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This report is user-driven. It can be viewed linearly by scrolling 
through the slides or interactively by clicking on the Table of Contents 
and hyperlinked  buttons  to jump between sections.

This report outlines recommended tools 
for a Data Concierge Service (DCS).

Buttons



A potential future DCS will provide information and 
referrals to help users discover, access, and use 
federal statistical data. Tools support these services.

Interviews with federal statistical 
agencies and data users

A landscape review of existing 
concierge services

Background

Identify data assets that meet evidence-
building needs

Provide feedback on the DCS user experience 
to continually improve service delivery 

Contact relevant staff

Connect to relevant staff

Receive guidance for data use

DCS_23_N03 Environmental Scan 
and Outreach Final Report 
delivered June 2024

Recommended tools are based on our 
findings from an environmental scan, 
which included…
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We defined ten core functional components of a DCS, 
which help mitigate challenges data users face when 
discovering, accessing, and using data.

The components drive the requirements 
for proposed DCS tools. For more detail 
on the DCS proposed models and 
components, see DCS-23-N03 Data 
Concierge Model Final Report: Two 
Proposed Data Concierge Models.

Standardize User Support: Support should be universal to 
users, standardized across agencies, and repeatable in 
terms of processes.

Manage User Relationships: User interactions with the 
DCS should be logged and analyzed to identify potential 
service improvements. 

Improve Data Navigation: Terms of access should be 
streamlined and various options for accessing data 
should be presented. 

Support Cross Agency Requests: Users should be 
supported in identifying and requesting access to data 
from multiple agencies. 

Connect Users to Experts: Data users should be able to 
pose questions and get connected with subject matter 
experts.

Communicate Coverage and Completeness: The 
completeness of, or plans to grow, data inventories should 
be communicated to users. 

Direct Users to Existing Services: Help audiences 
discover existing data-related products, services, and 
forms by using methods already familiar to them.

Create a Corporate Voice: Service offerings should be 
communicated to users, along with updates to services, 
through touchpoints like newsletters.

Enable Data Evaluation: Users should be able to leverage 
existing information to assess the fitness, gauge value, 
and find tips for existing data.

Uphold Data Governance: The service offerings of the 
DCS should be reviewed by an expert steering committee 
who makes recommendations. 

Components
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Our proposed tools achieve three main tasks. We organized the tools by the types of 
services they provide.

Customer Relationship 
Management Tools

These tools standardize user support, 
manage user relationships, and connect 
users to experts.

Content Management 
System Tools

These tools improve data navigation, 
enable data evaluation, and 
communicate coverage and 
completeness.

User Interaction 
Tools

These tools direct users to existing 
services and support cross agency 
requests.

At more advanced service levels, user 
interaction tools, including a chatbot, 
support the other two tool types.

Click on the Table of Contents 
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Contact Lists: DCS could provide a 
single location for users to find an 
agency expert or admin contact. List 
of emails from agency sites or links 
to agency sites for contact 
information.

Contact Forms: DCS could provide a 
method for users to submit requests 
to an administrative contact. Public-
facing online contact form that 
connects users to relevant 
administrator or contact.

Contact Harvesters: DCS could 
automatically collect agency 
contact information and ensure 
content on DCS site is current. List 
of emails from agency sites, auto-
populated from knowledge.

Searchable Contact Database: 
Building on the content harvester, 
DCS could host a searchable 
catalog of agency contacts. 
Searchable catalog or database of 
contact information.

Staff Contacts 

Feedback Form: DCS could enable 
users to publicly interact with other 
users or DCS staff for the purposes 
of providing feedback. Public-facing 
online feedback form that allows 
users to post comments and 
questions to other users or 
administrators.

Database of Previous Interactions: 
DCS could use a searchable 
database of all user questions and 
feedback. Catalog or database of 
stored user interactions.

Forum/ Feedback Ticketing System: DCS could 
maintain a system for tracking 
users' questions and feedback they 
receive. Tracks, triages, and 
categorizes staff contact requests 
and feedback.

Dashboard: DCS develop 
dashboards to monitor ticketing 
system data and site usage. 
Tracks usage metrics, such as 
engagement and number of requests, 
made via staff contact and user 
forum tools.

Administration

The CRM tools standardize user support, 
manage user relationships, and connect 
users to experts.

