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3 ways digital solutions 
are elevating the customer 
experience in the public sector 
By Charles Kozel and Alex Rodriguez

The delivery of seamless, 
user-centric services has never been 
more paramount in the public sector. 

To reduce the frustrations often associated with 
accessing federal services and meet new federal 
mandates, government agencies are increasingly 
prioritizing modernized customer experiences (CX) 
powered by digital solutions that empower self-
service, enhance efficiencies, and increase overall 
satisfaction.

Across the public sector, many agencies are 
undergoing various technological upgrades. 
However, these efforts are often disparate and lack 
a holistic view, particularly from a customer-impact 
perspective. 

Embracing a digital-first mindset is not merely about 
acquiring an off-the-shelf product and requires a 
broader, more comprehensive strategy that involves 
optimizing the entire ecosystem, encompassing 
processes and people. The development of a 
successful digital ecosystem requires more than just 
the refinement of internal systems; it also takes the 
opportunity to find efficiencies in core processes and 
workflows.

The ultimate objective of these digital efforts is 
to ensure the needs of individuals are met across 
multiple dimensions: equity, dignity, accountability, 
and results. By offering equitable customer 
experiences, federal agencies can improve and 
extend their reach to more people who need their 
services.

1. Empowering citizens 
with self-service 
options 
Digital solutions are revolutionizing customer 
experience in the public sector through self-service 
solutions. These platforms empower citizens to 
access services independently, reducing the need for 
physical interactions and saving time.

In the realm of self-service, attention often gravitates 
towards the user interface. However, the narrative 
extends beyond this admittedly crucial component. 
Self-service can go a long way toward improving 
citizen access and satisfaction, yet without the right 
support, any improvements will likely be short-lived.

While leveraging technology for self-service, it is 
essential not to lose the human touch. Customers 
should still feel supported throughout their 
interactions with federal agencies. And leaders 
must ensure these solutions are user-friendly and 
accessible to all, including those with disabilities 
or limited digital literacy. Plus, privacy and data 
protection should be a top priority. 

https://www.huronconsultinggroup.com/insights/tech-enabled-to-digital-first
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Solutions such as chatbots and other digital tools can 
play a pivotal role in enhancing self-service offerings, 
helping to bridge the gap between efficiency and 
personalized support. Self-service is not just about 
technology; in the end, it’s about creating a balance 
between technological innovation and human-
centered service.

2. Improving 
efficiencies with 
automation 
When it comes to CX, it is easy to focus solely on 
the front-end user interface. However, significant 
influence and optimization can be derived from 
enhancing the back end that employees (aka high-
impact service providers) use to deliver services. 
Without refining our internal systems and digital 
approach, the ability to offer superior services on the 
front end may be restricted. In fact, research shows a 
clear correlation between employee experience and 
CX.

The automation of processes enables staff that 
interact directly with customers to work more 
efficiently and swiftly, thereby enhancing service 
delivery. Digital platforms not only reduce 
operational costs but also speed up service delivery, 
leading to improved customer satisfaction.

Such an approach has been successfully 
implemented within Veterans Affairs (VA). Despite 
a small staff, where the vast majority of employee 
time was previously spent on tasks that were not 
Veteran facing, automation has revolutionized their 
operations. Our team predicts this change has freed 
up approximately 100,000 hours per year, which can 
now be repurposed for more mission-driven work 
directly with veterans. 

To be successful with automation long term, it is 
important to consider how these processes will 
evolve and scale over time. Focusing exclusively on 
present needs may lead to inefficiencies down the 
road. To mitigate this, user groups can be invaluable. 
By involving the people who are or will be using the 
services, the processes can be shaped to meet their 
needs more effectively. 

3. Harnessing 
customer data to 
improve service 

Harnessing customer data is a fundamental step 
towards understanding and serving customers more 
effectively. 

Data analytics play a pivotal role in this process, 
enabling a deeper dive into customer behaviors, 
preferences, and experiences. By extracting 
actionable insights from core systems, services can 
be tailored more effectively to meet individual needs.

Surveys provide another valuable avenue for 
gathering customer data and measuring success. 
By capturing customer responses, a roadmap for 
improvement can be developed and continually 
refined based on direct customer input. Moreover, 
maintaining a history of past interactions allows for a 
more personalized approach to service delivery. 

However, simply having data is not enough. A well-
defined data governance strategy is essential to 
ensure data is used strategically and proactively. This 
requires a mature approach to data management 
that enables team members to spend more time 
analyzing and strategizing, rather than merely 
gathering data.

In essence, effective use of customer data hinges on 
a combination of robust data management, strategic 
analysis, and proactive engagement with customers. 

Questions for leaders

To ensure your public sector organization is 
keeping pace with the digital transformation, it’s 
crucial to regularly evaluate your progress. The 
following questions will help you gauge where your 
organization stands in its digital transformation 
journey and identify areas that may need further 
attention or improvement.

https://www.huronconsultinggroup.com/insights/federal-experience-reimagined-enhancing-cx-ex-simultaneously
https://www.huronconsultinggroup.com/insights/federal-experience-reimagined-enhancing-cx-ex-simultaneously
https://www.huronconsultinggroup.com/insights/embracing-intelligent-automation-transform-government-services
https://www.huronconsultinggroup.com/insights/embracing-intelligent-automation-transform-government-services
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Self-service platforms

•	 Are the current self-service solutions accessible 
and user-friendly for all citizens, including those 
with disabilities or limited digital literacy?

•	 Is there a robust system in place for protecting 
user privacy and data?

•	 How often is user feedback collected and 
analyzed to identify potential improvements in 
the self-service platforms?

•	 What measures are being taken to educate users 
about the benefits and usage of self-service 
solutions?

•	 Are there any obstacles preventing users from 
fully utilizing the self-service platforms?

Efficiency and automation

•	 Are the digital platforms being used effectively 
to automate routine tasks and streamline 
operations?

•	 How frequently are system maintenance and 
updates performed to prevent technical issues?

•	 Is there sufficient human oversight to monitor the 
automated processes and ensure quality service 
delivery?

•	 What training programs are in place to equip 
staff with the necessary skills to use these digital 
platforms?

•	 How are the efficiency gains from using digital 
platforms measured and tracked?

Customer data

•	 How is your organization leveraging customer 
data to enhance service delivery and drive 
innovation?

•	 What strategies are in place to ensure 
transparency and trust when handling customer 
data?

•	 How is customer feedback incorporated into your 
data strategy for continuous improvement?

•	 What measures are being taken to ensure a 
mature approach to data management and 
governance?

•	 How is your organization prioritizing the use of 
data analytics to make strategic decisions?

Budgeting and 
prioritizing intentional 
digital transformation 
For the public sector, the successful digital 
transformation journey necessitates careful 
budgeting and prioritization. This includes investing 
in premium digital solutions that, while they may 
seem costly upfront, can deliver significant value in 
the long run. 

But the investment doesn’t stop there. It is essential 
to think holistically, considering not only the tools 
you’ll need but also the people and processes 
involved from the outset. Cutting corners is not a 
viable option when it comes to digital transformation. 
Instead, an intentional, forward-thinking approach 
that emphasizes collaboration and innovation is 
necessary to achieve desired outcomes. In this 
way, forward-thinking federal leaders and their 
agencies can confidently navigate shifting digital and 
consumer landscapes, establishing credibility and 
driving progress.
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