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» Context: The Ecosystem
« Data.gov: The impact of democratizing data

« Giving government information and services
daylight

» Using analytics for effective feedback

Transparency
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Collahoration
Innovation
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GSA’s Office Of Citizen Services and
Innovative Technologies

Nation’s Focal Point for Information and
; w. | Services Offered by the Federal
"| i ' Government.

] F

e Experienced Leadership Cadre and Team

e Goal is to Provide New Ways for Citizens, Businesses,
Other Governments, and the Media to Easily Obtain
Information and Services from the Government Web, e-
mail, in Print, and Over the Telephone.

e Provide high-quality Customer Service to the Citizen.

e Provide Citizens with Simpler Access to Government
Services.

e Make Government More Transparent and Accountable.

e Lead Information Technology initiatives that Advance the
President’s Technology Agenda, including innovative e-Gov
Initiatives and Cloud Computing Initiatives.
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[ Agile and flexible
Cloud Infrastructure

Agile Application
Delivery

Host USA.gov
GobiernoUSA.gov
Search.USA.gov
E-gov initiatives

laas/Paas

Office of
Information
Technology Services
and Solutions

Citizen Services

OCSIT

Data/Analytics Driven

e

Major Components of OCSIT

print etc.

Platform

ﬁDeliver Customer \

Service to Citizens via:
Web, Social Media,
Mobile, Phone, e-mail,

u Federal Citizen
Information Center

B Center for Customer
Excellence

= Mobile Apps

m Citizen Engagement

Center for
Innovative
Technologies

\
KCIoud Computing \

® FedRamp ( Govt.wide security
C&A and continuous
monitoring of Cloud Services)

B Apps.gov
m Data.gov

B Open Government
Initiative/Citizen Services
Dashboard

kFedSpace /




» Context: The Industrial Revolution
—_ of data is here

d _application business
] ] eS|g N experience
“Data is the flint for o
organizations page Process project

for the next 25 years.” system
S technology .. usability user

ay Ozzie b
Chie¥50ftware Architect e L. . .
Microsoft Volume of digital information

increases tenfold every 5 years

I overtond 1]
Global information created and available storage
Exabytes
2,000
FORECAST
1,750
Information created Loatd
¢ 1,250
1,000
- i 750
5 ev/ 3 oo\ J Available storage S
- 250
Plus: the data is replicated many times over! 2005 06 07 o8 o0 10 11 °
Source: IDC
Will information creation exceed

storage?



> Context: Moving information &
- knowledge to the user

Program
Manager
Agency CxOs
~ : Customer ’
IT Operations AN Relationship =~ 4%
Strategic and Manager 3
Budget Planners -

Business
Process Analyst
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DATA.Gov

HOME | OPEN GOVERNMENT | FEDERAL | STATE/LOCAL/TRIEAL | SUGGEST DATASETS | DIALOGUE | METRICS

DISCOVER. ity and County Web Dataset
PARTICIPATE. Tho geopraphic nams datasot provides

a“mashup” of URLS forcity and county
web sites and city and county location
ENGAGE. o rom tho USBS Coographi rames
information System (GHIS). GHIS data

View the DATA.GOV catalogs: Includo: mcorporatedplaces, consi

\. 5 places, counties, and populated places.
m @ . = View more +
0oL oDATA

<lni>

RAWDATA T G
CATALOG CATALOG CATALOG

—)

ADVANGED SEARCH

W New Integrated Search

Search.USA.gov

tively participate in <

dar VILS odiy ech free of Data.gov catalogs and find re
»u1 How to Use Data.gov g

)ata.gov Blog March 15,2010 Search ﬁSA.gQ\(

Data.gov's Future: You're Talking, and We're Listening

.... and to the public

@ mternet %100% -

FEEET = T S T

GSA

+ Nana

IRS2go

Internal Revenue Service

iPhone Android

Do Now L d Now

IRS2Go is an IRS-developed app designed to help taxpayers in several ways. The app lets taxpayers
check on the status of their refund, sign up for helpful tax tips or getthe most recent IRS Twitter feeds
Download IRS2Go, then connect with the IRS whenever you want, wherever you are.

