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GSA’s Technology Transformation Services

TTS provides agency-agnostic technology and information support to the federal 

government.

We do consulting and other reimbursable services through 18F and Presidential 

Innovation Fellows.

TTS Solutions operates cross-agency programs, like Search.gov, FedRamp, the 

U.S. Web Design Systems, Cloud.gov, Data.gov, Digital Analytics Program, and 

USAGov.

https://www.gsa.gov/about-us/organization/technology-transformation-service
https://18f.gsa.gov/
https://www.gsa.gov/about-us/organization/federal-acquisition-service/technology-transformation-services/tts-solutions#cloud.gov


USAGov is your guide to government information and 
services.

To create, organize and deliver timely, needed 
government information and services and make them 
accessible to the public anytime, anywhere via their 
channel of choice.
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USAGov Mission
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Bilingual platform

USAGov offers a full suite of bilingual channels

1-844-USA-GOV1 Websites
USA.gov

USAGov en Español

Email 
Subscriptions

Social Media & 
Chat Service



Types of content
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Types of content USAGov offers

● Emergency - in response to a national disaster

● Most frequently requested government information

● Bilingual content - English and Spanish (Brand Study)

● Directories (federal, state, and tribal governments)

● API (Application Program Interface)
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Emergency communications to the public

USA.gov, USAGov en Español
and the National Call Center

Website, Social Media, Email 
Communications

Daily calls with the other 
federal agencies during 
emergency situations
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Most frequently requested government information
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Content in two languages
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Brand study on Spanish website

USAGov en Español stood out (37.6%) as the option that best represents a 
government organization that offers government information and services in 
Spanish
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Brand study on Spanish website

When USAGov en Español and GobiernoUSA.gov
were the only two options provided, USAGov en
Español was the clear winner (71.6%)
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Directories
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Directories by Branch of Government 
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Directories - official Spanish translations 
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Our content available via API 

https://platform-api.usa.gov/
https://platform-api.usa.gov/
https://platform-api.usa.gov/#!/text_assets/Api_V1_TextAssets_index
https://platform-api.usa.gov/#!/text_assets/Api_V1_TextAssets_index


Specialized Content
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Specialized content

● Wizard tool

● Infographics

● Videos

● Featured Articles

● Voting information - on USA.gov and Vote.gov
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Consumer complaint letter wizard
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Infographics
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Videos
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Featured articles
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Individual featured articles
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Voting information



Accessible Content
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Accessibility

● How we make our content accessible

● Why was the “Disability Services” section added to our website
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We make our content accessible

We make sure that any functionality and content on our websites are accessible and 
available to everyone. To do this, we:

● Provide meaningful descriptions for images, audio files, videos, and all other non-
text elements

● Provide a complete transcript of any infographic
● Use bullets when appropriate, as it’s easier for scanning
● Make sure our content is accessible to individuals who use assistive technologies 

like screen readers, magnifiers, or special keyboards
● Include transcripts and audio description tracks for all audio and video content
● Use keywords at the beginning of headings so people can quickly grasp the 

content in a given section
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New Disability Services section



Social Media
Web Chat
Email Subscriptions
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Social media, web chat service, & email subscriptions

● Facebook, Twitter, Instagram, and YouTube 

● Web chat

● Email subscriptions

● USAGov Blog
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Facebook, Twitter, Instagram, YouTube

Our followers can:

● Have real-time and historic access to 
government information where and when they 
want it

● Get answers to questions by commenting on 
posts or sending direct messages

● Join the conversation within a topic of their 
interest through hashtags 
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Facebook post Twitter post
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Instagram
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YouTube channels
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Web chat service

https://www.usa.gov/chat

https://www.usa.gov/chat
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Email subscriptions

Our goal with email messaging is to communicate:

● Information that people need (for example, how to renew your 
passport)

● Messages that people want to read (for example, how to display the 
American flag) 

● Essential information that affects people’s lives (for example, food 
recalls)

