[image: ]Customer Service Enhancements	                     

CSPED | USCIS | DHS				                    


						
Background
[bookmark: _GoBack]For almost two decades, USCIS has relied on its call centers as its primary means of providing customer service. In response to changing customer demographics, emerging technology and customer preferences, USCIS is moving toward a new customer service model, evolving from traditional call centers to a full scale customer engagement center. The foundation of this new center will be a mix of technology, processes, and policies engineered to provide a suite of customer facing tools that will offer a superior customer experience in a digital environment.

Customer Service Enhancements


	Task
	Description

	Help Center
	The Help Center is a searchable hub for clear, definitive answers to immigration questions. Using a Google-like search feature, customers will enter questions in natural language and will receive a single answer and relevant supporting materials. The Help Center gets smarter over time through contributions to its knowledge base and customer feedback.

	MyUSCIS
	My USCIS will provide USCIS customers with a single, personalized portal that will enable them to:

· Access case status information
· Make case inquiries and submit requests for service
· View personalized case and contact history
· Communicate securely with USCIS via chat and email about their cases

	Customer Toolbar
	The underpinning for the new online customer experience is the customer toolbar. The toolbar will provide access to multiple customer service channels, including virtual chat, email, and scheduled callback, as well as the Help Center and MyUSCIS portal, and offers customers the option to schedule an in person appointment at a local office. The toolbar will effectively integrate planned contact center infrastructure with the digital service experience by offering customers access to a wide range of customer service options.

	Explore Options Tool
	For many people, immigration is a daunting process. Modeled after similar tools used by the UK and Canada, Explore Options seeks to alleviate customers’ anxiety.  The tool uses small amounts of data about people to identify immigration benefits for which they may qualify, and allows potential applicants and petitioners to learn about available benefits,  associated forms and fees and required documentary evidence. Additionally, this tool allows the customer to answer a few simple questions to download all of the forms needed to apply for a benefit.

	ISO Dashboard
	The dashboard is a context-sensitive business application that equips immigration services officers (ISOs) with a consolidated view of customer information, case and agency contact history and “just in time” information. It will enable ISOs to simultaneously manage multiple communications channels and execute all customer service activities from a single screen, improving efficiency and streamlining their customer interactions.
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