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January, 2010 

 Please share this free monthly with others who serve Government’s customers, and visit us 
Your news and comments are always welcome at Daryl.L.Covey@noaa.gov  

News items must be received by the 25th of each month to be considered for the next issue. 

 Happy New Year! 

  
**NEWS** 

 Networking @ GCS ‘10 
Our next Government Customer Support Conference program is set for April 19-22 in beautiful Alexandria, 

VA. 
Details on this year’s informal evening networking outings will follow here next month – stay tuned! 

 Thanks for Your Nominations! 
Finalists for the 2010 Government Customer Support Excellence Awards will be announced here next month. 

 

  
**INFORMATION** 

 Mobile Interaction 
 

 Social Media and the Contact Center 
 

 Facebook Engagement 
 

 Web Searches 
 

 Speech Analytics 
 

 Creative Citizen Alerts 
 

  
**RESOURCES** 

http://www.fedhelpdesk.roc.noaa.gov/�
mailto:Daryl.L.Covey@noaa.gov�
http://www.hthts.com/gcs2010program.htm�
http://www.cnn.com/2009/TECH/12/28/government.web.apps/index.html�
http://crm.rightnow.com/rd?1=AvUG%7Ewr%7EXv_Se4idGj0A%7EyLPJvsq%7Ey7%7EMv9F%7Ezr%7E&2=3624�
http://www.websitemagazine.com/content/blogs/posts/archive/2009/12/10/facebook-connect-driving-engagement-website-visits.aspx�
http://www.websitemagazine.com/content/blogs/posts/archive/2009/12/09/longer-search-queries-are-flat.aspx�
http://www.icmi.com/knowledgecenter/details.aspx?id=2015&utm_source=Email&utm_medium=email&utm_content=121009%2BCall%20Center%20Insider&utm_campaign=Newsletters�
http://www.govtech.com/gt/articles/734311�


 Twitter Guide 
 

 Root Cause Analysis 
 

 Web Site Performance 
 

 Emergency Calls On-Line 
 

 Social Media Techniques 
 

 Training Virtual Agents 
 

 Americans’ Information Flow 
 

 State Refund Tracking 
 

  
**OPPORTUNITIES** 

 Speaker Calls 

 Gov 2.0 
Closes January 6 

 

 Semantic Technology 
Closes January 18 

 

 Award Nominations 

 Best of Texas IT 
Closes January 7 

 

 Government Communicators 
Closes January 8 

 

 Service to America 
Closes January 29 

 

 Free Webinars 

http://makeuseof.org/twitter�
http://cdcsoftware-marketing.com/downloads/collateral/cdcrespond/CDCRespond_WP_RootCauseAnalysis.pdf�
http://www.cio.com/documents/whitepapers/siteperformance.pdf�
http://www.thereporteronline.com/articles/2009/11/23/news/doc4b0ace0f076d0608309275.txt�
http://www.markoneill.org/writingarchive�
http://www.contactprofessional.com/cpwire/cpw120909.htm?bms.tk=qcWQe30Sd33Ph26Fg17Ki20qcW�
http://hmi.ucsd.edu/pdf/HMI_2009_ConsumerReport_Dec9_2009.pdf�
http://www.govtech.com/gt/articles/90240�
http://www.gov2expo.com/gov2expo2010/public/cfp/82�
http://wilshire.skyworld.com/semtech2010?utm_source=streamsend&utm_medium=email&utm_content=7837921&utm_campaign=SemTech%202010%3A%20Call%20for%20Presentations%20Now%20Open�
http://erepublic.qualtrics.com/SE/?SID=SV_4UQhnS8xRB8klOQ&SVID=Prod�
http://www.nagconline.org/Awards/BlueGold.asp#Teleconference�
http://servicetoamericamedals.org/SAM/�


 Cloud Computing 
January 17-28 

 

 DigitalVision 
January 20 

 

  
**EVENTS** 

 Social Media for Government 
Edmonton, January 25-28 

 

 Incoming Call Management 
Miami, February 1-3 

 

 Social Media for Government 
Washington, February 8-11 

 

 Texas Digital Government 
Austin, February 17-18 

 

  
**GOOD READING** 

 

 The Federal CIO 

Connecting to Citizens 

Social Impact of Technology 
 

  
**PARTING THOUGHT** 

 The Ten Customer Expectations 
- Be accessible - 

- Treat me courteously - 
- Be responsive to what I need and want - 

- Do what I ask promptly - 
- Provide well-trained and informed employees - 

- Tell me what to expect - 
- Meet your commitments and keep your promises - 

- Do it right the first time - 
- Follow up - 

- Be socially responsive and ethical - 
-- Brad Cleveland, Call Center Management on Fast Forward 

http://www.cisco.com/pcgi-bin/sreg2/register/e_group.pl?GROUP_ID=86&LANGUAGE_ID=E&PRIORITY_CODE=186265_2&METHOD=E�
http://www.cfmediaview.com/click/click.aspx?db=6&obid=136097644&msgid=9076&linkid=1&redir=https://event.on24.com/eventRegistration/EventLobbyServlet?target=registration.jsp&eventid=178643&sessionid=1&key=2097DC8C5A6A33CECA0B3D0D15B7694B&sourcepage=register�
http://www.aliconferences.com/conf/social_media_govt_canada0110/index.htm�
http://www.icmi.com/ExecutiveSummit2010/�
http://www.aliconferences.com/conf/social_media_govt0210/index.htm�
https://www.govtech.com/events/gtcsw2010/reg?elq=ca6168a8f67d4da999f4c47814f9d7d7�
http://analytics.informationweek.com/cart/index/downloadasset/id/1894�
http://www.govtech.com/gt/articles/734612?elq=9ea30d9f290e4dd8b3139fda3d00248a�
http://www.govtech.com/gt/articles/734063?elq=6d5a7a5ca17e4eb597bfb352acc7dc8b�

