
  

HighPoint has established an AWS Innovation 

Lab cloud environment that enables our Agile 

teams to experiment with new tools and build 

prototypes of solutions that solve real world 

problems for our clients. 

The Lab mimics an open-source/containerized 

DevSecOps environment and is an investment 

built to harvest employee and client innovations 

while providing a pathway to experiment, 

design, build, and test. 

INNOVATION LAB AMAZON WEB  
SERVICES (AWS) CLOUD ENVIRONMENT

DEV OPS

SEC

Defense Logistics Agency: Worldwide 
food ordering system; 33% FASTER 
with delivery of technical solutions using 
hybrid Agile methodology

Housing and Urban Development:  
336% INCREASE in rate of releases, 
and reduced release failure to zero
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Government Publishing Office: Facilitated 
RAPID EXPANSION of 40 collections 
hosted on govinfo.gov, and 740TB of digital 
content file data Government-wide

HighPoint Digital, Inc. (HighPoint) is a 
leading provider of Agile methodology 
with over 15 years of experience accelerating 
Federal Agency digital transformation. 
Our Agile application development 
approach is team-centric and holistic, from 
architecture and design to modernizing 
software development processes and 
custom application development.

We understand that introducing Agile 

development into the Government IT environment 

requires attention to detail. We specialize in 

leading Digital and Agile transformations, SAFe, 

Business Agility, Lean Portfolio Management, 

and Product Management. The increased pace of 

technology rollouts helps agencies meet Federal 

digital and innovation goals. We focus on User 

Experience (UX) and usability by promoting 

Human-Centered Design (HCD) principles. We 

leverage cloud computing and open-source 

technology to reduce costs and improve 

availability, reliability, and security.

For the Government Publishing Office, HighPoint 

used Agile DevSecOps processes and open-

source tools in the Amazon cloud to redesign and 

integrate FederalRegister.gov and eCFR.gov to 

improve UX and search capabilities.

  
AGILE 
TRANSFORMATION  
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HighPoint supports both on-prem 
CCO physical server hardware 
and VMware hosts in a multi-data 
center environment.
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HighPoint Digital, Inc. (HighPoint) 
specializes in investigating and 
implementing new technologies and 
using innovative vendors to maintain 
a foothold in the market, keeping our 
customers current and satisfied. We 
analyze operations to identify and 
implement improvements to meet the 
mission. The following are some results 
of our optimization efforts: 

Verint Call Center Application Operational 

Maintenance: 24/7 CMS Contact Center call 

recording and monthly Test and Production 

environment patching supporting: 

• Microsoft Windows and Server OS 

• Database systems 

• Verint application 

• Zero-Day Nessus Scans & Telephony 

Desktop Process Analytics (DPA): The 

significant increase in remote work during the 

COVID-19 pandemic introduced the need for 

Contact Center Operations (CCO) employee 

desktop monitoring for over 7,000 users. 

DPA provides employee desktop application  

and idle activity information to optimize business 

processes and improve system use. 

  
CONTACT CENTER 
OPTIMIZATION AND 
TOOL INTEGRATION  

Quality Now: A CUSTOM-BUILT 
SOLUTION that improves the 

overall customer experience by 

CONSOLIDATING FUNCTIONALITY 
within Verint, moving Customer Service 

Representatives (CSRs), Quality 

Monitors, and Supervisors closer to 

evaluating and coaching CCO CSRs 

within a single system 

Learning Management System (LMS) 
FedRAMP Cloud Migration: HighPoint 

transitioned from an on-premises 

to CLOUD-BASED LMS in 2020 

maintaining data integrity with no user 

downtime. Our cloud-based LMS serves 

OVER 15,000 USERS PER DAY 

Elasticsearch: This tool ENHANCES the 

Content Viewer Search feature by adding 

the ability to search by Title, Keyword, 

and/or Content Type. Additional features 

allow CSRs to narrow search results 

using keywords and to search for Spanish 

words. The ability to search (full text) 

within documents SAVES TIME AND 
IMPROVES SEARCH RESULTS
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Database and Data Warehouse experts will 

provide detailed recommendations to help 

lower storage and processing costs by:  

• Analyzing your existing data ecosystem, 

identifying bottlenecks and inefficiencies

• Building an effective Data Warehouse 

strategy for implementation into your 

existing Business Intelligence and 

analytics ecosystem 

HIGHPOINT SUPPORT  
IN ACTION
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Office of the Comptroller of the 
Currency: HighPoint developed 
and applied an automated refresh 
process to approximately 1,800 
DATABASES, resulting in increased 
efficiency, speed, staff optimization, 
and accuracy

HighPoint Digital, Inc. (HighPoint) 
provides database administration 
support to 15+ Federal agencies 
on various database platforms, 
including Oracle, Microsoft SQL server, 
PostgreSQL, and Sybase.

