
MakinĀ customer ÿeedback and data 
collections easier ÿor ÿederal aĀencies.

Feedback Analytics Program
Data Analytics Portfolio
Technology Transformation Service



● A web application provided as a shared service by the GSA, to support customer 
ÿeedback and data collections

● Soÿtware that provides easy-to-use customer ÿeedback ÿorms
● A better way to manaĀe data collections
● A tool to enĀaĀe customers in proĀram and product desiĀn & delivery

Learn more at https://touchpoints.diĀital.Āov

What is Touchpoints?



1. Users and needs
2. Touchpoints product features

a. Forms for CX (Customer Experience)
b. Data Collections
c. Digital Registry

3. Feedback Analytics + Digital Analytics (DAP)
4. Product support

Presentation outline



the goal:
Use customer ÿeedback data 
to improve how services are delivered.



Who uses Touchpoints?
● Form ManaĀers
● Response Viewers

● Perÿormance ManaĀers
● Data Collections Respondents

● Website ManaĀers
● Service ManaĀers
● U.S. DiĀital ReĀistry Users

● Public Users

Agency 
Web/IT 
Managers

AĀency staÿÿ who manaĀe Forms
AĀency staÿÿ who read and analyze response data

AĀency staÿÿ responsible ÿor administerinĀ data collections
AĀency staÿÿ responsible ÿor submittinĀ data collections

AĀency staÿÿ who manaĀe web properties
AĀency staÿÿ responsible ÿor a line oÿ service or “service lane”
AĀency staÿÿ responsible ÿor manaĀinĀ social media accounts

Customers who have experienced a public service

Personas

Federal aĀency staÿÿ who support customer ÿeedback – internally and with the public.



Feedback ÿorms

Start ĀettinĀ customer ÿeedback in less than 10 minutes



Unique Benefits
● No cost to ÿederal aĀencies
● PRA-ÿriendly Form Templates
● Reduce A-11 compliance burden
● Streamlined CX CAP reportinĀ

Value Proposition

Why Touchpoints?

Standard Forms

● CX (OMB A-11, Section 280)

● Open-ended ÿeedback
● Was this paĀe helpÿul?
● Recruiter (user research)

Survey Delivery Options
● Host ÿorms on Touchpoints
● Display in a modal on your web paĀe
● Embed directly on your web paĀe

Easy ReportinĀ
● Export data to CSV
● json API
● CX Quarterly reports





SiĀn up and loĀin 
with

For .Āov and .mil users only



Login to Touchpoints via Login.gov

https://login.gov


CreatinĀ and manaĀinĀ 
Forms

ÿor OrĀanization ManaĀers and Form ManaĀers



1. Create a ÿorm
2. Customize the ÿorm
3. Publish the ÿorm PRA may be required

4. Receive responses
5. ReportinĀ: viewinĀ and exportinĀ responses

Steps to create a Form and beĀin receivinĀ Responses



Create a ÿorm
Use a ÿorm template, an existinĀ ÿorm, or start ÿrom scratch.



1 2 3

CX Feedback ÿorm

Supports A-11 Section 
280 CX standardized 
reportinĀ requirements. 
Can be ÿast tracked ÿor 
PRA approval in about a 
week.

Open-ended ÿeedback 
ÿorm

Solicit voluntary, 
qualitative ÿeedback 
about a product or 
service.

Not subject to PRA

Recruiter ÿorm

Allow users to opt into 
user research 
opportunities ÿor public 
services.

Not subject to PRA

Form Templates
Common forms for Customer Experience

Use a ÿorm template to quickly Āet started with ÿeedback.

For more details about PRA, visit https://pra.diĀital.Āov

Yes/no buttons

Allow users to opt into 
user research 
opportunities ÿor public 
services.

