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Uplift Trust
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Uplift Health Literacy
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national digital health platform?
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• IHIS: Tag clean-up to commence as per recommendations in GTM Audit:

• 4 separate HH properties in GA4 to be consolidated into 1

• Rectify double counting of PVs in GA4

• Rectify Referring Traffic Channel reporting

• New Metrices to be added:

• Visits to Programs; Programs & Transactions; Programs & Transactions & Articles +Exclude Bounced Visits

• Page scroll % at 25%, 50%, 75% and 90% levels 

• users with engaged sessions that lasted longer than 10 secs, or clicked on links on the page, or had 2 or more screen or page views

• The 3 pillars of KPI framework were finalised. The names of the 1st 2 pillars are confirmed as Trust and Relevance. The name of the 3rd pillar is to be shared by iHIS team

• The metrices to be considered were finalised for each pillar as shared in deck above. Change requests are as follows

1. Number of Xprofiles to be incorporated as KPI

2. Visits for Trust score to exclude bounces

3. Engaged Users to include those who clicked on links on a page

4. Engaged Users to include Brightcove Video View metric, if technically feasible. Else to be incorporated as support metric in Dashboard

5. Article Views and Votes from Zendesk to be included in Dashboard as support metric

6. Domain Authority and Linking Domain Authority to be included in Dashboard as support metric

• Tech audit data on LCP, TBT, CLS, Crawl errors and 404 errors to be provided by WT to iHIS after site migration in order to commission a code clean-up project. The same data 
points will be provided post the tag clean-up to see improvement in site functionality.

In Summary

Next Steps
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Next Steps

Finalisation of Framework

Tagging

Dashboarding
Discussion

Dashboarding
Requirement Alignment

Metric Baseline & Score Setup

Dashboard
Creation

Dashboard
Sharing

Shared 
Earlier



What is Trust?



‘Trust’ can be derived from the underlying motive
Content

Programs Transactions
Health 
Articles

Promoted 
Content, 

Incentivised 
to consume 

Convenience,
Only provider of 

consolidated online 
services across a 
suite of health 

institutions

Many 
alternatives 
available, a 
conscious 

choice to visit 



Referral 
Traffic

Paid Search Display SMS
Mobile Push 
Notifications

Email Direct
Organic 
Search

Organic 
Referral

Organic 
Video

Promoted: Higher 
Visibility 

Organic: Involves 
initiation by visitor

‘Trust’ can be derived from the method of discovery



Uplift Trust

Pageviews from 
Direct & 

Organic(Search, 
Video, Referral)  

Traffic to Articles

Share of non-
incentivised 

Traffic

Trust 
Score

Low HighMedium

Trust Score

% of Pageviews from Direct, 
Organic(Search, Video, Referral) 

traffic to articles as a share of 
total pageviews

• Track improvement in absolute traffic 
from organic sources to articles

• Track improvement in share of 
organic traffic to articles

• Traffic Source: GA



Uplift Relevance

Low HighMedium

Relevance Score

Page Scroll %

Relevance 
Rating

Article 
Consumption

Relevance 
Score

VOC
5 point rating 

• VOC Data Source: Qualtrics
• VOC data point is subset of overall 

VOC Strategy
• Page Scroll %: MS Clarity
• Detailed Page Scroll info to be 

derived using GA custom tag: 
50/75/100



Uplift Engagement Score
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# of 
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Level of 
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Engagement 
Score

A population that is more aware of its healthcare needs will engage more with the 
national digital health platform?

Low HighMedium

Engagement Score



To Note: Bounces are factored in Engaged Users Metric

1

• >10 seconds on page
• Link clicks that result in new 

page views
• Predefined conversion events. 

Eg: video views, file downloads 
and BMI calculator

2



Summary

Trust Score

Page Views from Direct & 
Organic sources to Article 

Pages

Share of these PVs 
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Relevance Score

VOC Rating Page Scroll%
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Scoring Methodology

Trust Score

Page Views from Direct & 
Organic sources to Article 

Pages

Share of these PVs 
out of Total PVs

Relevance Score

VOC Rating Page Scroll%

Engagement 
Score

Number of 
Engaged Sessions

Frequency of 
Visit

Engagement 
Rate

Scale Range 0 to 10

Frequency of Update Monthly/Quarterly?

50% 50%

50%

50% 50%

30%20%



Scoring Methodology

Metrics Usage

Incremental increase over last yearPage Views from Direct & Organic 
sources to Article Pages

Share of these PVs out of Total PVs

VOC Rating

Page Scroll%

Number of Engaged Sessions

Frequency of Visit

Engagement Rate

Incremental increase over last year

Average rating

Average Scroll%
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Scoring Methodology

Index <0 0

0-24 1

25-49 2

50-74 3

75-99 4

>100 5

Sample Visualisation 
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Next Steps

Finalisation of Framework

Tagging

Dashboarding
Discussion

Dashboarding
Requirement Alignment

Metric Baseline & Score Setup

Dashboard
Creation

Dashboard
Sharing



• iHIS team will revert back with comments in a few days on the shared KPI framework

• Meanwhile the tagging requirements for new metrices as per the KPI framework will be 
discussed on 6th March 

• iHIS team understands the change in Bounce measurement and incorporation in Engaged 
Sessions metric, instead of the previously requested Trust Score

• iHIS team will integrate Brightcove Video Views into GA in a couple of months. Post that WT 
team will update event tagging to include Brightcove Video Views so that Engaged Sessions 
consider Brightcove Video Views as well

• iHIS team will consider including a list of conversion events from Healthhub website in the 
upcoming months

• It was decided to name the 3rd measuring pillar as ‘Engagement Score’ in a voting session from 
the team

In Summary

Next Steps



Thank you ☺
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