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USAGoV’s mission is to
make it easierfor everyone to find and understand
the government services and information they need—
anytime, anywhere, any way they want.

We believe the public’s experience with government
should be easy, trusted, and reliable.
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We provide answers when the public has questions:

Servicios ¢ informacidn del Gobierno U.S. Government Services and Information

e Organicsearch drives about 75% of the 83 million annual sessions on USA.gov
and over 80% of the 9 million annual sessions on USAGov en Espanol.

e Phonebooks, operators, and our websites drive more than 1 million annual
inquiries to our contact center (calls, chats, and IVR self-service).



http://usa.gov
http://usa.gov/espanol

Get to know USAGov, Your Official Guide to
Government Information

00 o I

@USAGov connect.usa.gov/subscribe

Conozca USAGov en Esparnol, la guia oficial
de informacion del Gobierno

——
@USAGovEspanol

conectate.gobiernousa.gov/
suscripciones

USA.gov/espanol




We share solutions the public may not know about to
different groups through different platforms:

‘ 1,000,000 followers ‘
on social media:

Twitter, Facebook,
Youtube, Instagram

An average 100-200
viewers attendingour
bilingual live events. Our
peak is 15K viewers for a
single event.

‘ Over 263,000 uses of ‘ 850,000 email subscribers

our new scams chatbot
since itslaunchin
February 2019
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General public. Particularly those with
lower digital literacy or internet
connectivity.

Spanish-dominant Hispanics.
Particularly newcomers and those who
are not familiar with how the U.S.
government works.

Government Agencies. Public affairs,
communications, and program teams
interested in partnering with our
channels.



Our Role in a National Emergency

GSA’s Primary Mission Essential Function 15 (PMEF-15)
National Response Framework Essential Support Function 15 (ESF-15)

We provide official information via ...

202 Web ‘@ Phone

—
/5°  Social Media Chat
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https://insite.gsa.gov/cdnstatic/insite/OMA_24302_The_US_General_Services_Administration_Continuity_of_Operations_Mission_Essential_Functions_(Posted_Version_-_2-9-2017).pdf
https://www.fema.gov/media-library-data/1563815397989-09b126c09674ce4077dc1efed5833917/ESF15_2019_Final_07.19.19.pdf

USA.gov & USA.gov/espanol COVID-19 Web
Content

COVID-19 forced many government programs to quickly and frequently
change their policies and services.

Most government offices closed to the public
Some services suspended or greatly reduced
Deadlines extended

New and expanded benefits and services created

We stand in the gap to monitor and understand those changes and to
communicate their current and future impact on people’s lives.
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Government Response to Coronavirus, COVID-19 Respuesta del Gobierno ante ¢l coronavirus
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Getting or Renewing a U.S. Passport

A Please note important, temporary changes to the passport application and renewal
process doe to the coronavinus pandemic,

On This Page
o Applyfora WS, Passport

o Geta Passpont Quickly
o Check the Status of Your Passport

 Wnfopphic How to Get or Renew a LS,
Passport

Apply for a U.S. Passport

Please note: Due to public health measures to Bmit the spread of COVID-19, the Department of
State has fimited U.S. passport operations. Unless you have a Ble-or-death emergency, you should
walt until normal operations resume to apply for or renew your passport. Lo maore abot
limited passpoct operations due to the coronasdirus,

Como obtener o renovar el pasaporte

A Tenga en cuenta los cambios temporales en el proceso de solicitud y renovacién de
pasaportes debido a la pandemia del coronavirus (COVID-19).

Contenido en esta pagina
o Como solictar ol pasapocte de Etados  » Come renovar ol pasapocte de Estados
Unidos Unidos

o Centro Naclonal de Informacidosabre o Cudndo solicitar un pasapodte 6 persona
Basapottes

o Pasaportes par menoces de 16 afics .

pasapocte estadounidense

* lofografia: § pasos pora tamitac un e Yideo: chmo llenar of formulario para
Rasapoate de oifo ebtener un pasaporte estadounidense

Como solicitar el pasaporte de Estados Unidos

AVISO: debido a las medidas de salud pablica implementadas para Bmitar la propagacidn del
coronmdnus (CONID-19), of Departamento de Estado ha limitado los servicios

de pasaportes estadounidenses. A menos QU $¢ eNCUNLIe en UNa SItLaCon de emergencia
calificada como de vida 0 muerte, debe esperar hasta que se reanuden las operaclones
normales para solicitar o renovar su pasaporte. Ayer e mas.
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USA.gov & USA.gov/espanol COVID-19 Web Content

