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	1. Brief overview of your agency’s implementation of the E-Government Act as described in Section 202(g), including a summary description of an internal agency-specific initiative. 


The General Services Administration (GSA) administers .gov domain name registration for Federal departments and agencies, as well as for state and local governments and federally recognized Indian Tribes. This initiative (known as Gov Domain ) helps agencies to disseminate  government information and services, and ensures government information dissemination products can be made available on recognizable websites. As a result, internet users are assured they are accessing an official government website to obtain quality information and services.

Describe how the initiative is transforming agency operations. 

The creation and use of .gov helped brand Federal agency public websites, and soon became useful for establishing cross-agency public websites disseminating information and services to identifiable user groups, such as recreation.gov. This makes it easier for citizens to locate government information on the web and to know they can trust the information as official, government information. Similarly, the initiative grew to include all levels of government including states, cities, towns, and counties. Currently .gov hosts approximately 4,000 different second level domains of stats and local governments (second level domain names contain more descriptive information beyond first level domains of .com, .edu, .gov, and others).

With a few exceptions, civilian agencies have moved nearly all of their presence to the .gov space, as required by OMB policy (Policies for Federal Agency Public Websites, OMG Memorandum M-05-04).  There is also increasing interest from non-Federal U.S. government entities, such as state and local governments, and federally recognized Indian tribes, known as Native Sovereign Nations (NSNs), to provide service within the Gov Domain.  Many such governmental entities believe that citizens are likely to associate government at all levels with the Gov Domain (rather than .com or .net), and therefore, want the capacity of positioning their governmental portal to the public within this space.

Explain how your agency maintains an ongoing dialogue with interested parties to find innovative ways to use information technology for the initiative.

GSA collaborates with users through various councils and associations, such as the National Association of State Chief Information Officers (CIOs) to ensure the service meets everyone’s needs. Stakeholders meet at least once a year to review the .gov registration process and identify potential improvements. Gov Domain provides prompt service and can activate a new site online in as little as 48 hours upon receiving funds and a letter from an agency CIO. In emergencies, GSA will expedite critical requests, such as websites related to Hurricane Katrina relief. When preparing to register, government entities can refer to requirements listed on GSA’s web site, and a help desk is available to provide them assistance when registering their site.

We are involved with a myriad of participants in innovative technologies and methodologies involving the Internet.  Some parties that GSA maintains contact with includes: the Chief Information Officers (CIOs) of all executive agencies, the Federal CIO Council, CIOs and Chief Technology Officers (CTOs), of smaller agencies, the Web Managers Advisory Council and the Interagency Management Council.  Interaction with these groups allows GSA access to the latest technologies and the policy implementation methods.  Whenever policy and management practices are to be considered, we advertise to the public and industry for comments to get broad input.  Whenever web usability issues arise, we employ focus groups and audience testing to clarify the way citizens can expect to find information.

Identify external partners (e.g., Federal, State or local agencies, industry) who collaborate on the initiative.

The Gov Domain collaborates with several agencies and organizations throughout government.  The Federal Government has several points of contact through the Federal CIO Council, FirstGov and the Interagency Web Content Managers Forum.  An active participant with the Gov Domain is the National Association of State Chief Information Officers (NASCIO).  Every State has a web presence on the Gov Internet Domain and they share information and technology on how to leverage the best methods of utilizing Internet information for their states.  Other local government organizations are the National Association of Counties (NACo) and the League of Cities. A partnership also extends to the Department of Interior, Bureau of Indian Affairs (BIA). The BIA serves as customer center for all federally recognized Native Sovereign Nations.    

Identify improved performance (e.g., outcome measures) by tracking performance measures supporting agency objectives and strategic goals.

The potential of the Internet is not yet completely known.  However, the Gov Domain hosts approximately 4,000 second level domains accessing over 22,000 servers.  The Gov Domain resolves over 100 million page requests of information every day with a less than 1% failure to resolve rate.  The Gov Domain is not just web pages, but a central point of infrastructure for the Federal Government to communicate from point to point through email, TCP/IP and other protocols.  Since the policy change allowing the use the .gov domain by state and local governments, their use has grown to represent almost 55% of the total number of active domains. The majority of recognized Native Sovereign Nations are also now using these.

Quantify the cost savings and cost avoidance achieved through implementing the initiative.

The Gov Domain provides one factor that cannot have a dollar sign attached to it “trust”.  That key element is achieved through integrity in the governance of the domain and vigilant efforts with all stakeholders of the domain, so that citizens are willing to perform Government transactions online.  Online users reduce demand on traditional channels for public service leaving those channels available to serve those not online. 

