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                                                                                                                                                                            U.S. Department of Agriculture eGovernment Program


USDA Project Plan Update

October 2003

Initiative Name: USA Services

Lead USDA Agency: GSA

Lead USDA Liaison: Ronald W. Anderson

Other USDA personnel participating in the initiative: FSIS, FS, OC

	Project Milestone

(including date)
	USDA Actions to Achieve Milestones
	Completion Date

(for each action mm/dd/yyyy)
	Where Today
	USDA Person Leading Action
	Assistance Needed to Complete Project

	Created an Office of Citizen Services at GSA to provide cross-agency customer service for citizens (02/2003)
	1. Establish Participating Partnership;
2. Establish Working Agreement Between FCIC and USDA;
3. Identify Agency Participants, early adopters.

	1. 03/2002

2. 04/2003

3. 10/2003

	1. Active

2. In Place

3. FSIS Participating (04/2003)


	1. Liaison

2. EGov Executive & Liaison

3. EGov Executive, Liaison & FSIS Staff
	3. Participation from other Agencies

	Integrated the Federal Citizen Information Center’s (FCIC) call center with FirstGov.gov to provide citizens with the ability to contact the federal government via telephone, e-mail, letters, or fax (05/2003)


	1. Brief Agency Public Affairs and Communications Officers;
2. Develop USA Services Roll Out/ Marketing Package for Agency Public Affairs and Communications Officers;
3. Roll Out

	1. 09/25/2003

2. 11/03/2003

3. TBD
	1. Briefing Completed, briefing package to be posted to the eGOV Web Site;

2. Package under development;

 3. TBD
	1. EGov Executive,   Liaison & GSA

2. EGov Executive, Liaison & GSA (Sofia Lorenzo)

3.  EGov Executive, Liaison & GSA (Sofia Lorenzo)

	2. Roll Out/Marketing Package highlighting

· 1-800 FED INFO
· Misdirected E-Mail Inquiries
· Tier 1 Inquiry Services

3. None Required At This time

	Added e-mail capability to FCIC's National Contact Center (05/2003) 


	1. Establish Misdirected  

E-Mail Box (NotUSDA)
2. Develop Routing of misdirected, Telephone and Email Inquires Implementation Check List (GSA)

3. Develop misdirected Telephone and Email Inquires Management Process


	1. 10/10/2003

2. 05/28/2003

3. 11/03/2003


	1. Request for mailbox creation made to OCIO TSO helpdesk (10/01/2003);

2.  Agency Contacts and Reps. to be identified  (11/03/2003)

3. Under Development
	1. Liaison, TSO support staff, & GSA Technical Staff

2. Liaison, TSO support staff, & GSA Technical Staff

Liaison, TSO support staff, & GSA Technical Staff
	1. The Misdirected –Mail Box will be ’NotUSDA’
2. Agencies will need to provide contact and rep. Information, GSA will provide USDA with its existing USDA Agency Contact Information.

None Required At This Time

	Official rollout of USA Services, July 2003


	1.  Utilization of USA Services multi-media contact center services

2. Agency review of the USA Services RFP for multi-media contact center services

3. Collaboration with USDA and agency partners to develop and pilot USA Services customer and citizen solutions (such as Tier 1 
Inquiry Services)

4. USDA 1-800 Telephone Assessment
	1. 1st Quarter FY 2004

2. 10/2003

3. 1st Quarter 

2004

4. 10/31/2003


	1. On Going

2. Copies of the Draft RFP forwarded to FSIS, FS and APHIS.

3. On Going

4.1-800 number data requested from NTSO, received 09/30/2003


	1. EGov Executive, Liaison & GSA (Sofia Lorenzo)

2. Liaison

3. EGov Executive, Liaison & GSA (Sofia Lorenzo)

4. Liaison
	1. Per our meeting with the CIO, all activities and action will be undertaken via a collaborative process with other USA Services Partner Agencies that have roles similar to USDA, for example:

· FSIS & FDA & HHS

· FS & Interior

· RHS & HUD

The Department of the Interior USA Services Liaison has agreed to set down with us to share experience and early results from Interior’s USA Services Pilot of Tier 1 Inquiry.

4. Preliminary analysis shows that for the month of JULY 2003 there were 648 ‘1-800’ numbers across 23 agencies or staff offices, call minutes were 9,394,654, the cost for these minutes were $216, 672.84, the cost per min was $30.23.
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