>> Good morning everyone. Welcome to today's webinars sponsored by DigitalGov University. I'm Sheila Campbell and I lead the Center for Excellence in Digital Government -- here a GSA. Which manages the digital analytics program. We're really excited to have so many of you join us this morning for this really put important webinar on digital metrics and how to develop customer satisfaction metrics for your agency. We have been hosting a series of webinars fto help agencies implement various milestones of the digital government strategy. We are really pleased today to have a couple great folks with us today we're going to walk us through what they've been doing to help their agency implement the metrics milestone, which is a 8.2 of the digital strategy. I think many of you folks know there's been a  focus in the last few months on performance metrics. There's a digital analytics program a GSA were agencies our signing up to use the common metrics tool. We're very hopeful that many agencies our getting on board with that. We also know that there is a focus on customer satisfaction and the need for agencies to meet that part of the digital strategy requirement as well. We wanted to host the webinar today to help agencies better understand the requirements for the customer satisfaction piece. Many agencies have been using commercial customer satisfaction survey tools like a ACSI, 4Q, some are using survey monkey. We wanted to do today was introduce you all to an in-house tool that HHS has been developing for quite some time, and it holds a lot a promise,  a lot of potential as a tool that perhaps other agencies can use as well. They've done a terrific job there in thinking through all the different aspects and nuances of measuring customer satisfaction. Let me introduce our two speakers for this morning. Achaia Walton is a web analyst at HHS, and she is done tremendous amount of work here getting HHS as a leader in terms of how they are measuring customer satisfaction and performance of HHS. She is joined by Craig Lafond, who's the deputy director of Web communications at HHS. Achaia and Craig have spent many, many years at HHS and other federal agencies in web analytics and have a lot of expertise to share with us is morning. Achaia and Craig, we will go ahead and pass it on to you. Thanks for joining us this morning. 

>> Thank you. Good morning everybody. We will jump into talking about the BLT tool. Just to talk about the agenda, we will do some of the backend work in terms of talking about some of the clearance requirements, and then click will jump  to the technical requirements and the tech the cool implementation. Then we will show you some of the user interface and some examples where we have used the BLT tool and then we will go to the admin part of the VO tool. Please feel free to send Alicia your questions and we will answer that at the end of the DEMO. In terms of the clearance requirements, I'm sure she'll I  can jump in here as well, basically, all of the surveys we've used in the BEOC tool have been cleared by OMB. Certain agencies like HHS have fast-track clearance for online customer satisfaction surveys. Your agency may have that as well. It would be good to contact the CIOs office to see if you have that in place. -- do you have anything to add regarding the clearance department? 

>> No. I think some of the questions may come up in the chat box is as you walk through it. There is a requirement through the paperwork reduction act if you are not familiar with it were any time you're doing and information lecture requests from the public, that you do need to get OMB clearance for that. Some survey tools, AJ SIA tool for us is as a blanket clearance from OMB, but if you're not using that tool, you do need to get clearance from OMB. We are looking for ways that we might be able to streamline that process, especially for these required questions as part of the digital strategy, since every agencies going to be taking the same approach. We're going to be looking into that the see if we can make this a little bit smoother for agencies. 

>> Awesome. Before we jump into the technical requirements, we want to talk about why HHS  built an in-house BEOC t ool. One of the challenges we have is that we manage a lot of priority websites that have different components. We have very offices and various goals within HHS. One of the challenges that we have is if we are starting to measure customer satisfaction and getting comments, it's great that we have open ended , those are always easy to quantify, but how do you assess all the data be back? How do you assess open-ended comments? You will see later will be demo the tool, what we demo the BEOC tool, it allows us to streamline some of that analysis pretty quickly so that even if you have limited human resources, you can still be able to measure and get some insights from your customer satisfaction metrics. There is really no excuse. We are hoping to integrate those with some of our quantitative and working with stream traffic so we can get a full picture of what is going on with their website and improving them. That is why we have built the BEOC tools and crack is now going to talk about the technical reports. 

>> You can see here are the technical read garments. Ruby and rails is a framework for building applications and it allows us to, very quickly, build and modify our projects, our applications. We are looking to build a Java version of this or find a partner who was interested in building a Java version with this and working together. Our goal is to provide this as an open source online for anyone to use. That target date is for December as a release timeframe. Is somebody's interested before hand, we will start working with them to get them started before we provide an online as an o pen-source. The other requirement are Microsoft 5.5, SQL 5.5, but again it can be modified to work with any database out there. As it says, there are two environments that we need to the administrative back in and then the user interface front-end. 

