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Government customers want information that is accurate, timely, trustworthy, relevant, understandable and consistent across all channels of communication.  Therefore, Federal agencies must understand the needs of the customers they serve and, where necessary, change or improve the way those needs are met.  As a result, customer contact centers have become a pivotal point for Federal agencies to interact with customers via the telephone and the Internet.    

The Government Contact Center Council (G3C) consists of representatives from various Federal agencies that administer contact center operations.  By sharing best practices, research, and personal experiences G3C representatives work together to improve services provided to the public by contact centers across the Federal government.  

G3C council members take advantage of the knowledge gained from the implementation of new technologies (e.g., Web Collaboration, Web Chat and Web 2.0 concepts) and other emerging technologies and processes to find more cost effective ways to deliver quality services.  Through these shared experiences, G3C members are able to facilitate practices in their respective agencies that improve the overall customer experience by leveraging the use of telephone automation and Internet services.  As a result, Federal agencies are more efficient at meeting their goals and improving how the government serves the public, now and into the future. 

Vision: 

We believe government customers should be able to: 
· Accomplish their most critical tasks quickly and easily via their channel of choice.  
· Trust government-provided information to be accurate and easy to understand. 

We believe Government Contact Center Council Members should: 

· Collaborate to share best practices and lessons learned from the implementation of multi-channel contact methods.
· Use knowledge gained at contact centers from customers to facilitate with agency management continual improvement of agency services
Primary Goal: To achieve this vision, we have chosen one primary goal to be the focus of our council’s work for the next year: 

 Increase agency cooperation and collaboration 

Activities: To increase agency cooperation and collaboration, our council will: 

· Identify opportunities for collaboration in new social media.
· Identify opportunities for members to network with each other to become more comfortable working together.
· Facilitate interagency collaboration to improve service delivery across government.
· Facilitate interagency collaboration to improve the effectiveness of contact centers during national crises. 


Secondary Goal: Focus our council’s work to: 

Improve members’ knowledge of contact center best practices. 

Activities: To improve members’ knowledge of contact center best practices, our council will: 

· Provide opportunities for members to learn about each other’s operations and best practices. 

· Provide opportunities for members to learn about best practices in the private sector.
· Encourage the sharing of research and studies conducted by one member’s agency with the whole council.
· Identify opportunities for new learning and training of members and their staff.
Task Groups: 

To accomplish our vision, we will create the following workgroups: 


· Training and Development group to identify training needs and to coordinate with GSA to have those needs met. 
· Technology and Innovation group to collect and share information about new technology and contact center innovations, and to identify and suggest guest speakers for monthly meetings. 
       
· Emergency Collaboration group to develop a plan for collaboration of contact centers during national crisis.
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