
2-27-18 SMUG 
Meeting
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Agenda
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2:00 - 2:15 – Jodi Uecker
2:15 – 3:00 – Cliff Heyne
3:00 – 3:10 – Break
3:10 – 3:50 – Workshop
3:50 – 4:00 –Close



Citizen Experience 
Introduction

Jodi Uecker
North Dakota Chief Operating Officer
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EMPOWER  PEOPLE
IMPROVE  LIVES

INSPIRE  SUCCESS



Reinventing 
Government

STRATEGIC INITIATIVES

Main Street 
Initiative

Behavioral Health 
& Addiction

Transforming 
Education

Tribal 
Engagement



CITIZEN FOCUSED



Citizen Experience 
Strategy



9

Governor’s challenge
How do we provide a consistent, end-to-end experience across all 

channels and departments?

Becomes

Our mission
To provide a consistent, end-to-end experience across all 

channels and departments
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Only Achieved Through

Whole of Government 
Citizen Experience Strategy



Shared Capabilities
Harness shared capabilities to improve individual services

Multi-channel, unified delivery
Deliver an omnichannel experience that allows “any service, 

any device, anytime”

Citizen, not government centered
Adjust to citizen needs, not government needs

Data-based decisions
Use data to drive improvements, decision making, and proactive 

engagement

Mission
To provide a consistent, end-to-end experience across 

all channels and departments

Guiding Principles
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Enables Governor’s Initiatives

Cx Strategy

Main Street Initiative

Reinventing Government
Addiction & Recovery

Innovative Education

Tribal Partnerships

EN
AB

LE
S

Empower People - Improve Lives - Inspire Success
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Citizen Engagement asks:
How can we work with citizens?

All support and rely on
People – Process - Technology

How can we use technology to optimize, 
transform, and create services?

Citizen Experience Strategy

And focuses on:
• Participation
• Policy Creation Practices
• Open Data
• Feedback

And focuses on:
• Data (UDP)
• Operational efficiencies
• Large scale business optimization
• Program efficiencies

Digital Government asks:



20

Two-Pronged Approach

Shared Vision & Citizen Understanding
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Unified Data Platform, Identity and Security

Governance

Funding

Process

Portal

CRM

Social

Feedback and 
Analytics

IdeationPresentation Website (CMS)

Mobile

Cloud
Digital Personal 

Assistants 
Forms (Data 
collection)

eCommerce Communication Digital Asset 
Management

Citizen Experience Hub (CxH)

Transport (Connectivity)
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CxH: Where are we today?

160+ Siloed 
websites Siloed social No statewide 

service catalog
Agency/Project 
based funding

Partial Identity 
solution

Varied voice of 
customer 

(VOC) systems

No digital 
assistant 

integration

Limited 
CRM/ITSM use

Agency-level 
analytics (not 

enterprise)

Outdated state 
portal

Few enterprise 
comm. 

solutions
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Silver Lining

Gov. support Small = 
Nimble

New 
Technologies

Few Major 
Systems

Partial 
Identity 
Solution

PIO/IT 
Community

Experience
Local & 

National 
Communities



Enabling Cx Reinvention
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Cx Initiative Approach

Training

Tools

Cx Ambassadors

Identify Journey or 
Experience for 
Improvement

Identify 
Opportunities

Prioritize

Plan

Implement

Measure Success
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Cx Initiative 
Approach

Identify Journey or 
Experience for 
Improvement

Identify 
Opportunities

Prioritize

Plan

Implement

Measure Success
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Iteration 1

Iteration 2

Iteration 3

Iteration 4

Iterative
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Journey Mapping

Persona Creation

Cx Initiative Approach

Training Tools

Journey Map & 
Persona Templates

VOC – Survey tool

VOC – Ideation tool

Cx Ambassadors

Cross-cutting 
leadership team

Primary drivers of CxH
solutions



Further Considerations
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• Funding
• Prioritization
• Governance
• Standards
• Architecture
• Resources



Next Step
Gain Understanding
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• Personas
• Ideation platform
• Journey mapping
• Service Catalog
• Service feedback approach
• CxH Inventory



Looking Ahead
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Gain 
Understanding

• Cx Ambassadors
• Data gathering
• Test Assumptions

Prioritize and 
Implement

• Implement enabling 
technologies

• Refine approach
• Build initiative 

backlog
• Expand training

Grow 
Capabilities

• Implement new 
capabilities

• Prioritize 2nd

iterations



What does this mean for me?
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- Consider Cx Ambassador
- Run effort through Cx Initiative Approach
- Participate in the conversation
- Rename SMUG



Group Activity
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• 2x 10 minute sessions
• 10-15 people per group
• Sessions

• Data, Identity, Security – Shawn Riley
• Service Catalog and Personas – Gary Vetter
• Journey Mapping – Kristin Byram
• Cx Initiative Approach – Justin Data
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