results page
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Students who cannot find their result on the search results page do not have an
option to easily re-search



Findings - Usability

Research indicates users leave the search results page because...

Students fail to notice all results on the search results page

Students who cannot find their result on the search results page do not have an
option to easily re-search

Students who cannot find their result cannot easily continue to create a citation
manually



Key Takeaways

Recommendations for reducing drop-off on the search results page

Providing relevant messaging to change search behavior

Limit the number of results shown when students search specific attributes
(ISBN, DOI, URLS)

Improving page layout to increase visibility of multiple results
Improving discoverability of manual cite and citation guides
Including a search widget on the search results page
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