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Summary

e Veryfew newcomers continue to edit.
e Newcomers are definitely looking for help.
e We need to help them succeed on their first day.

e Growth team features provide promising opportunities
to help newcomers succeed.
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The problem of retention
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Wiki Activation Retention

Activation
and

.
retention

Activation: making a first edit

@ WIKIMANIA
Retention: returning to make a second edit STOCKHOLM
on a different day




‘come back.

Image: Anfuehrer / CC-BY-SA
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New editors have diverse motivations

Reactive Corrector
Josef

Social Changer @ Box Checker

Jae-Hee B Mina

Knowledge Sharer Audience Builder
Janko > Gong-Yoo

@ Joiner-Inner

‘ Helena

From Abbey Ripstra and Neil Patel-Quinn (Wikimania 2018) Reboot and the Wikimedia Foundation / CC-BY-SA 4.0
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Technical |

New editors...
have trouble
discovering and

easily using
editing tools.

Reboot and the Wikimedia Foundation / CC-BY-SA

From Abbey Ripstra and Neil Patel-Quinn (Wikimania 2018)



Conceptual

New editors...
struggle with
Wikipedia's
policies.

From Abbey Ripstra and Neil Patel-Quinn (Wikimania 2018)

Reboot and the Wikimedia Foundation / CC-BY-SA




Cultural

New editors...

are confused
about how
Wikipedia works,
and are separated
from its
community.

From Abbey Ripstra and Neil Patel-Quinn (Wikimania 2018)

Reboot and the Wikimedia Foundation / CC-BY-SA




Recommendations

e Human-to-human help
e In-context help

e Task recommendations
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Growth team research
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TWO
projects

e Welcome survey:
why are newcomers
creating their
accounts?

EditorJourney: what
do newcomers do on
their first day?




Welcome survey
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Special page

Welcome, MMiller Test 25 ko!

Help us make Wikipedia better for our new users like you by answering a few

optional questions.

Why did you create your account today?

Please select...

Have you ever edited Wikipedia?

Please select...

People can edit Wikipedia articles on topics that they care about. We've listed a few topics below
that are popular for editing. Select some topics that you may wish to edit:

[ ]Ars [ |science | | Geography | |History [ | Music | | Sports | | Literature

[ ] Religion [ | Popular culture

Add more topics...

We are considering starting a program for more experienced editors to help newer users with

editing. Are you interested in being contacted to get help with editing?

|| Yes, 'm interested

Skip this survey

& MMiller Test 25 ko tﬂ EII] You have new messages  Sandbox Preferences Beta W

Search 17|

We value your priv:

To learn more about
responses are used,
privacy statement .

Getting started witl

Almost every page ¢
anyone, and hundre
made every hour to |
mistakes, and impro
following pages can
interested in contribt

Tutorial &
Help Deske?

Goals

Understand the intentions
and interests of newcomers.

Find out the potential for
personalizing the newcomer’s
first day on the wiki.

Approach

Shown immediately after
account creation.

Optional and easy to skip.
A/B testing



Welcome survey
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with editing. Are you interested in being
contacted to get help with editing?

l_ Yes, I'm interested

- EE

Skip this survey —

Action Czech Korean

> +/ Submitted 67% 62%
@ Skipped 12% 12% | <@
1 Abandoned 21% 26%

High response rates

Response rates are high, with about
two thirds of newcomers completing
the optional survey.

We also see no decrease in activation.

This makes us optimistic about the
potential for personalization.



wil Verizon LTE 2:50 PM ¢ 75% @)

We I CO m e s u rvey = E'ko.m.wikipedia.org ¢

Help us make Wikipedia better for our
new users like you by answering a few
optional questions

Why did you create your account today?

Why did you create your account today?

Creating new articles is popular, but many users create
their accounts just to read.

Please select... v

Response Czech Korean u ever edited Wikipedia?
Please select... v
Create a new article 33% 20%
People can edit Wikipedia articles on topics
Add information to an article 24% 25% o oot oo
To read Wikipedia 18% 29%

Please select...

