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This white paper presents a comprehensive approach for federal agencies to enhance
their customer experience. It recommends utilizing customer feedback to inform
decision-making, fostering a customer-centric culture, harnessing technology to improve
service delivery, and measuring and reporting customer service performance.
Additionally, it highlights the significance of aligning organizational structure, processes,

and policies with a customer-centricapproach.

By implementing these strategies, federal agencies can significantly improve customer
service, increase customer satisfaction, and build trust with the public. Ultimately, the goal
is to create a more customer-centric government that delivers services efficiently and
effectively while prioritizing the needs of its customers. This will lead to a better overall
experience for citizens and businesses interacting with the government and promote a

culture of continuous improvementand innovation within federal agencies.

Importance of Customer-Centricity

in Government Services

In the public sector, the government often serves as the sole service provider, making it
even more critical to prioritize the customer experience. The focus should be on meeting
citizens' unique needs, desires, and satisfaction levels rather than providing services as
quickly as possible. By doing so, government organizations can achieve better results and
outcomes from their mission. Additionally, suppose government organizations integrate
customer focus and empathy into their fundamental principles to create a
customer-centric culture. In that case, citizens will become essential to the solution and
unintentionally drive services, implementation, and future development. By prioritizing
customer needs and encouraging feedback, government organizations can improve

theirservices and increase citizen satisfaction.

Since the government frequently serves as the sole source provider of a service, CX is
crucial in the public sector. Government organizations must focus on the customer and
their unique wants, desires, and degrees of satisfaction rather than just providing services

asrapidly asfeasible.
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Integrating customer focus with your agency's DNA and consumer empathy into your
fundamental principlesis crucial to developing a customer-centric culture. The consumer
will become a part of your solution and unintentionally drive services, implementation,

and future development when your agency focuses on satisfying customer demands and

encouraging feedback.

Current State of CX in the

Federal Government

The current state of Customer
Experience (CX) in the Federal
Government has improved in recent
years, but there is still room for growth.
According to the 2021 American
Customer Satisfaction Index (ACSI)
report, overall satisfaction with federal
government services improved slightly
from the previous year, with a score of
68.2 out of 100, compared to 67.4 in
2020.

However, the federal government still
lags behind the private sector regarding
customer satisfaction, which scored an
average of 76.3 in the same survey. In
addition, according to a Government
Accountability Office (GAO) report, 75%
of federal agencies reported facing
challenges in providing consistent

customer service across channels.

Additionally, the COVID-19 pandemic
has highlighted the importance of digital
channels in customer service. The GAO
report also found that 55% of federal
agencies reported increasing their use
of digital media to provide customer

service duringthe pandemic.

Whereas the federal government has
sometimes been a leader in providing
excellent customer experience (CX), this
is beginning to change. The Obama
administration's emphasis on enhancing
CX as a cross-agency objective
intensified during the current
administration, becoming a centerpiece
of the President's Management Agenda
(PMA). The PMA outlines the imperative
for enhanced CX and federal centers of

excellence.
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Customers of federal agencies can include citizens, businesses, non-profit
organizations, and other government agencies. Their needs and expectations can vary
depending on the federal agency's specific services and programs. Still, generally, they
expect federal agencies to provide efficient, effective, and reliable services that meet

theirneedsand are inline with legal and regulatory requirements.

Some specific customer needs and expectations from federal agenciesinclude:

Access to information

Customers expect federal agencies to provide clear
and timely information about their services,
programs, and policies, as well as any changes or
updates.

Transparency and accountability

Customers expect federal agencies to be transparent
and accountable in their operations and decision-
making processes, including disclosing how their
funds are being used and ensuring compliance with
laws and regulations.

Timely and responsive services

Customers expect federal agencies to
provide services promptly and efficiently and
respond to customer inquiries and
complaints.

Fair and consistent treatment

Customers expect federal agencies to treat
them fairly and consistently, regardless of
their race, ethnicity, gender, religion, or other
personal characteristics.

Quality of service

Customers expect federal agencies to
provide practical, reliable services that meet
their needs and expectations.

Cost-effectiveness

Customers expect federal agencies to use
their resources efficiently and effectively and
to minimize costs and waste wherever
possible.
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Overall, federal agencies must prioritize the needs and expectations of their customers

to fulfill their mission and provide practical and valuable servicesto the public.

Real-Time Examples of Federal
Agencies Focusing on Their CX

Many federal agencies focus on improving the customer experience by implementing
user-centered design and feedback mechanisms. Here are a few examples of federal
agenciesthathave made strides inimproving their customer experience:

General services administration (GSA)

GSA manages the federal government's real estate portfolio and provides
administrative services to other federal agencies. GSA has invested heavily in
improving its customer experience through its "federal customer experience"
initiative in recent years. This initiative involves working closely with other federal
agencies to identify and address customer needs, developing customer-centric
products and services, and collecting feedback through various channels, such as
surveys, focus groups, and social media.