HighPoint contributes 15+ years of expertise 

helping Federal agencies become data-driven 

organizations, transitioning from typical data 

silos to joint data management facilities. 

• Enabling data security using cloud-based 

storage and encryption tools

• Reducing data storing costs

• Building a scalable data architecture to 

adapt quickly to changes

Our Reporting and Visualization covers a 

broad range of analysis capabilities, including 

dashboards; parameter-driven reports; ad-

hoc pivot analytics; advanced visualization; 

predictive analytics and forecasting; complex 

event notification; statistical analysis, and  

data mining.

We predict trends through intuitive tools 

using a historical view of business data.

  
DATABASE  
SUPPORT  

Pension Benefit Guaranty Corporation 
(PBGC): HighPoint developed the 
PBGC’s mission critical pension 
benefit disbursement system and 
modified database objects to ensure 
accurate payments for OVER 1.5 
MILLION CUSTOMERS

mailto:info@highpointglobal.com
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• Technical Assistance

• IT Grants Systems Support for Recipients  

and Grantors

• Training and Change Management 

• IT and Data Governance, Reporting and Analytics

• Policy Analysis, Implementation, and Process 

Improvement

• Program Management

We Understand the Mission

Captured and transitioned nine Federal 
assistance instruments encompassing 
50,000+ UNIQUE TRANSACTIONS 
as data assets with standardized 
components that have been effectively 
migrated and sustained across GOTS/
COTS products

GRANTS MANAGEMENT 
SUPPORT CAPABILITIES
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Supported system design, 
implementation, policy analysis, 
training, and change management 
efforts to IMPROVE FOREIGN 
ASSISTANCE DATA GOVERNANCE 
AND REPORTING 

For over 10 years, HighPoint Digital, 
Inc. (HighPoint) has supported the 
evaluation and implementation of 
multiple Government-Off-the-Shelf 
(GOTS)/Commercial-Off-the-Shelf 
(COTS) Grants Management solutions 
which have measurably improved the 
worldwide Department of State (DoS) 
grant community’s Federal financial 
assistance policy compliance, data 
governance, operational effectiveness, 
and efficiency.

HighPoint’s Grants Management expertise 

has helped DoS resolve a range of Significant 

Deficiencies and Office of Inspector General 

recommendations, improve policy, procedures, 

and program management, and respond 

to mission-critical stakeholder needs, while 

supporting over 30 bureaus and 260 posts 

around the world that annually award over 

17,000 grants transactions worth more than 

$11 billion. HighPoint has been dubbed the 

“Gold Standard of customer service at the 

Department of State”.

  
GRANTS 
MANAGEMENT: 
MISSION SUPPORT  
AND IT INNOVATION 

MULTIPLE AWARDS FOR SERVICE 
in support of stakeholders in support 
of stakeholders such as the Bureau 
of International Security and Non-
Proliferation and Bureau of Population, 
Refugees, and Migration, as well as the 
CARES Act
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Trained OVER 15,000 MULTI-LEVEL 
CSR users

Deployed over 20 UNIQUE CURRICULA 
to ensure CSRs can complete job 
advancement opportunities and over 
3,000 ACTIVE DOCUMENTS, 
including accessible PDF and Sharable 
Content Object Reference Model 
materials, stored in our third-party 
content server and LMS 

• Extensive SAP SuccessFactors tips,  

tricks, and lessons learned

• Secure processes and infrastructure 

delivered by U.S. persons on U.S. soil

• Accelerators to shorten deployment time, 

new functionality, and upgrades

• Multiple security access levels for both 

information and facilities, with specialization 

in sensitive data handling

• Top Secret facility clearance

Implemented 300+ SuccessFactors 
initiatives for 40+ INDUSTRIES

Established 16-YEAR PARTNERSHIP 
with SAP SuccessFactors, providing 
“Best Of The Best” SAP LMS experts

Benefits of our SAP implementation

HIGHPOINT LEARNING 
MANAGEMENT SYSTEM HAS:
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HighPoint Digital, Inc. (HighPoint) 
assists Government clients in selecting, 
implementing, and managing the 
appropriate Learning Management 
System (LMS) based on their needs  
by evaluating requirements and  
technical infrastructure, and  
comparing alternatives.