Fix a typo or error in an article 17% 17% To fix a typo or error in a Wikipedia arti...
To add information to a Wikipedia...

To create a new Wikipedia article
To read Wikipedia

No answer 5% 4%

Other 4% 4%




Welcome survey

Are you interested in being contacted
to get help with editing?

Very high numbers of newcomers say “yes”.

Response Czech Korean
Yes 36% 53%
No response 64% 47%

| WIKIMANIA
U STOCKHOLM

w!l Verizon LTE 3:02PM ¢ 74% wm)
& ko.m.wikipedia.org
Literature Kelngion

D Popular culture

‘ Add more topics...

We are considering starting a program for
more experienced editors to help newer users
with editing. Are you interested in being

contacted to get help with editing?

Yes, I'm interested

m Skip this survey

We value your privacy

To learn more about how these optional
responses are used, see the survey
privacy statement 2.

Getting started with editing

Almost everv naae can he edited hv




EditorJourney

Most newcomers don’t edit on their first day. What do they do?

Goals

e Understand where newcomers are going so that we can meet them there.
e Understand which workflows lead to success and failure.

Approach

e Logwhich pages are visited by newcomers during their first 24 hours.
e Do notrecord any article names.
e Delete after 90 days.

... WIKIMANIA
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EditorJourney

What percent of newcomers do each of these
things on their first day?

Resrse e o

View the Main page 46% 45%

Open an editor Gap showing newcomers who

Successfully save an edit fail to complete an edit.

View a Help or Policy page 42% 28%

View an Article Talk page 3% 5%

Influenced decision to build
View their own User or User Talk page 34% 39%
newcomer homepage.

View another’s User or User Talk page 8% 11%




Growth team features
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TWO
projects

e Help panel: offer
in-context and
human-to-human
help.

Newcomer
homepage: a place
for newcomers to get

oriented.
@ | Socknarn




s8tal? véetng Ceské ﬁH -’mﬁf‘“w d(ﬂn‘”wi ) Hﬁ
Help panel T Holhinaliieg ¥

e Available when editing, or in Help/Wikipedia/User Search for help

namespaces. Q

in s vyskou 4 ¢
i i ili : Top hel bout editi
e Contains search, links, and the ability to ask a question. bl 3l 2 mmb

¢ Rychly privodce
o Jak pridat obrazek?
yna né rovinati  ® Jak ma vypadat Clanek pro Wikipedii

\. ZVIast uiluua JE fia 11 Iuviliaia vast.
pafovanim, postupné vysychaji a

ny feky patfi k povodi Amudarji a

mi stavy v ¢ervnu. Do rovin povodi
asti; do rovin povodi Syrdarji stéka
itoku Syrdariji je zcela odvedena na

Ipné vysychayji  Jak editovat stranku?
avodi Amudariji « Editujte s odvahou

I. Do rovin pov
odi Syrdariji sté
rcela odveden;

View more help articles

Post your question to the Community

na okrajich zavlazovanych oaz. : ovanych oaz. Help Desk
_ ) Jezero Carvak & .
pzemska Ajdarkul a Dengizkul. I a Dengizkul. | need some help with editing. How %
povodi Amudarji a 270 do povodi la 270 dopov¢ | canl..
mélych vodnich nadrzi: Kattakurganska, Kajrakkumska, Cardarinska, nadrzi: Kattakt

JE Get help with editing J




Help panel

IMohamad abdulrahman:siiiua e saeluall da gl e Y3

Questions are posted on existing 2commems.3days:f
help desks. s 3¢ Summary by
cual

Newcomers receive their responses s
when pinged. s g3 3mm 52
4 days ago Thank

When they read their responses, Dyolfr?
they are likely to make more edits.  ...... s S e

Otézka vloZena pomoci panelu Potfebuji pomoc: Diskuse s wikipedistou:Brnénsky drak (19. 7. 2019,
11:35) [ edit | edit source |
Potfebuiji pomoct s élankem Stépan Rusiiak --Brnénsky drak (diskuse) 19. 7. 2019, 11:35 (CEST)

