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Date:      June 22, 2010
To:        All Agency Misdirect Partners
Subject: Misdirected E-mail Program



The Current Misdirected Email Process
It’s been several years now since we here in GSA’s Office of Citizen Services began the Misdirected E-mail program.   As you know, we maintain the National Contact Center (1-800 FED INFO and USA.gov e-mail inquiries), answering questions on all manner of inquiries from the public.

Part of our mission is to help other agencies handle the public inquiries they receive from the public.   Many agencies are burdened with valid inquiries that come from citizens, but which have nothing to do with the mission of the agency.   Rather than spend their own time trying to help the public figure out where to direct their calls and e-mails, we suggested you offer the 1-800 FED INFO number to callers or forward their misdirected e-mails to us to answer.

We established a process for each agency that opted to participate.  That agency forwards their misdirected e-mails to a central mailbox (still at their agency), and from there, the 
e-mails are forwarded to a unique mailbox (one established for only that agency) at our National Contact Center.  Once received at the NCC, our agents answer the e-mails, and at the conclusion of each month I send each agency involved a report on its misdirect activity.

The New Process
This has been cumbersome for many agencies, and difficult to publicize.   So we’ve streamlined the process.   From now on, your staff can forward their misdirected e-mail directly from their individual government e-mail boxes to a common central mailbox at our National Contact Center.-- misdirect@mail.fedinfo.gov.    You do not have to maintain an intervening mailbox at your agency for them to be routed through, nor do you have to direct your e-mails to your special mailbox at the NCC.  They can all be sent directly to misdirect@mail.fedinfo.gov instead.

If you want to leave your setup as is, you can still do that.  We’ll redirect the e-mails through the new system.

If you’ve never quite set up or publicized having your employees send their e-mail to a central mailbox at your agency, you can use this opportunity to introduce this simplified method instead.  Just tell employees to forward their e-mails to misdirect@mail.fedinfo.gov.

Requirements
As always, we cannot accept e-mails with attachments.   And the one requirement that we have is that your e-mails are forwarded from a recognized government domain (those ending in .gov, .mil, .edu).  To maintain the integrity of the process, we will not accept e-mail referrals from personal e-mail addresses or non-government domains.

In addition, we’ll need to know the government domain from which e-mail is being received.   I’m listing below the domains from which we currently accept e-mails.  If you have another domain you’d like to us to recognize, just let me know and I’ll arrange it.

Monthly Reporting
Finally, in another effort to streamline the process we will just send one consolidated report to all agencies involved, rather than individual reports.  You’ll still be able to see the counts for your agency on this report, but it will exist as one line on a report displaying information for all participating agencies.

Publicizing the Easy New Referral Process
Here’s how you can publicize this service, taken from our own daily GSA Info Update to all employees (and you don’t have to do anything behind the scenes to implement this):

POINT A CITIZEN IN THE RIGHT DIRECTION 
Please help fellow citizens find the correct federal agency to answer their questions. Forward e-mails that do not relate to [your agency name here] and can be answered by other federal agencies to misdirect@mail.fedinfo.gov.  Do not forward spam, scams, or undeliverable messages. Please refer misdirected telephone calls to 800-FED INFO (800-333-4636). 

If you have contacts at other agencies that would like to forward their misdirected e-mail (those not already on the list below), please give them my name and number/e-mail address.   I’ll make sure their domain is added to the list of acceptables.


Currently Accepted Domains

@usdoj.gov
@hud.gov
@gcrm.gov
@epa.gov
@usaid.gov
@usda.gov
@hq.doe.gov
@gsa.gov
@doc.gov
@si.edu
@ssa.gov
@ed.gov
@bts.gov
@do.treas.gov
@ios.doi.gov
@nsf.gov
@nara.gov
@nasa.gov
@nrc.gov
@va.gov
@medpac.gov
@hhs.gov
@grants.gov
@sec.gov
@sba.gov
@neh.gov
@omb.eop.gov
@ntsb.gov








Eileen Dewey
The National Contact Center
Federal Citizen Information Center, GSA
image1.jpeg
GSA




