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The Office of Evaluation Science’s mission is to build and use evidence to 
improve the effectiveness and efficiency of government programs, 
leading to cost savings.

Why is OES at GSA? 
• At the General Services Administration’s (GSA) Office of 

Government-wide Policy, OES is uniquely situated in a central entity 
that can easily deploy technical support, provide an independent yet 
intragovernmental perspective, and develop standards for 
high-quality evidence activities in the federal environment.
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The Office of Evaluation Sciences (OES)



Because OES generates results that impact the lives of millions of 
Americans, the quality of work and the reliability of findings are of 
paramount importance.

The way in which OES conducts evaluations should always achieve the 
following tenets:
● Rigor
● Relevance 
● Transparency 
● Independence 
● Ethical Practice 

3

Open Science Principles 



Open Science Principles 

The Office of Evaluation Sciences (OES) is an 

interdisciplinary team that works across the 

federal government to help agencies build 

and use evidence.
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Embed
evaluation

Measure impact and
build evidence to 

continuously improve

Partner with
federal agencies to 

understand priorities

Translate evidence-based
insights into concrete 

recommendations

Analyze results
using existing 

administrative data

Ensure our work 
meets evaluation 

best practices



● What was the agency priority? Strengthening crisis care and suicide 
prevention infrastructure

● What did they evaluate? Changes to the integrated voice response 
system and messages that callers hear when calling 988

● How did the evaluation work? During the 4−week study period 
196,659 calls were randomly assigned to the existing version and 
197,130 calls were randomly assigned to the new version 
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Decreasing abandonment of calls to the 988 Suicide and 
Crisis Lifeline 



An updated caller experience resulted in more people being connected 
to a 988 counselor
● What did we learn? The new version increased the likelihood of being 

routed to a call center and increased the likelihood of each call being 
connected to a counselor. 

● During the four-week study period the new IVR resulted in 
approximately 1,400 additional calls answered by a counselor.

● This effect implies that if all calls to 988 are exposed to the new IVR 
over a 12−month period, reaching about 5.9 million calls, an additional 
36,000 calls would be connected to a counselor.
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Fellows join the OES team on-loan from academic, nonprofit, or 
government offices on either a reimbursable or non-reimbursable basis, 
and have come from a variety of universities, non-profits, and federal 
departments. 
● OES Evaluators apply promising interventions at a national scale, 

reach millions of people, and work closely with key decision makers 
in government. Evaluators design and direct high-impact 
evaluations, author academic publications, work on portfolios 
shaped by agency priorities, and benefit from a dynamic team and 
flexible federal work environment.

● OES Evaluation Fellowships begin in the fall of each year. Selected 
applicants will serve their one-year fellowship term as Evaluators, 
joining a team of interdisciplinary experts at the U.S. General Services 
Administration (GSA) that works across government to help agencies 
build and use evidence. 7
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Thank you! 
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