Examples of proposed Customer Relationship 
Management (CRM) tools along a self-service to full-
service continuum

Tools : Customer Relationship Management

  Back to Tools
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CRM tools coordinate and systematize 
interactions between DCS users and 
federal statistical system staff.

Context & Value-added to the 
DCS

The management of interactions with 
federal data users is largely on a per 
agency basis and varies from having a 
dedicated CRM system to no active 
management. 

Depending upon the CRM tools chosen, the 
DCS might include live support during 
business hours from DCS help desk staff 
and/or a public-facing automated system 
to submit requests for concierge 
assistance. 

By implementing a CRM, the NSDS would 
be empowered to understand federal data 
users' needs and federal data usage. 

DCS Staff Interaction with 
Customer Relationship 
Management tools

The DCS could be responsible for staffing 
the customer service requests for 
assistance as well as maintaining and 
updating an automated CRM knowledge 
base. 

A customer relationship management 
system would create a ticket each time a 
user submits a question or request.

All user tickets and solutions could be used 
to identify gaps in services and propose 
enhancements. 

 

Potential Tools as Solutions

Based on web-based market research and 
tools already used within evidence-based 
community, there are several solutions on 
the market that can address the functional 
requirements of the customer relationship 
management components.  

Those providers include, but are not limited 
to:  

• Salesforce

• ServiceNow

Details about CRM tool functions

Tools : Customer Relationship Management
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Metadata Lists: DCS could provide a 
single location for users to find 
information about agency data. 
Links to agency sites for metadata.

Metadata Search Forms: DCS could 
provide a method for users to 
submit data documentation 
requests to an admin contact. 
Public-facing online request form for 
help finding data.

Metadata Harvesters: DCS could 
automatically collect metadata and 
data documentation to ensure 
content current. List of metadata 
from agency sites, auto-populated 
from knowledge base.

Metadata Storage: Building on the 
metadata harvester, DCS could host 
a searchable catalog/ database of 
agency metadata. Searchable 
catalog or database of stored 
metadata.

FAQ Lists: DCS could provide a 
single location for users to find 
relevant agency FAQs. List of agency 
FAQs. Links to agency sites for 
FAQs.

FAQ Forms: DCS could provide a 
method for users to submit general 
questions to an admin contact. 
Public-facing online request for 
questions.

Database of FAQs: DCS could host a 
searchable catalog/database of 
FAQs. Searchable catalog or 
database of DCS FAQs.

Ticketing System: DCS could 
maintain a system for users to 
submit data-related questions and 
receive feedback. Tracks, triages, 
and categorizes user data 
documentation and FAQ requests 
initiated by users.

Dashboard: DCS could use the 
ticketing system to develop 
dashboards to help improve service. 
Tracks usage metrics, such as 
engagement and number of requests, 
made via data documentation and 
FAQ tools.

The CMS tools improve data navigation, 
enable data evaluation, and communicate 
coverage and completeness.

Examples of proposed Content Management System 
(CMS) features along a self-service to full-service 
continuum

Tools : Content Management System 

Data 
Documentation/ 

Metadata

How-to-
Guides/FAQs

Administration
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CMS tools centralize and connect existing 
resources, though the extent to which user 
search and automation are supported 
depends upon the tools chosen. 

Details about CMS tool functions

Context & Value-added to the 
DCS

Content management tools allow for the 
creation, editing, organizing, and 
publication of content. 

Potential tools range from basic to a fuller, 
more advanced set of features. Basic 
content management could include 
populating and manually editing content on 
DCS website HTML. More advanced tools 
would allow a DCS to bring together 
disparate information into a single 
searchable database that automatically 
keeps website content up-to-date. 

DCS Staff Interaction with 
Data-related Content 
Management tools

The DCS could be responsible for 
developing and curating the content 
management knowledge base. The system 
would be used to manage and develop 
content for the main website, including 
links to existing federal data assets. From 
there, additional functionality could be built. 
The staff would be responsible for 
integrating users’ requests/questions from 
the CRM and utilizing the CMS to direct 
users. User content could be used to 
improve CMS functionality. 

Potential Tools as Solutions

Based on web-based market research and 
tools already used within evidence-based 
community, there are several solutions on 
the market that can address the functional 
requirements of the content management 
components. 

