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Granicus is Transforming how Government and People 
Connect Digitally 

Web Comms Services Mtgs Records
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with 

government-

provided 
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services

Serving
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needs & 
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300M+
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Across the US, 

UK, & ANZ
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Across 6,000 

agencies

Civic Engagement Platform

Consulting



4granicus.com

Today’s Speakers

Vice President, Experience 

Services, Granicus

Angy Peterson

Strategic CX & Innovation 

Lead, Granicus

Charlotte Lee



“
“

The Federal Government must design and deliver services 

in a manner that people of all abilities can navigate. 

We must use technology to modernize Government and 

implement services that are simple to use, accessible, 

equitable, protective, transparent and responsive for all 

people of the United States. 

President Joe Biden
Executive Order on Transforming Federal CX and Service Delivery 

to Rebuild Trust in Government



How does this feel?



Connect360

*GXG Connect360 Metrics that Matter 2023

For government to guide 8 people 
to submit a claim or an application online, 

they first need 6,000 people to be 
aware of the program.



Don’t wait for time-intensive 

service modernization. 

Improve experience 

challenges now. 

SPEED OF DELIVERY
CONNECT COMMUNICATIONS

WITH EXPERIENCE



Leverage treasure trove of 

data on your subscribers to 

benchmark your:

✓ Customer experience

✓ Customer understanding

✓ DEI&A impact

MEASUREMENT & 

UNDERSTANDING CONNECT COMMUNICATIONS

WITH EXPERIENCE



CONNECT COMMUNICATIONS

WITH EXPERIENCE Demonstrate respect for 

your audiences by valuing 

their time.

Get people what they 

need when they need it.

TRANSPARENCY & TRUST



So, instead of this …



BETTER EXPERIENCES, DELIVERED.

Use empathy & data 

to guide a multichannel journey

Awareness



BETTER EXPERIENCES, DELIVERED.

Respected. Remembered. Responded to. Reminded. 

Trust & ConsiderAwareness



BETTER EXPERIENCES, DELIVERED.

Respected. Remembered. Responded to. Reminded. 

Decision & ActionTrust & ConsiderAwareness



BETTER EXPERIENCES, DELIVERED.

Respected. Remembered. Responded to. Reminded. 

Management & EngagementDecision & ActionTrust & ConsiderAwareness



BETTER EXPERIENCES, DELIVERED.

Respected. Remembered. Responded to. Reminded. 

Management & EngagementDecision & ActionTrust & ConsiderAwareness



more likely to trust an agency.

Source: Global results from Canada, France, Germany, Mexico, United Kingdom, and United States, McKinsey Public Sector Journey Benchmark Survey -

https://www.mckinsey.com/industries/public-sector/our-insights/the-global-case-for-customer-experience-in-government

9x
Satisfied customers are

Connect360

https://www.mckinsey.com/industries/public-sector/our-insights/the-global-case-for-customer-experience-in-government


BUILT ON OUR PROVEN APPROACH:

Drive Program Awareness, Adoption & Impact 
Our lessons learned from 10 years of managing millions of journeys 

for government customers:

1. Raise awareness, build trust, and 

increase participation of programs

2. Proactively journey map the 

customer experience to nurture 

interest and drive participation

3. Provide measurable results 

that show agency value 

and CX engagement



How to Connect Communications to Experience Today
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Acquire an audience
Understand audiences – segmented, 

personalized & responsive

Where we’ve been Where we’re going

>

1
How to Connect Communications to Experience Today
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How do people signup for 
information from you today?
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How are your topics 

currently organized? 

Department? Topic? 

Persona?

Maximize the Signup Journey
Understand audiences in order to be segmented, personalized & responsive

1

Do they know how to 

navigate?

Examples of common topic trees
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Maximize the Signup Journey
Understand audiences in order to be segmented, personalized & responsive

1

✓Align capture to 

segmentation 

and channel 

preference
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✓Align capture to 

segmentation 

and channel 

preference

Maximize the Signup Journey
Understand audiences in order to be segmented, personalized & responsive

1



Connect360

*GXG Connect360 Metrics that Matter 2023

95%
of subscribers will become aware 

of your initiative

with GXG’s strategic approach

to the signup journey.
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Acquire an audience

Segment based on department

Understand audiences – segmented, 

personalized & responsive

Segmentation based on metadata 

and behavior

Where we’ve been Where we’re going

>

>

2

How to Connect Communications to Experience Today
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What questions might you ask 
people as they sign up?
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✓Ask questions 

to understand 

your audiences’ 

content and 

information

needs and 

interests

Maximize Your Subscribers
Segmentation based on metadata and behavior

2



33granicus.com

Have your subscribers heard from 
you lately?