>> The way that the architecture is built of the system was built it is FY SM a compliant and continue scanning and review of our infrastructure in this system is a can be asthma compliant on anybody's architecture it is 50 a  508 compliant and we're continually checking to be sure any modifications are 508 compliant. For technical implementation of the system, we have two ways you can implement the questions on your website. And I frame is the original way we implemented it and then I frame, they so click, is just a window on your webpage that pulls the HTML page from the backend server and displays it on your page. It is a simple way of doing it but probably not necessarily the best way of doing it. We do have that capability. The recommended way of doing it is using the system as a web service, using HS. It is a little bit more c omplicated, but you have much better control, better security, and you build the front it on your webpage and it makes an MPI call back to the backend server which the response with the information that you need to build that page. It is a more sophisticated way, but in touch better way of doing it. A lot of you out there probably don't really know what that means, what if you talk to your developer, they will completely understand. If they have any questions, or you have any questions, just contact information at the end to shoot me your questions or connect me to your developers and I can get them answered. And talking about the different survey types, the BEOC tool actually supports three types right now. We have a site level survey, page level survey, and then up polls. On today survey we have an example on -- this would be paid on a site level survey. For our purposes within HHS, the site level services actually asked questions about the overall experience of the humor user on our site. It asks them if they bound information they were looking for today, how with their experience in using the site. The difference between a site level in the page level is that site level supports matrix questions such as this particular question, you can ask and have different answer options and different questions and be able to display it in the matrix style question. The page level such as the one we have on healthcare at Dove call you can embed it within a page with content and it will ask about the particular content of that page. This is more helpful for us in terms of looking at content specific metrics. We typically ask whether this page was helpful or not, and then I will show you later on how to use logic flow. It is a particular user answers yes or no, they will have specific questions based on their answers. The other neat thing about the BEOC tool, as well, is we can press the macro thank you page. We have a customized page for healthcare .gov once people commit. Speaking of the thank you page, the last type of survey we support on the BEOC tool are the polls. There are similar to page level where they don't have matrix. They don't support matrix q uestions, but the difference between a poll and a page level survey is that you can actually display the results of multiple-choice questions on the thank you page. For instance, we have an example here. When you submit the survey, you can display the results for the yes and no on the thank you page. The limitations to this is that you can only display for a maximum of two questions, and also because when we are trying to be considerate of the limitations, because a lot of the polls our embedded within -- pages, that we only limit it to 10 answer options. If you have more than 10 answer options, it will only list the 10 most popular based on both. 

>> Just to clarify, this has no look and feel to it there, it is a rock poll that she is showing you. This would be formatted into whatever size -- you needed specific. 