Solutions include, but are not limited to: 

• Drupal

• Pages by cloud.gov

Tools : Content Management System 
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to navigate between sections

Table of Contents

  Back to Tools

Background

Components

Tools

Personas

 CMS Examples



Contact Staff Chatbot:
Navigate contact lists to 
connect users to staff.

Search Data Documentation 
Chatbot: 
Navigate documentation to 
connect users to data.

Answer Frequently Asked 
Questions Chatbot: 
Navigate how-to guides and 
questions to connect users to 
answers.

Ticketing System:
Track user interactions to 
improve DCS services.

Dashboard: 
Tracks usage metrics, such as 
engagement and number of 
queries issued via chatbots.

The UI tools direct users to existing services 
and support user engagement. Examples of proposed User Interaction (UI) tools to 

support fuller service features of a CRM and/or CSM

Tools : User Interaction

Chatbot

Administration
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User interaction tools centralize and 
automate access to data-related resources.Details about UI tool functions

DCS Staff Interaction with 
User Interaction tools

DCS staff would be responsible for 
organizing, curating and updating the CMS 
and CRM with the necessary information to 
train the chatbot. As shown on the right, 
many CRM and/or CMS solutions have 
built-in chatbot offerings that can access 
content and provide answers based upon 
information in those systems. Staff would 
need to monitor the effectiveness of the 
chatbot and respond to user feedback. 

Interactions with chatbots could be logged 
using administrative tools and analyzed to 
address gaps in services through planned 
enhancements. 

Potential Tools as Solutions

Based on web-based market research and 
tools already used within evidence-based 
community, there are several solutions on 
the market that can address the functional 
requirements of the chatbot components.

Potential chatbot solutions include, but are 
not limited to:

• Virtual Agent by Service Now

• Agentforce by Salesforce 

Context & Value-added to the 
DCS

A chatbot is a computer supported 
program with which users can interact. 
Chatbots offer users the benefits of posing 
questions in plain language. Chatbots have 
been shown in many instances to be 
preferred by users over manual contact 
attempts with individuals. 

This tool could help guide users' requests, 
support user engagement, and reduce the 
DCS staff interaction and resource 
requirements. 

The chatbot would be integrated into the 
CMS and CRM and rely on agency 
metadata and FAQ documentation. 

Tools : User Interaction
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Grouping Components Function Tool Types
Managing 
Customer 
Relationships

Standardize User Support  

Manage User 
Relationships 

Connect Users to Experts

Contact Staff Contact Lists List of emails from agency sites
Links to agency sites for contact information

Contact Forms Public-facing online contact form
Contact Harvesters Auto-populated list of emails from agency sites
Contact Storage Searchable catalog or database of contact 

information 
Forum/Feedback Feedback Forms Public-facing online feedback form

Feedback Storage Catalog or database of stored user feedback 
Administration Ticketing System

Dashboard
Managing Data-
Related Content Improve Data Navigation  

Enable Data Evaluation     

Communicate Coverage 
& Completeness

Data 
Documentation

Metadata Lists List of metadata from agency sites 
Links to agency sites for metadata/documentation

Metadata Search Forms Public-facing online request form for help finding 
data

Metadata Harvesters Auto-populated list of metadata from agency sites
Metadata Storage Searchable catalog or database of stored metadata

How-to-guides FAQ Lists List of agency FAQs 
FAQ Forms Public-facing online request for questions 
FAQ Harvesters Auto-populated list of FAQs from agency sites
FAQ Storage Searchable catalog or database of DCS FAQs 

Administration Ticketing System
Dashboard

Managing User 
Interactions Direct Users to Existing 

Services

Support Cross Agency 
Requests

Chatbot Contact Staff Chatbot Navigate contact lists to connect users to staff
Search Data 
Documentation Chatbot 

Navigate documentation to connect users to data 

Answer Frequently Asked 
Questions Chatbot 

Navigate how-to guides and questions to connect 
users to answers

Administration Ticketing System
Dashboard

Tool Menu Summary
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ROLES ACTIONS PERSONAS

DCS users Federal agencies (statistical; non-
statistical); non-federal researchers; state, 
territorial, local, and tribal governments; 
nonprofits

Discover: Identify, locate data
Access: Request, obtain data
Use: Analyze, perform evidence-building 
activities with data

DCS staff Staff from federal agencies or dedicated 
(new roles)

Support users with data discovery, 
access, and use
Maintain and administer the DCS 
Identify service enhancements using 
analytics
Explore: Track DCS site analytics

We illustrate user pathways through personas. The following sections present 
walkthrough examples.

