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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
fo Rebuild Trust in Government



How does this feel?¢



Connect360

For government 1o guide 8 people
to submit a claim or an application online,
they first need 6,000 people 1o be
aware of the program.

*GXG Connec 1360 Metrics that Matter 2023



CONNECT COMMUNICATIONS
WITH EXPERIENCE

©

SPEED OF DELIVERY
Don't wait for time-intensive

service modernization.
Improve experience
challenges now.
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MEASUREMENT &
UNDERSTANDING

Leverage treasure frove of
data on your subscribers to
benchmark your:

v Customer experience

v' Customer understanding
v DEI&A impact

B

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.



So, Instead of this ...



Awareness

=

Use enr

tfo guide amr

oathy & dat

ultichannel |

a
ourney



Awareness Trust & Consider

X
@ —

a

o)
L)

&

&

Respected.



Awdareness Trust & Consider DeC|5|on & Action
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Respected. Remembered.



Awareness Trust & Consider Decision & Action Management & Engagement
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Respected. Remembered. Responded to.




Awareness Trust & Consider Decision & Action Management & Engagement
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Respected. Remembered. Responded to. Reminded.



Connect360

tomers are

Source: Global results fro ce, Germany, Mexico, United Kingdom, and United States, McKinsey Public Sector Journey Benchmark Survey -
ckinsey.com/industries/public-sector/our-insights/the-global-case-for-customer-experience-in-government



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 CV os,
interest and drive participation Health Cdre.gO\/ Mi%%ﬁyta

3. Provide measurable results
that show agency value m Medicare .gov
and CX engagement HEMMIar | EOVERES

Washington State
U.S. Department .
oVetems affairs Health Care Authority
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How to Connect Communications to Experience Today




How to Connect Communications to Experience Today

where we're gong L

) ) Understand audiences — segmented,
Acquire an audience o —® . .
personalized & responsive

(=) granicus.com
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How do people signup for
InNformation from you today<

21



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

Examples of common topic trees

How are your topics e oot i

currently organized? o e’ sy
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] Maximize the Signup Journey
Understand audiences in order to be segmented, personalized & responsive

v Align capture o PTSD TREATMENT W
segmentation | e
and channel R |
preference S

Which Best Descnbes You!

What is your el name?

By checidng this bosx, pou consent 1o our 9ats privacy

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

v Align capture to PTSD TREATMENT W\
segmentation I
and channel Rl
preference S

Which Best Describes You?

Veteran

Family Member or Friend of a Veteran
Mental Health Clinician or Student
Social Worker

Non-Profit Staft

Vet Center Stat!

Partnar Agency

VA Empioyoo

Memnber of the Ganeral Public

) granicus.com
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] Maximize the Signup Journey
Understand audiences in order to be segmented, personalized & responsive

v Align capfture to

Segmen’ra’rion PTSD TREATMENT

O ﬂ d C h O ﬂ ﬂ e | Thank you for subscribing
p refe re n C e You will begin receiving updates shortly

=J granicus.com 28



Connect360

957

of subscribers will become aware
of your initiative
with GXG's strategic approach
to the signup journey.

/// GRANICUS
N
A *GXG Connect360 Metrics that Matter 2023



How to Connect Communications to Experience Today

Where we've been Where we're going
) ) Understand audiences — segmented,
Acquire an audience o — — @ . .
personalized & responsive

2

Segmentation based on metadata
Segment based on department o —@ :
and behavior

30
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What questions might you ask
people as they sign up?¢

31



9, Maximize Your Subscribers
Segmentation based on metadata and behavior

v Ask questions PTSD TREATMENT WORKS
to understand
your audiences’
content and L) S S

PTSD Research

i n fo rm G -I-i O n PT5SD Treatment Options and Information

Sroried from Veterans and Thedr Familes

n e e d S O n d Connecting with a PTSD Support Provider
i n Te reSTS Who Are You Seeking information For?

I'm Seeking Information for Myself
I'm Seeking Information for Someone Else

wWihat type of inforrmation would you like to receive?