>> Those are the different types of surveys that we support and the BEOC so let's jump into the b ackend. I'm going to start actually from the very end of the navigation. With the BEOC tool call when you set up an instance, we're very considerate of the fact that certain agencies may have different offices and different sites. We have set up ways for you to integrate the print site into one instant as a BEOC tool. Sites is actually part of a misnomer because you can actually use this for groups. For instance if you are one office with multiple groups, you can set up to manage would different g roups. How this works is that using the -- you can manage the different users. Certain users will be able -- we have two kinds of users. One is basically to add man which has access to everything. We also have users that has limited access based on the site. You can limit users access within the BEOC tool based on the site. User access means to have access to everything you can create surveys, your responses but only for that specific sites. Add man has access to all the different sites. The other faction Alateen with the VOC tool as  is you can upload images into the tool. You can use call you saw the thank you page for healthcare. A lot of those images are actually hosted within the VOC tools. We have the ability to do that. We also use images to host some of the images that we would integrate into snippet if you want to integrate them into the survey question. In terms of creating a new survey, you can select the site so we will do testing, then you can name it. Then you can give description, create a different type go to page create survey work from here you can see -- you can create multiple pages. Then you have the ability to create some questions. For open-ended you can create a field or area and also you can create one of those and determine the size of the text field and create the question. You can also have the option to require an answer to that question. You can set what page you wanted i n. For multiple-choice questions, you can also require a question to t hat. As I mentioned, flow control which is basically logic, depending on the answer options. You can tell the survey for a specific answer option. You want them to go to a particular page and you can set the responses. And to save green, you can actually move answer options up and down if you want to edit the different order. For multiple-choice questions, we have different answer types. We have radio, drop-down, multi- elect and checkboxes. For radio, we have a specific feature like you saw on healthcare that if a user puts a response in, it gives them time to instead of them having to click on next page, there is an option for them that allows them to move onto the next page when they selected a response for that. There's also an option for you to either stack your answer options or put them side-by-side work you can also -- using . Matrix questions, you can basically put in instructions which is the statement. You can add different questions or delete them. You can put in multiple answer options and set the page. It is pretty straightforward. Adding a snippet call you could put in regular text there in style of for CSS are actually put in HTML. We use this a lot. For instance, when use all on the so thought bullying, first page. This is a snippet. You can put in HTML or text and basically add that in any part of the survey. Once you have created the survey, you can have a chance to preview i t. There's nothing there. Or you can publish it. Looking at the different surveys we have now, for instant -- when you created a survey, it will give you instructions on how to publish it. We have instructions for I-frame a s -- also the web service. You can also create different versions. For instance if you're doing a really great functionality without the burgeoning call you can embed or implement the survey and create multiple versions and your developers will not have to change the -- for instant, the survey as on the back in. Braces, be made a mistake creating your survey, you made a typo, what you can-do is create a new version and then publish it. It will change that survey automatically without your developers having to touch the backend of your website. The other neat thing about versioning to into what we've done at HHS is we've typically used version 1.0 is our testing mechanism and a sickly delete that when testing is over and cloned the survey and published that and make that are public version. It saves you some grief. As part of this page, you could see right here that we can customize the thank you page. You would be able to do that and update that as needed and it would be transparent to your users. That is how to create a page within the VOC tool. Let's go to the need is part, or at least my point of view, the need is part of the tool survey responses. This lists all the survey responses that you have here, we will look at stop bullying. You could usable link -- I'm going to go to standard view. It lists all of the inputs that you have received it so far of your page level survey. All of the things here to the left are basically all the default responses that we have received it through the survey. You can delete a record if you are seeing spam, but you cannot modify those for record management. You cannot modify response is within the survey responses. You can add/manage display fields. What we use is for is to classify the responses that we get. For instance what we can-do to improve this page. What we have done is basically start to classify to see what type of comment it is, whether it's policy related or related to the topic of the website or website functionality itself. If it's a website issue, what type of issue it is. Of its comment topic about policy, what are they talking about? The reason we do this is that it basically streamlines some of our reporting. As I will show you within the r ules, for stop bullying for instance, if I managers ask is, what are people saying about cyber bullying? Instead of going to the tool for different specific keywords related to cyber bullying, we can immediately look under comic topic comment topic and export those and summarize them for our managers. That's why we have this process and we would be able to have happy to talk to you if you're interested in duplicating that. We have export to see that -- functionality. The neat thing about this even though there's only 10 records within the page that you are s eeing, export to see if they actually export every record. I'm going to talk about advanced search because it ties into COC. We have a simple search that if  you type in a keyword and click on search it will bring up all the records that has tests its somewhere within a particular record. For advanced search, you can modify if you want to 11 it by day, for instance. If you just want to do all of the comments that we have received in October, for instance, you want to do date, add to include and search. It will pull up all of the records that you have a for all of the comments that you have received for October. When you click on export to see if it will, it will export everything that you have in place. If you want to export all of the October comments call you can-do an advanced sure search and then export that. You can also manager different display fields. As I mentioned some of this deprives builds we have our customized. You can add and manage those. We have three types of custom display fields. We have text, you can determine of default value for text. We have drop-down, and you can also determine the default value for the drop-down. And we also have check boxes. The neat thing about this for the drop-down for the check boxes is is allows you to sort of, if you have multiple people working to classify these comments, instead of if you type in videos a do B-uppercase-letter, or lower be it standardizes it so it makes it easier for when you have to do reporting. We have an example of a checkbox here. We have just released this just fresh off of development is a different view. As you're seeing now, as is actually my view. I prefer this view because I only prefer to see whether they found the page, how they can improve the page and whether it's a policy website or website issue. You can customize the print view based on the specific for the user. To add a new view create a name, whether it's default view for that particular user, at the display fields, remove them, put them in specific order and you can also set them, based on the different columns that you have added for your view. What you created that, you can navigate between those two views or at it the custom views that you have already created. That is the neat part. The other neat part of the view response is the manage rule. If you see here, when you've done the classification, you have different rules that we set up. This is what I was talking about regarding our managers wanted to do information about cyber bullying instead of us having to search for all of these keywords and compiling that report. All we have to do is an advanced search for all of the comments tonics that says cyber bullying. Basically it will put all of the keywords. What these basically do is it indicates to the voice of consumer tool that as the comment come in, , we can-do to improve the space. If it contains the specific keyword then VOC to automatically class supplies that is adult bullying or cyber bullying or whatever topic you want to do. The other thing about these rules if you want to e-mail n otifications, we use this a lot for -- links or broken links, you can notify site managers or conference managers to let them know that somebody has turned in a comment regarding broken links. I think that is pretty much it. As Craig mentioned, we are releasing this for open source  in December. If you want to talk in it hands in desperation for that, please feel free to contact us. Also, one of the things you could see there is no reporting functions currently. We are working on that. For people who are using analytics, they should be pretty familiar because the plans are too really make it as inclusive as possible. We are taking a lot of pages out of blue goal -- Google as far as customer reporting, exporting an automated e-mail. Stay tuned for that. It's going to be coming up soon. I think that's it. Any questions? 