Migration to Secure FedRAMP Systems 

Applications and Products in Data Processing 

(SAP) National Security Services (NS2) Cloud

HighPoint designs, implements, and supports 

the SAP SuccessFactors LMS application at the 

Department of Health and Human Services (HHS), 

Centers for Medicare and Medicaid Services 

(CMS). The SAP LMS supports training, learning, 

content, and customer service for 1-800-Medicare 

Customer Service Representatives (CSRs) and 

Government Medicare and Marketplace employees. 

HighPoint provided all infrastructure, planning, 

installation, and tuning for the on-premises SAP 

HR SuccessFactors LMS. We then migrated the 

entire application to the secure FedRAMP SAP NS2 

Cloud, giving the client all the benefits of Software-

as-a-Service while reducing costs and meeting all 

Federal security requirements.

LEARNING  
MANAGEMENT  
SYSTEM 
DEPLOYMENT AND  
ADMINISTRATION  
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MODERNIZED APPROACH TO 
QUALITY ASSURANCE

HighPoint uses an innovative, comprehensive 

Quality Assurance approach incorporating 

the latest features of Quality Assurance 

automation, centered on CSR and customer 

experiences. By doing so, we move 

programs from rigid compliance-based 

approaches to environments that empower 

CSRs with improved call-handling skills to 

solve customer issues.

Increase Employee Engagement:  
Using stakeholder feedback, HighPoint 
redesigned the Quality Assurance 
program, achieving a 30% INCREASE 
IN CUSTOMER SATISFACTION and 
improved employee engagement

Optimize Operational Performance: 
HighPoint identified call handling 
trends and implemented a revised call 
flow, which REDUCED REPEAT 
CALLS BY 29% 
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HighPoint Digital, Inc. (HighPoint) helps 
agencies enhance their contact center 
Quality Assurance programs using the 
latest technology and approaches to 
improve customer experience, increase 
employee engagement, and optimize 
operational performance.

Our Quality Assurance methods extract 

maximum value from contact center tools and 

technologies while aligning program design with 

agency objectives. Our team develops Quality 

Assurance programs customized to agency needs 

while maintaining industry best practices. We 

use tools like speech analytics and automated 

quality monitoring to focus Quality Assurance 

efforts on critical aspects of performance and 

provide the most comprehensive, consistent 

feedback to drive employee engagement. We 

closely monitor outcomes from these activities 

with Contact Center Operations counterparts to 

ensure effectiveness and to gather feedback for 

continuous program improvement. Our continuous 

improvement efforts to measure Quality also help 

reduce cost by identifying inefficiencies like agent 

downtime and unmanageable call volume.

CONTACT CENTER  
QUALITY 
ASSURANCE 

Customized Approach: HighPoint 
designed and implemented a 
custom Quality Assurance program 
and application for OVER 
10,000 CUSTOMER SERVICE 
REPRESENTATIVES (CSRs) 
ACROSS 10 LOCATIONS, 
including remote staff  
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Call Transcription: 40 MILLION  
CALLS transcribed annually to gather 
customer insight and improve contact 
center performance

Virtual Agent: Automates basic 
interactions and seamlessly transfers 
complex issues to human agents, 
resulting in IMMEDIATE ISSUE 
RESOLUTION with a human-like touch

Agent Assist: Continuous live agent 
support that identifies customer intent 
and sentiment and provides INSTANT, 
STEP-BY-STEP ASSISTANCE 
through recommended articles, 
workflows, and more

Speech Analytics: Provides customers 
with 24/7 FAST, PERSONALIZED, 
CONVERSATIONAL SELF-SERVICE

FEATURES AND BENEFITS  
OF SPEECH ANALYTICS 

Provides Platform-as-a-Service for Expanding 
Artificial Intelligence:

• Available architecture for chat bot and 

virtual agent features

• Continuous data capture for modeling and 

predictive solutions

• Scalable to adjust features as needs change 
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HighPoint Digital, Inc. (HighPoint) 
records 1-800-Medicare calls for 
Contact Center Operations and screens 
them in near-real time. HighPoint’s 
Natural Language Processing 
(NLP) works with speech-to-text 
transcription to gather rich insight 
about customer satisfaction, service 
issues, agent performance, and 
campaign effectiveness.