  Discover

  Access

  Use

  Explore

  Home page

Click on the buttons to navigate 
through personas & examples

Personas
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Search bar

Search tools

Menu Help Tools
This is an example of the Home Page layout and tools

  Back to Personas

Home Page   
Click on the Table of Contents 
to navigate between sections

Table of Contents

Get Staff Help

Get Chat Help

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

immigration

unemployment

aging

inflation

COVID

Organization

Persona

Literature

1984 - present

12 federal statistical agencies

12,577 data assets

57 state, local, & tribal governments

Popular Search Terms Type Coverage
Browse By Browse By Browse By

Search other users’ questions
Search tips
About "smart search"
Data.gov
ResearchDataGov.org
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Get Staff Help

Get Chat Help

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

Search other users’ questions
Search tips
About "smart search"
Data.gov
ResearchDataGov.org

‘I have a question about data’
 The user enters the User Forum.

Next  

This is a novice user with a general question who doesn't know how to start looking for data. They are 
interested in learning how others have worked with data. Click on the Next and Back buttons to follow 
their user journey.

Personas : Discover
Click on the Table of Contents 
to navigate between sections

Table of Contents

immigration

unemployment

aging

inflation

COVID

Organization

Persona

Literature

1984 - present

12 federal statistical agencies

12,577 data assets

57 state, local, & tribal governments

Popular Search Terms Type Coverage
Browse By Browse By Browse By

Contact Staff

Data Documentation

How-to Guides

User Forum
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‘I have a question about data’
 The user enters the User Forum.

 After reviewing previous questions and curated 
conversations within the user forum, and not finding helpful 
content, the user decides to post their question. This 
initiates the feedback form that allows a user to enter 
information about their need.

  Back Next  

This is a novice user with a general question who doesn't know how to start looking for data. They are 
interested in learning how others have worked with data. Click on the Next and Back buttons to follow 
their user journey.

Personas : Discover
Click on the Table of Contents 
to navigate between sections

Table of Contents

Get Staff Help

Get Chat Help

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

Search other users’ questions
Search tips
About "smart search"
Data.gov
ResearchDataGov.org

User Forum

What’s the median wage for a graduate of Great State University?

BJS Data User Forum

Tips for harmonizing time series  
data … 

IRS SOI Data User Forum

Release schedule and 2025 
application process …

NCES Data User Forum

Linking local data to School Survey 
on Crime …

Announcements

New forum added for state data 
administrators …
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‘I have a question about data’
 The user enters the User Forum.

 After reviewing previous questions and curated 
conversations within the user forum, and not finding helpful 
content, the user decides to post their question. This 
initiates the feedback form that allows a user to enter 
information about their need.

 The post is entered and other users, along with agency staff, 
can view and reply to the post. Here we see the original 
user’s question alongside a related user question later 
entered as a reply. DCS staff review user questions and 
respond on a recurring basis.

  Back Next  

This is a novice user with a general question who doesn't know how to start looking for data. They are 
interested in learning how others have worked with data. Click on the Next and Back buttons to follow 
their user journey.

Personas : Discover
Click on the Table of Contents 
to navigate between sections

Table of Contents

Get Staff Help

Get Chat Help

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

Search other users’ questions
Search tips
About "smart search"
Data.gov
ResearchDataGov.org

User Forum

Montana Office 
of Public 

Instruction

I'm looking for information about employment outcomes post-grad for specific universities. I'm familiar with U.S. News and World 
Report ratings but need data about Montana students.

Jun 28, 
2025

Follow this questionReply to this question Moderate this thread

Example question

What’s the median wage for a graduate of Great State University?
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‘I have a question about data’
 The user enters the User Forum.

 After reviewing previous questions and curated 
conversations within the user forum, and not finding helpful 
content, the user decides to post their question. This 
initiates the feedback form that allows a user to enter 
information about their need.

 The post is entered and other users, along with agency staff, 
can view and reply to the post. Here we see the original 
user’s question alongside a related user question later 
entered as a reply. DCS staff review user questions and 
respond on a recurring basis.

 Several days later, a response is posted from agency staff. 
The user who posted the question receives a notification by 
email. Over time, users' questions are curated into 
collections and are used to develop additional guides and 
materials to support user data discovery, access, and use.

