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Are you talking to me?

Personalisation on the TGA website

Jennifer Cox | Murray Woodman
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Jennifer Cox

User Experience team leader @ TGA:

= Human-centred design focus
= 10 years experience working on the TGA website
= 30 plus years as a graphic designer

m Passionate about improving the experience of
visitors to our website

= Hates writing profiles!
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Murray Woodman

Managing Director, Morpht:

= Building smarter websites
= Semantic web, personalisation, Al

= Working with TGA for last two years

X Morpht
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What is personalisation?

= Tailoring content a visitor sees on your website for a
more relevant and rewarding experience.

= Context is determined by user behaviour:

O

(@]

types of content viewed
actions and journeys undertaken
geo - season, location

time of day

ﬁ«( Morpht
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Why personalisation?

71%

of consumers expect
personalisation

© 2021 McKinsey & Company research.

%Morpht

76%

of consumers get frustrated
when they don't find it
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https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/the-value-of-getting-personalization-right-or-wrong-is-multiplying
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Why personalisation?

76% Purchase

Consumers are more likely to
consider purchasing from a
company that personalises.

&
<

78% Recommend

Consumers are more likely to Consumers are more likely to
recommend a company that repeat purchase from a company
personalises. that personalises.

78% Repurchase

© 2021 McKinsey & Company research.
GovCMS Mega Meetup
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https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/the-value-of-getting-personalization-right-or-wrong-is-multiplying
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Not just a technical
problem, it's a business

and trust problem

Photo by JESHOOTS.COM on Unsplash ~~ GOVCMS M



https://unsplash.com/@jeshoots?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash
https://unsplash.com/@jeshoots?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash
https://unsplash.com/photos/woman-biting-pencil-while-sitting-on-chair-in-front-of-computer-during-daytime--2vD8lIhdnw?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash
https://unsplash.com/photos/woman-biting-pencil-while-sitting-on-chair-in-front-of-computer-during-daytime--2vD8lIhdnw?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash
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Benefits

= Customer engagement

m Clear pathways to relevant content

= Transactional efficiency and success

m Cost savings to both TGA and our users
= Brand affinity

= Authority

Photo by Brooke Cagle on Unsplash GovCMS Mega Meetup



https://unsplash.com/@brookecagle?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash
https://unsplash.com/@brookecagle?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash
https://unsplash.com/photos/three-people-sitting-in-front-of-table-laughing-together-g1Kr4Ozfoac?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash
https://unsplash.com/photos/three-people-sitting-in-front-of-table-laughing-together-g1Kr4Ozfoac?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash
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TGA landscape

m Varied audiences

= Sponsor audience group segmented by
product type

= Contentis focused on guidance and driving
towards a transaction

= The information is deep and complex for the
user to find their way through

GovCMS Mega Meetup 9
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Dimensions and tasks

Audience
The audience affinity
based on content viewed.

Product type
To further segment the
Sponsor audience group.

Service Topic
: ; The most recently & The topic affinity based on

visited service. N content viewed.

GovCMS Mega Meetup 10
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Next best step

Intent Pathway
The most recently visited User coming in from a

page associated with an logged in experience
intent (guidance, decision
tree, resource).

Outcome cee Campaign Stage
An outcome of a decision —1 User entering site from a How much the. user has
tree. newsletter. explored the site.

GovCMS Mega Meetup 11
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The Profile

= How we build a profile for each user
= Datais saved in a user’s browser local storage
= Privacy of data on SaaS is ensured
e No Pll stored on TGA site or shared with TGA

e We only track the dimensions users interact with

ﬁ.\’ Morpht

Y \&/~
==
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The Pilot

a?® o :ﬁ O A
o &-o ( o AL A\ 2
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Audience Product Service Next best
tasks type tasks tasks step CTA

GovCMS Mega Meetup 13
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We set the tasks

Node title Node URL

service.general (default list of service - not personalised)