Tags: RS, tax, tax refund, tips

[

Smart Grid ' Platform Products Applications Services Partners News Room

a }
" u-ui. -

The Power of the Smart Grid =

@ tntornet # 1nne o

Decline of the info producer vs.
consumer paradigm



» Context: Maximum sharing and flow of
information and knowledge

As big an issue outside your organization as within it

* YouTube is now second largest search engine in the world
* 1.5 million pieces of content shared daily on Facebook
* On-line newspaper readers are up 30%

e 250 million visitors each month to Myspace, YouTube, and
Facebook (none were around 6 years ago)

 Mobile devices will be world’s primary connection tool to the
Internet in 2020



/;(v Context: Search analytics is alive!

Google pumS7=t= Search TUSA.gov

]

YaHoO!
S
* Less time looking for information and % New Integrated Search
then analyzing it S S g
« Structured searches tied to trusted r*}”’:blf"yl""?d s e
a_rtld well-indexed government web Search USA. gov
sites

Data exhaust — trail of clicks that users
leave behind, where value can be created ...
using algorithms that push more relevant
search terms to top of lists



http://search.usa.gov/?locale=en&m=false

/i’ Context: Entrepreneurs are Welcome!

Bob, Dave, Andrew Embody Spirit of (Near) Frictionless Participation
L . —

APPS FOR INNOVATION DEVELOPER CONTEST BERERER ‘ ‘ 3

The contest asked developers to build apps that demonstrate one of two B F EDERAL R EGISTER
categories: how innovation and entrepreneurship are impacting the U.S. S
Fconomy or apps that help consumers advance policy goals tbat support Monday, June 28th I
innovation. The contest was open to apps for any type of device or any Web
Platiorm. Clrrs s " r et
The People's Republ
[ TTer———e— mm o o Review of Antidum,
govpulse o Team (in spare time) -

: wins competition
: - (Jan, ‘10) by building
) more accessible
" Federal Register after
Q = posted on data.gov

GOVPULSE INNOVATION ONLINE TOWNHALLS

MOVEMENT NETWORK
e e

Critical Habitat for the
Bear
We

www.federalregister.gov: www.innovationmovement.org: www.wested.org



http://www.federalregister.gov/
http://www.innovationmovement.org/
http://www.wested.org/

/;(' These intersecting trends = New realities
Information Management, Business Intelligence,
Knowledge Management

To mention a few.......
* Self service knowledge workers and consumers
* Exploration + free-form analytics (co-exist)
* Simple interface and plain language
* |T pushed to develop simpler, low-effort and agile application
designs

(e.g., OMB IT Reform Plan calling for agile development and
solution delivery in months not years)

GSA ‘ Elo “Smart Government”




/* Data.gov -- Democratizing Data

GSA

& .DATA cov

EMPOWERING PEOPLE

HOME DATA ¥ TOOLS COMMUNITY METRICS OPENDATASITES GALLERY WHAT'SNEW

Earthquake and Tsunami
Datasets and Information
Worldwide M1+ Earthquakes, Past 7 Days

RadNet Map Interface for Near-Real-Time Radiation
Monitoring Data

Search other related datasets
World Earthquake Interactive Map Demo

ACH OUR CATALOGS

Longitude and latitude, state, address, name, and SEARCH »

zip code of farmers markets in the United States

DATA AND APPS COMMUNITIES OPEN GOVERNMENT

e 379,933 raw and geospatial datasets Come explore, discuss, meet others in the Latest News: Japanese Earthquake and
o 949 government apps same field, and develop the data and apps in the Radiation Data
& Do e s cgmmumty that you care about ng in the
i 3 discussions by going to communities below that Real-time alerts and data related to the
e 44 mobile apps interest you earthquakes off the coast of Japan and radiation
¢ 172 agencies and subagencies levels in US

OPENDATA SEMANTICWEB

« Suqgest a dataset or app!



Access Data

Programmatically through
a Consistent API

com,

D 2009 Report to Congress on White House Stal

* Create Ric
~ Visualizat
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From Data to Interactive Analytical Views

€ so0ata -
b b ] 2
2008 Agency Expendiures
e Ot Eae
45,784 800 300 o

mare info The column headers should have
descriptive info. It is very hard to decipher as is.
eply Inappropriate
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Measure Data
Usage & Civic
Engagement

Promote Participation



/* Building Communities

€ \DATA Gov et

Communities

Data.gov » All Communities

&~DATA.\ 5OV / HEALTH
Open Data

HEALTH
INDICATORS
WAREHOUSE

(e )

