DOI E-Government Project Summary

	Project:

	USA Services

	Managing Partner:

	General Services Administration

	Project Manager:

	Stuart Willoughby, GSA


	Project Description:
	Provides Federal agencies with a multi-channel customer contact center that can assist in responding to citizen inquiries in a timely, professional manner.  

	Participating Agencies:

	Agency for Int’l Development

Department of Agriculture

Dept of Commerce

Dept of Defense – Off/Secretary

Dept of Energy

Dept of Interior

Dept of Justice

Dept of Labor
Dept of State

Dept of Transportation

Dept of Treasury

Environmental Protection Agency

General Services Administration

Health & Human Services

Housing and Urban Development

Nat’l Archives and Records Admin

Nat’l Science Foundation

Small Business Administration

Social Security Administration

Veterans Affairs

	Major Project Deliverables:
	- A one-stop that citizens can use to obtain information about the Federal government.

- A multi-channel contact center that agencies can use to assist them in responding to citizen inquiries
- A contact center that agencies can use to redirect misdirected citizen inquiries

- A contact center that will assist agencies in responding to inquiries generated in response to special events

	Accomplishments:
	- February 2003:  A contractor-operated contact center was established to serve as the prototype for USA Services.

- July 2003:  USA Services was officially launched.

- February/March 2004:  Vendor proposals in response to an RSP for a new contractor were evaluated by a cross-agency team.
- As of June 2004:  20 of the 24 agencies have signed MOAs with GSA to work with it as a partner in the initiative
- As of June 2004:  nine agencies have signed MOAs with GSA to redirect misdirects to USA Services

- As of June 2004:  six agencies have signed MOAs with GSA to use USA Services

- In May 2004 alone, USA services handled 780 Tier 1 e-mails, 9,023 Tier 1 telephone inquiries, 8,025 Tier 2 e-mails, 135,547 toll-free calls (about 20% were redirected from other agencies as misdirects), and 272,062 assisted network calls (IVR).

	Major Project Milestones:

	- September 2004:  Fifteen agencies to have signed agreements in place re: misdirects

- September 2004:  Nine agencies to have signed agreements in place re: Tier 1 inquiries handling

- February 2005:  New contract awarded to vendor who will operate contact center.


	DOI Involvement in Project:
	Interior is participating in the USA Services e-gov project in several ways:
- By providing an Advocate/Partner representative to the USA Services coordinating team (Sheri Harris)
- Contracting with GSA to handle Tier 1 phone inquiries to FWS’ 1-800-334-WILD inquiry line (FY04, subject to renewal in FY05)

- Via an agreement with GSA to handle Tier 1 e-mail inquiries to Recreation.gov
- Under an agreement with GSA to handle misdirected citizen inquiries for DOI and its bureaus.

	DOI Milestones:
	- July 30, 2004:  DOI begins forwarding misdirected e-mails and phone inquiries to USA Services

- September 2004:  FWS decides whether or not to continue using USA Services for FY05

	DOI Representative:

	Sheri L. Harris, OS-PPP
(202-208-7342, sheri_harris@ios.doi.gov)

	DOI Bureau Involvement:
	FWS:  Anita Noguera 
(703-358-2294, anita_noguera@fws.gov)

	Last Updated:

	June 22, 2004


