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Customer Relationship Management, or CRM, is a well-established business strategy that helps companies improve their understanding of customers’ wants and needs, in order to better serve those customers and increase their sales.  Citizen Relationship Management is the application of CRM to the relationship between governments and the citizens to whom they deliver services.  In both versions of CRM, the customer, or citizen, is treated as an individual who has a unique set of interests and needs and the right to customized, quick, and convenient service.  The primary difference between the two is that the government is in business to serve its citizens, not to maximize sales.   

In its drive to become more citizen-centric, the U.S. government is adopting CRM as part of its USA Services Presidential E-Gov initiative.  USA Services is the single gateway to government information and services, which are provided through multiple interconnected channels.  These include a toll-free telephone call center that can be reached at 1-800-FEDINFO; the official U.S. government Web portal, FirstGov.gov; an e-mail response capability; and a publication distribution center in Pueblo, CO.  In addition, USA Services supports a network of agency partners across the federal government by providing information and services directly to citizens on behalf of the agencies.

This newsletter describes the ways in which CRM is being employed by USA Services and other government initiatives to better serve citizens on the federal, state and local levels.  The stories offered here illustrate the broad scope of CRM projects across the country and around the world.  Lessons learned from implementation of CRM in different types of organizations can be instructive for governments at all levels that are seeking to improve their citizen customer service.  
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