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Students are early adopters of technology 

Students 33% more 

likely than the general 

population to own a 

smartphone 

  Of smartphone owners 

50% have either a 

Blackberry or an iPhone 

 

  Females less likely to 

own a smartphone 

 

  Smartphone ownership 

decreases significantly 

from age 31 

Source:  Accepted applicant 

lifestyle survey 2010 



Students are always online 

• 90% of our applicants have a Facebook account 

 

• 19% use Twitter 

 

• 40% of our applicants use their mobile phone to access social networking 

sites, followed by 18% using their phone to read the news or play games 

What platform do you use to visit the following types of website?

PC % Mobile % Not applicable %

Social networks 20,676 82.7 9,923 39.69 1,033 4.13

Shopping 22,547 90.19 975 3.9 1,327 5.31

Sport 11,262 45.05 2,658 10.63 9,704 38.82

News 18,927 75.71 4,412 17.65 2,630 10.52

Games 14,643 58.57 4,241 16.96 5,282 21.13

Other 16,044 64.18 2290 9.16 2,102 8.41

Source:  Accepted 

applicant lifestyle 

survey 2010 



Developed a social media presence 

• yougofurther launched in April 2007 

 

• Over 650,000 members 

• Over 50 university profiles and a UCAS 

advice team 

• Live Q&A sessions including student 

finance and universities 

• 35,000 active threads in the forums 

• Traffic peaked at 963,000 daily page 

impressions (Clearing 2010) 
 

 



 

Key proposition … unique experience 
 
▪ UCAS exploited its major asset (data) to create a unique 

proposition for applicants – ‘Meet people like you’ 

 



 

Delivering customer service  
 
• To enhance our customer service on yougo, we set up a 

UCAS advice page, run by UCAS advisers. This now has 

over 160,000 friends, and we’ve held over 50 UCAS-related 

live sessions. 



Online safety is paramount 

• Established a Member Conduct Policy 

 

• Members use real names 

 

• Logged-in/out environment 

 

• eModeration contracted to provide out of 

hours moderation. 

 

• Added CEOP – Child Exploitation and Online 

Protection Centre button to the site   

 



 

 

CEOP button example: 

 
 



 

Exploring other social media channels 

 - Facebook 
 • Created a profile for one adviser in June 2009 to enable UCAS to 

provide online customer service with the human touch 

2500 friends reached.  Demand established. 



 

Extending Facebook 
 
• Transformed the page into a UCAS fan page in June 2010, 

controlled by two social media advisers (shown) to answer 

applicant queries, give advice and post important UCAS-

related information. 

Over 12,500 fans - 10,000 are active users 



 

Twitter – UCAS Online 
 
• Two main Twitter streams – UCAS/yougo 

• UCAS Twitter – over 9000 followers since June 2009 

 



 

 

YouTube – UCAS online: 

 
 • Over 40 videos – how-to guides and FAQs from UCAS advisers 

• Over 100,000 upload views of the UCAS videos 



 

• Promotion of social media channels on UCAS.com ‘contact 

us’ page 

 

 

 

 

Integrating social media with other 

communications channels 



 

• Promotion of social media channels in emails to UCAS 

applicants 

 

• Integrated promotion between social media channels 

 

• UCAS Demand Analysis tool identifies common 

queries/themes/issues – results feed into development of 

content  and services to reduce customer queries and 

improve customer experience 

• High volume of calls regarding qualifications – video guide 

published =  over 15% reduction in calls in previous years 

 

 

Integrating social media with other 

communications channels 



 

Digital hub 

 
• Clearing ‘Digital Hub’ created for 19 August 2010, placing all social 

media channels together  

• yougofurther web chat - 900 unique page views 

• Twitter - 100 individual questions answered, followers increased by 

over 1200 across three accounts 

• Facebook – 250 queries answered, 500 page likes 



What’s next for social media? 

▪ Extending its purpose to cover market research and 

customer campaigns 

 

▪ Encouraging engagement with the page – more likes 

 

▪ Investigating the use of facebook apps 

 

▪ Coordinating our approach across all channels, ie 

community site for all video and social media pages 

 

▪ User-generated video content 

 



 

Our mobile experience  
 

 • 30% of smart phone users accessed social 

networks via mobile browsers, up from 22.5% in 

2009 

• Twitter usage via mobile browsers was up 347% 

while Facebook mobile browser usage was up 

112%  

Source:ComScore MobiLens, January 2010 

 

 
 

▪ * 4/10/10 

UCAS iphone app launched June 2010 
 

 93,659 downloads to date* 
 

* 20/3/11 

 



What’s next for mobile? 

▪ Extending mobile services across platform 

▪ Web optimisation for mobile v apps 

▪ Mobile campaigns  
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