@Brénsky drak: Dobry den. Clanek svou formou a obsahem patfi nékam na osobni stranky, ale ne do encyklopedie. Clanek musi byt zasadné
pfepracovan, aby neutralné podaval encyklopedicky relevantni informace. Zasady a principy Wikipedie najdete na strankach napovédy odkazovanych
na vasi diskusni strance, zakladni pfedstavu, jak ma takovy €lanek vypadat, ziskate prohlédnutim dalich ¢lanku o osobach. --Matéj Orlicky (diskuse)
19. 7. 2019, 12:25 (CEST)



Help panel discovery

Help panel conversion funnel
o 13 - 290/0 Of neWCOmerS Impression [} Open [ Action

who see the help panel
open it up. Korean

® 43-59% of those take
some kind of action.

12%
Czech 18%
11%
Vietnamese 13%
7%
12%

Arabic

0% 25% 50%

Preliminary analysis with data from January - July 2019. Full report forthcoming.

75%

100%



Help panel usage

Czech Wikipedia asks questions most frequently and Korean Wikipedia
asks least frequently.

Arabic
Vietnamese
Czech
Korean
0% 25% 50% 75%
Users: .take no action . click on an help link . search submit a question

Preliminary analysis with data from January - July 2019. Full report forthcoming.



Two newcomers* with two
different help experiences

*based on real journeys, with names and some details changed for privacy reasons.
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Example User A

Platform: Desktop Email: Unconfirmed Helped: Yes

1 hour Publishes a 10 min . 1 min| Asks how to
Publishes as
draft in ) add infobox
an article
sandbox and photo )
30min

User returns and W 1 week ( Article is W 3 days ( Responder says
asks where their J L moved to a J L they’ve gone ahead

Account
created.

article went new title and cleaned it up.

2min '
( Answered W Lmin ( User edits
with new link page




Example User B

Platform: Mobile Email: None Helped: No

Account
created.

> min ( “How to add W 15 min (Detailed answer .
L a photo?” J k on help desk J I
“User nover
. views reply
and never

edits again

_________________



Help panel

Learnings
e Shows a desire for in-context and human-to-human help.

e Bigchallenge to deliver messages to newcomers.
e Retention experiments currently being analyzed.
Next steps
e Improve the question and search flow.
e Help newcomers find the responses.
e Integrate with newcomer homepage and task recommendations.

e Consider live chat.

... WIKIMANIA
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Newcomer homepage

Hello, MMiller (WMF)!
e Newcomers are looking for a clear place to get Homepage: Usarnisgs: Dlacumsian
started.
e A central homepage can be a platform to show ¥ INieriiere 2
them many options and suggestions. & &
e Newcomers access this by clicking their Account Crmsteg Ermall added
username both on mobile and desktop context. & ’
Learn to edit Create your user page
IE] main page I
B Random a4 Yourimpact >

2 edits to articles
o Nearby / Views from recent edits (last 60 days): 51 2

W  Watchlist & Khamul1



2 MMiller (WMF) tﬂ Eé]Talk Sandbox Preferences Kurzy Beta Watchlist Contributions Log out

Homepage Userpage Discussion Search Wikipedie Q

o

Wik = Hello, MMiller (WMF)!

Oteviena encyklopedie

Main Page « Start here @ Get help with editing
Help

Potfebuji pomoc

Featured content Top help pages about editing
s Create your user

Random page ° Account created 0 Email added 0 Learn to edit P 4 page - Rychly pravodce

Recent changes
il - Jak pridat obrazek?

O TATMI Rty (O Your email has been confirmed. Follow a quick tutorial to learn Practice editing while building ) -
\I;:I’Iage pumg You can change your email how to edit Wikipedia your public profile. * Jak ma vypadat ¢lanek pro Wikipedii

nate S :
MMiller (WMF) SetinganiErferences: Guidelines for user pages + Jak editovat stranku?

