
Enhancing Digital 
Influence & Engagement

How to map citizen-customer journeys to 
improve efficiency & effectiveness
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Citizen-Customer Expectations

3

MODERN EXPERIENCE WHERE THEY ARE

60%
of all website traffic comes from 
smartphones—and this number 
grows every day.

81%
of survey respondents reported use 
of help or FAQs on a company’s 
website vs all other channels.

75%
consumers expect a consistent 
experience across channels.

66%
of Millennial consumers expect 
real-time responses & interactions.
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Identifies Gaps:

§ Between Devices

§ Between Departments

§ Between Channels

Citizen-Customer Journey Mapping
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Disjointed Customer Journey

Call to 
schedule

Show up 
early to fill 
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Mailed test 
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to insurance
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for questions
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Modern Customer Journey

Schedule 
online –

immediate 
calendar 

invite

Forms sent 
via email 
ahead of 

time

Online test 
results/comms

on patient 
portal

Submit 
information 
to insurance 

online

FAQ on 
website + 
options for 

connecting
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Modern Citizen Digital Journey

CDC
Immediate: Current 

information on Zika while 
traveling

MI Dept of Education
Proactive: Multiple channels 
to promote summer meals

Hurst, TX
User-Friendly: Website 
matches citizen needs
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1. Get the tools you need
• Web & social analytics
• Survey data

2. Step out of your works 
stream

• Connect with peers
• Put yourself in the citizen 

shoes

3. Start small
• Implement adjustments
• Monitor changes

Where to Start



#GranicusSummit18

+ No Longer a Guessing 
Game

+ Measure Your Results
+ Less Inbound Inquiries
+ Save Resources

= Increase Your Impact, 
Demonstrate Your 
Value

Benefits – Efficiency 
and Effectiveness 
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Digital 
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1.00 - 2.00 P.M. 
Develop an Effective 
Communications Strategy
Lyndsay Booth & Amy Pinder, Granicus

2.15 - 3.15 P.M. 
Step Up Your  
Communications Game
Nick Geier & Amy Pinder, Granicus

3.30 - 4.30 P.M. 
Step Up Your  
Communications Game
Nick Geier & Amy Pinder, Granicus

We Are 
Your 
Partner



Thank you


