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Our Progress

• Modernized web policies

• Supported Plain Writing Act

• Designed around top tasks

• Increased citizen engagement

L h d H T• Launched HowTo.gov
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What are people saying about their experience 
with government?

Source:  MeriTalk and RightNow, Oct 2010

Service channels — often in silos

M bilW b itP bli ti S i l di Phone MobileWebsitesPublications Social media Phone

Anyone looking at unified customer experience across channels?
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What we need to do

Source:  MeriTalk and RightNow, Oct 2010

Streamline and 
Consolidate Systems Shift to the Cloud Simplify Access to 

Services

How do we do it?

Data centers
Websites
Call centers

Leverage shared services
Apps.gov  simplifies 
access

Universal design
Access via multiple 
devices, incl mobile

Data Center Growth 1998 ­2010
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Turn Information Silos into Analytic Insights

Voice of 
Customer   

Data
Search       

Data Data

ANALYTIC 
INSIGHTS

Industry 
Trends & 

Competitive 
Data

Clickstream
Data

Site “Health” 
Data

Call Center 
Data

Maximize Sharing and Flow of 
Information and Knowledge

As big an issue outside your organization as within it

• YouTube is now second largest search engine in the world

• 1.5 million pieces of content shared daily on Facebook

• Online newspaper readers are up 30%

• 250 million visitors each month to Myspace, YouTube, and y p , ,
Facebook (none were around 6 years ago)

• Mobile devices will be world’s primary connection tool to the 
Internet in 2020
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GSA’s role:  supporting your work

• Identify and share best practices  (in and outside of gov’t)

• Develop common tools

• Government-wide training

• Showcase innovation

• Work with OMB to modernize policies• Work with OMB to modernize policies

Common Tools

Faster roll out

Consistent user experience

Saves money 

Spurs innovation

Deal with policies only once

Leverages best practices
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Mobile Apps
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Goals for Improving Customer Experience

When accessing gov’t information and services, anyone should be able to: 

• Easily find relevant, accurate, and up-to-date information 

• Understand information the first time they read it 

• Complete common tasks efficiently

• Get the same answer via multiple channels

• Provide feedback and ideas, and hear what agencies will do with them 

• Get access if they have a disability or aren’t proficient in EnglishGet access if they have a disability or aren t proficient in English 

– From Federal Web Managers Council White Paper:  “Putting Citizens First:  
Transforming Online Government”

Key to Success: Nurture 
and Build Communities

• Share what you’ve learned, created, proved

• Innovate to be more creative, inventive, imaginative

• Reuse what others have already done

• Collaborate to take advantage of what others already knowg y

• Learn by doing from others and from existing information
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What’s Next?

• Create common metrics (quality speed performance)• Create common metrics (quality, speed, performance)

• Understand customer expectations through analytics

• Integrate channels for a better customer experience

• Improve functionality of products and services

• Enhance quality of citizen engagement

• Consolidate content to reduce duplication


