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Executive Guide to 
Behavior Analytics
You don’t need to be a data scientist to turn user 

behavior into insights and revenue. 

2022 EDITION
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And when it comes to that knowledge behind your customers’ 

needs, pain points and habits, this statement has never been more 

true. Understanding your customers on a deeper level enables 

you to better optimize your products, increase conversions and 

improve the overall user experience.

However, in order for businesses to reap the benefits that come 

with a better understanding of customers, they must first have 

access to user data. This is where behavior analytics comes into 

play. Behavior analytics enables businesses to capture, analyze, 

and leverage valuable user behavior data to further optimize their 

website or digital product. 

There’s a reason why behavior analytics has been referred to as 

a business’s “secret weapon”1. In this guide, you’ll be discovering 

why it is so valuable, and how you can use behavior analytics to 

increase conversions and drive revenue for your business.

In business, 
knowledge is 
power.

1
 https://www.inc.com/drew-hendricks/why-behavioral-analytics-is-your-companys-secret-weapon.html 
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What is 
behavior 
analytics?

01 While traditional web analytics will tell 

you how many people visited a given 

page and where they came from, it won’t 

tell you HOW users navigated within that 

page, nor how their full experience was. 

Behaviour analytics is about looking at 

users’ holistic experiences and then find-

ing patterns that cut across them. 

Using this data, businesses are able to 

obtain definitive answers to questions on 

which they could previously only spec-

ulate. Behavior analytics has the power 

to show you not only how many times 

users did something but why they did it. 

And with 66% of customers expecting 

companies to understand their needs and 

expectations, this knowledge has never 

been more important.2

 
2
 https://www.salesforce.com/resources/articles/customer-expectations/?sfdc-redirect=369 
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of customers expect com-

panies to understand their 

needs and expectations.

66%



6

Executive Guide to Behavior Analytics | By Mouseflow™

Key questions that behavior 

analytics can help you answer:

Are customers having issues 

navigating?

Is my content engaging to 

customers?

Why are customers not completing 

forms?

Which of my pages are converting the 

best?

With the data obtained from behavior 

analytics, businesses can better under-

stand and optimize the user experience 

and user journey. These both play a key 

role in customer satisfaction, customer 

loyalty, and revenue. 

Let’s now take a deeper look at what 

exactly the user journey is and why it 

should be a top priority for businesses.  
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Importance of the 
user journey

Regardless of how effective your mar-

keting campaign, product quality and 

customer service are, if customers can’t 

easily navigate your site, they are less 

likely to make a purchase. For this reason, 

understanding the user journey is key for 

businesses to increase converison rates,  

sales, and customer satisfaction.

But what exactly is the user journey? 

You can think of the user journey as 

the pathway customers or users take 

to reach a desired end goal, which is in 

many cases a purchase. 

However, it it can be really anything you 

as a company care about - ordering food 

online, opening a credit line, purchasing 

flight tickets, booking a doctor, buying 

an insurance, reserving concert tickets, 

finding informaiton about technology, 

sharing an article and etc.

The user journey is so important, that 

57% of consumers are even willing to pay 

more for simpler experiences. And 76% of 

consumers would recommend a brand 

that provided a simple experience3. 

Therefore, understanding, simplifying  

and optimizing the user journey  

plays a key role in driving sales and  

customer retention. 

Now that you’re familiarized with the 

importance of the user journey, let’s dig 

into impediments in the user journey, 

which are known as website friction. 

57% of consumers 
would pay more 
for a simpler 
experience

 
3
 https://worldssimplestbrands.com/ 
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What is website 
friction?

Today’s customers don’t have much 

patience for inconvenient, confusing or 

inaccessible website interactions. In fact, 

positive customer experiences are so im-

portant that 91% of customers will make 

a repeat purchase after having one4. 

So if you’re noticing that your website 

visitors aren’t converting, your sales have 

plateaued, or customer loyalty is down, 

4
 https://www.salesforce.com/resources/articles/customer-expectations/?sfdc-redirect=369 

91%
customers will make 

repeat purchase after a 

good experience

71%
say they’ve made 

purchase decisions based 

on experience quality

it may be due to obstacles and delays, 

which are known as friction. However, 

with behavior analytics, you can instantly 

spot friction so that you can take steps to 

resolve it. 

Some examples of user friction that you 

can track and be notified about can be 

seen of the next page.
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When a user clicks excessively on a button at one time, this is 

considered “click-rage” – and it is a good indicator that there is 

a roadblock in the funnel.