TGA Business Services databases and secure email | TGA Business Services databases and secure email | Therapeutic Goods Administration (TGA)

Application and enquiry portals Application and enquiry portals | Therapeutic Goods Administration (TGA)
Reference information for applications Reference information for applications | Therapeutic Goods Administration (TGA)

service-pre-submission-meeting
(user visits Service: Request a pre-submission meeting Request a pre-submission meeting | Therapeutic Goods Administration (TGA)

Service: Request a pre-submission meeting Request a pre-submission meeting | Therapeutic Goods Administration (TGA)
Pre-submission planning https://www.tga.gov.au/how-we-regulate/supply-therapeutic-good-0/supply-prescription-medicine/pre-

submission-planning

Literature based submissions (needs rewriting) Literature based submissions | Therapeutic Goods Administration (TGA)

service-apply-new-ingredient-name

(user visits Service: Apply for a new ingredient name: Apply for a new ingredient name | Therapeutic Goods Administration (TGA)

Service: Apply for a new ingredient name Apply for a new ingredient name | Therapeutic Goods Administration (TGA)
Proposing a new ingredient name Proposing a new ingredient name | Therapeutic Goods Administration (TGA)
Ingredients in therapeutic goods Ingredients in therapeutic goods | Therapeutic Goods |Administration (TGA)
service-apply-orphan-drug

(user visits Service: Apply for Orphan drug d: ion: Apply for orphan drug designation | Therapeutic Goods Administration (TGA)

GovCMS Mega Meetup 14
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Audience

tasks

Products s rgulate Productafety Mo we regulte  Gudance andresources

Therapeutic Goods Administration (TGA)

assessing and monitoring products that are defined as th
We regulate medicines, medical devices and biologic
Australians stay healthy and safe.

Search for health products on our register

Top tasks for health professionals

Report a problem Safety alerts Shortages Product recalls
m Read the latest safety alerts Search for information Find information about a
Reporting adverse events for medicines or medical about a medicine shortage. ‘health product recall.
(side effects to medicines devices with possible risks. Find out how to manage a
and problems with medical medical device supply.
devices) helps make disruption.
medicines and medical
devices safer for everyone.
Database of Medicinal Entering Australia
Adverse Event cannabis hub The
PR ere are rules about
Notifications bringing medicines and

Information about access
(DAEN) pathways for medicinal medical devices into
cannabis products. G

Provides information about

adverse events and

incidents related to

therapeutic goods used in

Australa.

%Morpht

Set of tasks or information links on the
homepage

Triggered by the use of content tagged
for a specific audience

Audiences defined
e Sponsor
e Manufacturer
e Health professionals
e Advertisers

e (Consumer

GovCMS Mega Meetup
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Product type tasks

e ———— = Set of tasks targeted to a segmentation of
Therapeutic Goods Administration (TGA) . .
bkt the Sponsor audience group

TGA Business International Evaluation Plan Supply a

e || o o = Triggered by use of content tagged for a

The evaluation plan

We regulate medicines, medical devices and biologic
Australians stay healthy and safe.

secure email adontefi in estimators can be used to \fciiation o o o
Search the TGA Business Australia Soproxinate the dates of legally supply a prescription
the milestones in the g % Jlia. Thi

Services databases and use edicine in Australia. This
ity Review international prescription medicine includes how to register the

guidelines that have been registration process product in the Australian

adopted in »Aus(rzllz before Register of Therapeutic

manufacturing and Goors (ARTG)

supplying your medicine or quidance to understand the P r f' n

. .
Prescription Manufacture a Medicines and . B I O | O g I Ca |

biologicals

e =vaviaun
Regulator
to ool o e and expectations for and packaging for . .
supply a non-prescription medicines or new uses for ‘medicine manufacturers. medicines and biologicals. . M e I C a eVI C e S

medicine. existing medicines are
under evaluation by the
TOA.

e Medicine
e Other therapeutic (no tasks assigned)

e Unapproved product (no tasks
assigned)

GovCMS Mega Meetup 16
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ervice and guidance

N Coprusity 2ot

S

ome. L

m Set of 3 tasks to remind users of a
B s Get started service and the supporting guidance

Understand our rues for
Find out how a company, sponsor or applicant can legally sell or supply a therapeutic good in Australia. We have different processes for prescription and non-
prescription medicines, biologicals, medical devices and other therapeutic goods. As part of the process you should set up a TGA Business Services account.