“DATA.GOV / 1AW 2Logn| @ Sintp

&

Challenges Law Data Community

Data.gov » All Communities

@ DATA oy

HOME DATA * TOOLS COMMUNITY METRICS OPENDATASITES GALLERY WHAT'SNEW

DEEPWATER HORIZON RESPONSE

&*DATA.\ YOV " SEARCH »

HOME DATA ¥ TOOLS COMMUNITY METRICS OPENDATASITES GALLERY WHATSNEW

LEARN

Data.gov in the Classroom Shout Out to Teachers

K-12 EDUCATION UNIVERSITIES EDUCATION IN THE WORLD

Restore the Gulf
Open Data

Semantic Web
Health

Law

Ethics

Agency points of
contact

OECD

Developers

Open data research
Climate

Education

< SR K&«

Energy
Marine and coastal

Foreign trade
products

Statistics
Food
Geospatial

Human rights




» Open Government Ecosystem — Outreach to

_—

Developers HHS Community Health Data Initiative

new york presbyterian hospital

Local Listings Wikipedia
pency 1657 it . :
ummhmm‘xh':.‘:,um"“"" Now Yok Brasbitenen New York-presbyterian Hospital
T LT fospital New York Presbyterian Hospital - Top NYC Doctors, . .

0 [

matio” cies PO ark Draehut - "
info emerge” vew York Fresbytenan NewYork-Presbyterian Hospital is one the most comprehensive unversity
New York Presbytenan
Hospital Cornell
New York Presbytenan
Hospital InfoNet
New York Presbytenan
Hospital Employment Rated over 8 (out of 10) Memorial Sloan-Kettering Cancer Center
Columbia Presbytenan This hospital: 68% Rockefeller University Hospital
Hospital New York State average. 57% Hospital For Sp I

hospitalcompare }

pare YOV Manhattan Eye, Ear And Throat Hospstal

s
o Doctors New York

JHS

FPresbyvtenan Hospila

HHS launches CHDI June Mercy Medical Center NewYork-Pre\ > Hospital - Wikipedia, the free encyclopedia

NY NewYork." “tew York City =

2nd - demonstrating 20+ , t.wo Myl Innovation. Microsoft ns and
apps recently built or D on:
improved by innovaor e
across the country -y “Hospital Compare” data in
data HHS has made public P p
(with much more to come) < search results

new york presbytenan

)




/”' “Blue Button” Liberates Personal Health
Data

An On-line Tool for Veterans, Medicare Recipients

mMedlcare.gov Welcome, Chris Smith | Sign Ouff

t are you looking fi Search Frac

w( The Official U.S. Government Site for Medicare

B [3] Messages | & My Account < Live Help & Print | ? Help | Espaiol

L o STATES I, R 1 ot MHV | S€3

VA Home
G On the Go Report

Home » Breadcrumb » Breadcrumb » Breadcrumb
On The Go Report: John Owen Rovpue2d

Personal Profile

r
e you
Chand
1ade A coun! pa!swa Name: Nancy Hoyle Date of Birth: 11/23/48 Part A Effective Date: 6/12/2000
c
(ot (MAV) I hguan» My )
catthe et | r\de"‘(" tant fact® ur datd Address: 1234 Main Street Gender: Female Part B Effective Date:  6/12/2000
5ith jour™ nal '5h other imP° Downloﬂd yo Baltimore MD, 21244
heat along ¥ 3)'
find it 3 Proﬁ‘e 0 Home Phone: 410-123-3456 Weight: 190lbs
My g 5
p Email Address:  sample@email.com Blood Type: BB+
se 0
In C2
Emergency age YO d
ah Mj,n‘oni-“” Recent Plan Changes
pers
e
your
data reliable Primary Insurance XYZ expired on 01/22/2010
4 ot L e
ame: % matio” s
your 7 L fo
yi
o ? tif Emergency Contacts
em 8t
our © |ac!
b\e"(p Y e in oM P Name: Nancy Hoyle Name: Nancy Hoyle
con
W Address: 1234 Main Street Address: 1234 Main Street
Baltimore MD, 21244 Baltimore MD, 21244
Relationship: Sister Relationship: Sister
o
(co? Home Phone: 410-123-3456 Home Phone: 410-123-3456
AP
T
ye nfo work Phone: 410-123-3456 Work Phone: 410-123-3456
10
o
et

www.va.gov/open: www.mymedicare.gov



http://www.va.gov/open
http://www.mymedicare.gov/

/)l" Open Government & engagement continuum

Energizing and Brainstorm
connecting ideas, questions,
communities suggestions

where they are

\ [/

: Deeper
Connecting ENGAGEMENT Discussions with
employees CONTINUUM Specific
within and

