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This document describes a possible approach for federal agencies to develop a basic performance measurement framework for collecting and using web metrics to support their agencies’ specific missions.  The goal of such a framework is to provide a holistic approach to website evaluation and assessment that integrates evaluation activities into agencies’ broader management processes.  Thus, web metrics and other evaluation techniques are not considered an end unto themselves, but rather these support the “bigger picture” of agency mission, decision making, planning, and user services.

The goals, key metrics, sources and performance measures listed in this framework are meant to serve as examples, but are by no means an exhaustive list.  Web managers who wish to use this document to develop their own framework should consider the unique aspects, needs and circumstances of their particular agencies.  Finally, specific products listed below are provided as examples, and should not be construed as endorsements.  Agencies can substitute whatever products they may use. For instance, if any agency uses something other than Bobby to check for Section 508 compliance, they should insert that product name.

	Goals & Description
	Key Metrics
	Sources
	Performance Measures

	
	
	
	

	Reach:  Key audience members recognize and are familiar with an agency’s online services.


	· Track # of user sessions per time period (not # of hits)

· Track ratio of unique to repeat customers

· Track usage of audience-specific portals or registration & usage of portal customization features

· Conduct survey of awareness, compare users vs. non-users & Identify obstacles faced by non-users

· Track number of press inquiries

· Track number of journal & article citations

· Track basic demographic data (age, occupation, location)

· Track anonymous network data (hostname, domain name/country)

· Track how often email newsletters are forwarded by subscribers

· Track viral marketing reach of “e-mail this page” feature


	· Web logs

· Survey tool

· Manual tracking

· ForeSee Results or other customer satisfaction survey

· Custom code

· Google
	Number of user sessions increases by X% per month/year.

Ratio of unique to repeat customers increases by X percent.

X percent of users report having visited the website in the last week/month/year.

Number of press inquiries on topic Y increases by X percentage after press release.

	
	
	
	

	Relevance:  Online services provide key audiences with content, services, and information tailored to their specific needs.


	· Track publication downloads

· Monitor rank in Google for relevant search terms

· Monitor total number of links-in

· Count/Rank referrers to site, sites sending traffic

· Use Alexa rankings to compare traffic with comparator sites

· Compare link-popularity with comparator sites

· Monitor internal search phrases (top 10/20/50 etc)

· Monitor popular entry pages, links used on homepage


	· Web log files

· Custom code

· Google

· Alexa

· Enterprise search engine
	Number of publication downloads increases by X% per month/year.

Agency website ranks in top 10 Google/Yahoo/etc search results when X is entered as keyword.

Number of links-in improves by X% per month/year.

Agency’s traffic exceeds that of comparator sites by X%, as measured by Alexa ranking.



	Packaging:  Information is provided in consistent and usable formats

	· Track compliance of standard packaging and formatting for common products
· Compare utilization of compliant vs. non-compliant products


	· Manual review of pages

· Web log files
	X% of agency-controlled web pages use standard template.

X% of agency-controlled web pages display standard branding.

X% of agency web developers use content management system to create/publish content.



	
	
	
	

	Access and Collaboration:  Agency expertise is made available to and used by key audiences

	· Track number of public e-mails received

· Track total number of public e-mail per topical category

· Track to whom messages are routed

· Track response rate, time by recipients

 
	· Mail logs

· Custom code

· CRM software / system
	All emails to the webmaster receive standard response within X hours.

All technical inquiries to the webmaster receive detailed response within X days.

All subject-oriented emails to the webmaster are routed to topical expert within X hours.

	
	
	
	

	Quality:  Agency reputation of quality is reinforced through the design, usability, and functionality of the web site.


	· ACSI rank

· Track user success rates over time

· Track obsolete/broken links on site

· Track count and proportion of web server failures (404 errors, etc)

· Monitor server utilization and availability (hits & uptime)

· Monitor 508 compliance of top pages / applications and new products


	· ForeSee Results Customer Satisfaction Survey

· Usability testing

· Web log files


	Agency’s ACSI e-government score exceeds federal average.

Agency’s ACSI e-government score improves by same or greater percentage than average quarter over quarter.

Agency’s user success rate exceeds X% in usability testing.

Agency’s user success rate improves by X% in annual usability testing.

X% of users report they are “satisfied” or “highly satisfied” with agency website in annual customer survey.

Broken links do not exceed X% of all links.

Percentage of broken links declines by X% quarter over quarter.

Server downtime does not exceed X% per month.

X% of pages meet Content Accessibility Guidelines 1.0, Conformance Level A, as reported by Bobby.

X% of pages will meet U.S. Section 508 Standards, as reported by Bobby.



	
	
	
	

	Operations:  Online services run efficiently, smoothly and are well integrated with other Agency and Federal (OMB, NARA, etc.) procedures.


	· Monitor headcount of staff working on website per month/quarter

· Total hours spent by staff on website production/maintenance per month/quarter

· Total person-hours devoted to website operation per month/quarter

· Number of people behind production of a product

· Time required to repackage content

· Track cost per user help session

· Track relation to diminishing costs of other publications media (eg printing) as an indicator that web site may be replacing other media


	· Manual
	X percentage of staff devoted to HTML coding are reassigned to more complex tasks following implementation of content management system.

Number of hours required to convert documents to HTML is reduced by an average X percent following implementation of standard templates.
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