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An E-Gov Success Story
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What is GovBenefits.gov?



2

GovBenefits is a one-stop shop for government benefits…

● GovBenefits.gov is…

– the official benefits website of the 
US Government…

– providing all US citizens…

– free information and eligibility 
prescreening services for more 
than 1,000 benefit programs…

– in both English and Spanish…

– as well as loan information 
through the sister site 
GovLoans.gov…

– and contact information for 
applying for the identified benefit 
and loan programs.
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…providing benefits in multiple categories…

– Awards
– Counseling
– Disaster Relief
– Financial Assistance
– Grants / Scholarships / 

Fellowships
– Housing
– Loan / Loan Repayment
– Social Security / Pension
– Volunteer Opportunities
– Child Care / Child Support
– Disability Assistance

– Education / Training
– Food / Nutrition
– Health Care / Living Assistance
– Insurance
– Medicaid / Medicare
– Utilities

● Benefit categories include:
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Why is GovBenefits necessary?

● Prior to GovBenefits.gov, 
citizens seeking government 
assistance must:
– Know which benefit programs 

existed
– Know which agency could 

provide program eligibility and 
application information

● Though Government benefit 
information was available on 
the web, it was dispersed 
across more than 30 million 
Federal and State web pages

?

Benefit Program Information on the Internet
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GovBenefits greatly simplifies the search process…

● To identify and obtain 
assistance through 
GovBenefits, the citizen    
does not need to:

– understand the Federal 
government structure

– know which benefit programs 
exist nor which agency hosts 
which program(s)

Benefit Programs relevant to the individual
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Millions have benefited from GovBenefits…

● As of 2007, GovBenefits has…

– Received more than 26 million 
total visits

• Receives approximately 9,000 
visitors per day

• Receives approximately 
250,000 visitors per month

– Referred more than 6.5 million 
visitors to agency benefit 
programs
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What is the history of 
GovBenefits.gov?
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GovBenefits is a partnership of 16 federal agencies…
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…with an array of various stakeholders…

Office of Management & Budget 
(OMB)

1 of 24 
eGov 

InitiativesPARTNER AGENCIES

• 15 Federal Partner Agencies
• DOL, Managing Partner

CUSTOMERS
Citizens

EXTENDED
STAKEHOLDERS

• Federal Agencies
• State & Local Governments
• Support & Advocacy Organizations
• Regulatory & Oversight Organizations
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GovBenefits launched in 2002, in just 96 working days…
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…was revamped in 2004…
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…and again in 2007…
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GovBenefits continues achieving value-adding milestones…

● 2002
– GovBenefits.gov was launched in just 96 working days…
– … making it the first of 24 E-Gov initiatives to go live

● 2003
– GovBenefits incorporated all Federal benefit programs and 

benefit programs from all 50 states

● 2004
– GovBenefits Governance Board and Change Control Board 

established
– GovBenefits UI revamped and launched in Spanish
– GovLoans.gov launched using GovBenefits technology, 

becoming the first “Customized Connection”
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● 2006
– Portal architecture 

implemented
– Site migrated from GSA 

to USDA
– ForeSee Results 

customer satisfaction 
tool implemented

GovBenefits continues achieving value-adding milestones…

● 2005
– Fee-for-Service funding model developed and approved
– Vignette Content Management System implemented
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GovBenefits continues achieving value-adding milestones…

● 2007
– Redesigned GovBenefits.gov and 

GovLoans.gov sites unveiled
– 5th Anniversary celebrated via 

webcast
– SSA’s BEST (Benefit Eligibility 

Screening Tool) adopts GovBenefits’
Customized Connection technology

– GovBenefits partners with FEMA to 
create and implement a Disaster 
Assistance Improvement Plan per 
Executive Order request
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GovBenefits receives ongoing widespread recognition…

Excellence.gov Top 25 finalist (‘04, ‘05, ‘07)

Top 20 Finalist for Intergovernmental 
Solutions Award (‘06)

Computerworld Laureate (’06)

E-Gov Pioneer Award (‘03)

FOSE Showcase of Excellence finalist (‘03)

Secure E-Biz Winner, Citizen Service, Federal 
CIO Council (’03)

Overall Performance Award for Excellence in 
eGovernment, The Performance Institute ('02)

Gracie Award for Excellence in Government, 
Government Executive Magazine (‘02)