  Back

This is a novice user with a general question who doesn't know how to start looking for data. They are 
interested in learning how others have worked with data. Click on the Next and Back buttons to follow 
their user journey.

Personas : Discover
Click on the Table of Contents 
to navigate between sections

Table of Contents

Get Staff Help

Get Chat Help

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

Search other users’ questions
Search tips
About "smart search"
Data.gov
ResearchDataGov.org

User Forum

Montana Office 
of Public 

Instruction

I'm looking for information about employment outcomes post-grad for specific universities. I'm familiar with U.S. News and World 
Report ratings but need data about Montana students.

Jun 28, 
2025

Follow this questionReply to this question Moderate this thread

Example question

National Center 
for Education 

Statistics

The National Center for Education Statistics publishes annual statistics on Employment Outcomes of Bachelor’s 
Degree Holders [link]. Interactive reports with state-specific figures are available for download through the NCES 
website directly.

Jul 3, 2025 130

Answers

What’s the median wage for a graduate of Great State University?
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‘‘I’d like to access an existing dataset’ ’
 The user enters the How-to Guides.

This is an intermediate user who is aware of the data they want to access but is unfamiliar with 
navigating restricted data access. Click on the Next and Back buttons to follow their user journey.

Next  

Personas : Access
Click on the Table of Contents 
to navigate between sections

Table of Contents

Get Staff Help

Get Chat Help

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

Search other users’ questions
Search tips
About "smart search"
Data.gov
ResearchDataGov.org

immigration

unemployment

aging

inflation

COVID

Organization

Persona

Literature

1984 - present

12 federal statistical agencies

12,577 data assets

57 state, local, & tribal governments

Popular Search Terms Type Coverage
Browse By Browse By Browse By

Contact Staff

Data Documentation

How-to Guides

User Forum
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‘‘I’d like to access an existing dataset’ ’
 The user enters the How-to Guides.

 The user reviews existing documentation (common 
questions, resource guides, popular resources) available 
through How-to Guides to learn more about how to access 
restricted data assets but is unable to find an answer to 
their specific question.

This is an intermediate user who is aware of the data they want to access but is unfamiliar with 
navigating restricted data access. Click on the Next and Back buttons to follow their user journey.

  Back Next  

Personas : Access
Click on the Table of Contents 
to navigate between sections

Table of Contents

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

General questions about restricted data

Why and how should I cite data?

Agency-specific resources

• Accessing BJS datasets through ICPSR

• Requesting access to NCES datasets

• Requesting access to IRS SOI datasets

• Working with data from the Census FSRDCs

What is the NSDS-D? ...

Common Questions

Browse Resource Guides By Role

Federal Agency State, Local, Tribal 
Government

University 
Researcher

Popular Resources

Data Gem Videos Featured 
Tutorials

New Data 
Spotlights

Get Staff Help

Get Chat Help

How-to-guides
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‘‘I’d like to access an existing dataset’ ’
 The user enters the How-to Guides.

 The user reviews existing documentation (common 
questions, resource guides, popular resources) available 
through How-to Guides to learn more about how to access 
restricted data assets but is unable to find an answer to 
their specific question.

 The user then initiates a request for Staff Help.

This is an intermediate user who is aware of the data they want to access but is unfamiliar with 
navigating restricted data access. Click on the Next and Back buttons to follow their user journey.

  Back Next  

Personas : Access
Click on the Table of Contents 
to navigate between sections

Table of Contents

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

General questions about restricted data

Why and how should I cite data?

Agency-specific resources

• Accessing BJS datasets through ICPSR

• Requesting access to NCES datasets

• Requesting access to IRS SOI datasets

• Working with data from the Census FSRDCs

What is the NSDS-D? ...

Common Questions

Browse Resource Guides By Role

Federal Agency State, Local, Tribal 
Government

University 
Researcher

Popular Resources

Data Gem Videos Featured 
Tutorials

New Data 
Spotlights

Get Staff Help

Get Chat Help

How-to-guides
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‘‘I’d like to access an existing dataset’ ’
 The user enters the How-to Guides.

 The user reviews existing documentation (common 
questions, resource guides, popular resources) available 
through How-to Guides to learn more about how to access 
restricted data assets but is unable to find an answer to 
their specific question.

 The user then initiates a request for Staff Help.

 The user sees a pop-up web form. They enter the 
information they need along with their email address to 
submit a ticket.

