
Integrating Social Media into 

NCI’s Contact Center

Deborah Pearson, RN MPH

National Cancer Institute’s

Cancer Information Service 



Facebook.com/cancer.gov











How NCI is measuring Facebook success

 Hitwise reflects the Internet usage of 10 million people in the US collected 

through partnerships with ISPs and third-party panel providers.  This service 
monitors traffic to virtually any site or industry of interest (1M+ sites).

 Omniture data represents an internal view of traffic to Cancer.gov by 

capturing clicks on each page.  This allows us to see how visitors arrive at and 
interact with the website.

 The American Customer Satisfaction Index (ACSI) survey 
gathers feedback from actual Cancer.gov users and monitors the perceptions 
of the website from the users’ point of view.  The ACSI helps determine what 
drives visitor satisfaction and future behaviors.

 Spredfast is a social media management tool that aggregates NCI’s social 
media accounts and provides data related to engagement, reach and activity.  
NCI is gradually adding each account to the tool.