Coronavirus content we create is informed by:

e DHS guidance, NICCL calls, requests from agencies
e \Web data and analytics

e (Questions coming to the contact center

e Feedback from USAGov social media

e News coverage and program and policy research
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The USAGov Contact Center & COVID-19

Three main challenges:
USAGov Contact Center Volume

2019 W 2020

1. Volume surge e 29355
2. Staffing
3. Content gaps

|

37245

36237
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Contact Center Challenge: Volume Surge

The Power of the IVR

e Surge on USA.gov and State
Department lines
e Self Service Messaging
o Emergency IVR
o Contact-us page
e Hired agents

. -

Agenis” Spansh Calls
54

Agents” English Calls
28.0%

Calls Resolved in VR
663




Contact Center Challenge: Staffing

e Shelter-in-Place restrictions vs. brick and mortar operations
e Authorized overtime

e Relaxed HSPD-12 Security for new hires
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Contact Center Challenge: Content Gaps

e New, diverse, and ever-changing questions
e Limited content from regulatory agencies
e Curated FAQ document
o (Collected questions comingin on a daily basis
o Wrote answers, along with guidance on tone and empathy

o Update document with closures, due dates, forms, and links
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Analytics Support

Traffic to USA.gov/coronavirus

® Pageviews

150,000
100,000
50,000
March 2020 Agril 2020 May 2020 Juma 2020 July 2020 August 2020 Saptember 2020
Unique Pageviews Calls Chats Queries Emails Social Media
delivered touchpoints

More than 11 million COVID-19 touchpoints so far




Analytics Support

65% increaseintrafficto
USA.govin FY2020
and
102% increase in traffic to
USA.gov/espanol in FY2020

COVID-19 Related Changes to Traffic:

e Unemploymentwasthe#1 pageon
USA.gov in FY2020

e Food Assistance had 1.2 million
unique pageviews, a 450% increase

e HelpwithBillshad nearly 1 million

unique pageviews, a 148% increase

Survey Comment Topics
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Tetal Commants

Sources of Qualitative Data

Queries

Survey comments

Contact Center case notes

Social media comments & questions



https://www.usa.gov/unemployment
https://www.usa.gov/food-help
https://www.usa.gov/help-with-bills

Main Outreach Efforts During COVID-19
Re%ggggé%ontent directly from agencies of authority

e Simple retweeting/sharing, mirroring their messages
e Coordinate across USAGov + federal agencies

Social listening

e Replies to our tweets, comments on Facebook posts
e Follow hashtags
e Read the news, follow press events, listen to cross-agency calls

Use all of channels to maximize reach and meet people where they are

e Facebook, Twitter, Instagram, Email outreach
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Examplesof Simple Original Messaging
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Coronavirus (COVID-19)

How to prepare and
protect yourself »

What to do If you
think you are sick »

Alert E

. USAGev en Espafiol & o USAGovEspana! - 15
—— LB Baalatry o &8 vital. Hay muchos 10Cursos Dara Buscas spoyo,
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1-800-273-TALK (8255)

SuicidePreventionLifeline.org
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Protect yourse® bom health scams and fraud
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Mizacio Health Claims

Curo-afs tend £ Curw nothing, Bt 1hat doewn'l mesn they'se wafe

Get the latest updates
to spot, stop, and
avoid scams at
Consumer.FTC.gov.




Examples of Social MediaAggregation

. Poderst Shutent Ak O

Students, we koow ¢ (COVID-19)
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SCHOOL ATTENDARCE DURING
CORONAYIRUS (COYID:19)
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Para reprogramar o cancelar un pago
de impuesios, consuite las preguntas y
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Want to learn more?

Explore our channels for the real-time experience:

USA.gov and USA.gov/espanol

@USAGov @USAGovEspanol on Twitter
@QUSAGov @USAGovEspanolon Facebook
@USAGov on Instagram

USA.gov/contact
Blog.USA.gov

Any questions after today’s session? Email us at USAmarketing@gsa.gov.
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https://www.usa.gov/
https://www.usa.gov/espanol/
http://twitter.com/usagov
http://twitter.com/usagovespanol
http://facebook.com/usagov
http://facebook.com/usagovespanol
http://instagram.com/usagov
http://usa.gov/contact
https://blog.usa.gov/
mailto:USAmarketing@gsa.gov

Any Questions?