This is an intermediate user who is aware of the data they want to access but is unfamiliar with 
navigating restricted data access. Click on the Next and Back buttons to follow their user journey.

  Back Next  

Personas : Access
Click on the Table of Contents 
to navigate between sections

Table of Contents

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

General questions about restricted data

Why and how should I cite data?

Agency-specific resources

• Accessing BJS datasets through ICPSR

• Requesting access to NCES datasets

• Requesting access to IRS SOI datasets

• Working with data from the Census FSRDCs

What is the NSDS-D? ...

Common Questions

Browse Resource Guides By Role

Federal Agency State, Local, Tribal 
Government

University 
Researcher

Popular Resources

Data Gem Videos Featured 
Tutorials

New Data 
Spotlights

Get Staff Help

Get Chat Help

How-to-guides

Submit 
You will receive a response within 72 hours

I want to access data from NCES on crime and safety.

Please describe your data need.

School Survey on Crime and Safety

List similar data sources.

I found FAQs about NCES data, but the guide doesn't mention the data asset I 
want to use.

Why weren't the FAQ sources you reviewed useful?

User-123@yahoo.com

Enter your email address for confirmation.
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‘‘I’d like to access an existing dataset’ ’
 The user enters the How-to Guides.

 The user reviews existing documentation (common 
questions, resource guides, popular resources) available 
through How-to Guides to learn more about how to access 
restricted data assets but is unable to find an answer to 
their specific question.

 The user then initiates a request for Staff Help.

 The user sees a pop-up web form. They enter the 
information they need along with their email address to 
submit a ticket.

 The user sees a popup window indicating that their request 
has been received. They also receive an email confirmation.

This is an intermediate user who is aware of the data they want to access but is unfamiliar with 
navigating restricted data access. Click on the Next and Back buttons to follow their user journey.

  Back Next  

Personas : Access
Click on the Table of Contents 
to navigate between sections

Table of Contents

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

General questions about restricted data

Why and how should I cite data?
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‘‘I’d like to access an existing dataset’ ’
 The user enters the How-to Guides.

 The user reviews existing documentation (common 
questions, resource guides, popular resources) available 
through How-to Guides to learn more about how to access 
restricted data assets but is unable to find an answer to 
their specific question.

 The user then initiates a request for Staff Help.

 The user sees a pop-up web form. They enter the 
information they need along with their email address to 
submit a ticket.

 The user sees a popup window indicating that their request 
has been received. They also receive an email confirmation.

 The user receives a reply to their inquiry within 72 hours via 
email using the original ticketing system. The reply is also 
used to augment the common questions materials under the 
responsible agency. Users’ inquiries can also inform the 
development of featured content, such as tutorials 
explaining how to apply for access to data.

This is an intermediate user who is aware of the data they want to access but is unfamiliar with 
navigating restricted data access. Click on the Next and Back buttons to follow their user journey.
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‘‘I need to create a new data asset by 
linking multiple datasets.’
 The user enters the Data Documentation.

This is an advanced user who is aware of useful data. However, the user needs guidance linking data 
for their use case and wants to contact staff for help. Click on the Next and Back buttons to follow their 
user journey.
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‘‘I need to create a new data asset by 
linking multiple datasets.’
 The user enters the Data Documentation.

 The user initiates search through the chatbot by selecting 
Get Chat Help from the Data Documentation Tool page.

This is an advanced user who is aware of useful data. However, the user needs guidance linking data 
for their use case and wants to contact staff for help. Click on the Next and Back buttons to follow their 
user journey.
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‘‘I need to create a new data asset by 
linking multiple datasets.’
 The user enters the Data Documentation.

 The user initiates search through the chatbot by selecting 
Get Chat Help from the Data Documentation Tool page.

 This opens a chatbot popup where the user can enter their 
question in plain language. The chatbot will perform 
semantic matching, possibly on variables, to help the user 
identify relevant data for their use case. The chatbot 
populates the search results on the page where the user can 
explore each dataset in more depth.

This is an advanced user who is aware of useful data. However, the user needs guidance linking data 
for their use case and wants to contact staff for help. Click on the Next and Back buttons to follow their 
user journey.

