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Harnessing the Power of Social Media: America 
Supports You

• America Supports 
You: Part of 50-site 
Department of 
Defense enterprise

– Soon to be over 
350 sites 

• Connects military 
members and their 
families to support 
groups

• Enables citizens at 
home to show 
support of troops

Average month: 

• 218,000 Unique visitors

• 1.3 Million Pageviews

• Established in 2004
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“Thank the Troops” Campaign

• Campaign for citizens to send text messages to troops from 
sporting events 

– Troops access messages on website
• 6 days in 2007: from Saturday through Thanksgiving

– 170,000 text messages!
• To date, over 500,000 messages of thanks received via SMS and 

via the website
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Adding Voice of Customer to Measurement Mix

• Knew that America Supports You site generates significant 
traffic:

– 1.3 Million page views in one month (Sept 2008)
– 218k unique visitors (Sept 2008)

• Needed way to measure:
– Who was coming to the site and why
– Site visitor satisfaction
– Impact of site on future behaviors (e.g., return site visits)
– How site compares to other public and private sector sites
– What portions of the site they felt needed improvements

• Started working with ForeSee Results May 2008 
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Customer Satisfaction Snapshot

• Strong satisfaction shows America Supports You meeting site 
visitors’ needs

• Entered quarterly E-Gov Satisfaction Index in top-performers 
group (scores of 80+)

Elements Score1
Impact 
on Sat2

Customer 
Satisfaction

Impact on 
Future 

Behavior3 Future Behaviors Score
Content 89 0.0 4.1 Primary Resource 86
Functionality 89 2.0 3.9 Recommend 90
Look and Feel 90 1.2 3.0 Return 92
Navigation 86 1.2
Search 87 1.7 455
Site Performance 92 0.7

88

Number of 
respondents:

America Supports You – May 2008
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Prioritize Improvements:
Search, Navigation

Content
89, 0

Functionality
89, 2

Look and Feel
90, 1.2

Navigation
86, 1.2

Search
87, 1.7

Site Performance
92, 0.7

81

91

0.0 1.0 2.0
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STATUS QUO REQUIRED MAINTAIN OR IMPROVE

MONITOR TOP PRIORITY HighLow

High

Low

Taking voice of customer data into account as we plan site redesign
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DefenseLink: Gateway to DoD Sites

• Main site for Department of Defense
• Contains information and serves as portal to DoD online  

• Links to 100s of 
other DoD sites

• 11.8 million page 
views per month (Sept 
2008)

• 1.5 Million Unique 
visitors per month 
(Sept 2008)
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Measuring Voice of Customer: DefenseLink Site

Content
85, 0.8

Functionality
84, 1.5

Look and Feel
80, 1.5

Navigation
75, 1.1

Search
74, 1.4

Site Performance
85, 0.8
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Elements Score
Impact 
on Sat

Customer 
Satisfaction

Impact on 
Future 

Behavior Future Behaviors Score
Content 85 0.8 2.2 Likelihood to Return 93
Functionality 84 1.5 3.9 Primary Resource 79
Look and Feel 80 1.5 3.8 Recommend 87
Navigation 75 1.1
Search 74 1.4 2373
Site Performance 85 0.8

79

Number of 
respondents:

DefenseLink – July-August 2008

Improving Search 
will have biggest 
impact on overall
Satisfaction and 
behavior
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Profile Site Visitor Audience
• Expectation:  primary audience for website was media and military
• Reality:  military members’ families make up the largest share of 

audience
22%

19%

18%

17%

13%

5%

3%

3%

0%

0% 5% 10% 15% 20% 25%
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International Audience

Congress
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Measuring Social Media

Do you use social networking sites? 

Yes No Not sure Overall
Responses: 480 1,688 205 2,373

20% 71% 9%
Content 85 85 86 85
Functionality 83 84 84 84
Look and Feel 79 80 82 80
Navigation 73 75 78 75
Search 72 75 78 74
Site Performance 84 85 86 85
Satisfaction 78 79 83 79
Likelihood to Return 93 93 93 93
Primary Resource 79 79 83 79
Recommend 86 86 90 87

Yes
20%

No
71%

Not sure
9%

Small percentage currently use social 
networking, lower satisfaction due to 

first-time visitors?
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Measuring Social Media: DefenseLink

44%

71%

17%

28%

8%

22%

34%

35%

24%

36%

40%
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32%
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36%

19%
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Top photos 

News Articles
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Photo Essays

RSS Feeds

Biographies

Press Releases

High Medium Low

Level of Interest in DefenseLink Features
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How DefenseLink Stacks Up to Peers
DefenseLink

Satisfaction compared to ForeSee Q2 E-Gov Release
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Example of Use of Social Media: Destroymen
Blog

• Popular blog from crew of a destroyer ship

12,000 visitors 
in first 4 weeks 
of blog
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Other DoD Uses of Social Media

Presence on Social Networks Bloggers Roundtables
• Web 2.0 version of media roundtables

• Invite bloggers to talk directly to
generals and other military officials

Podcast channel (just starting to 
measure customer satisfaction)

Encourage social bookmarking
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For More Information

• Les Benito, Director of Public Web
Department of Defense
leslie.benito@dma.mil