>> There are questions. Thank you so much. This is been great. Let's just jump right in with the questions. Can you talk a little bit about how this tool integrates with other CMS is that you have used? 

>> Yes. We use are primary CMS is percussion. We have also set up WordPress and Drupal, and integration is s eamless. The user doesn't know that they are not still within the same site or system. We haven't had any issues integrating any of those systems. I could not imagine that any CMS would have an issue with the way that we run our integration. Especially since you have two options. You have the I-frame or the actual API call a Web services. 

>> Hey, thanks, this is Sheila again. I have a couple questions getting back at a higher level. One thing that's interesting about this tool that's different from some of the other tools that are out there is that you guys offer both the sitewide and also a page level survey. Have you guys manage that? Is it that you decide we're going to put the survey sitewide and also on the top pages? Or what is sort of your strategy there so that you also do not get overwhelmed with so much information, so much data that it's hard to process. 

>> With the page level, we look at it and integrated into our? Stream. We take a look at our Google analytics data and say, some of these pages are doing really will and we basically rely on the page level to give us an insight in terms of what they view about the content. What are the initiatives were also looking at is a sickly get the contents are here, what are people saying in terms of what q uestions -- we see a lot of types of comments were seeing on the page level and what were expecting to see on that particular page. They are not seeing it so we're looking at it from a content specific. Whereas the site level talks more about the overall experience that we relied more on that or slight architecture or design, for layouts and usability. A lot of the questions their are talking about whether they found information whether it's -- found, or whether they have issues with navigating to the site or finding information that they should've found really easily. 

>> And we do implement both on some sites. A lot of our side cap a level on every page insight level with in the template itself. That's very helpful it's very helpful that you guys have thought through that. Another question, in terms of the site wide surveys, some of the other tools that are out there are opt in where someone gets served at the survey after they've been on a couple of pages or perhaps on exiting the site. There's a whole methodology around that. What methodology do you guys use for serving out your survey? 

>> We embed a link at the bottom of all of our priority sites that says give feedback. We are finding in most of our s ites, we don't lack for feedback. People are pretty eager to give us feedback and those have been pretty sound in terms of data quality. One of the issues that we have with pop-ups is that it's hard to control that. It is also not very intuitive sometimes. If it pops up on the first page when a person hasn't completed their task, we either ignore the user or we don't get the full picture of the user experience. This is sort of the option that we have explored for now, and we're thinking along the lines of if we are seeing some sort of data trend that may be explore the pop up later on. Right now I think this option works for us were well ear. 

>> That functionality is don't into the tool right now, but it certainly would work with a wreck and is him -- mechanism that analyze the user if they went through and  determined when they should ask that question ear this tool could be integrated with that. Great. Thanks. 

>> A question came in that says, my understanding was that the basic Google analytics got through the digital analytics program at GSA meets the requirements for the digital strategy. Do we also need to have this t ool ? Sheila do you want onto back? 

