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Local, State and Federal governments need to match the rising
expectations of its Citizens
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r‘ | | Online Payments Real-time Notifications ’.& Single View of the
_ & Forms , & Alerts @H® Citizen
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* C(Citizens prefer transactions e (Citizens want to know the about * C(Citizens prefer to be known

online for all public services such community and public events in across all government agencies

as tax payments, fines and real-time to stay aware and without managing multiple user

violations, parking, and other informed. accounts and passwords per

misc. government fees. agency application.

Enable Mobile
P .
o i . FACT:
e Capabilities =" Connectivity
o Of the 325 federal mobile
applications currently available, only
* (it bil d prefer t . iti igi "
itizens are mobile and prefer to Citizens expect a qlgltal 5(y0 of citizens use them and
engage in real time with government that includes access
personalization to high speed internet and approximately Gotyo of citizens
* Utilize mobile technology for connected devices — Internet of h t th I t
geolocation services to Things (loT) © .C.)O.SG glagz e ee cen.er Vet
communicate with Citizens UtI|IZIng government websites.

Source: Government Business Council



Digital government agencies must be driven by an understanding of
processes, needs, and desires of Citizens

The Major Causes of Poor Citizen Experience

LEADERSHIP GAP

Many government agencies have failed to designate a Citizen Experience
(Cx) Officer to establish a Cx strategy, performance metrics and manage
R Cx improvement initiatives.

NEGLECT OF CITIZEN-CENTRIC DESIGN
Agencies should engage citizens on application design to solicit

feedback.

'n_'-l MISALIGNED PRIORITIES
[E—EO Agency prioritizes perfecting technology over quality of the Cx.

PLANNING
CHECKLIST
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Government agencies must design a Citizen-centric strategy to
improve their interactions and engagements to improve the Cx

Government Agencies should implement the following to ENHANCE the Citizen
Experience
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CREATE a Cx FRAMEWORK

Government agency leaders need to create
a strategic framework and communicate
this with their employees to foster a best-
in-class Cx culture.

ANALYZE the Cx

Use administrative data, surveys, direct
observation and other sources to acquire
objective, precise, and timely information
to constantly refine and enhance
interactions with Citizens.

AUDIT CURRENT PROCESSES

Perform scheduled audits through the use of
journey maps and personas that reflect the
Citizen experience and identify pain points,
improve touchpoints, and implement process
improvements
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REDESIGN from Cx POV

Design systems so people can go to one place
online to access government services.
Citizens prefer NOT to re-enter information
more than once and that includes intra- and
inter- agency applications.

IMPROVE DIGITAL
TRANSACTIONS

Agencies should enhance digital transactions to
utilize self-service channels to save costs by
automating repetitive and manual processes.

EMPOWER EMPLOYEES AS Cx
CHAMPIONS

Establish a team of Cx Champions to create
strategies to improve and measure on an ongoing
basis Cx key performance indicators.






KLS&A provides independent analysis and strategic advice for
federal, state, and local government agencies

Small Business Certifications

Government Expertise _ « SBA Historically Underutilized Business Zone
* Local, state and federal government agencies (HUBZone)

Minority Business Enterprise (MBE)
Disadvantaged Business Enterprise (DBE)

®
Professional
A Services
G Sp\ Schedule

Senior-level Consultants

» 15+ years of industry experience
« Master-level education

» Industry certifications

IT Schedule 70
GOVERNMENT & .
e (€hY-\ Contract Holder
Independent Advisory Services - PUELIE S Toh

Technology agnostic
« Organizational performance

optimization
* Cost reduction and avoidance HUBZO?’M
through efficiency gains GSA Schedule 70 Contract #: 47QTCA19D0055
GSA PSS Contract #: 47QRAA18D00GU (’
HUBZone Certification Number: 57399 //)
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“Our mission is to be the primary advisor to local,
state, and federal government agencies to support
their efforts to operate efficiently and effectively
for the taxpayers which they serve.”

— Keith L. Scott, President & CEO



K.L. Scott & Associates did a business process analysis for my
department that identified money-saving operational reforms and laid
the foundation for the development of the Department of Public
Instruction’s first strategic visioning process.

Kirsten Baesler, Superintendent of North Dakota Department of Public Instruction

For the last 5 years, K.L. Scott & Associates has assisted Alachua
County, FL with performance measurement, performance reporting,
performance alignment to our strategic guide, and strategic
planning. The use of the AchievelT Software solution through K.L.
Scott & Associates has significantly increased our managerial

reporting, dashboard usage, and performance monitoring. Alachua ' .

County has more than 160 operational measures and we are able
to easily monitor progress and report by focus area, department,
measure status, and a number of other factors. We now have
100% departmental usage of our performance reporting and
strategic alignment system. Our partnership with K.L. Scott &
Associates has been a tremendous success!

- Donna Bradbrook, Strategic Performance Manager of Alachua County, Florida
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KLS&A provides continuous strategic advisory services to increase
the efficiency of government operations.
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* Quality Assurance / Quality Control Support
» Technical Assistance

* Independent Verification & Validation (IV&V)
* Risk Assessments

* Vendor Contract Assessment

Business Process Project, Program & fo\/ CxO Advisory
Optimization Portfolio Management @ Services P/
Business Process Modeling » Enterprise PMO / PMOaaS . Strategic Planning /4
Workflow Automation  Project Portfolio Management - Operating Model Strategy @
Business Architecture  Capital Planning & Investment « Cost Optimization
Business Process Controls

Aoplication Rationalizati
Improvement Sourcing, Vendor Selection & pplication Rationalization & Strategy

Business Analysis rocurement Support Strategy Interim CxO

Program Support & . Market & Data Analysis @
Oversight Organizational Development &

Data Visualization

Benchmark Analysis

Build vs. Buy Analysis

Market Research

Citizen Engagement, Insights,

Surveys & Focus Groups

Skills Assessment

Organizational Change Management

* Organizational Assessment and Design
» Organizational Governance
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KLS&A has helped government agencies across the country improve
their organizational efficiency from the Citizen POV

E m MONTGOMERY Q&
COLLEGE v
CONGRESS ‘

D
g AT&T

Alachua County,
Florida

NORTH DAKOTA DEPARTMENT OF \V S‘ X / I LL
PUBLIC INSTRUCTION |\

GEORGIA
SINCE 1854

ITIEI'l:E\\E

7/25/2020 K.L. Scott & Associates LLC

()

K.L. SCOTT

& ASSOCIATES

AAAAAAAAAAAAAAAAAAAAAAA




0)

K.L. SCOTT

& ASSOCIATES

ANALYTICS ANALYSIS ADVICE

www.klscottassociates.com

235 Peachtree Street NE
Suite 400
Atlanta, GA 30303
P +1 404 692 5552
E partners@klscottassociates.com
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