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New addition to existing suite of analytics and research tools

● Web analytics

● Search (logs, terms, and keywords)

● Reported task success or failure (task success survey)

● Page level feedback    

● Qualitative usability tests (card sorts, first click tests)

● Unmoderated and moderated task performance testing

Basic

Rich



Page feedback supports continuous improvement

Real time feedback. A source of “always on” design research

● First person feedback captured “in the moment” 

Fits into your existing top task work

● Moving away from success only being measured by traffic  

● Measuring success through top task surveys

● Feedback is a lens into the page-level issues affecting task performance
(content gaps, comprehension, interaction, navigation) and policy issues



Did people find what they were looking for?

The feedback tool invites visitors to:
 
● indicate if they found what they were 

looking for (yes / no)

● indicate a reason for why not 
(information was not clear)

● offer their feedback describing the 
problem



Privacy and accessibility

● Personal information is removed automatically -  including email 
addresses, phone numbers, and SIN numbers

● Accessibility considered from the beginning



Tools for capturing and managing the data

Click data for yes / no buttons and radio options: 

● Adobe Analytics 
Stores everything except comments. 
Leverage analytics for detailed analysis (devices, 
geographic region, etc)

Comments are stored through:

● Feedback database (Azure datastore)



3 ways to access and manage comments

1. Feedback database
Raw feedback from the datastore. Allows search, 
filter, and export to CSV or Excel. Personal info is 
stripped (email addresses, phone numbers, SIN)

2. AirTable: partner departments have a direct 
access to the AirTable base. Allows tagging, 
grouping and analysis. 

3. Feedback by page and by group
Feedback grouped by page and by page group, 
displayed by tag. No login required. 

https://feedback-by-page.tbs.alpha.canada.ca/


How it’s going so far



By the numbers

● Comments collected to date: over 60K

● Currently collecting on 364 pages

● Average # of daily comments: 600-650

● Departments involved: 5

○ CRA

○ PHAC / HC

○ ISED

○ GAC

○ Finance



2 Types of implementation

1) With automatic tagging, through a 
machine learning algorithm. As tags 
get corrected and confirmed in 
AirTable, the classification script 
trains itself. 

2) Without automatic tagging: tagging is 
done fully manually in AirTable. No 
machine learning involved.



Examples of insights



Types of evidence we expected from user feedback 

Issue Type What to do

Can’t find or use answer Navigation/Interaction Reconsider IA, information scent, design patterns and interaction

Can’t understand answer Writing Rewrite, plain language edit, use words people use, etc.

Answer not on page Content gap Include the answer in the content

Doesn’t like the answer Program/Policy Share feedback with appropriate program/policy channels



Other ways to use feedback for continuous improvement

● Planning and prioritizing work 
Identifying the tasks / pages causing the 
most negative feedback

● Usability testing scenarios 
Ready to use scenarios for usability 
testing based on real-life examples 



Planning: Identifying and prioritizing top tasks

Total feedback to vaccine pages since December 7



Content design: Identifying a content gap - Vaccine ingredients

Pfizer-BioNTech COVID-19 vaccine: What you should know page

2

16

35

December 11
User feedback tool added 
to the Pfizer vaccine page

December 14
Ingredient list published

December 13
Feedback spiked
35 comments for ingredients

https://www.canada.ca/en/health-canada/services/drugs-health-products/covid19-industry/drugs-vaccines-treatments/vaccines/pfizer-biontech.html


Content design: Page usability - Economic Response Plan
Before After

● Feedback indicated 
people were 
looking for 
individual support 

● Removed 
programs that were 
not open for 
applications

● Made it easier to 
find the benefits 
finder



Design / Interaction: CRA Home Office Expenses Calculator
● Feedback indicated that people were having 

issues finding the calculator. 

● The “calculate your expenses” page, did not 
make clear that what users were looking at was 
the actual calculator itself. 

Allowed 
users to 
conduct 
even the 
simplest 
calculations
.   

Added 
calculator 
icon & 
clarifying 
text.

 

Before

After



Content design: Navigation
ISED added an additional support 
section to the Managing your business 
during COVID-19 landing page. 

This helps people who are looking for 
provincial/territorial supports like CEAP 
in Ontario.

Since adding it on December 23, 2020, 
they have seen a reduction of comments 
and search terms about provincial and 
territorial support.

https://www.canada.ca/en/services/business/maintaining-your-business.html
https://www.canada.ca/en/services/business/maintaining-your-business.html
https://www.ontario.ca/page/find-programs-reduce-electricity-bill#section-4


Measuring: Ready-to-use scenarios for usability studies



Challenges



Tagging challenges

● Keeping on top of tagging: can’t let it slide for 
long before it gets overwhelming

● Choosing a tagging strategy is crucial

● Tagging by multiple people is tricky 



Technical challenges

● Limit of 50K entries per AirTable 
base with our account

● Classification models (for 
autotagging) are very resource 
intensive

● Datastore is robust enough to scale -  
but AirTable and auto-tagging 
processes are less robust



Current and upcoming experiments



Experimenting with the what’s wrong options

Version 1
● People tended to select the first option or none

Version 2: ArriveCan
● Fewer options: Find / use / understand
● Stronger language about personal information



Contact option
Some pages / services will still attract 
feedback with phone numbers or email 
addresses where people are trying to 
follow-up on their case.

This was seen on ArriveCan despite a 
warning that they would not receive a 
reply.

Currently working on a variation that 
includes an option to add a link to a 
contact page.

https://www.canada.ca/en/public-health/services/diseases/coronavirus-disease-covid-19/arrivecan.html


Vision and next steps



Improve the Report a Problem pattern

Current situation

● Mandatory on all pages
● AEM implementation 

doesn’t allow free-text 
comments

Changes envisioned

● Optional: only implement 
when you plan on using the 
incoming data

● Yes vs No gets recorded in 
Adobe Analytics

● Optional free-text comment 
gets recorded in the 
centralized datastore



Exploring 3 types of implementation

Adding the feedback tool will be optional. Only add it if you intend to look at the feedback and 
use it to improve the content. 

● Type 1: only collecting the yes vs no. Could be useful to track trends. 

● Type 2: collect yes vs no AND free-text feedback. The text gets recorded in our datastore, and 
raw feedback available through the Feedback database. Analysis is done locally by 
departments (no AirTable, no Feedback by page and by group, no machine learning process)

● Type 3: data gets written to an AirTable database for manipulation and analysis, and machine 
learning can be used to add automatic tagging. Data is available in Feedback by page and by 
group. Reserved to Canada.ca top tasks. 

https://feedback-by-page.tbs.alpha.canada.ca/
https://feedback-by-page.tbs.alpha.canada.ca/


Questions?


