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Launch  

Presenter
Presentation Notes
In his State of the Union address, President Obama laid out a vision to help U.S. businesses compete both here at home and abroad and give them every tool they need to succeed. Part of that mission involved developing a new platform that will make it easier for small business owners and exporters to navigate the federal bureaucracy to access to information and find resources to start or grow a business. That project, BusinessUSA, is already underway and has made tremendous strides in improving the customer experience interacting with the federal government. We need your agency’s help to keep it moving forward.BusinessUSA combines information and services from 10 different government agencies through one consolidated website and coordinates telephone support through a single toll-free number. The site already presents hundreds of business resources, in one place.BusinessUSA was launched on February 17 and is quickly becoming a one-stop shop for small businesses and exporters. Whatever services a business owner is looking for, he or she can find it on BusinessUSA – whether it be support to grow a small business, export financing, counseling and training to help sell goods and services overseas, or various loan programs like SBA small business loans, USDA farm loans, and NOAA fishery loans.Mission - To make it easier for America’s businesses and entrepreneurs to access government resources and opportunities to help them  grow and create new jobs.  Vision – To improve the way government interacts with its customers by providing consistent, timely, accurate and easy solutions through a nationwide network of integrated business assistance providers.
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The Challenge  

Presenter
Presentation Notes
Too Many Silos Facing Small BusinessesCreating more confusion and frustrationDifficult for small businesses to navigate or to know where to start  Speak the language of government, which is often foreign to new small businesses rather than   No accountability for for the customer experience 
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The Solution  

Presenter
Presentation Notes
The future makes it easier for American small businesses to grow their businesses and create new jobs.Instead of many agencies operating without a single focus…BusinessesUSA connects federal, state and local resources through one website and one hotline.One website:  business.usa.govOne hotline:    1-800-FED-INFO (1-800-333-4636) Federal Wide Contact Center  �� How Does It WorkA “No Wrong Door” approach provides access to resources, opportunities and information no matter where it is locatedA single common platform links hundreds of websites, call centers and offices through One websiteOne single toll-free number Ability to tap into several search engines and filter information by need.Interactive forum and user feedback tools help direct and improve content to meet business needs



BusinessUSA Subscribers 
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Gmail, Yahoo, Hotmail, & AOL make up 55% of total subscribers 
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Presenter
Presentation Notes
Success Factors:35,000+ subscribers1.69M pages viewed 6,23K unique visitors 62 widgets, button and linksFederal, state, and local partners
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Next Steps:  Re-Designed Website  
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Next Steps: Contact Center Pilot 

 Phase I Oct 29th -   1-800-FED-INFO “warm” hand-off  

Acme Co. 
Business LLC 

BUSA 
NCC 
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SBA 
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“Warm 
handoff” 

PTO 

ITA 
Pilot 

Phase I – BUSA Tier One Contact Center Support 
Answering telephone and e-mail inquiries on a variety of business-related 
topics, including but not limited to small business owners looking for 
opportunities to expand their business, individuals looking for entrepreneurial 
business opportunities or business programs, financial or grant assistance for 
small businesses, assistance with intellectual property matters, data and 
information to support business decision making. 
  
Phase I – (a) One-way warm transfers from BUSA to BUSA Partner Agencies 
 
The NCC will transfer calls to the following partner agencies 

U.S. Small Business Administration  
U.S. Department of Commerce, U.S. Census Bureau  
U.S. Department of Commerce, U.S. Patent and Trademark Office  

  
Phase I – (b) - Assess the impact of warm transfers to Partner Agencies. Begin 
bidirectional transfers.  

 
Total calls transferred from NCC to Partner Agencies  
Breakout of calls transferred to each Partner Agency  
Average Call Length  
Any call processing issues  
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Contact Center Pilot Expansion 

 Phase II - Additional warm hand-offs  between partnering 
agencies (TBD), beginning in FY 12 and bridging into FY 13 
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Phase II- Addition of Partner Agencies to Warm Transfer Protocol 
BusinessUSA anticipates adding partner agencies to the network, the BUSA CC 
will add partner agencies to its warm transfer procedures 

Additional partners will develop their respective capacity to accept 
warm transfers from the identified Partner Agencies  
The BUSA CC will conduct fully functioning warm transfers between key 
partner agencies. 
 
Proposed agencies:   USDA, DOL, DOD, HUD, additional DOC 
Proposed date:  2 February 2013 
  

Additional Partners 
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SDC/CIC & BusinessUSA 

Partner With Us! 
 
 Visit the website at business.usa.gov 
 Spread the word via your on-line digital media channels 
 Feature BUSA in your newsletter 
 Assist us in scheduling training webinars  
 Submit feedback for continuous improvement 
 Add the widget or button to your business facing websites –  

http://business.usa.gov/link-to-us  
 Join the BusinessUSA community and add your resources 
 Send out email blast to your business community  

Presenter
Presentation Notes
For more information on marketing & outreach opportunities, contact Willette Allen, Marketing & Outreach Manager, BusinessUSA via email at willette.allen@sba.govor via phone on 202.205.8520.

http://www.business.usa.gov/
http://business.usa.gov/link-to-us
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Thank You 

Willette Allen 
(202) 205-8520 

Willette.Allen@sba.gov 
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