>> There's two parts to the metrics requirement in the digital Everman strategy. It is the 8.2 milestone. There is information is by extensive information on this on how to .gov. If you don't how to .gov,  go to the home page, there are links to the digital metric milestones and a lot of information about the guidance there. There is two parts that agencies need to report on. There are the performance metrics. Those are the 10 performance metrics, such as measuring number of visitors, visits, page views, duration. That is where we use common analytic tools being provided by GSA for agencies to collect that performance data through the Google analytics premium package. Agencies are required to use the Google analytics code but that is a  -- if you do implement it, many agencies do implemented then you are meeting the requirements. The tool allows you to collect those 10 metrics. Some agencies have other analytic packages like web trend and , which will also collect those metrics, which you need to report on those separately because it's not going to go into the automated center reporting dashboard. The requirement there is for agencies to assign a point of contact for the digital analytics program. What you have done that, and most agencies have, then you get information on how to comply with the performance piece. The second pieces the customer satisfaction metrics. The requirements there are for agencies to measure for key m etrics. The first one being overall customer experience. The second one being completion rate of intended tasks with task completion rate. The 30s percentage of visitors likely to return. The fourth is other -- is likely to recommend. You need to report on those for metrics here, again, the Google analytics package doesn't allow you to do that. It will give you information that is close to that, but you need to actually use a customer satisfaction tool to get data on those for metrics. On how to .gov, we have listed those for metrics and we've also provided some suggested questions to use to get at those for metrics. You do need to measure both performance and customer satisfaction. We've also provided links to different tools to measure the customer satisfaction metrics. There is the HC SI which is the American customer satisfaction Index, there's , there's monkey, some of these are free, the ones that are free that we listed on it has to .gov, there's an internal service agreement that is the negotiated. Their pretty easy to use. The a CSI does have of the associated with it. It does include the tool in robust analytics. I think we -- to we have other questions? I think we have  a few more questions at upcoming? If you have more questions please feel free to e-mail the analytics website. If you have questions about reporting, well direct you to that because no one has a lead on w here . 

>> That's really important q uestion. Thank you for asking that. Thank you Sheila. Let's move onto some other questions. You a  talked about greeting dashboards that were similar to Google analytics and reporting. Have you thought about being able to integrate the tool with Google analytics? 

>> Yes. That is actually one of the things that we are hoping to do as part of the reporting development is integrating some of the page level and site level metrics and to the Google analytics data so we can really tie it into the quick stream data. In addition to people going through the process, really finding out why didn't they like either side or wide deny like our site so much, our webpages did they visit that made an impact on their comments. So really tying those in together. One of the things we are hoping to do is basically have, as part of the reporting functions in addition to the standard reporting, stander reporting, we're doing API so if you want to tie it into another dashboard tool, you can-do that and also integration into Google analytics. Unfortunately, we are only focusing on Google analytics so if you have any other web analytics tools, we would be happy to get your input and working with you and integrating that with your -- stream data. 

>> That being said, we're very open to working with other development teams across the federal g overnment. If there are teams out there that are interested in this tool and they are looking to do something different and they want to collaborate, we are very open to that. 

>> Great. Thank you. 

>> Regarding the site level s urveys, and you talk about how the site level survey relates to the digital government satisfaction metrics? Sheila, do you want to take that? 

>> Yes. I'll start and then click, feel free to chime in. The requirements in the digital government strategy require agencies to, again, collect those for metrics. They are required to be collected at the site level, not at the page level. Certainly you can-do the page level as sort of an added please, what the barman is collected at the site level. To report on those metrics monthly. And they should be reported monthly on your digital strategy pages. Again, you don't have to go to the page level up for the requirement these but you do need to recorded at the site level and collect that data and report on it once a month. 

>> You guys -- the tool obviously allows the agency to do that, w reck? 