: Communities
across agencies

7N\

Collaborative

Collaborative drafting such as

problem-so_lvmg regulations,
and sol_utlon policies, process
creation steps



/;(v Challenge.gov — easy, simple

=% Challenge.gov™

Government Challenges, Your Solutions

HOME FIND CHALLENGES
allenge.go a place fo e and
(OVeE = O O = Al U PIODIE 0l0|> =
g p and Pa pate 0
Featured Challenges B::

Apps for Healthy Kids
ron) Created by U.S. Department of Agriculture
HEALTHY $60,000 in prizes to create innovative, fun and engaging software tools and
games that encourage children directly or through their parents to make
more nutritious food choices and be more physically active.

View details

Winners tbd [ $55,500 @ 10
About 7 hours left in prizes supporters

GSA Recent Challenges

[ g S |

o ) 1
Fanded
|

-
£
APAYSY
BROWSE ,3%
R
GOVERNMENT CHALLENGES ]
Categories
Science & Technology (2
Environment (2
Health (3
Education (17
Economy (3
Defense (2

International Affairs (1
Immigration (1
Test Category 2 (2

Departments &



/i' A Collaboration Platform is Alive!

HAPPS.gOV

IN BETA

m How it Works Find Tools V’Sign up

1 Sign Up 2 Pick
for free, policy- your product. Right
compliant tools. now, we have blogs
(Federal agencies only) and a challenge tool
Get Started Now! Eind Tools

See our tools in use

[ & & & ]
Your Voice Matters

Help improve USA . gov

The USA.gov team used our blog
to gather public input on their site.

GSA

with tools that are free* and policy
compliant. That's easy!

Returning User? Forgot Password?

Engage the public

.

.

 free for federal agencies only

3 Build

we'll build it for you,
send you an email
when it's ready

How It Works

Your Email: |
Password: |
[ remember Me COORN
Help Contact Us
Benefits

free . hosted by GSA . 508 Compliant
secure(C&A) . customizable . statistics

SignUp ©
How it Works

4 Customize

Select a theme,
upload your logo,
add content.
Learn more

Check out our Release Blog

We've set up a blog where we'll

share release notes,

news and B I O g

tips to help you get started.




GSA

Expanding collaboration governmentwide

* FEDSPACE

Connect. Discover. Share

Connect
With People

Find and save contact
information and follow
colleagues' activities in most
federal agencies

Learn More About FedSpace 4

@ What's Fedspace?

Designed "for Feds, by Feds," FedSpace

enables government employees to work securely

and collaboratively across agencies by
leveraging common tools, making content and
resources available more consistently, and
providing web 2.0 technologies

Learn more about what makes FedSpace so
different and how it can work for you

Discover Content

Not everything is project-based
Find topics ranging from
telecommuting, retiring from the more
federal workforce, and more

Create And Share
Content

Write your own blog posts,
contribute to group work, and

Participate In
Communities

| &

Get work done in project teams
across agencies: share
documents, drafts, discussions,
and much more

Get Started Now

News & Announcements

20 New Communities in FedSpace

FedSpace Alpha users have already made a
splash in FedSpace, starting a number of new
communities and discussion forums

FedSpace Aplha Releases

FedSpace makes its debut in the Alpha release
Over 150 Alpha users were invited to try out the

8 Join In!

What's going on in FedSpace?
Communities and Discussions on topics like
v Section 508 and IT accessibility
v Data Visualization
v Eamed value management
v Cloud computing
and more!