During calls, NLP automatically discovers 

and analyzes words, phrases, categories, 

and themes to reveal trends and areas 

of opportunity or concern. For example, 

sentiment analysis determines if a Customer 

Service Representative is stressed, in order to 

alert a supervisor.

We use speech analytics and telephony data 

for insight that aids in answering medical, 

policy, performance, and staffing questions. 

For example, HighPoint has used these tools 

to identify a shortage of durable medical 

equipment in a particular zip code for Centers 

for Medicare and Medicaid Services (CMS).

CONTACT CENTER  
SUPPORT
NATURAL LANGUAGE  
PROCESSING AND  
SPEECH ANALYTICS
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TEAM CERTIFICATIONS

• Adobe Captivate Professional 

• Human-Centered Design

• Association for Talent Development (ATD) 

Instructional Design

• ATD Virtual Facilitation

• Lean Six Sigma Green Belt
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The HighPoint Digital, Inc. (HighPoint) 
Training team brings the strategy, 
approach, methodologies, and agility to 
build workforce knowledge and skills. 
Our team’s proven method combines 
industry standards with innovative 
training techniques to exceed high-
quality standards for design and 
delivery. Our team is well versed in 
the complexities of a highly dynamic, 
24/7, multichannel engagement, as 
evidenced through our support to the 
Centers for Medicare and Medicaid 
Services (CMS) and other customers.

HighPoint’s approach leverages established 

methodologies including Agile Product 

Development; the Analyze, Design, Develop, 

Implement, and Evaluate method (ADDIE); and 

Human-Centered Design to produce and refine 

more than 6,000 plain-language products a year 

for our CMS client alone.

We promote learner engagement using: 

• Interactive, gamified activities

• Customized graphics and User Interface

• Realistic practice scenarios

• Branching exercises

• Microlearning

• Knowledge checks with real-time feedback

TRAINING DESIGN  
& DEVELOPMENT Work From Home Training Materials: 

In response to COVID-related call 
center closures, we worked with our 
clients to provide Customer Service 
Representatives (CSRs) with a Work 
from Home training manual that included 
innovative YouTube videos on remote 
work best practices and common 
IT issues, ensuring a SEAMLESS 
TRANSITION while maintaining 
adherence to business processes and  
our goal of providing a complete 
customer service experience

Quality Now: To shift CSR focus to 
improved call handling skills and a 
BETTER CUSTOMER EXPERIENCE, 
HighPoint developed the Quality 
Now curriculum for Quality Monitors, 
Supervisors, and CSRs, which prompted 
a change in the customer service 
mindset, resulting in higher call 
satisfaction and CSR morale
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MODERN APPROACH TO 
DATA ANALYTICS

HighPoint uses data analytics to identify 

trends in order to enhance efficiency, 

procedures, and the citizen experience for 

agencies such as the U.S. Department of 

the Treasury, Office of the Comptroller of 

the Currency, and Centers for Medicare and 

Medicaid Services.
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HighPoint Digital, Inc. (HighPoint) 
has highly skilled staff with decades 
of combined experience that engage 
in the complete analytics capability 
delivery lifecycle, from discovery to 
implementation to support. We use 
Agile methodologies to evaluate an 
agency’s data requirements, choose the 
most accurate and relevant data sources, 
find practical ways to present and use 
data, and offer a framework for making 
that vision a reality.

HighPoint helps agency partners by 

developing recommendations and prototypes 

for optimal data and analytics strategies, 

to improve both processes and customer 

experience. We understand that data is an 

enabler and a measurement tool for other 

Centers of Excellence (CoEs), including 

Customer Experience, Contact Center, Change 

Management, and Continuous Improvement. 

We work closely with CoEs to present 

recommendations that align and support the 

common goal of key performance measures 

against critical processes. 