Click-rage

If a click on a button causes a Javascript error, this is called a 

“click error” and signifies that the button may be broken.

Click-error

A type of friction, known as “speed-browsing,” occurs if a user 

browses rapidly between multiple pages, potentially, not being 

able to find the informaion he’s looking for. 

Speed-
browsing

A user going from one page to the next and then quickly back 

to the first page will trigger a “bounce” tag.

Bounce

When a user’s mouse leaves a page to interact with another tab 

or website. This is a friction event, because the user could be 

about to close the page.

Mouse-out

You could also add any other unique user event that causes 

friction on your website!

Custom 
friction

If a user is having to zoom or change page orientation, this  

impairs their experience and is considered “mobility” friction. 

Mobility
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It’s important to keep in mind that when 

it comes to friction, there are different 

levels and some friction events are  

more serious than others. This is why 

Mouseflow shows you a friction score  

for each event.

Serious friction, such as click-rage, can 

derail an entire user journey. So Mouse-

flow would attribute a score of five to 

this type of friction, so that you can 

Friction score

instantly be made aware and take cor-

rective action. However, for more mild 

friction, such as mobility, a score of one 

would be attributed.

Although all website friction should 

ideally be avoided, some types are more 

serious and urgent than others. So for 

this reason, a Friction Score can ensure 

you can easily prioritize friction events.
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What can a behavior 
analytics tool track?

Detecting where users are struggling is 

the first step in being able to increase 

conversions and improve your user ex-

perience. However, gaining these insights 

requires the right set of behavior ana-

lytics tools – which is where Mouseflow 

comes in. 

Below are some examples of behaviors, 

or “events,” that can be tracked using 

Mouseflow: 

Discover what is capturing your users’ 

attention so that you can improve web 

page layout and prioritize high-interest 

content.

Track where users are clicking to imme-

diately spot any issues with buttons that 

could result in lost conversions and sales.

Get specific user feedback on any issues 

or inconveniences through using cus-

tomizable and interactive popup surveys.

Learn the scrolling behavior of users in 

order to place calls to action accordingly 

and not lose users in the funnel.

Do your users have form fatigue? Find out 

where users are dropping off with de-

tailed form analytics.

Attention

Clicks

User frustration

Scrolling

Form interaction
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How does 
behavior analytics 
work in action?
Now that you have knowledge about the different types of data 

that can be obtained from behavior analytics, we’ll dive into 

how you can leverage this data. Read on to learn how each 

feature in Mouseflow’s ecosystem of tools works, and how you 

can apply behavior analytics to reach your business goals.

02
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Session replay Metrics can provide many important 

pieces of the puzzle. However, some-

times you can’t beat actually watching 

your customers in action – (anonymous-

ly, of course). This is why the Mouseflow 

session replay feature is so valuable for 

understanding the user journey.

With all user sessions recorded, as op-

posed to only samples, you can get an 

accurate picture of how your customers 

are behaving and interacting with the 

webpage. With Mouseflow, you’ll even 

have a friction score attributed to each 

session so you can quickly spot and miti-

gate any issues with the user journey.
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Types of heatmaps

Heatmapping is a behavior analytics technique that allows data to be visually repre-

sented. A heatmap uses warm to cold color-coded clusters to show where on a page 

or map users are most active. With Mouseflow, there are six types of heatmaps that 

each depict valuable insights for you to make necessary optimizations. 

1. Click

One of the most common types of heatmaps is a click tracking 

heatmap, which shows where users are hovering their mouse 

and clicking on a page. You can then determine if users are 

taking the desired action and clicking the intended buttons.

2. Movement

While a click heatmap provides insights on clicks and where the 

mouse is hovering, a movement heatmap shows the mouse 

journey. This way, you can see the succession of movements 

and indicate if there was any difficulty for users in finding what 

they were looking for.

3. Scroll

Scroll heatmaps show how far down users scroll on a page. 

With this data, businesses can ensure they aren’t putting im-

portant content or calls to action too far down on the page 

where users may not see it.
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4. Attention

Through leveraging both click and scroll data, attention heat-

maps show you where on the page customers are directing 

their attention. It depicts not only the content areas that cus-

tomers are most likely to see, but also where they are most 

likely to click. 

5. Live

Live heatmaps are invaluable for understanding how users in-

teract with dynamic page elements, such as drop down menus. 

As opposed to only displaying how users are engaging with 

static elements, live heatmaps show a further level of user navi-

gation behavior.

