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“Not everything that can be counted
counts, and not everything that

counts can be counted.”

— Einstein
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Take a QUESS; Howmany public alterative fueling

stations operate In the United States?
The answer may surprise you.

The Information Source for Alternative Fuels and Advanced Vehicles
The Altemative Fuels Data Center (AFDC) provides information, data, and tols to help fleets and ether
transportation decisions makars find ways to raduca patrolsum consumption through the use of altemativa
and renswabla fuals, advanced vehiclas, and other fual-saving measuras

The AFDC is a resource of the
U.S. Department of Energy's
Clean Cities program.

« U.S. Attemative Fueling
Stations by Fuel Type

« Alternative Fuel Vehicles in
Use

+ U.S. Hybrid Electric Vehicle - Y.
sales by Model v,

Compare altemative fuel
prices to gasoline.

Tools More Tools

+ Laws & Incentives
Station Locator»

+ Peiroleum Reduction
Planning Tool

« Vehicle Cost Calculator
« Light-Duty Vehicle Search
« Heavy-Duty Vehicle Search

Find altemative fueling
Find State Information station locations.

Select a state =] =3

Poll

Tell us about yourself. | represent:
o Private-sector fieet
Federalistate fleet

Local public-sector fleet

Fuel dealerproducer
Alternative fueling/charging station
Localistate govemmant oftice




Developing Impact Metrics

Step 1 Understand your agency/business long-term value.

Step 2 Know the strategies used to accomplish the desired outcomes.
Step 3 Determine if the Web can contribute to the outcomes.
Step 4 Design a Web strategy and build a website.

Step 5 Measure your site according to the strategic outcomes.
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Understanding Long-Term Business Value

Step 1

* Why do we exist?

e What are the outcomes that are
expected of us?
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A

Long-Term Business Value

A

Financial
Perspective

Productivity Strategy

What are we building that
serves the long-term
business value?

What are we building

scale?

that we can leverage to

Growth Strategy

How do we use the
zzsets that we have to
do new things that serve
the long-term business
value?

)

Where do we want to
use gur new innovations
in the market? How do
we strategically position
ourselves?

Customer
Perspective

| nead ..

T

| nead ...

Internal
Perspective

]

perations Management

Building

Innovation

Business Development

Learning
and Growth
Perspective

Human Capital (people and people management systems we need)

Information and Technology Capital {learning we need to do)

Organization Capital (the internal culture we need to create)

Efficiency

Innovations

Relationships/BD

Strategy mapping — Robert Kaplan




How do we use
our system to
build new

things?

How do we
do it more
efficiently?

How do we do
what we are doing
for more people?

What are
we doing
that is
valuable?

What do our
customers
value?

What are the
processes we
need to use ?




Know the Strategies

Step 2

 What are the strategies your agency
has chosen to accomplish expected
outcomes?
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Example Outcome-based Strategies

* Education: Developing information resources that educate transportation
decision makers about the benefits of using alternative fuels, advanced
vehicles, and other measures that reduce petroleum consumption.

* Analysis: Analyzing data from industry partners and fleets to develop tools
and information that help stakeholders reduce petroleum consumption.

* Addressing Barriers: Working with industry partners and fleets to identify
and address technology barriers to reducing petroleum use.

* Technical Support: Providing technical assistance to fleets deploying
alternative fuels, advanced vehicles, and idle reduction.

* Coalitions: Establishing local coalitions of public- and private-
sector stakeholders committed to reducing petroleum use.

* National Partners: Reaching out to large fleets that operate
in multiple states to help them reduce petroleum use.

* Funding: Provide a way for stakeholders to meet and
formulate mutually beneficial solutions for petroleum reduction
strategies.
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Do We Need a Website?

Step 3

* Can a website be used help support
these strategies better than or along
with other processes?
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Design a Web Strategy

Step 4

* Design, develop, test and build a site
that delivers on the strategic
business outcomes.
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Example

Long Term Business Value - Outcome

* U.S. petroleum use reduction in
transportation sector by 2.5 gallons
per year by 2020

Key Outcome-based Strategy

* Coalitions: Establishing local coalitions
of public- and private-sector
stakeholders committed to reducing
petroleum use

Planning

Website Strategy

* Help stakeholders find and join a
coalition
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% What is Clean Cities? Fact Sheet (PDF 2 MB) »
Download Adobe Reader »

Clean Cities
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New Clean Cities Home & Profile Pages
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Measure Based on Outcomes

Step 5

* Plan a Web metrics strategy that
shows how you are meeting the
strategic outcomes.
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Define the Measurements

