What is customer experience?
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mhat do;e know?

— How would you grade your
129% n% 4 department/agency’s
' digital strategy efforts?

D:
unsatisfactory

23%

Average grade:

C+

C: satisfactory

23%
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1 Lee, Mark. “Digital Government: The Two-Year Progress Report.” GovExec.
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CX: How does technology impact
CX?
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Government Cx1 (GCXi)
Ov erall Customer Experience 80-5=175
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
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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.



/G&ArannOUHﬁﬁ&Gﬁ@W v
(OO




What’s the goal?
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What’s the road ahead

CX