Department of Veterans Affairs (VA)

VA provides many services and benefits to military veterans and their families.
VA has significantly improved its customer experience in recent years by
implementing various digital tools and services, such as the va.gov website and
the "myva" app. These tools make it easier for veterans to access information,
apply for benefits,and communicate with VA staff. Additionally, VA has improved
its call center operations, reduced wait times, and increased customer
satisfaction.
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Internal revenue service (IRS)

The IRS collects federal taxes and enforces tax laws. In recent years, the IRS has
made significant investments in improving its customer experience, including
redesigning its website to be more user-friendly and implementing various digital
tools and services, such as online tax filing and account management. The IRS has
alsoimproved its call center operations and hasimplemented customerfeedback
mechanismsto ensure thatitis meeting the needs of its customers.

Delivering Personalized
Services and Experiences

Agencies offer individualized service by keeping track of client information and
interactions, then using that data to address the customer's needs. For example,
communicating with consumers using their preferred methods could constitute
personalized customer service. Accessing client data is also necessary to quickly offer
pertinent productrecommendations or support solutions.

The Benefits of Personalized Customer Service

Faster and More Effective Customer Experience

You may monitor customer preferences, account histories, transactions, returns, and interactions
across service channels using customer data analytics. As a result, your customer support personnel

will find itsimplerto respond to queries and expedite problem-solving when the data is accessible.

Increases client loyalty

Digital-firsttools have accelerated in response to the global health crisis, and this trend doesn'tappear
to be slowing down. Unfortunately, customers did not grow more forgiving during the pandemic, so
the stakes remain high. One negative encounter is still enough for them to take their business
elsewhere. However, a better client experience can result from personalized service, and that can

fosterloyalty.
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How to Make the Customer Service

Experience Personalized

USE DATA ANALYTICS

You may monitor customer preferences, account histories, transactions, returns, and
interactions across service channels using customer data analytics. As a result, your
customer support personnel will find it simpler to respond to queries and expedite
problem-solving when the datais accessible.

INCREASES CLIENT LOYALTY

Chatbots and Al can help automate routine tasks, freeing staff to focus on more complex
issues. These technologies can also be programmed to personalize customer
interactions, using data analytics to provide tailored responses.

FOSTER A CUSTOMER-CENTRIC CULTURE

Federal agencies should create a culture that prioritizes the needs of their customers.
This can be done through regular training, feedback loops, and incentives for staff to go
above and beyond in their customer service efforts.

LEVERAGE TECHNOLOGY

Modern technologies like social media, video conferencing, and mobile applications
can be used to provide more advanced and personalized customer service
experiences. These tools can also enable customers to access services and information
more quickly and conveniently.

MONITOR AND MEASURE PERFORMANCE

Federal agencies should regularly measure their customer service performance and use
the results to improve. This can be done through surveys, feedback mechanisms, and
other metricsthattrack customer satisfaction and engagement.
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Strategies for Tailoring Services and

Experiences to Customer Needs

Finding a means to customize the client experience is the secret to creating successful,
long-lasting customer connections. An Infosys survey found that 70% of American
customers are motivated to spend 13% more with businesses that provide exceptional
customer service. As a result, marketing is progressively moving away from a push-
based, mass-market approach in favor of one that listens to and adapts to the
consumer's needs.

Understanding the hints left in the data generated by each interaction across a
multitude of channels is the key to unlocking the enigma of how to create excellent
customer experiences.

\ Following the Customer Experience Trail

Mapping the Customer Experience

Getting Creative with Customer Engagement

Turning Analytics into Insight

Importance: Customer-Centric Culture in the Federal Government

According to a study, only 14% of marketers think that their ability to focus on customers

gives them a competitive edge. However, when properly communicating this
competitive advantage to the customers, this drops to 11%. Additionally, businesses
need help creating a customer-centered culture. In addition, most companies need
help cultivating a customer-centric culture inside their organizations, which may be due
to alack of systems, processes, or resources to segmentclients.
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Many businesses declare that they are customer-centric firms. However, the reality is
that these businesses have a culture that is either sales- or product-driven, with a few
exceptions like the marketing department.

The best core competency is a customer-centric culture, and if you can get your
customer base on board with these ideals, you'll be well on your way to being the clear
victor. However, more than simply sticking the phrase "Customer is King" on your
marketing materials and other touchpoints is required to create a customer-facing
culture. Developing a customer-centric culture requires a targeted plan and, most
crucially, the understanding thatitis essential to the company's success.

How to Create a Customer-Centric Culture in Federal Agencies?

Working in the public sector is more than just a job; it's a chance to daily better the lives
of Americans. To achieve this effectively, federal employees must develop a customer
service mindset. The federal government works with the general public to address
issues and provide services, eventhough the programs and services vary.

1. Recognize Your Customer

Involve them, consider their viewpoint, and consider how a decision's outcome
might affect them. Next, develop relationships with them, concentrate on what they
want, predict their needs, and produce new value. Then, implement a customer
strategy focusing on fulfilling and surpassing customer expectations.

2. Creating a memorable customer experience

Ensure that your customer service strategy is focused on exceeding customer
expectations. You want your customers to associate their success with the services
provided by youragency.

