GOVFRNMENT CX
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Why 1s CX Important?
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Current Environment
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Customer Experience Timeline
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It’s Hard! We Have Challenges
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Few agency ileq;get
Few agenciesthavéicus

ites that are difficult to navigate, access,
secure, etc.
Contact centers weren’t recognized for their

importance in service delivery




Current CX Ecosystem within an Agency
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RENEWED FOCUS ON

CUSTOMER EXPERIENCE




PREDICTION 2
BEGIN ADDRESSING THE

FULL CUSTOMER JOURNEY

CONTINUE WITH HUMAN CENTERED e eias] =
CENTERS, IN PERSON ARE ALL

DESIGN, INCLUDING JOURNEY i —
SR E | TOUCHPOINTS ALONG WITH

JOURNEY

USING DATA TO
UNDERSTAND THE FULL CITIZEN
JOURNEY & PERFORMANCE

HIGHLIGHTS THE IMPORTANCE OF
OUTSTANDING INTERNAL
EXPERIENCES




PREDICTION 3

‘CENTERS WILL BEGIN TO
H OVERDUE ATTENTION
(CoE)
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PREDICTION 4
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ATTENTION TO INTERNAL CX FOR
IT, FINANCIAL, HR AND

PROCUREMENT SERVICES
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ClOs WILL BEGIN ADDRESSING

CUSTOMER SERVICE TO THEIR
INTERNAL CUSTOMERS




PREDICTION 6
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PILOTING THE USE OF
INNOVATIVE TECHNOLOGY
RN

—

WG S




PREDICTION 7
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CREATION OF ORGANIZATIONS
WITH RESPONSIBILITY FOR THE
CUSTOMER
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STAY CONNECTED

MARTHA DORRIS

@ MarthaDorrisDCl@Gmail.com

@ 703.431.3701
W @usagcxgal

www.DorrisConsulting.com



STAY CONNECTED TO ADOBE

Download a free copy of the report: http://adobe.com/go/global-citizen-report

Contact an Adobe representative to setup a time and learn more about the research
findings:

» dl-publicsectoriss-dx@adobe.com
« 1-800-87ADOBE

Follow us on Twitter: @AdobeGov
Read the Adobe Public Sector blog:

* blogs.adobe.com/adobeingovernment
« www.adobe.com/government
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