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The White House

Office of the Press Secretary

For Immediate Release April 27, 2011

Executive Order--Streamlining Service Delivery and Improving Customer Service

By the authority vested in me as President by the Constitution and the laws of the United States
of America, and in order to improve the quality of service to the public by the Federal
Government, it is hereby ordered as follows:

Section 1. Policy. The public deserves competent, efficient, and responsive service from the
Federal Government. Executive departments and agencies (agencies) must continuously
evaluate their performance in meeting this standard and work to improve it. To this end,
Executive Order 12862 (Setting Customer Service Standards), issued on Septernber 11, 1993,
requires agencies that provide significant services directly to the public to identify and survey
their customers, estahlish service standards and track performance against those standards,
and henchmark customer service performance against the best in business. This effort to "put
people first" was an important step. It was reinforced by a Presidential Memarandum for the
Heads of Executive Departments and Agencies issued on March 22, 1995 (Improving
Customer Service), and a further Presidential Memorandurm issued on March 3, 1998
{Conducting "Conversations with America" to Further Improve Custormer Service).

However, with advances in technology and service delivery systems in other sectars, the
public's expectations of the Government have continued to rise. The Government must keep
pace with and even exceed those expectations. Government must also address the need to
improve its services, not only to individuals, but also to private and Governmental entities to
which the agency directly provides significant services. Government managers must learn
from what is working in the private sector and apply these best practices to deliver services
hetter, faster, and at lower cost. Such best practices include increasingly popular lower-cost,
self-service options accessed by the Internet or mohile phone and improved processes that
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June 08,2011 3:38 PM EDT

The Impact of HIV/AIDS on the
African American Community:
Myths and Facts

Hadiyah Charles, advisory hoard member
of The Center of HIV Law and Policy,
presents the facts and statistics about
HIWVAIDS, and the impact those numbers
have on communities.

June 08, 2011 2:20 PM EDT
Building Partnerships to Improve
the Manufacturing Workforce

: RPN Fresident Obama
¥ yisits Northern Virginia
Community College in
Alexandria, Virginia,

discussed the importance of training and
preparing our workforce to compete for
manufacturing jobs across the nation, and
announces new commitments as part of
the Skills far America's Future initiative.

June 08, 2011 1:26 PM EDT

All in a Day's Work: Making Room

For Billions More Internet Users

and Their Devices

Today we are pushing the envelope in

collaboration with Internet innovatars to he

sure that the Net can continue to grow ﬂ

Done

T T T [@intemet H100% v

© 2010 Forrester Research, Inc. Reproduction Prohibited



April 2012 “Governments Embrace New Modes Of Constituent Engagement”
FORRESTER . . . . .
Services Delivery And Operational Efficiency Top Local Government Priorities

“What are your organization’s three most important local government priorities?”

Improve citizen access to government information
and services

Cut costs to help balance the budget

Increase process efficiency and employee productivity

Meet federal or national government mandates and
requirements

Introduce new analytical tools to provide leaders with

53%

51%

38%

28%

better real-time information on public services 17%
Implement or expand use of mobile and wireless 17%
technologies to connect with employees and citizens
Expand or increase revenue and tax collection 16%
Improve employee collaboration in and between 15%
agencies
Improve public safety and security against terrorist 15%
threats
Improve health and well-being of the citizens 14%

Make government greener through energy conservation,

alternative energy, and recycling and reuse 10%
Implement citywide transportation initiatives 6%
(e.g., congestion management, parking)
Implement or expand citywide broadband or Wi-Fi 6%
network
Implement eLearning initiatives to improve local 39
education
Other = 3%

Base: 99 IT budget decision-makers in the local government industry

Source: Forrsights Budgets And Priorities Tracker Survey, Q4 2011

© 2012, Forrester Research, Inc. Reproduction Prohibited



- 1  %' Bad customer

experiences
cost a lot of
money.



Customers escalate to more expensive channels to
get service when the Web site doesn't support them

“Thinking of the last time you tried to get customer support on a company’s website in the
past 90 days but couldn’t find the answers to your questions, what did you do first?”

