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Web Content Managers Best Practice Awards (2005)
Best Practice Being Nominated: FirstGov FAQ Solution

Website URL: http://answers.firstgov.gov/

Best Practice Category  (You can nominate the same website or agency in more than one category).   Read descriptions of each category
� 
Website Design  

x
Website Content 

x
Citizen-Focused Online Services  

� 
Services for Defined Audiences EQ \O()


� 
Governance and Web Management  
Describe the Best Practice :  Please be specific about what it is, why it's a best practice, 
evidence that’s it’s been successful, and how it could be replicated at other agencies.    
(limit one page)
GSA’s National Contact Center has placed its call center and e-mail knowledgebase on line to create the FirstGov Frequently Asked Questions (FAQ) Solution. Leveraging frequent FirstGov e-mail inquiries and phone calls answered at the National Contact Center, the FirstGov FAQ Solution is a groundbreaking, self-service solution for citizens. Citizens can search for answers to approximately 2,500 commonly asked government questions ranging from “How can I obtain a grant?” to “Why are gasoline prices so high?”  
The site has been a major success and is one of the largest online FAQ pages in government. Since its launch in April 2005, the FirstGov FAQ Solution has received over 1 million hits. The FirstGov FAQ Solution is easy to use and intuitive.  Upon arriving at the site, citizens are presented the most frequently viewed questions. If users do not see their question on the first page, they can simply perform a general search or choose to search by topic category. Once users pick a question and view the answer, they have the option of leaving positive or negative feedback on it. If users are unable to find the information they are looking for, they have the option of clicking on the “Ask Your Question” tab and sending an e-mail.  These e-mail questions are answered within two business days and used to determine opportunities for content development.
The Firstgov FAQ Solution is a best practice not only because it allows citizens to serve themselves, but it allows the National Contact Center to create and enhance content using citizen feedback and statistics on most frequently viewed answers. The FirstGov FAQ Solution is truly the product of citizen usage.  National Contact Center phone and e-mail agents use an internal version of the knowledge base that mirrors the Firstgov FAQ Solution. The National Contact Center analyzes statistics from this internal site and the FirstGov FAQ Solution to know what questions citizens are asking, real-time, in all channels. We update the FAQ database’s content based on what we find. We truly give the citizens what they want.
Other agencies can replicate the National Contact Center’s methods by creating a self-service knowledgebase for citizens and tying their feedback and usage together. Since many agencies already have FAQs, the application of the latest technologies will allow the most organized and useful presentation of the content for the public, while also providing information on that content’s usage.  The future plan for the National Contact Center is to partner with other agencies and leverage their FAQ’s to bring citizens more specialized content. As the National Contact Center works towards this next goal, the FirstGov FAQ Solution will continue to respond directly to citizens’ needs. 
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