  Back Next  

Personas : Use
Click on the Table of Contents 
to navigate between sections

Table of Contents

Get Staff Help

Get Chat Help

DATA CONCIERGE SERVICE
Get help discovering, accessing, and using government data

About   News   Tools   FAQ  

Search other users’ questions
Search tips
About "smart search"
Data.gov
ResearchDataGov.org

Data Documentation

Sources
Department of Commerce

Department of Energy

Department of Justice ...

Type
Datasets

Documentation

Topic
Crime

Demographics ...

Find datasets with populations that 
include U.S. farmers and veterans

I'm here to help you search for 
data. What would you like to do?

I’ve searched data documentation 
and found these datasets…

Background

Components

Tools

Personas

  Back to Personas



‘‘I need to create a new data asset by 
linking multiple datasets.’
 The user enters the Data Documentation.

 The user initiates search through the chatbot by selecting 
Get Chat Help from the Data Documentation Tool page.

 This opens a chatbot popup where the user can enter their 
question in plain language. The chatbot will perform 
semantic matching, possibly on variables, to help the user 
identify relevant data for their use case. The chatbot 
populates the search results on the page where the user can 
explore each dataset in more depth.

 After reviewing documentation for the search results, the 
user determines that two distinct datasets from different 
sources will be useful for their analysis. They determine that 
they will need to link these datasets, but they are not familiar 
with the process or permissions needed to perform linkage.

This is an advanced user who is aware of useful data. However, the user needs guidance linking data 
for their use case and wants to contact staff for help. Click on the Next and Back buttons to follow their 
user journey.
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VA Pension Recipients as a Percentage of Veteran Population by State for Fiscal Years: 2019, 2020, 2021, and 
2023
Department of Veterans Affairs — This report provides state-level estimates of the number of Veterans who 
received VA Pension benefits during fiscal year 2019. It includes the Veterans’ gender...

Title XVI/Veteran's Administration (VA) Interface
Social Security Administration — On a monthly basis the Department of Veteran's Affairs transmits a file of 
all Veterans and Veterans spouses receiving a VA pension and/or compensation benefit...

Federal Veteran Farmer Counts and Percentages in California Counties (2015)
Department of Veterans Affairs — The Office of Data Governance and Analysis (DGA) creates statistical data 
for various Veteran related projects. This table displays the count and percent, by county,...

2022 Census of Agriculture
United States Department of Agriculture, National Agricultural Statistics Service— A complete count of U.S. 
farms and ranches and the people who operate them. This census is taken once every five years...
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‘‘I need to create a new data asset by 
linking multiple datasets.’
 The user enters the Data Documentation.

 The user initiates search through the chatbot by selecting 
Get Chat Help from the Data Documentation Tool page.

 This opens a chatbot popup where the user can enter their 
question in plain language. The chatbot will perform 
semantic matching, possibly on variables, to help the user 
identify relevant data for their use case. The chatbot 
populates the search results on the page where the user can 
explore each dataset in more depth.

 After reviewing documentation for the search results, the 
user determines that two distinct datasets from different 
sources will be useful for their analysis. They determine that 
they will need to link these datasets, but they are not familiar 
with the process or permissions needed to perform linkage.

 The user proceeds to contact staff who can help provide 
guidance about the technical and licensing requirements for 
linking the data assets from different agencies. The user 
selects the Contact Staff tool from the Tools dropdown 
menu. 

This is an advanced user who is aware of useful data. However, the user needs guidance linking data 
for their use case and wants to contact staff for help. Click on the Next and Back buttons to follow their 
user journey.
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Department of Veterans Affairs — This report provides state-level estimates of the number of Veterans who 
received VA Pension benefits during fiscal year 2019. It includes the Veterans’ gender...

Title XVI/Veteran's Administration (VA) Interface
Social Security Administration — On a monthly basis the Department of Veteran's Affairs transmits a file of 
all Veterans and Veterans spouses receiving a VA pension and/or compensation benefit...

Federal Veteran Farmer Counts and Percentages in California Counties (2015)
Department of Veterans Affairs — The Office of Data Governance and Analysis (DGA) creates statistical data 
for various Veteran related projects. This table displays the count and percent, by county,...

2022 Census of Agriculture
United States Department of Agriculture, National Agricultural Statistics Service— A complete count of U.S. 
farms and ranches and the people who operate them. This census is taken once every five years...
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‘‘I need to create a new data asset by 
linking multiple datasets.’
 The user enters the Data Documentation.