When a well-designed Web-based service delivery channel provides higher quality service compared to traditional channels, utilization of the channel grows.  As a result, agencies can use the savings obtained from self-service online transactions to provide improved service levels to those attempting contact through other channels (e.g. phone-in or walk-in).  Ultimately, tax dollars are more efficiently used to benefit all.   

The importance of Internet access and its benefit to citizens and the Government is clear. One example is the Internal Revenue Service (IRS) forms distribution program.  When the IRS mails forms in response to a taxpayer request, the cost is approximately $3.50.  If the citizen instead prints these forms from the Internet, the cost to the Government is less than one cent with service delivery improvement.  At a fraction of the cost, the Government provides better service with instant delivery to the taxpayer, 24 hours per day.  In 2003, a total of 236.6 million forms were downloaded during the January to April 15, tax season.  Internet self-service is being adopted by agencies and businesses around the world to make service offerings more efficient and cost competitive, and the potential for savings and improved service throughout the Government is significant.  Every public service offering can benefit from the Internet self-service model.
Explain how your agency ensures the availability of Government information and services for those without access to the Internet and for those with disabilities for this initiative.

The Gov Domain requires that all Federal domains keep their web sites in compliance with Section 508 of the Rehabilitation Act for access to persons with disabilities.  The Gov Domain HelpDesk assists domain holders to get the resources needed to provide compliant web pages on the Government domain.  For Citizens who do not have access to a computer, the HelpDesk also provides the contact number 1 (800) FED INFO) / 333-4636 where they can get the same information orally.  For those with hearing impairments, we provide the Federal Relay Service where assisters interface with citizens with deafness with no charge to the citizen.

	2. Brief description of your process for determining which information will be made available on the Internet as described in Section 207(f)(2) of the Act and OMB Memorandum M-05-04 "Policies for Federal Agency Public Websites”.


Describe your process for determining which Government information the agency intends to make available and accessible to the public on the Internet and by other means.

GSA manages gsa.gov, GSA’s main portal, and FirstGov.gov, the official web portal to the U.S. government.  Gsa.gov and FirstGov determine what to post on their websites based on a 3-step process:  1) customer segmentation; 2) continual analysis of customer information needs; and 3) review of what GSA and the government have to offer for the two websites, respectively.  Using these processes, gsa.gov and the FirstGov staff update information on the websites every day.

As the first step in this ongoing process, gsa.gov and FirstGov conduct regular research to determine their respective key customer groups and sub-groups.  This research has led to the development of unique sections on gsa.gov for three primary audience segments:  federal government employees, the general public, and vendors.  Moreover, the research provided guidance for including unique sections on First.Gov for various audience groups and sub-groups, such as:  businesses, Spanish speakers, seniors, parents, kids, Americans living overseas, government employees, military personnel and veterans, etc.   

As the second step, gsa.gov and FirstGov determine what their audiences need and want.  
We regularly review:

· visitor e-mail;
· results of the online American Customer Satisfaction Index (ACSI) survey;
· phone calls to the National Contact Center (1-800-FED-INFO);
· most visited pages;
· most popular questions from our automated Frequently Asked Questions (FAQ) system (FirstGov); and
· most common search terms.
In addition, gsa.gov and FirstGov conduct periodic usability testing and focus groups with our visitors, and we review the latest research, polls, and other studies to determine what types of information our various customer segments require from us.  
As an example of how the research is used for gsa.gov, customer feedback has shown that customers’ requests for information from GSA include, but are not limited to:  travel/per diem/mileage rates; all of the various products and services offered by GSA, policy and regulations, how to get on schedule to sell products and services to the government, GSA auctions, surplus/excess property, and public buildings/real estate.
As an example of how the research is used for FirstGov.gov, customer feedback and research has shown us that the current top requests for government information are:  government auctions and sales, government jobs, benefits/money/taxes, forms, hurricane recovery, and contacting elected officials.  We ensure that these top requests are easy to access on FirstGov.gov.  

Teams of GSA Subject Matter Experts (e.g., Executive Editors, Content Owners and Content Creators) input new information, and revise and delete old information on gsa.gov using the process of continuous improvement and visitor feedback collected from the comprehensive web metrics model developed by GSA’s Web Metrics Group (including visitor e-mail analysis, usability and other studies, the ACSI, and web traffic statistics).   The Enterprise Web Management Group at GSA publishes gsa.gov content provided to them from the GSA Subject Matter Experts daily. 

FirstGov looks for what the government has to offer, including ways to highlight government information and services that may be less well known but of great value to the public.  We have built an extensive network of government web content managers across the country so we can stay informed of public interests and important government news, information, and services -- and provide easy access to those resources to all American citizens. 