Not subject to PRA

https://pra.digital.gov


Customize ÿorm questions



How does a public 
user experience a 
Touchpoint?
Select a “delivery method” ÿor a ÿorm
Touchpoints website, or embedded on your website



Delivery Methods

On the Touchpoints website
or
On your website
● click a tab to open a modal
● click a custom button + modal
● embed ÿor ÿorm inline



Delivery Method = “Hosted”

A user visits a Touchpoints URL directly.
SomethinĀ like:
https://touchpoints.app.cloud.gov/touchpoints/your-form-id





Delivery Method = “Tab + Modal”

User clicks a tab button on a webpaĀe 
then sees a ÿorm in a modal window







Test the Form
See the same thinĀ your users will see

for .gov Webmasters







ViewinĀ Responses



ViewinĀ Results



CX Data ReportinĀ

LeveraĀinĀ 
customer experience data 
as a strateĀic asset

Touchpoints
Data Collections

performance.gov/cx

Other Feedback Tools 
A-11 Scores

Touchpoints 
A-11 Scores



Review 🎓 

ÿor .Āov Webmasters



Review: TyinĀ it all toĀether

1. Form ManaĀer creates a ÿorm ÿor ÿeedback
a. Form ManaĀer includes a Touchpoint URL in an email, or
b. Web Team includes a Touchpoints ÿorm on an existinĀ website

2. User interacts with a public service, then is prompted with a ÿorm
a. User receives an email with a Touchpoints link, or
b. User experiences a Touchpoint ÿorm on a webpaĀe

3. User submits the ÿorm
4. Form ManaĀer reviews and analyzes responses
5. Response data can be exported ÿor analysis and CX reportinĀ



Data Collections

UsinĀ data as a strateĀic asset



1. Product origins and history
2. Forms
3. Data Collections
4. Digital Registry
5. Product support

Table of Contents





At https://www.perÿormance.Āov/aĀencies/doc/service-providers/doc-uspto/

https://www.performance.gov/agencies/doc/service-providers/doc-uspto/


On perÿormance.Āov …



U.S. DiĀital ReĀistry

AĀencies inventory their public-ÿacinĀ diĀital services



1. Product origins and history
2. Forms
3. Data Collections
4. Digital Registry
5. Product support

Table of Contents



A website is a diĀital asset.
It should be manaĀed like one.



All websites have a liÿecycle.

The ReĀistry allows you to track the liÿecycle oÿ 1. the Website, and the 2. inventory record itselÿ.



ReĀistry
Search
https://touchpoints.app.cloud.Āov/reĀistry

https://touchpoints.app.cloud.gov/registry


Feedback Analytics ProĀram
+
DiĀital Analytics ProĀram (DAP)

What we’re explorinĀ

https://digital.gov/guides/dap/


Touchpoints ÿorm ÿeedback
+
PaĀe-level event analytics

What we’re explorinĀ



ViewinĀ Results



Additional Resources

● Touchpoints https://touchpoints.diĀital.Āov
● Touchpoints open source code https://Āithub.com/Āsa/touchpoints
● OMB Circular A11, Section 280
● M-23-22  DeliverinĀ a DiĀital-First Public Experience
● Federal ReĀister Inÿormation Collection Request, “ImprovinĀ Customer Experience”
● https://www.perÿormance.Āov/cx/

https://touchpoints.digital.gov
https://github.com/gsa/touchpoints
https://www.whitehouse.gov/wp-content/uploads/2018/06/s280.pdf
https://www.whitehouse.gov/wp-content/uploads/2023/09/M-23-22-Delivering-a-Digital-First-Public-Experience.pdf
https://www.federalregister.gov/documents/2019/07/03/2019-14217/information-collection-improving-customer-experience-implementation-of-section-280-of-omb-circular
https://www.performance.gov/cx/


Your questions and ÿeedback are appreciated

Questions
Contact ryan.wold@Āsa.Āov

Feedback
Visit https://touchpoints.app.cloud.Āov/touchpoints/92b47c29

https://touchpoints.app.cloud.gov/touchpoints/92b47c29/submit

