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DIG FOR VICTORY


Key Measures

for management information systems (MIS) post go-live

	Site Performance Monitoring Tool Analysis

	Measure
	Notes

	Platform average monthly %age uptime
	Key measure of site availability.  A good target for intranet sites is 98%+  If it ain’t there, it wont deliver benefits!

	Average download time for homepage across 6 key locations
	Key measure of site performance (expressed in seconds), as this page is likely to be the most commonly visited.  Longer than 30 seconds is unacceptable.  Much less is desirable (sub 5 seconds a good target to aim at)


	Analysis of Web Server Logs

	Measure
	Notes

	Number of Visitor Sessions
	Normally measured monthly

	Number of Unique Visitor Sessions
	Normally measured monthly – this is the only really meaningful statistic (as it measures adoption).  You could express it as a percentage of the total potential user base (which is an even more relevant statistic)

	Number of Visits per Visitor
	Normally measured monthly.  If this stays low (whilst total sessions rise, this indicates poor ‘traction’ – e.g. people are only coming to the site rarely for one specific need)

	Number of Repeat Visits
	Normally expressed as a percentage of Unique Visits – this is fairly meaningless until the logs have been running for at least 6 months (and the steady state position becomes clear)

	Number of First Time Visits
	Normally expressed as a percentage of Unique Visits (ideally both this and repeat visits are always rising)

	Average Length of Visit 
	Normally expressed in minutes and seconds – a long visit is not necessary good (as this could indicate frustration in finding what the user needs or slow site performance) – needs to be analysed in conjunction with other statistics for a clear picture

	Number of Page Impressions (‘pi’)
	Ideally should rise less quickly in percentage terms than user sessions (see below)

	Page Impressions per visitor session
	Ideally this should fall over time (an indicator of people finding it increasingly easy to navigate straight to what they need). You should remind sponsors of this!

	Number of Hits
	Actually fairly meaningless, as each time a graphic or object of any kind is rendered, this is one hit.  Only really useful if your sponsors like to see really big numbers

	10 most popular pages
	A useful indicator, particularly when read in conjunction with the promotional / communication activity relating to particular sections of the site

	10 most popular documents downloaded
	Again, quite useful indicator of popular content.  For example, where documents are forms, this suggests a good candidate for automation and workflow in the future.

	10 most popular referrer URLs for the whole site
	Not generally a useful measure for intranet portals, unless you have multiple intranet sites (of which the portal is only one)

	10 most popular exit pages
	Very useful, in conjunction with other analysis.  For example, users could be jumping off due to poor navigation (i.e. a dead end) or because of poor page download times or simply because there is a link on the page which takes the user off the site.

	10 most popular target URLs
	Where you have more than one intranet site in your company, the most popular target URLs suggest good candidates for migration onto the portal and re-design / improvement


	Portal Database Analysis

	Measure
	Notes

	Number of Registered Users
	A very important measure, particularly where expressed as a percentage of potential total users

	Number of Communities
	Expressed as each unique main sub-branch to the community taxonomy.  An important measure of the vitality of the portal.  Where the number of communities is growing, this is a sign of good buy-in and enthusiasm from provider communities 

	Number of Pages on the site
	Hmm.  Growth is good (as long as not excessive).  Expressing this as number of pages per registered user is quite useful (and aiming for a maximum of no more than 3)

	10 most popular communities
	A useful measure (when read in conjunction with other stats) of which communities are succeeding with users – and why.

	%age of users with their own personal home page (or detailed directory entry)
	A key measure of knowledge management enthusiasm in the user base.  Such pages really aid the “10 minute conversation that saves a week of work”, as users search for expertise around the business that could help them with a new task

	%age of users who are members of at least one Community
	A key measure for evaluating the depth of usage of the portal (and the ability of community owners to publicise their community and make it accessible and interesting to users)

	ratio of documents indexed to total users
	Hmm.  Again, growth is healthy but only up to a point.  Too many documents per user (e.g. 7 or more) suggests that content is being insufficiently collated and focused for users

	%age of feedback captured via feedback gadget that is positive
	A useful measure of user satisfaction with the portal – their actual comments are a good guide to the issues

	10 most active departments or functions (in usage of portal)
	The database only can tell you this sort of information (as web logs are typically anonymous in their treatment of users).  A key measure of which parts of your business have the highest rates of adoption.  Use their tips to help poorly performing areas

	10 most active buildings or regions (in usage of portal)
	Again, something only measurable through the portal logging on users (with profile data stored against them).  A key measure to understand which areas have achieved the highest levels of use 

	Usage by grade or length of service in the company
	Through linkages to employee directory, such measures are useful in measuring the appeal of your portal and how it is perceived at different levels of the organisation

	Usage by gender, language grouping, disability or ethnicity
	Again, through linkages to employee directory, such measures are useful in identifying appeal and any branding, accessibility or usability issues that might be putting off certain key constituencies


	Employee Satisfaction Survey Results

	Survey Question
	Notes

	Are employees are valued in the same way as customers?
	This should rise slightly post-go-live, as employees become aware of the investment in people made by the organisation

	Is technology is used effectively to keep people informed?
	The score on this question should be significantly affected by the Portal investment

	Do you hear about important information when you need to?
	This score should increase by a noticeable amount as a result of the portal

	Would you recommend the company as place to work to family & friends
	This score should be affected only very slightly by the portal implementation

	Overall, how satisfied are you with the way we work?
	This score should increase by a noticeable amount as a result of the portal

	Do you have the info you need to answer customers’ questions?
	This score should increase by a noticeable amount as a result of the portal

	Do you have the equipment & systems needed to perform your job well?
	This score should increase by a noticeable amount as a result of the portal

	DO you know where to find the information you need?
	The score on this question should be significantly affected by the Portal investment

	Do you agree that knowledge and information are shared?
	The score on this question should be significantly affected by the Portal investment