 The user initiates search through the chatbot by selecting 
Get Chat Help from the Data Documentation Tool page.

 This opens a chatbot popup where the user can enter their 
question in plain language. The chatbot will perform 
semantic matching, possibly on variables, to help the user 
identify relevant data for their use case. The chatbot 
populates the search results on the page where the user can 
explore each dataset in more depth.

 After reviewing documentation for the search results, the 
user determines that two distinct datasets from different 
sources will be useful for their analysis. They determine that 
they will need to link these datasets, but they are not familiar 
with the process or permissions needed to perform linkage.

 The user proceeds to contact staff who can help provide 
guidance about the technical and licensing requirements for 
linking the data assets from different agencies. The user 
selects the Contact Staff tool from the Tools dropdown 
menu. 

 The user is taken to the Contact Staff Tool page. They will 
be able to identify relevant agency contacts from lists, 
organization charts, or other curated contact lists. They can 
initiate a request to contact staff for support through a 
ticket (Get Staff Help) or through a chat session (instant 
feedback). The user reviews the organization chart outlining 
DCS contacts and then selects “Get Staff Help”. This opens 
a form where the user enters relevant information, identifies 
their need, and submits the Contact Staff ticket.

This is an advanced user who is aware of useful data. However, the user needs guidance linking data 
for their use case and wants to contact staff for help. Click on the Next and Back buttons to follow their 
user journey.
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‘‘I need to create a new data asset by 
linking multiple datasets.’
 The user enters the Data Documentation.

 The user initiates search through the chatbot by selecting 
Get Chat Help from the Data Documentation Tool page.

 This opens a chatbot popup where the user can enter their 
question in plain language. The chatbot will perform 
semantic matching, possibly on variables, to help the user 
identify relevant data for their use case. The chatbot 
populates the search results on the page where the user can 
explore each dataset in more depth.

 After reviewing documentation for the search results, the 
user determines that two distinct datasets from different 
sources will be useful for their analysis. They determine that 
they will need to link these datasets, but they are not familiar 
with the process or permissions needed to perform linkage.

 The user proceeds to contact staff who can help provide 
guidance about the technical and licensing requirements for 
linking the data assets from different agencies. The user 
selects the Contact Staff tool from the Tools dropdown 
menu. 

 The user is taken to the Contact Staff Tool page. They will 
be able to identify relevant agency contacts from lists, 
organization charts, or other curated contact lists. They can 
initiate a request to contact staff for support through a 
ticket (Get Staff Help) or through a chat session (instant 
feedback). The user reviews the organization chart outlining 
DCS contacts and then selects “Get Staff Help”. This opens 
a form where the user enters relevant information, identifies 
their need, and submits the Contact Staff ticket.

 The user receives a ticket via email. The contact staff then 
follows up with the user to provide relevant resources, such 
as guides to record linkage, recommends relevant tools, and 
computing resources, and logs this interaction in the ticket.

This is an advanced user who is aware of useful data. However, the user needs guidance linking data 
for their use case and wants to contact staff for help. Click on the Next and Back buttons to follow their 
user journey.
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“What is the status of user requests?”
 Authenticated users (agency or DCS staff) have access to 

the back-end ticketing system. This view shows the tickets 
and provides an interface into the types of issues that are 
logged. Assignees who handle the tickets are also logged, to 
help track workload and staffing hours.

This user is a DCS staff member with subject expertise who provides customer support. They 
are concerned with understanding how site visitors are using services and want to identify 
improvements to those services. Click on the Next and Back buttons to follow their user journey.
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“What is the status of user requests?”
 Authenticated users (agency or DCS staff) have access to 

the back-end ticketing system. This view shows the tickets 
and provides an interface into the types of issues that are 
logged. Assignees who handle the tickets are also logged, to 
help track workload and staffing hours.

 Authenticated users (agency or DCS staff) also have access 
to a back-end metrics tracking dashboard. This view shows 
the engagement with different services that the DCS 
provides and is enabled by web analytics rather than the 
ticketing system. This provides insights into which tools and 
services are most heavily used, helping allocate appropriate 
levels of resources, or promote more engagement with 
underutilized tools and services.

This user is a DCS staff member with subject expertise who provides customer support. They 
are concerned with understanding how site visitors are using services and want to identify 
improvements to those services. Click on the Next and Back buttons to follow their user journey.
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Thank you.
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