Called a customer service phone

representative 37%
Emailed customer service
23%

Chatted with a customer service representative

online 11%
Gave up altogether

11%

Did business with another company instead 9 — 75%
0

Other

Went to the branch or store
- 4%

Base: 1,863 US consumers

Source: North American Technographics® Retail, Travel, Customer Experience, And Financial Services Benchmark Survey,
Q3 2009 (US, Canada)



Prospects walk away if the experience is bad

“Thinking of the last time you tried to purchase a product or service on a company’s
website in the past 90 days but couldn’t complete the transaction, what did you do first?”

Called a customer service rep

35%

Gave up altogether

Did business with another company

Emailed customer service

Chatted with a customer service representative
online

Other

Went to the branch or store

Base: 1,706 US consumers

Source: North American Technographics® Retail, Travel, Customer Experience, And Financial Services Benchmark Survey,
Q3 2009 (US, Canada)



Lost and wasted dollars add up fast

Lost sales $30 million
Avoidable sales costs $9.6 million
Avoidable service costs $13 million
Wasted money $52.6 million



@ June 2011 “Competitive Strategy In The Age Of The Customer”
We Have Entered The Age Of The Customer

Age of the customer

Empowered buyers
. demand a new level of
. customer obsession.

%

Age of information .

Connected PCs and '
oo supply chains mean

\ those who control
+ information flow

. dominate.
Age of distribution .

\ Global connections and .
: transportation systems
' make distribution key.

. Contenders
. include Facebook,
‘. IBM, Best Buy,

Amazon.com, Google, xg and Apple.

Age of manufacturing . Intuit, MBNA '

Mass manufacturing "
makes industrial '
powerhouses successful.

Walmart, Toyota, "
UPS, CSX

Ford, RCA,GE,
Boeing, P&G, '
Sony \

© 2011, Forrester Research, Inc. Reproduction Prohibited



Consumers find most experiences okay...or worse

Distribution of Scores In Forrester’s Customer Experience Index, 2012

Excellent i 3%

Source: Forrester report, “The Customer Experience Index, 2012” January 23, 2012




Andrew Pikulski \Why cank we get 3g in wisconsin? &TT lies
Yesterday at 6:32am

izsie will nok go away, I need a DIRECT number that will help me, T

am having a major problem with this, This is causing me not being

ahle to get a house, Please take a few moments to help me out and

please point me in the right direction, E Keith Bradshaw This is the warst excuse for cell reception I've
3

collection departments and none of them can find my report. This E

Yesterday at 7:43am ever seen, I lost a big job koday because ATT is the WORST EVER.,

my experience terrible, Tam siktking here in my office with a dead

- Gil Rucker aAT&T, I feel like vou have gone out of wour way to make
landling, a cell phone that will not ring because your technician

jarmed a paperclip inka the ringer and refuses ko repair it and a Do YOU HEAR ME? THE WORST EVER!

service representative who argued with me and saws that I am oot of Yesterday at 9:22am €82 people

luck For a re...pair today, .. AMD that there has to be a terminal in e

building. There is no terminal in my building. ..only a line caming auk of Cookie Jarnett att sucks- it's time to start looking For other service
the concrete, with other providers so we have good service

22 hours ago
I feel REAMED right now,

Yesterday at 9:42am - Wyatt Trader @Andrew Snider I told you I'd write back,

22 hours ago
Teresa Tyler how do u get the unlock pattern off the samsung

galaxy 5 help me pleesessease Matthew Cline atk owes me a explanation why they [ved and tald

Yesterday at 6:30pm me i would have 2.1 For my xperia in january when i got the phone in
december

Organizations are getting crucified in social media

& finally, $100 & 2 days later, back in the Dear @ATT - it's complete BS that
real world with internet again. Piece of multi-vear, on-time-paying customers like
crap @ATT. I hate you. You're an awful me, don't qualify for the same offers as
company. new customers. #FAIL
10 minutes ago via web < Favorite t3 Retweet 4 Reply 4 hours ago viaweb ¥ Favorite 3 Retwest 4 Reply
- @artgurl PN @benjaminprojas
Anne Jardan el Conjomin Fojas
@ATT Oh goody, still on call w/ ur @ATT wow, just got my bill today and
customer service & getting nowhere. Let vou really messed it up.
me guess. U instruct them 2 annoy #guessallthegoodthingsfromatthavetoend

customers until they hang up? someday
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Published: November1, 2011
Bank of America blinked on Tuesday. RECOMMEND What's Popular Now
¥ TWITTER U.S. to Tell Drug How Fares the
@, Enlarge This Image  The banlk, the nation’s second-largest, = T— Makers to Dream?
said it was abandoning its plan to Disclose
; ® COMMENTS Payments to
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debit cards for purchases. Only a T

meoenth earlier, the bank had E-MAIL

announced the new charge, &) PRINT

immediately setting off a huge uproar g reprints

fezocizted Fress  [TOIT CONSUINETS.
A Bank of America & TM. in Florida.
The bank dropped a planned fee in
response to customer outcry over the

