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Visits by Social Network

Avg. Time on Page Social Network Sessions
00:01:30 Facebook 3,951
Site Avg: 00:01:30 (0.00%)
Twitter 1,604
TripAdvisor 266
Bounce Rate
Blogger 249
55.47% 99
Site Avg: 55.47% (0.00%) LinkedIn 222
reddit 159
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TypePad 91
Stack Exchange 78
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DHS.gov Search Web Performance Metrics Aug 1, 2014 - Aug 31, 2014
Visits to DHS.gov Top Internal Searches by Search Term New vs. Returned Visitors
1,038,1 12 Total Unique B New Visitor M Returning Visitor
% of Total: 100.00% (1,038,112) ¥ ¥ MVt Search Term Searches

threat level 417
Total Internal Searches forms 413
76,619 jobs 366
% of Total: 100.00% (76,619) UAVAVAVRY
esta 365
case status 347
Total External Searches (Google)
careers 346
550,932
% of Total: 53.07% (1,038,112 Y MV VL global entry 282
active shooter 278
Avg. Visits per Visitor
i94 278
H1 H2 M Other
esta application online 247

Top External Searches (Google - as reported)

Keyword Sessions
homeland security jobs 2,152
78.6%
passport 768
uscis case status 709
WWW.USCis.gov 654
enhanced driver's license 596
us passport 537
federal protective service 527
us passport application 420
e-verify 383
deferred action for childhood arrivals 340
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Six Month Overview - Auqust 2014
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Visits Change tors Change Pageviews Change Duration Change
14-Aug 1,038,112 -12% 865,550 -13% 2,367,129 -11% 1:56 3%
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%

* Source: Google Analytics




Top Landing Pages and Search Queries - August 2014

Most Visited Pages: Overall visitors and pageviews have decreased by 12% this month with the majority of top pages remain-
ing 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: *

Page Pageviews Umqu.e Avg. Time on Entrances Bounce Rate
Pageviews Page
/index.shtm 306413 249077 1:27.17 220593 54.51%
/careers 62118 47585 27.13 25316 10.95%
/comparison-chart 59247 47340 5:08.76 44622 56.96%
/how-do-i/by-type 45338 35094 39.23 1883 35.69%
/contact-us 43606 28562 30.31 6818 23.87%
/national-terrorism-advisory-system 38849 29990 1:16.96 23926 59.75%
/how-do-i/check-immigration-case- 37240 25932 2:43.37 22294 45.85%
/types-jobs 33077 23234 1:23.05 1447 55.29%
/crossing-us-borders 32668 25973 2:54.37 25330 60.06%
/dhs-trip 30727 24794 2:01.00 22188 65.35%
Total for site: 2367404 1826416 1:29.98 1036650 55.47%

Top Search Engine Queries: External and internal search queries continue to follow similar trends as in previous months with
enhanced driver’s license emerging as a top external query for the month of March as highlighted below in yellow.

Top External Search Queries* Top internal Search Queries*

(excludes “dhs” and repeating/similar queries)

1 homeland security jobs 1 forms

2 passport 2 esta

3 uscis case status 3 threat level

4 WWW.USCiS.gov 4 jobs

5 enhanced driver’s license 5 careers

6 us passport 6 active shooter

; federil protective service 5 9
e-verty _ ' 8 case status
deferred action for childhood

5 vl 9 global entry
arrivals . 10 esta application online

10 cyber security

*Source: Google Analytics



Customer Satisfaction - Auqust 2014

Note: On August 22nd, we replaced our Foresee Customer Satisfaction Survey with a survey provided by Survey Monkey.

Foresee Survey Activity: Numbers were consistent throughout the month but we saw a dip in surveys in the last week of

the month due to a transition from one survey platform to another.

Surveys Taken

Surveys Presented
Percentage Taken
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Total Surveys Presented

Total Percentage Taken

6-Month Activity Trend
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Foresee Score: The overall customer satisfaction score stayed consistent at 71 while many individual elements rose

slightly. There were no marked changes for Future Behaviors.

Elements

Content
Functionality

Look and Feel
Navigation

Online Transparency
Search

Site Performance

* Source: foresee.com

Score
78
75
78
73
75
73

85

Customer Satisfaction

71

Future Behaviors
Likelihood to Return
Organization Satisfaction
Primary Resource
Recommend

Trust

Score
78
71
72
73
72



Voice of the Customers

Feedback:

e More information for college students and veterans who are interested in working for Homeland Security.
e Reduce the length of the survey

e Where are the alerts? What is our current alert level?

e Reduce the amount of jargon and make it easier to skim text.

e The Majority of the open ended feedback pertains to specific content that users could not find, or specific operational com-
ponents 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

* Source: foresee.com

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 Careers: We continue working with OCHCO with weekly updates to create a more expansive and user-friendly ca-
reer section of the web site as well as improving the links visibility on the DHS.gov home page.

e Plain Language: Continue training with components to review the language on their web pages to promote plain
language
Actions Taken:
e National Terrorism Advisory System: We have updated and streamlined pages pertaining to NTAS so that addition-
al

information is easier to find, navigation is clearer, and it is easier for users to understand the National Terrorism Advi-

sory System.

e Survey Length: We have substantially shortened the length of the survey and simplified the questions to promote
feedback by users.

e Broken Links: We continue to work with components hosted on DHS.gov to do content audits in order to update
content and links and remove material that is no longer relevant.

e Page Updating: A “last updated” function was added to each webpage to provide the user with a better sense of
the timeliness of the information provided.
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