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Harnessing the Power of Social Media: America

o
..' Supports You

X
AMERICA SUPPORTS ‘"‘" .

« 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

OUR MILITARY MEN & WOMEN * *

HOME | ABOUT | SITEMAP | CONTACT | FAQ ASY AMBASSADOR Search ASY

HOMEFRONT GROUPS

ways to show your support

SERVICEMEMBERS
how you can receive support

THANK THE TROOPS
=end the troops a mes=age

ASY CALENDAR OF SUPPORT
how to help all year long

groups

 Enables citizens at | ; Average month:
home to show semremmemsiisesr o 218,000 Unique visitors
support of troops S

« 1.3 Million Pageviews

e 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
e 6 days in 2007: from Saturday through Thanksgiving
— 170,000 text messages!

 To date, over 500,000 messages of thanks received via SMS and
viathe website

Property of ForeSee Results - Confidential



+:: DigitalCitizen Fo Ras’EE-

.:: 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

o Started working with ForeSee Results May 2008
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.:: Customer Satisfaction Snapshot

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

America Supports You - May 2008

Impact on

Impact > customer > Future
Elements Score  on Sat? Satisfaction Behavior® Future Behaviors Score
Content 89 0.0 88 4.1  Primary Resource 86
Functionality 89 2.0 3.9  Recommend 90
Look and Feel 90 1.2 Number of 3.0  Return 92
Navigation 86 1.2 respondents:
Search 87 1.7 455
Site Performance 92 0.7

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

Search, Navigation

STATUS QUO REQUIRED MAINTAIN OR IMPROVE
High
‘ Look and Feel
L Content Site Performance 90, 1.2
@ 89,0 92,0.7
O [ s s oo o-oomssssssssonncfessssseeeensnmmmmssssssereennnmmmsssssssssnnnsnmmassssssesnnnennnnnns
O
@ Functionality
89, 2
el Search
- Navigation 87. 1.7
©86,1.2 ’
Low :
Low MONITOR | TOP PRIORITY  high

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

U.S. DEPARTMENT OF DEFENSE

TOP LINKS

Secretary of Defense
Speaches
Travels
Messages
Biography
Other Top Leaders

Special Reports

60 Years - Military
Integration

Heroes

> Archive

Sitharrihe

Property of ForeSee

Prass Multimedia/Photos

LATEST PHOTOS

Videos

NAVY LEADERS VISIT TROOPS - Chief of Naval Operations
Adm. Gary Roughead, left, and Master Chief Petty Officer of

the Navy Joe R. Campa Jr. speak with =ailors, Marines and

=oldiers during an alkhands call at Provincial Reconstruction %

Hi-Rez | Lead Phote Archive

MILITARY OLYMPIANS

Air Force Pilot Cheers for Olympian Brother

]

T

competing solo. Story

SEARCH

Publications Bloggers DoD Websites

TOP HEWS »

Gates Voices Doubts About
Swift Russian Withdrawal
Defense Secretary Robert M. Gates expreszed
=skepticizm that Moscow would quickly remove its
forces from Georgia, despite a reported pledge by the
Russian president to begin a drawdown. Story

U.5. Military's Humanitarian Mission

In Georgia to Continue, Bush Says

The U.S. miltary flights that have delivered
humanitarian assistance to Georgia this week wil
continue in the days ahead, President Bush =said. Story

* President's statement in Crawford, Texas

* President's Weekly Radio Address

= Accord Specifies Russian Troop Withdrawal
* Humanitarian Aid for Georgia Continues

U.5. Military Proves Flexibility With Aid
The tranzport of more than 1,800 Georgian soldiers
from Iraq to Teilisi and humanitarian supplies from
Germany to Georgia highlights the flexibility and
rezponzsiveness the U.S. military manifests. Story

MILITARY HEWS 4

DoD Urges Troops to Maintain Financial
e

d in Ec ic Downturn

Justin Dumais and his younger brother, Troy, comp
in the 2004 Athens Olympics as synchronized divers.
This year, Air Force 1=t Lt. Justin Dumaiz iz an F-18
student in Arizona and his younger brother is in Beiing

The economic downturn that has hit many Americans
appears to have had less impact on U.S,
servicemembers, partly because of the nature of
military service and partly due to the vast network of

