
What	  is	  customer	  experience?	  



What is CX vs Digital Government? 

Who	  are	  your	  customer?	  

What	  problem	  are	  they	  
trying	  to	  solve?	  

How	  do	  they	  want	  
information	  or	  services?	  

How	  do	  you	  measure	  the	  
customer	  experience	  you	  

provide?	  

How	  do	  you	  collect	  
feedback	  from	  customers	  
and	  employees	  on	  their	  

experience?	  

Is	  your	  organization’s	  
culture	  customer-‐centric?	  

How	  do	  you	  ensure	  
continuous	  

improvements?	  

Warfighters	  
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ANYTIME, 
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ON ANY 
DEVICE 
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experience	  
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CX:  What do we know? 
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CX:  What don’t we know? 



CX Journey:  Change Your Name The path to 

making your 

name 

change 

official … 

Wher
e do I 
start? 

I need your updated Social Security Card and a certified copy of your marriage license. 

Go 
online for 
general 
pointers 

Don’t forget your 
bank … and credit 
cards 

Will I 
ever 
be 

done? 

VA & 
DoD 

STO
P 

Before you travel you 
need a NEW Passport  

and an updated  
Global Entry Card 

I need to 
change 

my name 

Don’t	  forget	  
your	  clubs	  and	  
subscriptions.	  



CX:  How does technology impact 
CX? 



In the beginning… OCSIT 



And NOW … in GSA/OCSIT 



Government Cxi (GCXi) 
� Ov	  erall	  Customer	  Experience	   	  80	  –	  5	  =	  75	  
� Task	  Completion	   	   	   	  50	  –	  10	  =	  40	  
� Recommend	  to	  friend	  or	  colleague 	  75	  –	  16	  =	  60	  
� Return	   	   	   	   	   	  70	  –	  5	  –	  65	  

Average	  all	  four	  questions	  (GCXi) 	  60	  

� %	  of	  responses	  of	  4s/5s	  –	  1s/2s	  	  



To help agencies…. GSA/OCSIT 



Then….  The White House 
established Customer Service as a 
CAP Goal 

Key	  Objectives:	  
	  
Develop	  customer	  service	  standards	  	  
and	  principles,	  as	  well	  as	  an	  assessment	  
framework	  for	  Federal	  agencies	  to	  
determine	  opportunities	  for	  
improvement	  
	  
Identify	  and	  share	  best	  practices	  of	  
customer	  service	  
	  
Develop	  tools	  to	  identify	  strengths	  and	  
weaknesses	  in	  existing	  customer	  service	  
practices.	  
	  
	  
	  



GSA announces one of the first 
CCOs 



What’s the goal? 



CX:  What’s the road ahead? 