>> Yes. The reason why it was implemented at the site level was going above and beyond just collecting those types of metrics. We were  we really wanted to know in addition to page level metrics type of feedback. What is the overall experience? Two major things for website is its skeleton, architecture design versus the me, which is basically the content. We needed to capture that data in some way. So a site level survey does that. Part of that is based asking about what were they looking for? What was there goal? What are they been able to complete that goal and if they did complete that goal, wasn't easy? If they did complete that goal, what are the different challenges that they have encountered and tying that into whether it was a usability issue, aside architecture issue or a design issue. Really knowing that information -- one of the things we do it HHS is we have a really good network in terms of how and what analytics work with, feasibility folks, our contact folks. A lot of this information is the foundation of that relationship. Great. Thanks. And let me just add here, this is Sheila again. This is really meant to be sort of a data report approach to measuring customer satisfaction. There's a lot of discussion when these for metrics were being developed as part of digital government strategy, are these absolutely the right questions? This is any bombing field. There's a lot of different tools out there. A lot of different approaches. The idea here is that these four we're meant to be baseline. They are database line and what we would like to do is over the next six months or so, is to put it out there, see how agencies our using the answers to these questions, seeing if these are the ones the best way to measure customer satisfaction, and they could be adjusted over time. They are, at the same time, based on pretty solid users. There was a lot of research done from reading analytics companies and firms, a looking at what agencies have been collecting over the years. I think there's a lot of presidents of using this for. Agency should not at all be limited to only asking those for questions. Those are meant to be the core baseline once that you start with, but if you're agency decides there is a wealth of other information that you want to collect, absolutely, you were encouraged to go well beyond just those for required ones. Just in the same way HHS has done and we wanted to share the tool today because it's going much much deeper than just those four questions. 

>> Thanks, Sheila. Also, Acadia and crake, would you be willing to share the questions? We have a lot of questions about your questions and how you develop them and if they work will and if you're willing to share the list of questions that you found that it worked will? 

>> Sure. We be happy to send you a template for that. One other caviar this we will probably have a section their work for instance, the first question is really site-specific so you wipe to feel that in for your own specific site. The other questions are pretty standard. Okay, great. We have the earlier question about the high site level survey relates to the digital strategy. I was a clarification on that, how to we know that that survey is asking the right questions? How does it ensure that those questions are on every site gathering the appropriate required metrics. I think, Sheila call you  mentioned that in the previous question. When you were talking about the data questions at that we are s till . We want to hear from agencies and what is working well. 

>> Absolutely. That is upping we will be thinking through in the coming months which is how to we get the backroom agencies? How well these questions our working? What kind of data your getting. Anna mentally, this whole exercise about being getting minimal data to help make informed decisions about how we improve our digital s ervices, and so it's really meant to be something that involves work we are really looking for some good input from agencies. We will be taking a look at that and moving forward. 

>> Great. I have some specific questions about the survey. Will the tool be able to tell you what page people were on when they accepted the survey are completed the survey? 

>> Yes. On the back into, they will was this page helpful has the -- so the answers yes ear. 

>> Great. This is a very specific question, on your USA .gov, they obviously deuced -- to other sites. People accomplish they're task and a goal to that page their linking too. The question is, can this tool handle people leaving? Well it still capture the data? 

>> That's a really interesting question. That may be something for further discussion. One of the things, just thinking off the cuff, one of the things you may want to do is have an in turn ask a page and have them fill that out. We have an experience that here because most of our sites pretty much cross-link within the site itself. 

>> Right. Can you talk about the tool that you're using to gather demographic info for your site, and how you've integrated that with the customer that these? 

>> We haven't really integrated it. We are using Quant cast and that is one of the things we are testing in terms of gathering -- one of the challenges we have was really getting demographic information approved by OMB. In addition it was going to be an additional burden because we were going to be asking a lot of demographic questions, we already have a pretty bulky site level survey. One of the things we are doing is taking a look at the graphics, analytics tools that we are testing out contacts and figuring out, actually one of the steps were doing nexus how to integrate that into different tools. 

>> Rate. 

>> Can't you talk about the process of getting the OMB clearance to use this survey tool? 

>> We get a fast-track clearance. One requirement is why a big bottle of Tylenol. Be prepared to go through a pretty lengthy process to get the generic clearance in place ear, what we did was we worked closely with RCA owes office to get a fast track clearance specifically for online customer satisfaction surveys. That took about -- because we were one of the first ones in that that came out -- it took us three to six months. It is, hopefully, become shorter now. We're about to jump into a for other types of surveys. From what I hear, it usually takes about three months to do the jerk but generic. Part of that is having to get some clearances for package support, for instance, Stopbullying.gov we had to submit questions for that generic clearance. I call that baby clearance, basically. Cells submitting that, OMB and we found they were pretty good at t his. Once we submitted to OMB we have five days to review that baby clearance and approve or deny it. I've been pretty good at that. That has allowed us to streamline all of these surveys or different priority sites. Even though there is a lot of headache of front, which is where Tylenol will help. It is definitely  definitely worth a because what you get that generic clearance in place, basically everything else becomes pretty easy. Thank you. We are certainly aware agencies need to implement tools on their site I January to be able to report on the stuff by January. Obviously, there is a work that needs to be done to make sure that agencies do not get caught up in the clearance process. This is something that we will -- without would be. There's different parts of OMB involved in the process. But we will bring that to OMB because agencies you see a CSI and there's already a blanket c learance. I think there is some clearance on some of the other survey tools out there. Hopefully, there's a way to fast-track if more questions are being asked by agencies that we could get this moving along pretty quickly. We don't want that to be a bottleneck, for sure. We are very aware of it and we will bring that up with a we'll be. 