“Hot Site!,” USA Today ('02)
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How does GovBenefits       
remain successful?...
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GovBenefits focuses on specific target audiences…

– Senior Citizens
– Veterans
– Low Income Individuals and Families
– Unemployed Workers
– Farmers
– Students
– Caseworkers serving at-risk 

populations

Although GovBenefits serves all US citizens, 
marketing and outreach efforts focus on:
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… using a variety of marketing and outreach efforts…

● Online Marketing
– Link acquisition – Linking to more than 3,000 sites currently
– Email and Direct mail campaigns – Achieving 130,000 

impressions in FY 2007
– Aggressive outreach plan in FY08 will surpass 800,000 

impressions
– Email newsletters – To agency partners and interested 

stakeholders

● Offline Marketing
– Public relations – Pitching stories to appropriate media outlets
– Media/advertising – Creating high-impact PSAs
– Direct marketing – Distributing more than 150,000 

brochures/posters in 2007
– Event marketing – Attending 3-5 events per year, such as 

Public Service Week and FOSE
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Metrics are used to ensure operational effectiveness…

GovBenefits.gov - Monthly Visits
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GovBenefits.gov - Monthly Transfers
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Transfers to Partner Sites

GovBenefits.gov - Monthly Referrals
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GovLoans.gov - Monthly Visits
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…customer satisfaction is constantly monitored…

Customer Satisfaction 
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…and improvement activities appropriately prioritized

GovBenefits
Priority Map

August 01, 2007 - August 31, 2007
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How can GovBenefits 
provide increasing value?...
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Citizens and agencies receive value from GovBenefits…

● GovBenefits currently provides value to citizens by…
– Saving research time (the “citizen minute”) by consolidating 

information from thousands of web pages into one location
– Ensuring that citizens are able to locate the benefit programs 

they are likely eligible for through prescreening
– Providing contact information for program application

● GovBenefits currently provides value to partner agencies by…
– Prescreening potential applicants to ensure only “A List”

candidates apply for assistance, reducing costs to agencies of 
addressing applications for unqualified individuals

– Providing information that precludes Tier 1 phone calls to agency 
call centers
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The Benefit Delivery Value Chain provides the vision …

● Program Awareness – Learning that relevant benefit programs exist

● Information Access – Accessing benefit program information

● Program Screening – Identifying appropriate benefit programs

● Benefit Application – Applying for benefit programs

● Benefit Adjudication – Determining applicant eligibility

● Benefit Consumption – Receiving benefits

Close
OutExecution 

and Delivery

11 26 2 5 1 17 8
Program 
Screening

Benefit 
Application

Benefit 
Adjudication

Benefit 
Consumption

Information
Access

Program 
Awareness
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…making online applications the next major milestone…

● GovBenefits currently narrows down available benefit programs to
those the citizen is likely eligible for…

● … and provides contact information for the citizen to apply for the 
identified programs.

● Citizens want to take the next step – applying online!

Close
OutExecution 

and Delivery

11 26 2 5 1 17 8
Program 
Screening

Benefit 
Application

Benefit 
Adjudication

Benefit 
Consumption

Information
Access

Program 
Awareness
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Online applications won’t come easily…

● Multiple hurdles exist on the path to taking online 
applications, including…

– Internal DOL resistance to taking responsibility for PII
– Substantial architectural modifications would be required
– Agreements on data standards must be reached
– Development and maintenance costs would skyrocket
– MOUs and IAAs would become increasingly complicated

● However, the Disaster Assistance Improvement Plan that 
GovBenefits is undertaking with FEMA may provide just the 
proof-of-concept, and opportunity, to further this vision…
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Disaster Assistance Improvement Program
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Key Things to Remember About GovBenefits…

● GovBenefits …

… is the official benefits website of the U.S. Government
… is for all US citizens
… features more than 1,000 benefit and assistance programs
… provides detailed program information and eligibility 

prescreening services
… allows searching by questionnaire, keyword, or category
… includes loan information via GovLoans.gov
… is available in English and Spanish, 24/7/365
… is soon-to-be the one-stop disaster assistance website
… is a one-stop resource for caseworkers
… provides free brochures and posters via request to 

GovBenefits@dol.gov
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Questions?  

Thank you!

… and please help spread the word!
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