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Pew Adults and Social Network Websites Study 
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Facebook 1 214 937 Friends
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Facebook – 1,214,937 Friends

Twitter – 31,946 followers

YouTube – 5,641 subscribers
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MissionMission StrategyStrategy TacticsTactics MeasuresMeasures
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Citizen engagement is 
building a sustainedbuilding a sustained 

relationship between a 
citizen and government
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MissionMission

Gov 2.0 Goals

Key Performance Indicators

St t i
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Strategies

Tactic

Everything starts with your mission
• DOI – “The U.S. Department of the Interior protects 

America’s natural resources and heritage, honors our 
cultures and tribal communities, and supplies the 

30

, pp
energy to power our future.”

• IRS – “Provide America's taxpayers top-quality service 
by helping them understand and meet their tax 
responsibilities and enforce the law with integrity and 
fairness to all.”

Y i i d t i i l
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Your agency mission determines your social 
media objectives
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Strategies

Tactics

How can social media help you accomplish your 
agency mission?
• Foster dialogue with and among citizens and 

constituents

32

• Promote advocacy of programs and efforts

• Encourage feedback and innovation

• Assist support in fulfillment of citizen needs
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DialogDialog

LearnLearn
AdvocateAdvocate

FeedbackFeedback
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SupportSupport
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MissionMission

Gov 2.0 ObjectivesGov 2.0 Objectives

Key Performance IndicatorsKey Performance Indicators
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Social Media KPI’s let you know your level of 
success in meeting your objectives
Too often strategies and tactics are placed ahead 
of indicators of success

35

Good KPI’s
• Set expectations

• Provide context

• Prod action

© 2011 Altimeter Group

Pages ViewedPages Viewed

Site VisitsSite VisitsNumber of ReNumber of Re--TweetsTweets
Number of VisitsNumber of Visits Net PromoterNet Promoter

Customer SatisfactionCustomer Satisfaction

N b f ViN b f Vi
gg

Time On SiteTime On Site

Navigation PathsNavigation Paths

Number of LoginsNumber of Logins
Number of FriendsNumber of Friends
Number of CommentsNumber of Comments

Number of ViewsNumber of Views

Number Of QuestionsNumber Of Questions

TrackbacksTrackbacks
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Navigation PathsNavigation Paths

Number of FollowersNumber of Followers
Successful Task CompletionSuccessful Task Completion

AnsweredAnswered
Speed of Issue ResolutionSpeed of Issue Resolution
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Search KeywordsSearch Keywords

OO E d d RE d d R
Management PerceptionManagement Perception

Tagged ContentTagged Content

ConversationsConversationsCitizen Citizen PerceptionPerception

F GF G

OpenOpen--Ended ResponsesEnded Responses
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Quality CommentsQuality Comments

Focus GroupsFocus Groups
Search Engine RankingsSearch Engine Rankings

38

MissionMission

Gov 2.0 ObjectivesGov 2.0 Objectives

Key Performance IndicatorsKey Performance Indicators

St t iSt t i
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StrategiesStrategies

TacticsTactics
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Once you know how you will measure success, 
you can determine specific strategies
• Types and targets of campaigns

• Channels to use

39

Channels to use

• Content to be developed and employed

• Testing strategies

Strategies determine tactics
Planning for what is going to happen against 
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g g g pp g
available resources
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Social Strategy Objectives
41

DialogDialog

LearnLearn
AdvocateAdvocate

FeedbackFeedback
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SupportSupport
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Fostering Dialog
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Protect the environmentMission
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Protect the environment

Foster dialog about new

Mission

Foster dialog about new
park programObjective
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Protect the environment

Foster dialog about new

Mission

Foster dialog about new
park program

Audience 
Engagement

Audience 
Engagement

Conversation 
Reach

Conversation 
Reach

Objective

KPI’s
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Audience Engagement

Dialog KPI’s
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Comments + Shares + Trackbacks

Conversation Reach

Comments + Shares + Trackbacks
Total Views

T t l P ti i ti
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Total Participation
Total Exposure
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Promoting Advocacy
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Improve SMB 
opportunities

Mission
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Improve SMB 
opportunities

Advocate need for more

Mission

Advocate need for more
SMB’s to applyObjective
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Active 
Advocates

Active 
Advocates

Advocate 
Influence
Advocate 
Influence

Objective

KPI’s
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Active Advocates

Advocacy KPI’s
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# of Active Advocates

Advocate Influence

# of Active Advocates
Total Advocates

U i Ad t I fl
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Unique Advocates Influence
Total Advocate Influence
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Gathering Feedback
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Regulate energy explorationMission
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Regulate energy exploration

Gather feedback on

Mission

Gather feedback on
current regulationsObjective
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Regulate energy exploration

Gather feedback on

Mission

Gather feedback on
current regulations

Idea
Impact
Idea

Impact
Sentiment 

Ratio
Sentiment 

Ratio

Objective

KPI’s
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Idea Impact

Feedback KPI’s
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# of Positive Conversations Shares Mentions

Sentiment Ratio

# of Positive Conversations, Shares, Mentions
Total Conversations, Shares, Mentions

P iti N t l N ti M ti
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Positive, Neutral, Negative Mentions
All Mentions
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Providing Support
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Provide student loansMission
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Provide student loans

Support the ability to

Mission

Support the ability to 
get status on applicationObjective
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Provide student loans

Support the ability to

Mission

Support the ability to 
get status on application

Issue 
Resolution 

Rate

Issue 
Resolution 

Rate

Customer 
Satisfaction
Customer 

Satisfaction

Objective

KPI’s
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Issue Resolution Rate

Support KPI’s
61

Total # of Issues Resolved Satisfactorily

Customer Satisfaction

Total # of Issues Resolved Satisfactorily
Total # of Service Issues

C t F db k (i t A B C )
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Customer Feedback (input A, B, C…)
All Customer Feedback

The Bottom Line

© 2011 Altimeter Group



3/21/2011

32

Focus on relationships, not technologies
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Focus on relationships, not technologies
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Dialog, Advocate, Feedback, and 
Support
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Focus on relationships, not technologies

65

Dialog, Advocate, Feedback, and Support

Remember Mission > Objectives > KPI’s
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Focus on relationships, not technologies
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Dialog, Advocate, Feedback, and Support

Remember Mission > Objectives > KPI’s

Select channels based upon objectives
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Select channels based upon objectives



3/21/2011

34

© 2011 Altimeter Group

Questions?
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THANK YOU

Alan Webber
alan@altimetergroup.com

RoninResearch.org

Twitter: AlanWebber
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Altimeter Group is a research-based advisory firm that helps 

ABOUT US
p y p

companies and industries leverage disruption to their advantage.

Visit us at http://www.altimetergroup.com or contact 

info@altimetergroup.com.
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