Get Your feet wet in FedSpace - Join us as an

alpha user!
Get Started »

& Internet




/;(v Services to Citizens via Multiple Channels

Search’ﬁSA.gov

BETA

Face-to-Face

R TR

CONSUMER ACTION HANDBOOK The Customer

Experience

Web

Social media Intermediaries



/Jf' Simple, Plain Effective Public Interfaces

GSA

Home | FAQs | Site Index | E-mail Us | Chat

Get E-mail Updates | Change Text Size m
l |SA gov ,O SEARCH 1-800-FED-INFO (333-4636)
™

Government Made Easy
Search Trends Os=ama bin Laden Death | 9/11 | Flood Warnings | Green Card Lottery
Get Services Explore Topics Find Government Agencies Contact Government
Assistance and Recovery After Disasters POPULAR TOPICS
Get Help * Apply for Assistance 1. Government Jobs
* Recover and Rebuild 2. Benefits

If you need help
following recent
tornadoes or other
declared disasters,
apply for assistance at

800-621-3362 (TTY: 5. A-Z List of Agencies
800-462-7585).

* About Tornadoes .
Government Auctions

W

Vital Documents

o0 12
Just for You ... Featured App: IRS2go Take Our Poll
« Citizens Check your tax refund status, sign up for If you're getting a tax refund, what will you
_ . tips, and much more. do with it?
* Businesses and Nonprofits Learn more = )
* Government Employees 7 Add to savings
* Visitors to the United States K Buy food
* Seniors Pay bills

* Military and Veterans Buy non-essentials

Other

MORE AUDIENCES FIND MORE APPS VOTE TO SEE RESULTS

0000



* How Your Customers Find You is as Important
as What They Find When They Get There

usiness - The U.5. Government's Official Web Search - Mozilla Firefox

Wiews History  Bookmarks Tools  Help

" c % {87 IE|http:,l’,l’search.usa.gov,l’search?query=smalI+business&Iocale=en&m=&commit=Search ﬁ_:'_'f - I'-.lV|G00gIe

smoke Mail | |j Basecamp b Highrise €It GitHub @) Fivotal Tracker E= ZenDesk | E= Searchdemo E= Demo Analytics B= Demo Admin | —* US&.gov E= Analytics = admin | | Trends

1 busii - The U.5. Govetr I ==

USA.gov | GobiernoUSA.gov | Email USA.q

Need Larger Text

Government Web | Images

SearchﬁSA.gov

. ISmaII husiness Search |Advanced Search | Busgue
Govt-centric en sspariol
related topics (Rdated Topics )
Results 1-10 of about 20,600,000 for ‘small business' Web results by Dlﬁg Hand-edited
» Business Law tlight
» Business Link A spotlig
. Business Gov Small Businesses
Small Business Administratio * Small Business Credit Act of 2010 + Small Business Administration
Govt-centric United States Law ) « Federal Grants * Small Business Planner
» Federal Loans » Srall Business Opportunities Info.
FAQs & forms Related Questions and Ansu¥rs * Srmall Business & Self-Employed » Office of Small Business Utilization
Tax Center
» |IRS: Resources for Small
Businesses
» Small Business Administratidn \
(S84) _ U.S. Small Business Administration-Your Small Business Resource
¢ Unlocking Credit for Small Information resource for small businesses, small business owners and prospective business
Businesses OWhErs
http:dAwaeney sha.gowf - Cached
Source: answers.usa.gov Grants Plan Your Business
Free Online Courses Arc Loan Prograrm
Related Federal Form Finance Stan-U_p_ A_hout SBA )
helateda feasml [oTms Free Online Training Financial Assistance

» Election by a Small Business Business.qov - Official Business Link to the U.S. Government
Corparation J \Eusiness.guv provides inforrmation and resources that help small businesses cormply with J

GSA

Office of Citizen Services and Innovative Technologies 23


http://search.usa.gov/search?sc=0&query=small+business&locale=en&m=&commit=Search

Wobile Apps = Product Recalls

Recalls.gov E

Recent Recalls Ml Y|

Jun 28, 2010 - Big Freworks. »
Super Lightning Rockets

Jun 28, 2010 - Radio Systems.
Power Adapters for PetSafe 3
Heated Wellness Sleepers pet
beds, Radia Systems Power

Jun 28, 2010 - Pure Base
Distrbution Issues Allergy Alert 3
on Undeclared Milk and Wheat

in "Pure Base Garlic Spread -

Jun 28, 2010 - INZ Disiributors

LEARN MORE ABOUT APPS

Product Recalls

Check food, drug, car, and product recalls from across the federal government.

Android Mobile Web

Download Now

Note: To install the Recalls.gov App on an Android device outside of Android's App Market, you will need
to enable Unknown Sources. On your Android phone, go to Settings > Application Seftings and check the
Unknown Sources checkbox. After the Recalls.gov App is downloaded and installed, you may uncheck
the Unknown Sources checkbox

When you're buying and using products, safety comes first. And now, with this product recalls application,
you have vital safety information available whenever and wherever you need it— right on your mabile
phone.