● Emergency information - subscribers have the option to provide their 
state or ZIP Code to get timely emergency related emails
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The USAGov blog: sharing best practices



Website Analytics
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Website analytics dashboard 

https://www.usa.gov/website-analytics

Built using the same code as the 
government-wide 
https://analytics.usa.gov/

https://www.usa.gov/website-analytics
https://analytics.usa.gov/


Search
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Search

● USAGov government-only search engine 

● Search engine code

● Business keyword search
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USAGov’s search engine

Searches all .govs and all .mils
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Using government-only search (code) 

<form accept-charset="UTF-8" action="http://search.usa.gov/search" id="search_form" method="get"><div 

style="margin:0;padding:0;display:inline"><input name="utf8" type="hidden" value="&#x2713;" /></div>

<input id="affiliate" name="affiliate" type="hidden" value="usagov" />

<label for="query">Enter Search Term(s):</label>

<input autocomplete="off" class="usagov-search-autocomplete" id="query" name="query" type="text" />

<input name="commit" type="submit" value="Search" />

</form>

Insert our search box on your library’s website.

http://search.usa.gov/search
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Business keyword search



Improving User Experience
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Improving USAGov’s user experience

● Surveys

● Search terms

● Content: what we keep, what we don’t

● Where do people click the most?

● Improvement to overall navigation

○ Mobile Menu

○ Sticky Navigations

○ Content in accordions
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Getting feedback from the Public - Surveys
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Getting feedback from the Public - Search terms

Referring Search Terms from google.com Terms searched on our pages
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Content: what we keep, what we don’t
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Where do people click the most? 2nd most 

clicks on 

mobile

Most clicks 

on desktop

Not many 

clicks on 

desktop

2nd most 

clicks on 

desktop Most clicks 

on mobile
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Old mobile menu

● Reflected only 6 topics (out of 17)
● Users could only drill down 2 levels 

deep in our IA
● All second level topics would expand 

in the same window, making it hard to 
navigate (specially for keyboard 
users)

● The interaction with the navigation 
was overwhelming and at times 
confusing for users
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Old mobile sub-menu

“More Topics on this Section”

● This section was added to our site to 
supplement the lack of  topics not 
shown in the main MENU navigation

● Data told us that this section was 
barely clicked on

● When conducting usability tests, we 
observed visitors using mostly the 
“MENU” button as their main form of 
navigation
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New Mobile Menu

● It shows all topics on the first screen in 

menu

● Users can drill down to any level of the IA 

(up to 5) without leaving the menu

● It indicates the page a user is currently on

● Menu expands the full width of device giving 

room for long link labels and wrapping
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Sticky navigations

1 Main navigation
2 Back to top
3 Left navigation in desktop2

1

3

1

2
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Content in accordion style
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Content in accordion style - data



Experimental Projects
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Experimental projects

● Tooltips

● FAQ style pages from Google

● Chatbot
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Tooltips 
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FAQ style pages for Google 

We are experimenting with FAQ page schema markup 
that is supported by Google for providing content to 
their rich results.

https://developers.google.com/search/docs/data-types/faqpage
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Chatbot  



Thanks for listening!
Any Questions?
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Resources
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Resources 

• https://www.usa.gov/complaint-letter-wizard

• https://www.usa.gov/business-search

• https://www.usa.gov/contact

• https://www.usa.gov/federal-agencies/a

• https://www.usa.gov/agencies

• https://www.usa.gov/branches-of-government

• https://platform-api.usa.gov/

• https://www.data.gov/

• https://analytics.usa.gov/

• https://search.gov/

https://www.usa.gov/complaint-letter-wizard
https://www.usa.gov/business-search
https://www.usa.gov/contact
https://www.usa.gov/federal-agencies/a
https://www.usa.gov/agencies
https://www.usa.gov/branches-of-government
https://platform-api.usa.gov/
https://www.data.gov/
https://analytics.usa.gov/
https://search.gov/


Demo time!
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