>> Great. Thank you, Sheila. 

>> And you guys just show the site level interface again. Someone wanted to see that interface. 

>> Sure. 

>> If you want to see a different site level interface we can go to health care. That's another version. 

>> Also, there's a question. This really isn't and Alyce question, but when you are showing how to build a survey, one of the first things you did show us was how to create I feel that versus area questions. Can you explain the difference between the two of them? 

>> Yes I you is one of the short texts. When you input names, you don't collect PII first of all, but when you input something that is a pretty short answer, you use spelled. Then also text areas is more for really, really open-ended questions a lot. We -- other here. We use other text field where as page level -- this one is more of a text area. That is more for collecting birdie feedback. 

>> Paragraphs. B Mac yes. Grass or novels from some folks. 

>> I have one last question. Have you all thought about developing APIs or making the data available to create APIs for reporting purposes or other tool developments? 

>> Yes. Opening up the result set to an API is something we are looking at for multiple reasons. One so that we can-do better integration with our other tools like Google analytics. But also, we don't know where this is going to go with the digital government requirements and that might be a way for us to automatically update our content or our required data to OMB. 

>> So the plan is to create APIs, not for just responses but for some of the reporting. 

>> Right. 

>> That is huge. I think that is one of the things that I know OMB and others are looking forward to, is the fact that we need to figure out ways to streamline this reporting process. I think that that would be huge. I would just say, two, in relation to that call you been talking a lot about integration of the tools. I think that's one of the things that's really important in this whole process is that it's important to use a multitude of different tools and not just look at one tool let's say, there's the answers or eat that uses other t ool, maybe other tools give you different data to look at. I know we've got some questions kind of early on in the process with people being concerned about what if I report on a percentage of visitors likely to return but they don't really return to my site. The come here once. And then -- other context. I think it is important to collect data from different sources for customer satisfaction and performance data and also semantic total data cost of qualitative data and use all of that to paint a picture and a story about what is really happening on your website. Fast action date is going to tell you what people intend to do a what their preferences are, but it's also important to bear that up there that up with the actual data. If you are looking at from your customer satisfaction tool, peoples who say their likely to return call you want to look at it with your performance analytic package about what number of people are actually returning. The going to tell you different things and I think that's what would learn from the webinar today. That HHS is looking at this from different angles and their so many different ways to get valuable d ata. I think that is really fantastic ear, you guys are really models we're doing a deeper dive ear and getting it a true picture of how people our using are digital products. It is fantastic. Alicia, are we all wrapped up with questions and? 

>> Yes. That's all the questions. Acadia and Craig I want to appreciate your time today. I think this is such a valuable webinar. I want to remind everyone that we will be making this available on our on divided page and how to .g ov/training, and you'll have the recorded webinar, the slides, and the transcripts from today. You will be able to reach out to Acadia and Cragin if you have any additional questions or need information about the school. 

>> One last thing, we are going to be sending in the valuation about the webinar. Please look for that in your inbox, fill that out. I hope this creates -- events for the future. 

>> With that, Sheila, do you have any last thoughts? 

>> I think it's fantastic work I appreciate everybody joining us. We know there's a lot of questions out there about the digit digital analytics program. The -- and customer satisfaction page I encourage you to check out the -- on how to .gov. We have an FAQ page we been updating pretty frequently would do questions that come in. In fact we will take a look at some of the questions and come into this webinar and try to answer those on that how to not page as well. So without there in a more transparent page that we could share within your agency. I look forward to doing more webinars on the start topic, and thanks again, Acadia and correct, it was fantastic. Thanks everyone for joining. 

>> Thank you for having us. [Event Concluded]   