Include a copy of the priorities and schedules for making your information available and accessible.

The GSA content inventory and priority schedule is posted on gsa.gov at:

http://www.gsa.gov/gsagovinventory.
FirstGov.gov is a portal which primarily links to other government websites.  Content determinations of what to link to are based on the following criteria and priorities.  This linking policy is posted on FirstGov.gov at http://www.firstgov.gov/About/Linking_Policy.shtml
FirstGov.gov staff evaluate all suggested links using the following criteria:
· Is the recommended website an official government-owned or supported website? 

· Does the recommended website provide official government information or services? 

· Does the recommended website complement existing information, products and services on gsa.gov and FirstGov.gov? 

· Is the recommended website accessible and applicable to a wide audience? 

· Is the recommended website's content relevant, useful and authoritative for citizens, businesses and/or government officials? 

· Does the recommended website's information appear to be accurate and current? 

· Is the recommended website's approach to the privacy of personal information consistent with the government's privacy and security policies? 

· Is the recommended website "user-friendly"?" 

· Does the recommended website meet one or more of the following "highly desirable" criteria? 

· The website crosses agency or intergovernmental boundaries (e.g., students.gov, fedforms.gov and nutrition.gov); 

· The website enables citizens, businesses and/or government officials to conduct transactions online (e.g., buying stamps or coins, replacing Medicare cards, and filing taxes); 

· The website provides citizens, businesses and/or government officials with the information they need to interact directly with government organizations (e.g., clearly available telephone numbers, street addresses, e-mail addresses and instructions); 

· The website provides citizens with information about service performance (e.g., Nursing Home Compare, AirNow and Ontime Airline Statistics); and/or 

· The website provides community-level information and services (e.g., MapStats, post office locators, Social Security Office locators, National Park Service Guides and veterans' facilities).  

Explain how and when such final determinations, priorities, and schedules were available for public notice and comment.

Visitors’ priorities for GSA-related information are determined in many ways, and gsa.gov allows visitors to comment and provide feedback about what is included (and not included) on the websitre via a “Contact Us” page on gsa.gov.  Customer feedback is also obtained from administering the ACSI survey.
FirstGov provides several ways to find out the public’s priorities for government information and allows visitors to comment and provide feedback about what is included (and not included) on the website.  FirstGov regularly publishes a page called “What’s on Americans Minds” which shows the most popular topics and links on FirstGov:   http://www.firstgov.gov/About/Americans_Minds.shtml.   

In addition, in FY2005, FirstGov launched a new automated system for tracking and responding to Frequently Asked Questions (FAQs):   http://answers.firstgov.gov/.   This automated FAQ system has been a huge success, containing answers to more than 2,000 of the most common questions asked about the U.S. government.  Because questions are listed in order of popularity, it allows FirstGov to track the most important information requested by the public.   If a new question is asked that is not in the database, we find the answer and add it to the system.   In this way, we have a continuous process for knowing the public’s priorities for government information and responding quickly to address their needs.   In addition, we offer a prominent “Contact Us” form on every page of the website, where the public can ask how to find a particular piece of government information, and we help them – within 2 business days.  

Provide the link where final determinations, priorities and schedules can be found on your principal agency website

http://www.gsa.gov/gsagovinventory.
Identify progress to date for permitting searching of all files intended for public use on the website, displaying search results in order of relevancy to search criteria, and providing response times approximately equivalent to industry best practices.

The search engine on www.gsa.gov was built using Verity's K2 Enterprise search software that has been specifically configured for www.gsa.gov to include all files intended for public use on the website.  The search results are displayed in order of relevancy to the search criteria, and also provides recommended results custom configured for certain search terms to ensure that the most appropriate results are provided for select search criteria.  Verity's K2 Enterprise does provide response times approximately equivalent to industry best practices.

The FirstGov search engine is extensive.   It searches millions of federal webpages, from every federal agency.   It also searches the top pages of state government websites.  The scope of the search index will expand even further, with the purchase of a new search contract with Vivisimo and MSN Search, which was awarded in September 2005.  The MSN Search Web service includes extensive coverage of government documents in its index as well as a broad set of filtering-related operators to improve relevancy and retrieval of results. With Vivisimo, FirstGov will be able to selectively crawl and meta-search federal, state, and local government-related content and cluster the combined MSN Search and Vivisimo results for easier navigation by FirstGov users.   FirstGov will also include government news and image search as new user features.   FirstGov has always met industry standards related to search response times, displaying search results in less than 1 second.   
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