Have they heard from you too much?
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✓Understand the health of 

your topics. How frequently 

are messages being sent?

✓Are topics too broad?

✓Re-engage subscribers to 

move them to active topics

Maximize Your Subscribers
Segmentation based on metadata and behavior

2

Topic: Cloud

Topic: General Updates

Subscribers

to Topic

Bulletins Sent 

(per year)

7,801 0

3,235
Subscribers to 

Topic

Bulletins Sent 

(per year)

25 29.4%
Engagement Rate

0%
Engagement Rate
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Acquire an audience

Segment based on department

Newsletters - one way blast, same 

content for everyone

Understand audiences – segmented, 

personalized & responsive

Segmentation based on metadata 

and behavior

Multi-phase and dynamic campaigns 

aligned to customer journeys

Where we’ve been Where we’re going

>

>

>

3

How to Connect Communications to Experience Today
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What types of campaigns have 
you sent in the past year?
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Automate campaigns for scale & sustainability
Align multi-phase, interactive & dynamic campaigns to customer journeys

3

Assess current approach to content 
management, campaigns & reporting

Campaign & content types include:

✓ Foundational

✓ Programmatic
✓ Evergreen
✓ Transactional
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Automate campaigns for scale & sustainability
Align multi-phase, interactive & dynamic campaigns to customer journeys

3

FOUNDATIONAL
Build and maintain a healthy email outreach 
audience. Examples could include:

✓ Welcome message to all new subscribers
✓ Re-engagement message to sleepy subscribers

✓ Questions message to gather more information 
about your audience



43%
Average Open Rate for 

Welcome messages, 

compared to 36% 

for other message types.

PLUS: 

5% average Click Rates,

compared to 3%

Connect360

*GXG Connect360 Metrics that Matter 2023
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Automate campaigns for scale & sustainability
Align multi-phase, interactive & dynamic campaigns to customer journeys

3

EVERGREEN
Continually engage and educate your 
audience, even when you do not have 

timely actions you need them to take.

Examples could include:

✓ Monthly Tips
✓ Promotion of resources
✓ Policy reminders
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Automate campaigns for scale & sustainability
Align multi-phase, interactive & dynamic campaigns to customer journeys

3

PROGRAMMATIC
Multi-touch outreach to support 
priority programs and initiatives

Examples could include:
✓ National Awareness Month, Week, 

etc.
✓ Ramp up to Open Enrollment, 

Open Season, Application Season, 

etc.
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Automate campaigns for scale & sustainability
Align multi-phase, interactive & dynamic campaigns to customer journeys

3

TRANSACTIONAL
Prompt audience members to take 
specific actions relevant to their journey.

Examples could include:
✓ Renewal notification

✓ Application incomplete reminder
✓ Copy request confirmation
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Acquire an audience

Segment based on department

Newsletters - one way blast, same 

content for everyone

Engagement – a communications 

office responsibility

Understand audiences – segmented, 

personalized & responsive

Segmentation based on metadata 

and behavior

Multi-phase and dynamic campaigns 

aligned to customer journeys

Customer Experience across an 

entire organization

Where we’ve been Where we’re going

>

>

>

>

4

How to Connect Communications to Experience Today
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How are you connecting 
insights from across the agency?

Call center, IT, program owners?



BETTER CITIZEN EXPERIENCES, DELIVERED.

Experience Framework4
Design a customer experience across an entire organization



46%
government employees said 

feeling connected to their job 

improves their ability to serve

agency customers

Workforce360

From Nextgov: “Survey: 1 in 3 Government Workers Say Agencies Aren’t 

Fostering Employee Connection” – Frank Konkel, April 27, 2023



Questions?

June 13, 2023



Thank you!!

Questions? Contact info@granicus.com
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