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Case Analysis: Understanding the customer experience with government

When serving their citizens and a wider customer base, governments are being asked to do more than ever
before. In the private sector, customer-experience leaders put as much emphasis on how they deliver
products and services as they do on the outputs themselves. But in many cases, the government's
traditional problems, like limited budgets, leadership changes, old IT systems, and a lack of human
capital, make it harder for agencies to achieve customer satisfaction.

In D’Emidio & Wagner’s (2018) view, governments face the challenge of insufficient data on customers
that prevent them from tailoring their provision of service based on individual preferences. The challenge
manifests when government agencies don't know what's most important to their customers. As a result,
agencies may waste time and effort on areas that should not be priorities. Leaders of all types of
government agencies can learn an important lesson: to improve the experience of the people they serve
and finding out exactly what matters to them. It is imperative for our agencies to build a holistic view of
customer experience. Hence, the student concurs with the authors that agencies should put themselves in
the shoes of their customers, understand their end-to-end customer journeys with the service, and find the
moments along the way that have a big impact on their experience. Doing this is an efficient way of
improving customer experience without using too much time and resources.

Sometimes, in the pursuit of reducing cost or becoming more efficient, the quality of service is
compromised. Additionally, unlike the private sector, government agencies are held to a higher standard
of fairness which makes their service delivery inflexible and often made to cater to as many people as
possible regardless of their demographic attributes. The key to meeting and exceeding those expectations
is to improve an organization's real performance and incorporate the findings of a micro and macro level
analysis of the customers. Hence, paying attention to “touchpoints” is a must, as it is where customers and
agency employees interact. Often, undesirable incidents such as long lines, rude customs agents, and other
inconveniences will affect the customer’s overall perception of an agency.

All things considered, agencies should look at journey redesign rather than process optimization,
concentrating on what the customer is seeking to accomplish rather than the specific steps along the
way.There is also the matter of bureaucracy where government processes take an army to approve a single
transaction. A top-down reform is also necessary to effect sustainable change in service delivery of
agencies. As a student in the field of governance, it’s crucial to note that agencies work with limited
resources based on their unique budget allocations. Hence, they have different capacities when it comes to
improving service delivery and is at a different level than that of the private sector. Regardless, the
performance of government agencies should still be held to a high expectation of quality.