DATA  
ANALYTICS

Improved Customer Experience: 
We support 800 ANALYSTS at 
the Commodity Futures Trading 
Commission by research and testing 
to create advanced, innovative 
analytics platforms

Increasing Operational Efficiency: 
HighPoint captures 65 MILLION 
CALLS ANNUALLY for Quality 
Assurance through data analysis

Automation: HighPoint uses 
MACHINE LEARNING, 
ARTIFICIAL INTELLIGENCE, 
AND ROBOTIC PROCESS 
AUTOMATION to resolve issues 
and pioneer improvements including 
automated underwriting, document 
classification, and anomaly discovery 
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CHECK OUT OUR WORK ON 
TWITTER @STATEDEPT 

Our video templates and graphics ensure 

a consistent look and voice for all Global 

Public Affairs social media messaging. Our 

designers also create style elements for shows, 

segments, presentations, and online pages.
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HighPoint Digital, Inc. (HighPoint) has 
has worked with the U.S. Department 
of State Office of Video for over 10 
years, creating relevant content that 
boosts global understanding and 
support for U.S. foreign policy and 
American values. Our work enables the 
Office of Video to deliver the Secretary 
of State’s activities and policy 
messages to broadcasters, web, and 
social media platforms worldwide. 

Our videos include narrative stories, short 

documentaries, motion-based infographics, 

Public Service Announcements, and live-

streamed Town Hall meetings.

The HighPoint team films and edits on the road, 

obtaining final clearance from traveling senior 

staff and from the Deputy Assistant Secretary 

of Media Strategy via email. The team functions 

under extremely tight deadlines; sometimes 

same-day turnaround.

HighPoint’s technology responds to unique 

challenges reaching international audiences, 

including those in low bandwidth areas. Our videos 

are designed for social media, and we ensure 

Section 508-compliance by including subtitles.

VIDEOGRAPHY 

Global Audience:  HighPoint has 
produced OVER 1,500 VIDEOS 
in SEVERAL LANGUAGES, 
including Spanish, French, 
Portuguese, Arabic, Persian, 
Chinese, and Russian

Global Outreach:  Our State 
Department videos reach a 
subscriber base of OVER 10 
MILLION IN MORE THAN 140 
COUNTRIES

Media Production: HighPoint assists 
with annual inventory, manages the 
studio schedule, and works with state 
officials to schedule VIDEO SHOOTS, 
INTERVIEWS, AND PODCASTS

Project Management:  We coordinate 
with project stakeholders to develop 
schedules, budgets, and project goals, 
and monitor project status to ensure 
ON-TIME AND ON-BUDGET 
DELIVERY
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Established in 2006 with the sole purpose to 

elevate citizen experience and promote US 

diplomacy. From contact centers and training 

to digital and data services, our team works 

with Government agencies to efficiently 

integrate people, processes, and technology 

that help Government deliver on the needs of 

its citizens and employees.

Privately held company with offices in 

Indianapolis, Indiana; Baltimore, Maryland;  

and Herndon, Virginia.

For additional information, visit  
www.highpointdigital.com.

Our work impacts millions of citizens working 

with 15+ Government clients.  

We help citizens gain access to healthcare, ensure 

our troops are fed around the world, and connect 

the world to US diplomacy.

ABOUT HIGHPOINT OUR IMPACT

CONTRACT VEHICLES
• CIO-SP3 Unrestricted

• MAS Schedule Contract   
(Includes Professional Services Schedule)

• FCC Application Development Support 
Services (ADSS)

Integrated services provide efficient 

outcomes to the Federal Government. 

CORE CAPABILITIES

• Contact Center Optimization

• Agile Application Development

• Digital and Media Services

• Data Services

• Training and Knowledge 
Management

8.5 MILLION
CITIZENS accessing  
regulations daily

60 MILLION
MEDICARE BENEFICIARIES
accessing healthcare

203 MILLION
CITIZENS using the  
Federal banking system daily

11 MILLION
PEOPLE through HUD systems  
living in multi-housing facilities 

2 MILLION
TROOPS across 550 global  
locations through food ordering  
and receipt system

CERTIFICATIONS
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UEID NLXHVL2Z2967

DUNS 033324117

TIN 54-1887277

Cage Code 1P8C0

NAICS 541511, 541512, 541513, 541519
                      611420, 611430, 611710
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