Mabile Apps = USA gov

Contact your Government

FED-INFO

e i)

SA.gov
Government e’ Made Easy

EEER

View st in: Motie | Clssic

ARN MORE ABOUT APPS

USA.gov

General Services Administration

Mobile Web
m. -

USA.govis government made easy. USA.govMobile site and iPhone app allows you to search federal,
state, and local government websites and contact your government by phone or email

Tags: contact, elected officials, government, iphone, mobile-fiendly website, officials, Search, search
government

Mobile Apps = My TSA

My TSA

WELCOME BACK

Washingion, 0C, VA
i Fosgan Washgon s gt

Lat
Hortn Pir

21-30 e

Think Mobile Apps

LEARN MORE ABOUT APPS

My TSA

Transportation Security Administration

Mobile Web
Now www s 0

hitp:fwww ts3.govimabile

“My TSA™ gives you 24/7 access to information that passengers frequently request from the
Transportation Security Administration (TSA).

“My TSA™ provides a tool to find out if an item is allowed in your carry-on or checked baggage, information
on |D requirements and liquids rules, tips for packing and dressing to speed through security, and real-
time operating status for U.S. airports from the Federal Aviation Administration (FAA).

Tags: air travel, iphone, mabile-friendly site, Safety, , travel i TSA

o ediinePlus

Search MedlinePlus

Health Topics
Conditions, diseases and
wellness

Drugs

Prescription and over-the-
counter medicines

Current Health News

MedlinePlus Mobile

National Institutes of Health

Mobile Web

m.medlineplus...

http:iim.medlineplus.gov

Browse health information, find important drug information, and explore health topics in English or
Spanish from your mobile device

Tags: consumer health, Health, medline plus, mobile-fiendly website, National Institutes of Health, nih




»* Has Forced Us to Turn Information Silos into
Analytical Insights

Voice of
Customer
Data

Industry
Click-stream ANALYTICAL Trends &

Data INSIGHTS Competitive
Data

Call Center Site “Health”
Data Data



/)f Maturity Roadmap: Web Analytics

Level 5

Pervasive

Level 4
Collaborative

Strategic
Level 3_ Planning
Strategic Balanced
Scorecard
Level 2 Managed
: Performance
Tactical » Search Engine
Optimization
) + Campaign
Level 1 Behavior Optimization,
Aware Optimization banners,
. «  Path e-mails
Web Metrics Navigation * KPIalerts
« Hits «  Dashboards
 Top 10O Pages . Multiple
*  Browser Stat Session
*  Top Entry/Exit Strategic Web
+ Keywords
«  Security
+ Etc 360 View of Customer
- S
Optimizing the Channel

[ Business Driven, Working on Metrics, Accuracy and Process

IT Driven, “feel good” information, few decisions and minimal Value




_—* ...to answer the “Why” Questions

“Face-to Face” Visitor Input

Visitor Satisfaction

On-the Fly Visitor
Experience

Traditional and Online Focus
Groups: increase the frequency of
focus groups to receive invaluable
information about visitor experience
and satisfaction, as well as input such
as ideas, thoughts, and other
feedback for changes and
improvements

Usability Tests: increase the number
of usability tests throughout the life
cycle of any site for major and minor
concept and site design changes

Online ASCI surveys (Foresee
Results): enhance, optimize and
expand ACSI measurements across all
of the OCSIT sites for better and more
accurate measurement of satisfaction
within OCSIT

Phone Surveys: continue to conduct
phone surveys and correlate data,
where applicable, with online satisfaction
surveys

Single-question online pop-up
surveys: Introduce (where possible)
short “exit” popup questionnaires to get
specific, tactical, on-the-spot visitor
feedback

A/B and Multivariate Testing:
plays a key role when comparing
various versions of a website
(whole pages or specific page
modules/sections) to determine
the effectiveness of each. More of
such tests are needed today to
ensure that visitor needs and
expectations are met on an on-
going basis in their “natural”
environment

Expanding the Reach of Customer Voice...

information silos to discover new behavior segments, trends and patterns.

. Apply data mining and knowledge discovery techniques within the Voice of Customer data sources and the other
GSA






