z Google Analytics

DHS.gov Web Performance Metrics Jul 1, 2014 - Jul 31, 2014
Total Visits Top Pages Visits by Source
1,183,620 M google M (direct) M tsa.gov
. . Bounce :

% of Total: 100.00% (1,183,620) M VWS Page Title Pageviews lll?ate dhs.gov M bing Other

Homeland Security 317,787 54.12%
Avg. Visit Duration How Do I? | Homeland Security 70,723 38.25%
00:01:53 Careers | Homeland Security 70,198 10.49%

Site Avg: 00:01:53 (0.00%)

Comparison Chart | Homeland S 63911 57.28%

ecurity
Pageviews Statement by Secretary Johnson 54450 85.02%
| Homeland Security ’ een
2,655,129 _
% of Total: 100.00% (2,655,129) AV Contact Us | Homeland Security 51,730 22.06%
Crossmg U.S. Borders | Homelan 44792 59.96%
d Security
Unique Visitors New vs. Returned Visitors
Check Immigration Case Status |
. 36,255 47.90%
994,008 Homeland Security ’ M New Visitor B Returning Visitor
7 of Total: 100.00% (994,008) DHS TRIP | Homeland Security 35,641 68.30%

Types of Jobs | Homeland Securi
Avg. Pages / Visit ty

2.24

Site Avg: 2.24 (0.00%)

34,283 50.31%

Visits by Social Network

Avg. Time on Page Social Network Sessions
00:01:30 Facebook 4348
Site Avg: 00:01:30 (0.00%)
Twitter 1,980
TripAdvisor 489
Bounce Rate
reddit 383
56.51%
Site Avg: 56.51% (0.00%) Blogger 352
LinkedIn 268
WordPress 169
TypePad 108
Disqus 93

Google+ 85


https://www.google.com/analytics/web/?authuser=0
https://www.google.com/analytics/web/?hl=en&pli=1&utm_source=pdfReportLink#dashboard/x4rhfU4LRz6bWEORf2n0Tg/a32318423w59294327p60564335/%3F_u.date00%3D20140701%26_u.date01%3D20140731/
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DHS.gov Search Web Performance Metrics Jul 1, 2014 - Jul 31, 2014
Visits to DHS.gov Top Internal Searches by Search Term New vs. Returned Visitors
1,1 83,620 : M New Visitor M Returning Visitor
Total Unique
% of Total: 100.00% (1,183,620) "/ VWS Search Term Searches
forms 451
Total Internal Searches jobs 367
84,070 esta 361
% of Total: 100.00% (84,070) AYA'A'A'S
careers 327
global entry 311
Total External Searches (Google) S18%
active shooter 298
613,605
% of Total: 51.84% (1,183,620) MV VT passport 283
esta application online 265
Avg. Visits per Visitor
case status 230
H1 H2 M Other
i94 221

Top External Searches (Google - as reported)

Keyword Sessions
np - /index.shtm 72,570
np - /crossing-us-borders 23,138
np - /how-do-i/apply-us-passport 14,770
np - /careers 14,400
gge- /how-do-i/learn-what-i-can-bring-pl 13,937
ztp; t-u/:ow-do-i/check-immigration-case- 13,575
np - /topic/homeland-security-jobs 12,461
:1:_ t-h /eeynhanced-drivers-licenses-what-a 12,125
np - /deferred-action-childhood-arrivals 8,380
np - /immigration-statistics 6,664
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Six Month Overview - July
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Visits Change |Unique Visitors| Change Pageviews Change i Change
Duration
14-Jul 1,183,620 10% 994,008 9% 2,655,129 10% 1:53 -3%
14-Jun 1,074,226 -12% 912,012 -11% 2,412,888 -9% 1:56 -5%
14-May 1,221,982 5% 1,027,193 5% 2,660,300 1% 2:02 -6%
14-Apr 1,162,250 -4% 974,386 -5% 2,626,941 -4% 2:10 0%
14-Mar 1,211,720 13% 1,020,918 13% 2,744,369 10% 2:10 -2%
14-Feb 1,073,247 -1% 903,359 -1% 2,500,044 -3% 2:12 -1%

* Source: Google Analytics




Top Landing Pages and Search Queries - July 2014

Most Visited Pages: Overall visitors and pageviews have increased by 10% this month with the majority of top pages remaining

constant and careers-related pages and the comparison chart continuing to rank in top ten. Immigration continues to be of top

interest to DHS.gov visitors as well.

