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Our Information Channels

We provide citizens with the government information they 
need through channels of their choice

“It’s government made easy”
• Web: USA.gov and other web sites

• E-mail

• FAQ’s

• Web Chat

• E-mail updates

• Telephone: 1-800-FED INFO

• Publications: Pueblo, CO 81009
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USA.gov

• The official portal of the U.S. 
Government

• Catalogs millions of federal 
and state web pages for 
ease of navigation

• Best-in-class search engine 
for government information

• 1.5 million web sites link to 
USA.gov

• 97 million visits in 2007
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USA.gov

• Provides easy access to official government 
information and services from a single 
location

• Do not need to know organizational hierarchy 
or agency names

• Federal, state, local, territorial, and tribal 
information

• Rated #1 in the world by the United Nations 
World Public Sector report
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GobiernoUSA.gov

• The official Spanish portal of 
the U.S. Government

• Over 32,500 web sites link to 
GobiernoUSA.gov

• 1.6 million visits in 2007
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What Does America Ask Us?

• How to get Government Benefits and 
Grants

– Help with buying a home
– Starting or running a small business
– Social security
– Government grants
– Disaster assistance

• How to buy things from Government –
cars, homes, guide to buying

• International Travel
– Passport applications and questions
– Immunization needs

• Naturalization and Immigration
– Visas
– Check status of green cards
– Becoming a citizen

• How to get a Federal job
• Other areas of interest

– A-Z Index of Government Agencies
– Address change, drivers licenses, vital 

records
– How to comment on legislation or 

contact Congress or White House
– Money: wage and hour issues, 

investments, savings, savings bonds, 
credit, making a will, taxes

– Consumer protection: scams and fraud, 
ID theft, Do Not Call Registry

– Weather
– State lottery results

• Seasonal/Sporadic
– Taxes, foreign policy issues, disasters, 

top news items

Top Requests at USA.gov
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E-mail Us

E-mail form
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USA.gov Frequently Asked Questions
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Web Chat

Web Chat Window
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Other FCIC Websites

Pueblo.gsa.gov
•Order, read, print, or save 

publications 
•Product recalls and scams
•Consumer news from 

federal agencies
•Gov Gab blog
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Other FCIC Websites

Multi-language Gateway

Links to federal government 
information in 28 languages
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Other FCIC Websites

Kids.gov

The Official Kids Portal for 
the U.S. Government
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Other FCIC Websites

ConsumerAction.gov

Everyday guide to being a 
smart shopper and getting 
help resolving consumer 

problems
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Other FCIC Websites

Consumidor.gov

Spanish version of 
ConsumerAction.gov
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Other FCIC Websites

MyMoney.gov

U.S. government's website 
dedicated to teaching the 
public the basics of sound 

financial management 
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Other FCIC Websites

WebContent.gov
Web managers helping one 
another by sharing:
− experiences, 
− common challenges, 
− lessons learned,
− successes, 
− new ideas, and
− training opportunities.
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National Contact Center (1-800-FED INFO)

• English and Spanish 
agents

• Available 8am to 
8pm (M-F)

• IVR 24 x 7 

• Online 
Knowledgebase
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National Contact Center

• Outsourced to ICT Group, 
Lakeland, FL

• Almost 1.7 million calls and 
emails in FY2007

• Phone support for other 
agencies including Bureau of 
Consular Affairs, Dept of 
State:
– Travel abroad, international 

adoptions & abductions
– Emergencies: hurricanes, tsunamis
– Help with passport calls



19

Publication Distribution

• Consumer Information Catalog

• Pueblo, Colorado 81009

• More than 200 free & low-cost 
federal publications

• Full text available online at 
pueblo.gsa.gov

• Topics include health, federal 
benefits, money, housing, 
childcare, employment, small 
business, education, nutrition, 
cars, travel, and more

• 21 million publications distributed 
in FY2007
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Pueblo Publication Distribution 

• GPO facility, worked together 
since 1973

• 95% of work at the facility is for 
FCIC 

• 365 million publications from 
more than 40 agencies

• FCIC bills agencies and 
reimburses GPO for all services
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Consumer Action Handbook

• Helps with consumer problems 
and questions

• Lists contact information for 
thousands of Better Business 
Bureaus, corporate consumer 
contacts, and state and local 
government consumer 
protection agencies

• Available at 
www.ConsumerAction.gov
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Tools For Citizens

• Email Alerts: sign up to get an email when we add new 
information to our sites
– http://www.usa.gov/Contact/E-mail-subscriptions.shtml
– http://www.pueblo.gsa.gov/subscribe/

• RSS Feeds: add our feeds to your RSS reader and receive 
the latest news from us
– http://www.usa.gov/rss/index.shtml

• E-newsletters: receive our email newsletters
– http://apps.gsa.gov/FirstGovCommonSubscriptionService.php
– http://www.pueblo.gsa.gov/subscribe/
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• “Dear Abby”
– Retirement Planning Package

• Sunday, March 14, 2008

Using the Media 

“The U.S. General Services 
Administration Federal Citizen 
Information Center offers free 
information that could help you. Log 
on to www.pueblo.gsa.gov and look 
under the heading ‘Retirement 
Planning’ in the ‘Money’ section. 
You’ll find lots of good advice, and 
you can even order free and low-
cost booklets on saving and 
investing and much more. Or call 
(888) 878-3256 for a free Consumer 
Information Catalog.”
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• April 2008 issue of Real Simple
“Savvy Strategies for Buying Online”

• 2 million readers informed about 
buying safely online

Using the Media
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Spanish Targeted Mailing
(1.1 million pubs distributed)

Marketing Outreach

“Back of the Tax Refund 
Envelope”

(12 million envelopes)

Tax Refund Check Inserts
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“Monuments” 2006 PSA Campaign
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Channel    2007 
USA.gov visits 97,014,575
Other Web visits 21,636,892
Print publications 21,321,581
Toll-free telephone calls 1,716,990
Telephone calls for other agencies 33,450,157
Email 108,516
Subscriber emailings 5,375,948
Total Contacts 222,284,873

Our Public Contacts
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In summary   

• Citizens are eager to get government information and will 
continue to use a variety of channels (websites, email, 
phone, print) to contact the U.S. government

• Preference for using the Internet has increased while in-
person contact is declining

• Citizens expect that the information they get via a 
combination of channels will be consistent

• The government needs to keep up-to-date as new ways to 
share information services with citizens are developed 
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In summary continued

• Citizens expect the government to proactively ‘push’
information and services to them

• Citizens expect that their privacy and security will be 
protected

• Citizens’ expectations do not vary significantly by location or 
region across the United States
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THANK YOU!

Mary Levy
Mary.Levy@gsa.gov

General Services Administration
1800 F Street, NW

Room G-142
Washington, DC  20405

(202)501-1798
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