3. How to Define Culture

Maintain an organization-wide commitment to customer centricity in your
employees by cultivating their mindset and values. Your organization's culture is an
asset - treatitas such and promote it as such. Then, show how it can help itachieve its
goalsandthrive.
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4. Empower Front Line Employees

You can only improve your customer experience if your employees are treated well.
Employees will share and mirror their experiences with customers when they are
happy andfeel well treated.

5. Customer-focused training is essential

Have customer service leaders. Train all employees on your customer service
standards and their roles, responsibilities, expectations, and behavioral norms to
make CXstand out.

6. Identify the Metrics That Matter

Use tools like journey mapping, create an agency-wide voice of the customer, or
implement careful feedback loops to provide seamless support systems and quick
fixes while revealing development opportunities. Make this information available
acrossthe board so staff members can assessitand draw conclusions.

The customer-centric culture you create at your agency will enable you to accomplish
unprecedented mission results.

Measuring and Improving Customer Satisfaction

Customer satisfaction measurement data is frequently used to identify issue areas in an
organization, analyze and assess client relationships, or generate concepts for new
products. In addition, the data gathered iscommonly utilized for:

Determining problematic areas in your company

Evaluating and analyzing customer connections

Ideas for further developments from sources

If the government wants to build stronger and more meaningful ties with its citizens and
win their support, this kind of in-depth and continuing study, also known as path
mapping, isimperative. Only responding to and observing a firsttransaction will allow a
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Customer behaviors, thoughts, sentiments, and emotions are recorded at each
engagement point as part of the journey map. By doing so, organizations can put
themselves in the position of their customers to better understand their demands and
personalize their service delivery. It aids in creating the enduring, reliable connections
thatgovernment organizations want.

Best Practices to Improve Customer Experience

The report claims agencies need more funding to compile customer data and share
insights with the tech teams creating cutting-edge digital platforms. So how can
agencies modify their strategy to enhance customer experiences? This paper offers
suggestionsforagencieslookingtoimprove their processes and presentthemselves as
more customer-centric.

1.Construct a Knowledge Mobilization Strategy.

Giving your audience what they require is critical to creating a positive customer
experience. Just listening to your customers will reveal what they need. According to
an Accenture analysis, agencies effectively get customer insights from many sources,
including surveys and congressional caseworkers. Additionally, creating a
knowledge mobilization plan, which includes several efforts to develop and utilize
research results, is one way to close the gap between research and action. Three
areas are suggested forinvestment:

Knowledge mobilization: a process of capturing customer feedback
across channels and merging data to avoid information silos

Customer insights accountability: connecting customer pain points with

agency-wide challenges, tracking customer insights, and responding directly
to customer feedback

Rapid prototyping: accelerates the implementation of improvements in
customer experience based on research

2.Make specific data-sharing policies

Most government agencies exchange consumers but not data and frequently need
explicit data-sharing agreements. As a result, customer experience teams need clear
guidelines, which are made worse by misunderstandings about the privacy laws
protecting data.
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Agencies can address this by prioritizing internal data-sharing agreements to validate
or verify data without disclosing customers' personal information. In addition, agencies
can create sample templates for data-sharing policies.

3.Develop enterprise-wide digital solutions that cultivate consistency.

Agencies must provide a consistent customer experience across all channels,
including call centers, mobile apps, and physical locations, and aim to give
customers the impression that switching between channels can be done smoothlyin
a single session. Customer annoyance will result from poor team coordination.
Agencies can reduce this by adopting a different mentality: commit top-down to use
enterprise-wide solutions ratherthan specific silo-specific ones.

Utilizing Momentum for Success

Since a decade ago, the White House has prioritized bettering the customer experience
with government services, as seen in each Presidential Management Agenda and
among the goals of agency heads. Several administration policies have set an
ambitious new bar, providing a much-needed path forward to evaluate and address
equity and access issues. As such, the Biden administration emphasized its intent to
harness the government's power further to "advance equity to provide everyone with

|H
.

the opportunity to reach their full potentia

Conclusion

In conclusion, this white paper, "Achieving Customer-Centricity in Federal Agencies:
Strategies for Improving Customer Experience," emphasizes the importance of a
customer-centric approach to service delivery in federal agencies. By prioritizing
customer service and adopting strategies to improve customer experience, federal
agencies can build trust with the public, increase customer satisfaction, and deliver
services efficiently and effectively.

This white paper provides valuable guidance and recommendations for federal
agencies to become more customer-centric, including using customer feedback to
inform decision-making, creating a customer-centric culture, leveraging technology,
and aligning organizational structure, processes, and policies.
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Federal agencies must prioritize customer service and deliver a seamless and
personalized customer experience as the public's expectations of government services
continue to evolve. Federal agencies can meet these expectations and build a more
customer-centric government by implementing the strategies outlined in this white
paper. Overall, achieving customer-centricity is crucial for federal agencies to deliver on
their mission and build trust with the publicthey serve.
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