) granicus.com
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Have your subscribers heard from
you |lafelye

Have they heard from you too muche

33



9, Maximize Your Subscribers
Segmentation based on metadata and behavior

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

granicus.com

Topic: General Updates

Subscribers Bulletins Sent Engagement Rate
to Topic (per year)
Topic: Cloud
Subscribers to Bulletins Sent

Engagement Rate
Topic (per year)



How to Connect Communications to Experience Today

Where we've been

Acquire an audience

Segment based on department

) granicus.com

Newsletters - one way blast, same
content for everyone

Where we're going

Understand audiences — segmented,
personalized & responsive

Segmentation based on metadata
and behavior

3

Multi-phase and dynamic campaigns
aligned to customer journeys

35
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What types of campaigns have
you sent in the past yeare

36



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

Assess current approach to content
management, campaigns & reporting

Use your
taxes Lo mak_e
applying easier § ¢ =

Campaign & content types include:

MNow is a great time o apply

Foundational ety o i
Programmatic ity n S A
Evergreen S
Transactional Prot o e Lt S vy Py i o s

i Soa N reed o nchuce P o inccee o sy SR in ol
Fouiatod] Fan sdul i e housetod] doeii] ek iaiiersn Ful] will feeel
¥t [of Bl
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3 Automate campaigns for scale & sustainability
Align multi-phase, interactive & dynamic campaigns to customer journeys

Welcome to the . « | Bal
National Center ¥ Wiy,
for PTSD o o

’ TS0

Welcome 10 the Navcny Comien For @

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

granicus.com



Connect360

43%

Average Open Rate for
Welcome messag
compared to 36%
for other messog@.ﬂr‘ypes.

PLUS:
5% average Click Rates, e,
compared to 3%

*GXG Connect360 Metrics that Matter 2023




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

‘ us
A-_ Orug Enforcermd =
@55- ABniriat ation m

DEA’s Most Wanted

Con.’rinuclly engage and educate your Ly Oty Ot
audience, even when you do not have
timely actions you need them to take.

My SPARK Learning Lab is Mere for You

Examples could include:

Monthly Tips “ v
PI’OmOTiOﬂ Of resources ‘Z memarade oy """m""‘“”““”"‘
Policy reminders |

granicus.com 41



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

Multi-touch outreach to support
priority programs and initiatives

Examples could include:
National Awareness Month, Week,

Renewing Your Modicaid Health Coverage eTC .

B I e L

mre s ———— Ramp up to Open Enroliment,
LTI T Open Season, Application Season,
efc.

granicus.com 42



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

M Orn:zn_u: DEPARTMENT OF TRANSPORTATION
MOTOR VEHICLE ADMINISTRATION

Prompt audience members to take It's Time For Your .
specific actions relevant to their journey. Vehicle Emissions Inspection
Do Valoed Customr,
Examples could include: S ey s Gl b
Renewal notification xferady o i s s
Application incomplete reminder

Copy request confirmation ———

o 3x el servics VEIF &

o Sl servee o A !

SMAT IS THE J4-M0UR, SELF-SINVICE VAP 10080
MOOT Wl ors el aervics VED ol &7 st

e S Seavy- 2ty s il De 0w & TR v PR Ion &

N . A ¥

WHAT IF I MEED AN DXTINSIONT

granicus.com



How to Connect Communications to Experience Today

Where we've been

Acquire an audience

) granicus.com

Segment based on department

Newsletters - one way blast, same
content for everyone

Engagement — a communications
office responsibility

CD_

Where we're going

Understand audiences — segmented,
personalized & responsive

Segmentation based on metadata
and behavior

Multi-phase and dynamic campaigns
aligned to customer journeys

4

Customer Experience across an
entire organization

44
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.. How are you connecting
insights from across the agency?¢

Call center, IT, program owners?



4 Experience Framework

Design a customer experience across an entire organization

GOALS

Determine what
success looks

like. Align on
measurement plan.

___]

JOURNEY
Map the steps audiences
AUDIENCE CONTENT

take across multiple
channels or touchpoints
to achieve desired goals.

Access and create
content needed

Identify key
audience segments,

including their at various touchpoints
needs, motivations and phases of the joumey.
and barriers.

e
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360

4675

government employees said
to their job
improves their ability to serve

agency customers

From Nextgov: “Survey: 1 in 3 Government Workers Say Agencies Aren’t
\><< ?fg%g?é? Fostering Employee Connection” — Frank Konkel, April 27, 2023
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Questions?

June 13, 2023
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Thank youl!

Questionse Contact info@granicus.com
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