Aan Oi

SHARE

Despite an outpouring of complaints

additional charge. online and at branch offices, the bank
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Related in Opinion until last Friday, according to a person
Room for Debate: Have briefed on the situation, planning to ease just some of the

i ?
Bplatlans Hurt Rank Protte] conditions for avoiding the fee. But over the weekend, after

AT —— two major competitors — Wells Fargo and the nat1onj3
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An Explanation and Some Reflections Inbax % =
Reed Hastings, Co-Founder and CEQ of Netflix infoi@netfliz.com 919411 -,
tome |-

Dear Kerry,

| messed up. | owe you an explanation.

It is clear from the feedback over the past two months that many members felt we lacked respect and
bumility in the way we announced the separation of 0%D and streaming and the price changes. That was
certainly not our intent, and | offer my sincere apalogy. Let me explain what we are doing.

For the past five years, my greatest fear at Metflix has been that we wouldn't make the leap fram success in
O%Ds to success in streaming. Most companies that are great at something — like AOL dialup or Borders
bookstores — do not becaome great at new things people want (streaming for us). So we moved guickly into
streaming, but | should have personally given you a full explanation of why we are splitting the services and
thereby increasing prices. It wouldn't have changed the price increase, but it would have been the right thing
to da.

=0 here iz what we are doing and why.

bany members love our 0%D service, as | do, because nearly every mavie ever made is published on 0D,
04D is a great option for those whao want the huge and comprehensive selection of movies.

| also love aur streaming service because it is integrated into my TV, and | can watch anytime | want. The
benefits of our streaming service are really quite different fram the benefits of DD by mail. YWe need to focus
on rapid improvement as streaming technology and the market evolves without maintaining compatibility with
our O%D by mail service,

Sowe realized that streaming and DD by mail are really becoming two different businesses, with very
different cost structures, that need to be marketed differently, and we need to let each grow and operate
independently.

It's hard to write this after over 10 years of mailing O%Dis with pride, but we think it is necessary: In a few
weeks, we will rename our OVD by mail semvice to "Chwikster”. Wye chose the name Chwikster because it
refers to quick delivery. WWe will keep the name "MNetflix" for streaming.

Chwikster will be the same website and DD service that everyone is used to. It is just a new name, and DD



Citizens are frustrated with government...and angry

Frustration with Government Is Nothing New —
Growing Anger Is

et Feb MNov Mar Oct Jdan Mar
Fealing ahowt 1997 2000 2001 2004 2006 2007 2010
fedaral goverrment % b Y b % % %

Basically content 2 J3d 83 a2 2 2 19

Frustrated alz 24 34 52 44 a8 ald
Angry 12 8 13 20 16 21
Don't Know 3 3 . 3 5 o] 5

100 100 100 100 100 100 100

Pew Rezeach Center March 11-21 @20, Figures may not add to 100%
because of rounding.

Source: http://pewresearch.org/pubs/1569/trust-in-government-distrust-discontent-anger-partisan-rancor




Government agencies are trying to improve this
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Green Book Online 2012

The Green Book 15 now available 35 a searchable
digital application in which you ¢an find personnel
and government affice infarmation

Get Your ID

Having an D is one of the keys to success, Leam
how to apply for 3 birth certificate, Social Securky
card, and nan-driver State [D.