= Displayed on the ‘How we regulate’

Apply for a new ingredient Proposing a new Ingredients in therapeutic

name ingredient name goods a e
How to apply for a new approved If an ingredient name is not on the Information on ingredients and p g
ingredient name. The TGA cannot approved list, you can submit a proposal proprietary ingredients in therapeutic

evaluate a new ingredient if it doesn't for it to be included. goods.

first have an approved ingredient name.

= Triggered by use of a service page.

What you need to know about our standards and requirements

our angads s requramant o st 303k i ALl

he

espantitis, e e
it o tyos o et and

Pisons St v SUSVE).

Import and export Advertising Fees and payments

Lo st h T s and chrs,

Australian Conformity.

(Australian CABS)
sscsmant by (Rsttin 38

Your ongoing responsibilities

Compliance and Monitoring, safety and
‘enforcement hub shortages

st complonce st ot
Ton
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Next best step & Promotion

Maws o Conmunity bots

Standards & guidelines for prescription medicines
i @rim <shan

Registration proce:

New ingredient name

If your ingredient is not already in the Australian Approved Find out how
Names List for Therapeutic Substances you will need to apply

for a new ingredient name.

%Morpht

One call to action to remind users of a task
they intend to perform.

Delivered on all pages except Service

Triggered by a Next Best Step calculated
for each page view from pages such as
Service and Guidance

Promotes the ‘next best action’ based
on the content viewed such as

¢ Intent, Outcome, Campaign, Stage
Expires after an hour

Expires when the promoted page is

visited.
GovCMS Mega Meetup
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Analytics dashboards

Audience Product type

product-type-general

audience-sponsors
audience-advertisers
audience-consumers product-type-medical-device
audience-health-professionals ~—

product-type-biological

product-type-unapproved-product

alidisnesSmeEntTaEtaien product-type-other-therapeutic-good

product-type-medicine

audience-general

GovCMS Mega Meetup 19
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hat are Health Professionals looking at

Audience

audience-sponsors

audience-advertisers
audience-consumers

audience-health-professionals

audience-manufacturers

audience-general

audience

AUDIENCE
7] audience-general

5] audience-consumers
“1 audience-sponsors

7] audience-advertisers

audience-health-professionals

ACTION URL

7 tga.govau/cinical-trials

o/ tga.gov.aufresourcesfartg

1-100f 250 Next>

ACTIONS

2,896,468

1,363,955

1,237,316

681,819

654,502

ACTIONS

27,540

19,640

20,297

15,881

10,145

9,484

12,714

8416

8,677

7,924

X Morpht

Twaeros  RSE MRRESL g9
2,192,426 44% 00:00:38 60%
499,436 24% 00:00:59 43%

23,239 67% 00:00:58 87%
15,241 30% 00:01:02 44%
8,829 81% 00:00:39 89%
7.222 43% 00:01:29 57%
6,353 5% 00:00:28 9%
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GovCMS SaaS

m The solution is built on GovCMS SaaS

*

= The profiler uses client-side technologies

m Personalised blocks are client-side GOVC M S
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What's next

= Uplift Services and supporting Guidance
= Refine metadata tagging for:
e Audience

e Product types

m Launch Personalisation

Photo by lvan Diaz on Unsplash ~ GOVCMS Mega Meetup 22
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Do you have any
questions?

QIIES'I'IIINS EVERYWHERE

Want to know more?
Come for a chat at the Morpht stand.
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