Top Visited DHS.gov Pages: *

. Unique Avg. Time on

Page Pageviews : Entrances
Pageviews Page

/index.shtm 317,507 259,148 1:17 227,846
/careers 69,877 53,359 0:27 28,714
/comparison-chart 63,897 50,757 5:11 48,027
/news/2014/07/.02/statement-
secretary-johnson 53,842 48,993 2:09 47,805
/contact-us 51,716 31,699 0:30 8,303
/how-do-i/by-type 49,839 38,745 0:39 1,534
/crossing-us-borders 44,784 35,510 3:04 34,548
/how-do-i/check-immigation-case-
status 36,249 25,623 2:48 21,991
/types-jobs 34,300 24,792 1:26 1,280
/dhs-trip 33,777 27,296 2:05 24,585
Total for site: 2,655,129 2,057,087 1:30 1,182,029

Bounce Rate

54.11%
10.45%
74.06%

85.25%
22.03%
36.25%
59.967

47.89%
50/31%
66.45%
56.51%

Top Search Engine Queries: External and internal search queries continue to follow similar trends as in previous months

Top External Search Queries* Top internal Search Queries*

(excludes “dhs” and repeating/similar queries)

1 Uscis case status 1 forms

2 Passport application 2 esta

3 Homeland security jobs 3 jobs

4 WWW.USCIS.gov 4 careers

5 enhanced driver’s license 5 active shooter

6 us passport 6 global entry
deferred action for childhood 7 passport

7 arrivals 8 i94

8 federal protective service 9 e.sta ap!:)lication online

9 security jobs 10 visa waiver

10 e verify

*Source: Google Analytics



Customer Satisfaction - July

Foresee Survey Activity: The number of surveys present and taken are continuing to rise due to an increase in sampling size

Surveys Taken 994
Surveys Presented 2,349
Percentage Taken 42.32%
Total Surveys Taken 15,332
Total Surveys Presented 33,421
Total Percentage Taken 45.88%

6-Month Activity Trend
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Foresee Score: The overall customer satisfaction score has increased from 70 to 71 for the month of July. The largest
improvement for individual element was search with a score increase from 69 to 73

Elements Score Customer Satisfaction  Future Behaviors Score
Content 76 71 Likelihood to Return 77
Functionality 74 Organization Satisfaction 70
Look and Feel 77 Primary Resource 73
Navigation 70 Recommend 72
Online Transparency 75 Trust 70
Search 73

Site Performance 86

* Source: foresee.com
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http:foresee.com

Voice of the Customer

Feedback:
e List a POC for Customer service/help information or provide links and resources to interact with appropriate offices directly.

e Difficulty telling when pages or alerts were last updated.
e  Make it easier for job hunters, students and others interested in DHS careers.
e  Survey comes up too soon in browsing of web site. Users would like it to come up later.

The Majority of the open ended feedback pertains to specific content that users could not find, or specific operational compo-
nents like TSA, ICE, CBP, etc. The web publishing team will make this information available to the various sections so they are
aware of the feedback about their content.

Complete list available upon request

Final Recommendations :

We continue to review and work on recommendations made in previous metrics reports over the past few months and to review
and document the success of those improvements through metrics in addition to emerging recommendations and actions

Recommendations:

e Career Pages: Ongoing effort to rework career pages and make information more intuitive and easier to locate.

e Survey Frequency: Review current policy on when a survey pops up and how frequently and test effects of waiting
until later in the browsing experience to ask user to complete a survey.

Actions Taken:

e Customer Support: Revised Contact Us pages with more information and links to components and related agencies

online support forms and phone numbers.

e Updated Pages: Added “Last Published” dates to all pertinent pages so that public can tell if and when a page was
last updated.