Website Strategy
* Help stakeholders find and join a coalition

Measurements with Meaning

* Leading Indicators - Measures Efficiency/Process
— Views of new visitors to the coalition profile pages
— Conversion rate of new visitors that visit coalition
profiles
e Lagging Indicators — Measures Effectiveness/Impact
— # of stakeholders in coalitions year to year
— Rate of membership increase

— # of stakeholder inquires coalitions received as a
result of a website referral

NATIONAL RENEWABLE ENERGY LABORATORY
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Leading Indicators

Unique New Visitors

18,827

NATIONAL RENEWABLE ENERGY LABORATORY

Coalition Profile Pageviews by New Visitors

4677 4,732
4,295 4370
Q1 Q2 Q3 Q4
28% 24% 28% 29%

% = Conversions of Unique New Visitors to
Coalition Profiles
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Lagging Indicators

Coalition Stakeholder Numbers

m Stakeholders Private Stakeholders

19,971
10,430 11,158
8,485
5,719 6,571 5 180
. 2,736 l 3,214 3,497
2007 2008 2009 2010 2011*

*preliminary numbers
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Looking at Trends and Variables

e Establish a baseline for key statistics

* Analyze possible correlations

* Look at keywords and trends — Google Trends

Visits

e \/Sits

e Gas Pricet

Gas prices=purple  Alternative fugls = blue
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Another Example

Long Term Business Value - Outcome

 U.S. petroleum use reduction in transportation sector by
2.5 gallons per year by 2020

Key Outcome-Based Strategy

* Education: Develop information resources that educate
transportation decision makers about the benefits of
using alternative fuels, advanced vehicles, and other
measures that reduce petroleum consumption.

Website Strategy

* Provide web-based data, case studies, tools, and
fuel/vehicle information that will help fleets make
decisions

NATIONAL RENEWABLE ENERGY LABORATORY
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Compare alternative fuel
: I prices to gasoline.

Take a gues

S: How many public alternative fueling
stations operate in the United States?
The answer may surprise you.

Tools

More Tools ¥

Laws & Incentives

The Information Source for Alternative Fuels and Advanced Vehicles

The Alternative Fuels Data Center (AFDC) provides information, data, and tools to help fleets and other
transportation decisions makers find ways to reduce petroleum consumptian through the use of alternative

and renewabla fuels, advanced vehicles, and other fuel-saving measuras.

The AFDC is a resource of the
o U.S. Departtment of Energy's

Cities ~ CleanCities program

Station cator»

Petroleum Reduction
Planning Tool

Viehicle Cost Calculator
Light-Duty Vehicle Search

Heavy-Duty Vehicle Search

Find alternative fueling

Find State Information station locations

Select a state [=] =3

Poll

Tell us about yourself. | represant:

Privale-sedor flast

Federalistate fleet

Local public-secior fleet

Fuel dealer/producer

Alternative fueling/charging station
Localistate government office

www.afdc.energy.gov




Defining Good Measurements

Leading Indicators

* Engagement: Bounce rate by ‘ &
page "

 Recency: How frequently do
return visitors return

* Interest: Top pages
* Reach: Unique visits

* Depth of Visit: # Page
Views/Visitor

* Length of Visit: Time on the site Lagging Indicators

 Loyalty: New vs. Returning * Task Completion: Surveys

visitors :
* Impact: User stories

e Referral Quality: Quality of the . _
users coming to the site * Actions: Conversions

NATIONAL RENEWABLE ENERGY LABORATORY
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Leading Indicators

Depth of Visit
4.28 pages

Length of Visit
3:55 minutes

Loyalty

Return
Visitor
30%




Leading Indicator — Referral Quality

140,000

120,000

100,000 -
80,000 -
60,000 -
40,000 -
20,000 -

0 - T . T
Q1 Q2 Q3 Q4
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m Consumer
Audience

m Blog/ Publicity

® Fleet Industry
Audience
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Lagging Indicator - Task Success

Did you find what you were looking for?

NATIONAL RENEWABLE ENERGY LABORATORY

Did you find what you were looking for?
@i Yes () No

Comments:

SUBMIT
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Lagging Indicator - What’s Next?

* Collecting user stories of impact
* Most Significant Change Technique
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Key Points to Remember

1. Know your business.

Know what you are trying to accomplish with the
website on a strategic level and measure the
impact on strategic business outcomes.

2. Don’t stop short.

Don’t stop at measuring the efficiency of the
website. Measure leading and lagging indicators
that reflect the business outcomes.

3. Measure smart.

You don’t need to measure everything...just
what really counts.
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Questions?

Trish Cozart

trish.cozart@nrel.gov
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