Municipal Archives Gallery

The gallery provides acce o over 500,000 tems
from the Archwves collechans, mcudng
phatagraphs, maps, film and audio recordings

Ready New York: Hurricanes

Hurricanes affect the City, OEM encourages
ctizens to prepare by readng ther gul R
New York: Humcanes and New York City”

2ady

* | Digital Jobs Map
neighborhoods, review job postings, or
. . add your own dgtal company to the Made in NY

Search 311
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:z - s
& “"’c', o -
5O " S,
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[Erer Service Request | _J
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Many people still think programs are run inefficiently

More Say Government
Has Wrong Priorities. ..

oct  Mar
Rigger prabdern wigowvt . 14987 2010
Has werong priornties 24 38 +4
Funs programs inefficiently &1 a0 -1
DtherDon't koo 10 12

100 100

And a Negative Effect on Daily Life

Fadl govt's effect oct Mar
o AL Sainy life 1947 2010
Fositive a0 38 -T2
Megative 31 43 +12
MeitherDon't Know £ o
Mo effect’Don't know 10 11

100 100

Pewy Eezearch Center March 18-21 Q3d-p and
March 11-21 @29 & Q27all8a.
Figures may not add to 1005 because of rounding.

—




Many companies say CX Is a top strategic priority

It is our top strategic priority 28%

It is on the list of strategic priorities but

not #1 65%

It is not on our company's list of top
strategic priorities

Base: 86 customer experience professionals

jce: Q4 2011 Global Customer Experience Online Peer Research Panel Survey



Three quarters say execs aim to differentiate on CX

To differentiate ourselves from all firms across
any industry

To differentiate ourselves from competitors in our
industry

63%

To maintain parity with other leaders in our
industry

To keep from falling too far behind leaders in our
industry

To stay in the mainstream in our industry

To stay slightly behind the mainstream in our
industry

Our executive team doesnt have explicit goals
related to customer experience

Dont know

Base: 86 customer experience professionals

jce: Q4 2011 Global Customer Experience Online Peer Research Panel Survey



Organizations need to move beyond "find and fix"

Sustain customer-centric
culture

Transform the
organization

Improve today’s experience

Customer experience quality

Time

© 2012 Forrester Research, Inc. Reproduction Prohibited
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Customer Experience Ecosystem



You need a healthy customer

experience ecosystem.




What does a customer
experience ecosystem

look like? - ‘

"

-~







discover

evaluate

get support

reengage






discover

—

security guards package designer

0 eBusiness
T

tech vendor

evaluate

interactive agency
o merchandising

buy

access

product mgr

use
operations

retailer

recruiting firm

-

service technicians

get support
outsourced call center

reengage
engineering
social media

leave

human resources
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interactive agency
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Customer Experience Ecosystem Mapping

1. Document a customer journey that is a know pain point.

2. Visualize the sources of the customer’s pain.
— All of the people/groups involved
— All of the actions taken by these people/groups

— All of the things these people/groups use

3. Go deep to identify people, actions, and things above and below the
customer’s line of visibility.



Sees Tries to

Receives h Logs in get
Th charge _
Steve Sl st;t%mint Opens & that looks  to website gggﬂlts
1 ] on desk & reads wrong e
ignores statement
Mobile
Paper Webs;j phone
Si
Envelope  giatement te
Validates
customer
CSR
Displays
statement
LINE OF VISIBILITY
Billing
system Green
screen
Billing system
dept
> Determines Sys_tem ‘
correct designer:
plan IT
Bill ((jBetts _ Stuffs into
designer Billing 55 Prints  generic
Designs partner statement envelopes
bill

Looks for  Calls
customer CUstomer  Talks

service service to CSR
number
IVR
Validates
customer
again
Escalates
for
approval
Frontiine
Mma
Nager
Checks
Plan and
rate
Maiils

: s
Generic tatement
envelope

Tweets
in
frustration

Twitter

Other
Tweeps

Social
media

group



Conduct root-cause analysis

= The five whys
— My car won't start.
— Why? — The battery is dead.
— Why? — The alternator is not functioning.
— Why? — The alternator belt has broken.

— Why? — The alternator belt was well beyond its useful service
life and has never been replaced.

— Why? — | have not been maintaining my car according to the
recommended service schedule.

= ook beyond the immediate issue

— What other people or departments are involved?

— What events lead up to the present moment?

Source: Wikipedia
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Recommendations

= Map your agency’s CX ecosystem to understand the cause of pain for
your customers.

= Begin efforts to fix those short term issues

= Bring others into the fold to change the entire ecosystem so problems
don’t happen in the first place, for example:
— Unify customer experience governance
— Integrate customer understanding activities for a broader picture

— Create a consistent customer experience strategy across agencies
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