6. Geo

In contrast to the other five types of heatmaps, geo heatmaps 

don’t display activity on a webpage, but rather on a world map. 

This aggregate data is used to indicate the location of users, 

with all personal location information kept anonymous. This 

way, businesses can quickly see where in the world their cus-

tomer base is located, while also keeping user data private.
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Conversion funnels The user journey has never been more 

important for businesses with a digi-

tal presence. After all, consumers are 

evolving – and they demand ease, con-

venience and speed more than ever. 

For this reason, understanding and op-

timizing your conversion funnels is key 

to improving the user journey, and thus 

gaining more satisfied customers.

With the Mouseflow conversion funnel 

feature, you are able to create custom-

ized funnels and track the step-by-

step movement of users as they move 

through them. This enables you to find 

out useful information, such as which 

products are performing best, where 

customers are dropping off in the funnel 

and which pages are more effective at 

converting users.
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Form analytics Online forms are crucial for turning web-

site visitors into leads. However, if users 

begin filling out a form only to abandon 

it midway, this is a lost opportunity. And 

with 87% of online shoppers willing to 

abandon their cart if a checkout form is 

too lengthy or complicated, it pays to 

know how to improve your forms and 

retain customers5. 

For this reason, form analytics is key to 

understanding user behavior and prefer-

ences when it comes to forms. With this 

knowledge, businesses then can strike a 

balance by determining if there are too 

many mandatory fields, or if there is one 

field in particular that is putting users off. 

With form analytics, you have the data 

you need to customize your forms in a 

way that gives you the information you 

need without turning users away.

5. https://www.prweb.com/releases/retailers_beware_87_of_online_shoppers_will_abandon_cart_if_
checkout_process_lengthy_or_complicated/prweb15676895.htm
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User feedback Imagine if you didn’t have to guess what 

your customers were thinking, but that 

there was a way for them to explicitly tell 

you. Well, with the Mouseflow user feed-

back tool, you can do just that. The user 

feedback tool enables you to ask your 

customers questions in real-time, so you 

can obtain valuable customer feedback 

right from the horse’s mouth.

All you have to do is set up a trigger that 

prompts a customized popup feedback 

widget to appear on the screen. You can 

then use the qualitative data to learn 

why users are leaving the page, why they 

aren’t converting, what they are looking 

for, and whether there are any issues with 

your website.



19

Executive Guide to Behavior Analytics | By Mouseflow™

Who can benefit 
from behavior 
analytics?
Data insights acquired through behavior 

analytics can be of value for a wide range 

of roles and functions within a business. 

As customers are at the core of every 

successful business, understanding their 

goals, motivations, pain points and habits 

is key for customer attraction 

and retention. 

Whether you work in marketing, analyt-

ics, product, CRO or UX, you can benefit 

of behavior analytics. So read on to learn 

how your team can apply user behav-

ior insights to work smarter and achieve 

better results.

03
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Marketing 
teams

Understand your target 

customers

Improve campaign 

performance and ROI

Increase your team’s

efficiency

As marketing teams are responsible for 

reaching target audiences and commu-

nicating value to potential customers, it’s 

vital that they understand their customers 

through and through. And the most ef-

fective way to acquire reliable knowledge 

about customer interests and pain points 

is through behavior analytics.

Instead of using rough guesses to create 

customer profiles and segmentations, 

behavior analytics enables you to make 

data-informed decisions. You can learn 

what products and content your custom-

ers are really interested in – so that you 

can always deliver.

With behavior analytics, you can dig deeper into campaign performance with visibility 

over the entire journey of customers who engage with your campaigns. Learn exactly 

how campaign traffic is progressing through the funnel and how they are interacting 

with your content. This way, you can understand the true ROI of your campaigns.

Behavior analytics eliminates much of 

the time-intensive guesswork typically 

involved in web content optimization. 

This way, you can quickly and confidently 

make the improvements needed to de-

light your customers. 
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Analytics 
teams

Surface insights faster

Analyze conversion funnels 

with detailed segmentation 

Confidently transform data 

into insights 

For analytics teams, having access to user 

behavior data is akin to a dream come 

true. With behavior analytics, you are able 

to obtain additional levels of user data, 

which enriches and strengthens your 

analysis, interpretation and reporting. 

Creating time-consuming analyses from various sources is a thing of the past. With 

Mouseflow, you can access insights on-demand with a user-friendly platform that 

even colleagues outside the analytics team can easily understand.    