Tools 11 edits + Editujte s odvahou
Upload file You've had an account for 1 year

5 (S| View more help articles
Special pages and 21 weeks Preferences ‘ Tutorial ‘ Create user page P

Printable version

Languages o] [ Askthe help desk.
Ask the help desk
le¢ Your impact B Your mentor ) ,
View questions from other users
People are viewing the articles you edited! 2 Khamuli
Views since you edited (last 60 days): 13,816 edits * Active yesterday
ﬂ Diana Rossové 512 This experienced user knows you're new and can

help you with editing.

You've made 11 edits (see all) e e ‘

Your recent questions

« This is a test question from WMF. (archived)
Posted 4 weeks ago

View your mentor's other conversations




Newcomer homepage findings

® 61% of visitors to the homepage click on something.

e 15% of visitors return to the homepage across multiple days (approximate).

e Each module gets clicks, but the “create user page” module is most
popular.

e 166 questions to mentors have been asked, but only 12 help desk questions.

Preliminary analysis with data from May - July 2019. Full report forthcoming.



v Start here 1 80/0

0 Account created 0 Email added

Your email has been confirmed.
You can change your email
MMiller (WMF) settings in Preferences.

11 edits

You've had an account for 1 year

and 21 weeks ‘ Preferences

15%

lad Your impact

People are viewing the articles you edited!

Views since you edited (last 60 days):

Diana Rossova 512

You've made 11 edits (see all)

24% 31%

° Learn to edit y :‘):;;aete youw:usar

Follow a quick tutorial to learn Practice editing while building

how to edit Wikipedia your public profile.
Guidelines for user pages
‘ Tutorial ‘ Create user page

15%

B Your mentor

. Khamul1
13,816 edits * Active yesterday

This experienced user knows you're new and can
help you with editing.

Ask your mentor a question

Your recent questions

+ This is a test question from WMF. (archived)
Posted 4 weeks ago

View your mentor's other conversations

Preliminary analysis with data from May - July 2019. Full report forthcoming.

@ Get help with editing

Top help pages about editing
*+ Rychly privodce
+ Jak pridat obrazek?
+ Jak ma vypadat ¢lanek pro Wikipedii
+ Jak editovat stranku?
+ Editujte s odvahou

View more help articles

| Ask the help desk

11%

View questions from other users

Users click on all
modules, with
“create your user
page” being most
popular.



Newcomer homepage summary

Learnings
e Newcomers are engaging with this central place.

e The call-to-action to edit the user page is most popular.

e Mentorship is more appealing than “help desk”.
Next steps

e “Newcomer tasks” project
e Activity feed
e Recognition

e Structured user profile



Newcomer tasks

e Appear onthe homepage as a central point (habitual place) for task discovery
e Encourage newcomers to participate regularly
e Engage newcomers by providing suggestions relevant to their interests

e Nurture newcomers with tasks that gradually build editing skills



Newcomer tasks

@® Task suggestions

Wikipedia is built collaboratively by
people like you. You don’t need to be
an expert, but it helps to start with
some easy edits.

We’ve gathered some ways you can
help in your areas of interest.

Show me suggested edits

@® Task suggestions

o1 Easy tasks

Recommended for your initial steps as an editor.

Aa Copyedit E= Categori
Small corrections help Add categories
content to read clearly. to help others

1] Medium difficulty
For once you have Completed some easy edits.

I Add references w} Add imac

Find reliable sources to Add images frc
that verify our content. Commons to a

o1l Hard tasks

For once you are familiar with writing on Wikipedia

= Expand stubs E New artic
Add to articles that have Missing topics
been started. needing a pag

< Back to all Task suggestions

Aa Copy editing (456 articles available)

Review articles flagged for: typos, grammatical errors,
and/or not written with Neutral Point of view.

Filter to your interests: Pastries

Egg tart ©
~ Page Issues: Typos, NPOV

[ " 500 views this month

Lorem ipsum dolor sit amet, consectetur adipiscing
elit, sed do eiusmod tempor incididunt ut labore et
dolore magna aliqua...

- T -

Not this article

Not quite ready?

