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Secure Messaging on VA.gov Phase 1 Data Summary
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50%

5%

63%

60%

78%

50%

4%

62%

60%

78%

48%

4%

61%

59%

80%

48%

4%

61%

58%

79%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

INBOX

INTERSTITIAL

NEW MESSAGE

THREAD

REPLY

Dropoff/Page Exits

1/22 - 1/28/24 1/15 - 1/21/24 1/8 - 1/14/24 1/1 - 1/7/24

19,762 18,096 13,391 15,686

184,082 
202,178 

215,569 
231,255 

0

50,000

100,000

150,000

200,000

250,000

1/1 - 1/7/24 1/8 - 1/14/24 1/15 - 1/21/24 1/22 - 1/28/24

Sessions

Week to date Launch to date

121

219

1498

137

229

1419

129

227

1393

165

175

1410

0 200 400 600 800 1000 1200 1400 1600

Print WTD

Sort WTD

Filter WTD

Click Count

1/22 - 1/28/24 1/15 - 1/21/24 1/8 - 1/14/24 1/1 - 1/7/24

6 6
5

15

0

2

4

6

8

10

12

14

16

Access Error/Bug Sign In Triage Group

Usability Issues

107 108

127

107

0

20

40

60

80

100

120

140

1/1 - 1/7/2024 1/8 - 1/14/24 1/15 - 1/21/24 1/22 - 1/28/24

'Go back to SM on MHV' Click Count

1,365,201 
77.4%

21,648 
1.2%

377,135 
21.4%

Secure Messages Sent by Platform 

MHV Classic Web VA.gov Web VAHB Mobile

Engagement Rate: Sessions lasting longer than 10 seconds, has a conversion (click) event, or has at least 2 
pageviews.

Session: When a user views a page or screen. Totals include each time a user initiates a session.
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Conversion Rate

Read -

Conversion Rate: The percentage of users who came to the SM landing page who ultimately read a message 
in a conversation..

Dropoff/Page Exits: Percentage of users who leave SM on VA.gov from the specific page.

Click Count: Number of clicks on the 'Go back to the previous version of secure messaging' link.

Click Count: Number of clicks on the specific button.

Usability Issues: Specific issues identified in Veteran feedback collected from Medallia Intercept and 
Feedback survey.



Sample: Positive Feedback

Positive Feedback: Veteran feedback collected from Medallia Intercept and Feedback survey.

Sample: Constructive Feedback

Constructive Feedback: Veteran feedback collected from Medallia Intercept and Feedback survey.

Feedback survey.

Data Sources

▪ Secure Messages sent by platform - VistA database via Oracle SQL query 
▪ Positive Feedback, Constructive Feedback, Usability Issues - Medallia Intercept and 

Feedback survey via VA DAT
▪ All others - Datadog


