
EDUCATION HEALTH COMMERCIAL

WHAT IS USER EXPERIENCE?

“…pay attention to what users do, not what they say. 

— Jakob Nielsen, Web Usability Consultant

http://www.concept4.com/


User experience encompasses all 
aspects of the customer’s interaction 
with your school. 

Your school website is usually where first impressions 
are made. The online experience should meet the needs 
of prospective parents without fuss, in a way that allows 
them access to information they require, with simplicity 
and elegance.

The journey of a user can be monitored in depth, 
tracking them from their source, logging the amount 
of time they spend on each page, to where they either 
choose to make an enquiry or leave the site. Using 
compiled statistics from many users, it is possible to 
optimise the design of your website to control the way 
a user navigates, ensuring they follow a set flow and 
receive the best possible experience.

Properly monitored web pages allow absolute statistical 
certainty, so while design offers options, user experience 
monitoring can prove the efficacy of all decisions made. 
It is an inarguable way to demonstrate that your website 
always gives the best first impression.
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School Example 1 

An independent school in the south of England, this 
website suffered from high bounce rates and low user 
retention. We initially monitored Google Analytics over 
a period of 3 months to establish a baseline for our 
recommendations.

Over 50% of the traffic came from mobile 
devices. The site was not responsive so over 
half of the visitors were being presented 
with a less than optimal experience.

We launched a new, responsive website and 
saw a significant increase in the quality of visits.

The new site was subject to the same monitoring. By 
following the journey of the average user, it became 
clear that the navigation could be optimised. Content of 
significance was moved to sections of high traffic volume 
so the user could find it more easily. The improved 
experience reduced the bounce rate significantly while 
increasing visitor, retention and conversion rates.

Our monitoring of the site is ongoing, and we are 
continually making adjustments to constantly improve 
the experience for the user, and conversion for the school.

Responsive web design

The way we view the web has changed significantly. There 
are now thousands of devices; desktop, tablet and mobile, 
all with different screen sizes and ratios, on which your 
website needs to look good. 

Responsive web design is a method of development that 
ensures your site is fluid, and will adapt to give a similar 
experience on any device.
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School Example 2 

An independent school in the 
Midlands were concerned 
that users were leaving their 
site before viewing important 
information. 

To monitor user behaviour, we 
applied Google Tag Manager 
to the site, a utility that allows you to track metrics of user 
interaction. This enabled us to build up a clear picture of where 
the site was failing.

The homepage presents all of the important information that 
users would expect to see, but is often missed as it is too far 
down the page. By recording 
scroll depths of visitors we 
confirmed that only 1.79% of 
users go all the way to the 
bottom of the page with only 
29.06% of visitors making it 
further than a quarter of the 
way down.

Subsequent recommendations 
have been made, reinforced 
by statistics, to improve the 
information architecture, and 
once implemented we are 
confident that results will be 
very positive.
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School Example 3

We have been working closely with this Southern independent 
girl’s school to improve their visibility on the web as well as the 
user experience of their website. 

Again, the site benefited from a responsive rebuild to make 
the most of their incoming mobile traffic. Bounce rate and visit 
lengths dramatically improved.

Seeking further improvement, we optimised page templates to 
maximise engagement. A sidebar navigation allowing users to 
move between pages within a section more easily helped to 
increase the page views per session. 

Bounce Rate

The bounce rate, given as a percentage, represents the 
number of visitors who enter the site and then leave 
without viewing any other pages but the one to which 
they arrive. A high bounce rate is usually considered to 
be bad.

Your User Experience 

Could your website perform better? Concept4 offer a FREE 
consultation to evaluate you site’s SEO and UX.  

Take a look at our website concept4.com
Call us to discuss your site on 01282 612222 
or email info@concept4.com.
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Northern Office

Concept4 
Alexander House
38 Churchill Way
Nelson, Lancashire 
BB9 6RT

Tel: 01282 612 222

               Email: info@concept4.com 

Southern Office

Concept4 
Argyll House
All Saints Passage
London 
SW18 1EP

Tel: 020 3056 1166

concept4.com

About Concept4 

Concept4 are a down-to-earth agency, with talented, 
hardworking, genuinely good people who consistently 
go the extra mile to make sure our clients receive 
outstanding service. Whilst it’s easy to say that, we can 
back it up with fantastic comments regularly received 
by our clients, both long standing and new. We can also 
boast relationships with clients going back some 25 years!

We deliver creative, quality marketing solutions to 
the education, health and commercial sectors - and 
we’ve been doing this for over 40 years. Whatever your 
requirements, online or offline, we’ve got the resources 
to deliver on your marketing objectives. Talk to one of our 
team today and let’s make progress.
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