Identifying and Prioritizing Your Customers’ Top Tasks
Metrics Worksheet 
Part 1:   Identify your Top Tasks

 

	Data 
Source
	Definition
	Summarize for your Website
	Primary Customer Groups
	Specific Tasks
	NUMBER 
OF PEOPLE iMPACTED
	Importance to Customer

(High, Med, Low)
	Importance to Gov’T
(High, Med, Low)

	Agency Input

	Mission statement
	Role of agency as perceived by agency and documented in legislation 


	 
	 
	 
	 
	 
	

	Other mandates
	Any directive that requires agency to post certain information on the website
	Example: Government-funded research must be made public; Web requirements
	 
	 
	 
	 
	

	
	
	
	
	
	
	
	

	Staff knowledge of Top Tasks
	What your program officers and front-line people know about your customers’ top requests
	
	 
	 
	 
	 
	

	Management priorities
	What’s important to highlight on the site, based on political imperatives, public education campaigns, etc.


	
	
	
	
	
	

	Direct Customer Feedback

	Online customer surveys
	Surveys that ask your customers what their top tasks are (e.g., ACSI)

	 
	 
	 
	 
	 
	

	Call center results
	Top things people call your agency about


	 
	 
	 
	 
	 
	

	Email inquiries
	Top things people email your agency about (e.g. contact us form)

	 
	 
	 
	 
	 
	


	Site Analytics

	Home page analysis


	Most popular links on your homepage


	
	
	
	
	
	

	Most popular pages


	Pages with highest number of visits per month

	
	
	
	
	
	

	Search data

	Most common terms people type in internal and external search engines to get to your content


	
	
	
	
	
	

	Social Media 

	Blog data
	Top things people are writing about your agency in the blogosphere 

	 
	 
	 
	 
	 
	 

	Video & image searches

	Top video and image items people are searching for, related to your agency

	 
	 
	 
	 
	 
	 

	General awareness in social networking sites
	Top things people consider you an authority on (via Wikipedia, Deli.cio.us, Digg, etc.)

	 
	 
	 
	 
	 
	 

	Market Research

	Competitive analysis

	Top Tasks of "competitor" websites  
	 
	 
	 
	 
	 
	 

	Popular trends


	Most popular media stories, Web searches, etc.

	 
	 
	 
	 
	 
	 

	Research studies

	Research about changing citizen expectations from Pew, Forrester, and other groups
	 
	 
	 
	 
	 
	 


Part 2:   List your Top Tasks in order of priority and assign performance metrics
	Task
	Performance Goal
	How Goal Will Be Measured

	Example:

1.  Apply for a passport
	Example: 

a) By end of FY ‘09, 90% of customers will be able to complete application in 15 minutes or less
b) Number of people completing the online version will increase by 20% (awareness and performance).
	Example:

a) Baseline usability testing in January 2008 with 20 users; follow-up testing with 20 users in October 2008 to measure improvement
b) Monitor number of visitors in January 2008 and October 2008 to measure increase

	2. 

	
	

	3.

	
	

	4.
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