View tutorial Learn more



Community Perspective
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Ambassador program

We try to have a paid ambassador in each target wiki

e Goal: have important tasks done based on a schedule
e The amount of work is not always compatible with volunteer time

Important support tasks are done by Ambassadors:

Advise on designs

Translations

Communicate with community
Find mentors and train them
Provide links to on-wiki help pages



Being mindful of newcomers

e Newcomers quickly develop an opinion of editing Wikipedia.
e The way they are treated by experienced editors can make a big difference.

e One story of a common newcomer challenge: quick deletion of a new article.



Step 1: newcomer begins article

Clanek Diskuse

wWikipepiE  Xibei San Ma (stat)
Oteviena encyklopedie

Xiebi San Ma byl stat v prvni poloviné 20. stoleti po padu Dynastie Cching

Hlavni strana
Napovéda
Potrebuji pomoc

N Tato verze ¢lanku byla pozdéji upravena.
Nejlepsi ¢lanky yap 3 4P

Kromé bézné editace mohlo byt duvodem Uprav také to, Ze tato verze obsahuje

Nahodny Clanek faktické nepfresnosti, vandalismus nebo material, ktery nevyhovuje licencim GFDL a Creative Commons.
Posledni zmény
Komunitni portal Ochrana osobnich tudaji O Wikipedii Vylouceni odpovédnosti  Vyvojafi  ProhlaSeni o cookies Mobilni verze
Pod lipou

Podporite Wikipedii



Step 2:

Sex

your article may be deleted

Tento text nespliuje minimalni pozadavky na rozsah ¢lanku.

Pokud nebude rozsifen do 9. 8. 2019 17:31:52 (CEST), mUze byt
smazan v procesu odlozeného smazani. Neodstranujte tuto
Sablonu, pokud text neplni minimalni pozadavky na Clanek ve
Wikipedii. Jestlize si nevite rady, navstivte stranku Potrebuiji
pomoc.

Pro vkladatele Sablony: vyhledejte v historii clanku autora tohoto textu a
na jeho diskusni stranku vlozte Sablonu
{{subst:Subpahyl autor|Xibei San Ma (stat)}} --~~~~



This happens quickly.

e (cur | prev) @ August 2019 [ - - (461 bytes) (+30) . .

({{subst:subpahyl}}Ifando | thank) (Tag: PHP7)

c(curtprov) (1720 Avgust 2010 N . 41 by

(+431) . . (Nova stranka: Xiebi San Ma (nékdy nazyvan taky jako Ma Clique) byl stat v
prvni poloviné 20. stoleti po padu Dynastie Cching {{Infobox - stat | ufedni néz...)
(thank) (Tags: Visual edit, PHP7)




Potential for edit conflicts

Edit conflict: User:Martin Urbanec/sandbox

Someone else has changed this page since you started editing it. The upper text area contains the page text as it currently exists. Group notice  Page notice

Your changes are shown in the lower text area. You will have to merge your changes into the existing text. Only the text in the upper text area will be saved

when you press "Publish changes".
B I oMM 2 )»Advanced » Special characters » Help » Cite S~

let's test here

Summary:
|

D This is a minor edit Watch this page

By saving changes, you agree to the Terms of Use, and you irrevocably agree to release your contribution under the CC BY-SA 3.0 License and the GFDL. You agree that a
hyperlink or URL is sufficient attribution under the Creative Commons license.

Publish changes Show changes



Being mindful of newcomers

e You can help your wiki’s culture become more nurturing.
e Recommendations:
o When you see a new bad article, don’t edit it within minutes after creation
Wait a few hours, to let newcomers finish their work.
o Ifyou’re not sure newcomer knows how to fix the problem you
highlighted, contact them and help them.

e Best practices for working with newcomers



https://www.mediawiki.org/wiki/Growth/Communities/How_to_interact_with_newcomers

Get your wiki involved?
Keep yourself informed!

e Subscribe to our monthly newsletter

e Getinvolved on [[mw:Growth/Communities]]
Get the features on your wiki

e Every wikiis welcomed, with a focus on mid-sized wikis
e Reach a community consensus first

e Know more about it on [[mw:Growth/Communities]]



Discussion
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