When it comes to understanding user 

behavior, analytics teams can remove “if 

only” from their vocabulary. With behav-

ior analytics, you can segment users like 

never before. Having the ability to create 

custom segments by tag, UTM, source, 

region and campaigns enables you to nail 

in on the data you need.

Behavior analytics empowers analytics 

teams to more confidently provide in-

sights on customer behavior. With the 

ability to dive into rich and reliable user 

data, analytics teams are able to quickly 

get to the bottom of user issues and pro-

pose data-driven solutions. 
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Product 
teams

Improve 

collaboration

Increase efficiency in building the right features

Deliver indisputable context 

and proof

A key function of product teams is un-

derstanding user needs and developing 

products that satisfy those needs. With-

out understanding your users, knowing 

what features they want in a product is 

pretty much a guessing game. But with 

behavior analytics, product teams can 

make data-informed decisions when 

developing, launching and improving 

products.

When it comes to product develop-

ment, there are usually a lot of stake-

holders involved – and a lot of buy-in 

required. However, with a user-friendly 

and straightforward behavior analytics 

tool, such as Mouseflow, your team can 

get on the same page quicker and more 

effectively collaborate.

You may have an idea of what customers are looking for in a product – however, 

without data, it can be hard to know for sure. This is where behavior analytics comes 

in. Through heatmapping, conversion funnel, and feedback tools, you can learn what 

features customers are actually interested in – and give them just that.

Getting buy-in for product changes can 

sometimes be a challenge for product 

teams. However, with data on your side, 

it’s never been easier to make a case. 

After all, when it comes to data, the proof 

is in the pudding.
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UX and design 
teams

Gain total visibility

Level up your testing

Quickly identify UX issues

User experience and user interface de-

sign teams are responsible for creating 

optimal experiences when a user inter-

acts with a digital product, website, or 

software. The experience should ideally 

be seamless, enjoyable, functional and 

accessible. And the best way to ensure a 

great user experience is through leverag-

ing behavior analytics.

UX and design teams are interested in 

knowing how the entire experience feels 

for the user. Therefore, having visibility 

over all interactions that a user has during 

the course of their journey is key for UX 

research, design and optimization.

UX design is an evidence-based discipline. It relies on extensive research and testing 

to deliver optimized experiences for users. Therefore, the more user behavior data 

that UX teams can get their hands on, the more informed decisions they will be able 

to make.

One of the key benefits of behavior an-

alytics for UX and design teams is being 

able to instantly identify issues. Through 

setting up alerts that notify you about any 

type of user friction, you can quickly take 

corrective action.  
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CRO 
teams

Minimize risk Maintain overview

Get a nonstop stream of data

As CRO teams are most likely aware, 

increasing conversion rates comes with a 

slew of benefits, including lower cost per 

acquisition, increased revenue, and high-

er customer lifetime value. But getting 

customers to convert isn’t always easy. 

And for this reason, CRO teams need 

behavior analytics on their side.

Improving conversion rates often in-

volves some amount of experimenta-

tion – and some degree of risk. But with 

behavior analytics, you can use behavior 

data to minimize those risks and increase 

your chances of success.

With Mouseflow, you can create cus-

tomized dashboards that enable you 

to always keep an eye on website per-

formance. By easily tracking important 

metrics all in one tool, you’ll never lose 

an overview of conversion rates or any 

issues that require urgent action.

“Fail fast, fail often” is a philosophy that many startups and even larger businesses ad-

here to. The mantra purports that the greatest successes come from quickly learning 

what doesn’t work so that you can find out what does. And through using behavior 

analytics, CRO teams have a continuous stream of data at their fingertips, so they can 

fail fast – and optimize even faster.



25

Executive Guide to Behavior Analytics | By Mouseflow™

Conclusion
By now, you should be well versed in 

what behavior analytics is and why it is 

such a powerful tool. 

While user behavior data was once the 

secret sauce of thriving businesses, it is 

increasingly becoming a necessary factor 

for all businesses to maintain a competi-

tive advantage.

Start using behaviour analytics 
with Mouseflow now

For over a decade, we at Mouseflow have 

been helping some of the biggest global 

brands gain this competitive edge. With 

offices in the U.S. and Europe, we’ve 

enabled more than 200,000 custom-

ers in over 100 countries to uncover the 

insights they need to optimize their user 

experience, increase conversions, and 

boost revenue. 

Book A Demo

GDPR Compliant CCPA Compliant EU and US Data Centers
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https://mouseflow.com/book-mouseflow-demo/?utm_source=dmexco&utm_campaign=ebook