Employee Resources

Threat Advisory

Contact Us

%entagon Memorial
Dedication
Sept. 11,2008

LAl 00:00 ! 0000

= || Truck of Honar

| | Cilizens find unique ways o
fas) | support Iroops

| BG David Perkins
13 August 2008

This Week in the Pentagon
Miracle dogs

PENTAGON CHANNEL LIVE

Page 1 of 3 )

e 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

DefenseLink - July-August 2008

Impact on
Impact > Customer > Future
Elements Score  on Sat Satisfaction Behavior Future Behaviors Score
Content 85 0.8 79 2.2 Likelihood to Return 93
Functionality 84 1.5 3.9 Primary Resource 79
Look and Feel 80 1.5 Number of 3.8 Recommend 87
Navigation 75 1.1 respondents:
Search 74 1.4 2373
Site Performance 85 0.8 STATUS QUO REQUIRED MAINTAIN OR IMPROVE
High

Content

85, 0.8 :

‘ Site Performance
. 85, 0.8 : Functionalit
Improving Search 81,15

will have biggest & 0 - tff;.oiffﬁ_sfff _________________________________

SCORE

Impact on overall
Satisfaction and ———
behavior

Search
74,1.4

Low

Low MONITOR TOP PRIORITY High

Property of ForeSee Results - Confidential



::: DigitalCitizen £

.:: Profile Site Visitor Audience

 Expectation: primary audience for website was media and military
* Reality: military members’ families make up the largest share of

audience
Other, please specify: = 22%

Military Family Member = 19% >

General Public 18%

Military Member I —— 17%
DoD Civilian I 13%
News/Media iﬁ 5%

Non U.S. Government Affiliated Civilian [T 3%

International Audience 3%
Congress [ 0%

0% 5% 10% 15% 20% 25%
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.:: Measuring Social Media

Small percentage currently use social N
networking, lower satisfaction due to Og;)“re Yes
first-time visitors? 20%

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 No
Functionality 83 84 84 71%
Look and Feel 79 80 82 | 80
Navigation 73 75 78
Search 72 75 78
Site Performance 84 85 86
Satisfaction 78 79 83 79
Likelihood to Return 93 93 93
Primary Resource 79 79 83
Recommend 86 86 90
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.:: Measuring Social Media: DefenseLink

Level of Interest in DefenseLink Features

19%
Press Releases 23%
34%

36%

Biographies 42%
g p 22%

RSS Feeds T‘zs%
8%

32%
28%

| 69%

47%
Pentagon Channel 36%

) 5%
News Articles 24%
71%
21%
Top photos 35%
p p 44%

0% 10% 20% 30% 40% 50% 60% 70% 809

‘ @ High OMedium 0OLow ‘
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.:: How DefenseLink Stacks Up to Peers

DefenseLink
Satisfaction compared to ForeSee Q2 E-Gov Release

100.0

90.0 -
80.0 794
. 72.9 71.7 73.7

70.0

60.0

Score

50.0

40.0

30.0

20.0

10.0

0.0 -

Satisfaction

B DefenseLink O E-Gov Q2 2008

O e-Gov News/Informational Q2 2008 O E-Gov Portal/Department Site Q2 2008
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Example of Use of Social Media: Destroymen

12,000 visitors
in first 4 weeks
of blog

04 August 2008 USS RUSSELL (DDG 59)

A Day To Remember (Part 3)

By SKSN Jevemy Henthorne
This is the final in a three part series from SN Henthovne detailing his
experiences during the Somali rescue operation last June.

So many emotions were being displayed; so many more being bottled inside by
everyone on the ship. On the forecastle alone people were just in a daze about
what they had just witnessed. Evervone was so passionate about wanting to
help these people that it didn’t matter what time it was - ff they had eaten_if
they had to be up for the early watches - none of that mattered Everyone on
the ship worked towards the goal of helping get these people back to healthy.
But there was another emotion going through everyone’s mind at this time_
What were these people fleeing from back where they came from? What is
going to happen when we turn them over to the Somali Coast Guard? Caught
between moral emotions and the legal binds that are in place, this was a very
sad night for most. Though torn apart by this, everyone knew that it was not in
our hands; there was simply nothing we could do about the fact that we have to
bring them back to Somalia.
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.:: Other DoD Uses of Social Media

Presence on Social Networks Bloggers Roundtables

 Web 2.0 version of media roundtables
faceboolk  Invite bloggers to talk directly to
generals and other military officials

(1] Tube blogtalkradio- &

Broadcast Yoursel

i‘myspace.cnm-

a place for friends

=== Pentagon

Encourage social bookmarking

Property of ForeSee Results - Confidential

Podcast channel (just starting to
measure customer satisfaction)
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.:: For More Information

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