




The Digital Benefits Network supports government in 
delivering public benefits services and technology that 

are accessible, effective, and equitable in order to 
ultimately increase economic opportunity.

SNAP  |  WIC  |  Medicaid/CHIP  |  TANF  | Basic Income | UI  | Child Care

Peer Communities 
of Practice

Actionable Research
& Resources 

Ecosystem 
Coordination

Curation of 
Info & Tools

Learning & 
Futures



Webinar Community Norms

Please note this event 
will be recorded.

(Transcription and slides will be 
available)

Use raise hand function to 
ask questions during Q&A 
or drop them in the chat.

Please stay on mute 
unless you're presenting 

or asking a question 
during Q&A.

 

Be kind in the chat and 
respectful in your
communication.

Join the Digital Benefits 
Network!

Follow: @BeeckDBN
LinkedIn: DigitalBenefitsNetwork
Subscribe: https://bit.ly/3VU446Z 
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Why Focus on Customer Experience in Digital Benefits 
Delivery?

“Customer experience is a function of expectations compared 
with a lived experience. Our research finds when a customer’s 

experience (as a constituent, business, or another 
government agency) utilizing state services meets or exceeds 

expectations, it can boost trust in government, improve 
morale among the civil services, diminish negative media 

coverage, and lower costs for government agencies.” 
- McKinsey, Governments can deliver exceptional 

customer experiences—here’s how



Executive Level Attention to CX and Service Delivery 



Executive Order Directives

“Federal Government’s management of its customer experience and service 
delivery should be driven fundamentally by the voice of the customer through 
human-centered design methodologies; empirical customer research; an 
understanding of behavioral science and user testing, especially for digital 
services; and other mechanisms of engagement.”

“Every interaction should be seen as 
an opportunity for the Government to 
save an individual’s time (and thus 
reduce “time taxes”) and to deliver 
the level of service that the public 
expects and deserves.”

“Government must be held 
accountable for designing and 
delivering services with a focus on 
the actual experience of the people 
whom it is meant to serve.”



President’s Management Agenda Priority #2



OMB and GSA CX Efforts 



Federal Agency Response to CX Executive Order



USDOL CX Principles 

Understand pain 
points

Create 
feedback loops

Define and 
measure CX 



Journey Map Example from USDOL UIPL 01-24: Equitable 
Access to UI



USDOL CX Focus Areas Examples

Mobile 
usability

508 + WCAG 
website 

standards

Non digital 
support 

when 
needed

Plain 
Language & 

language 
access

Promote 
effective 

navigation & 
wayfinding 



Organizations Helping Bring Attention and Resources to State 
Customer Experience Work



CX Principles: Personalization, Consistency, 
Seamlessness

Understanding 
customer 

interaction 
journey

Ease, Efficiency, 
and Effectiveness

Consistent clear 
communication 
and navigation 

pathways

Omnichannel 
experience and 

technology 
integration

Customer 
feedback loops

Employee 
training

Proactive 
support

Using CX 
experience data 

for decision 
making 
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For today…

• What is CX at California’s Employment Development Department

• How CX is different than UX

• What we’re doing in California

• How it’s making a difference



What is CX at California’s EDD
We design with real customer behaviors and motivations in mind, using customer and 
employee feedback to be more customer-centric in the delivery of our programs and 
services.

Vision

• Our customers feel heard and believe their needs are understood by EDD and its 
employees.

• Our customers can access user-friendly services with self-service options.

• Our customers experience dependable and consistent services every time they 
interact with us.
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Customer Experience (CX) 
Focuses on the entire experience with EDD 

products, services, and interactions.

User Experience (UX) 
Focuses on specific 
product experiences.

How CX is different than UX



Team

Who makes up the CX team at California’s EDD

Chief 
Experience 

Officer

CX Manager & 
Specialists

Manages the EDD’s CX program and policies, 
CX Governance structure and Community of 
Practices

Applies CX best practices to modernization 
projects and department services and works 
with project managers and program partners 
to provide CX support 

CX Analysts Supports the CX specialists in projects and 
develops Voice of the Customer reports

Helps create a 
customer-centric culture, 
builds consensus across 
the department, and 
manages the Voice of the 
Customer program
 



Team

What is our CX Governance

Decision-maki
ng

Prioritization 
and resources

Aligns and unite enterprise decision making 
around improving customer interactions, 
access, and engagement with EDD

Prioritizes operational investments, 
resources, and technology developments that 
support CX improvements

Customer-cent
ric culture

Ensures that a strong CX culture is embraced 
across EDD’s programs and services

Honors EDD’s 
customer-centric commitment 
and focuses modernization 
efforts on improving the 
overall customer and 
employee experience

 



Team

What our CX Community of Practice does

Vision, 
Outcomes, 
Principles

Training and 
Metrics

Defines CX vision, target outcomes, design 
principles, and roles and responsibilities

Ensures CX objectives are understood and 
adopted by employees consistently across 
the EDD (e.g., enterprise-wide training and 
metrics for CX improvements) 

Feedback 
Loops and 

Prioritization

Establishes processes and recommends 
policies for CX knowledge-sharing, 
feedback loops, and enhancement 
prioritization

Serves as an enterprise 
forum to develop 
recommendations and 
processes to achieve EDD’s 
goals of delivering easy, 
user-friendly, and reliable 
services

 



What is our Voice of the Customer program

A Voice of the Customer (VoC) program: 

• Monitors customer experiences across the many ways a customer interacts with us (e.g., 
chat, calls, social media, etc.).

• Provides data to identify customer gaps and pain points to inform the design and delivery 
of services.

• Collects customer feedback to better understand their needs and expectations.

• Helps us improve our services and products, and overall customer satisfaction.

• Measures effectiveness of enhancements.



Voice of the Customer: myEDD Login



New Customer Surveys
We’ve expanded our VoC program to get 
customer feedback with surveys in offices and the 
EDD website.

Survey Goals
To better understand our customers, their needs, 
and expectations, including:
• Reasons for visiting an office or the website.
• Satisfaction with services and interactions.
• Successes and opportunities for improvements.



myEDD Login

Most participants did not 
recognize the Okta Verify app 
and were unable to successfully 
locate and download the app to 
complete enrollment.

“The experience is too 
complicated,

it takes too much time, 
and now it goes through a 

3rd-party app which 
decreases your security. 

Instead of sending
me a text.” 

How we’re using research and testing

CX/UX Impact to Design
Removed Okta Verify app from list of 
multi-factor authentication options to 
meet customer needs and preferences



Forms Redesign Research: Benefit Applications

Objectives
• Improve form and question 

language to streamline claim 
processing and improve the 
customer experience

• Simplify and shorten forms by 
removing unnecessary content

• Increase efficiencies and reduce 
the need for manual processing

Research and Testing

More 4,500 hours and more than 75 
participants

• 15 past claimants 
• 15 first-time applicants
• 16 advocacy groups  
• 6 field offices  
• 30+ other EDD employees, 
including claim filers



Applying the Recommendations

Proposed Application 
Updates 

Unemployment
156 questions and 
sub-questions or actions to 74

Disability
46 questions to 30

We used the relevant business rules, legal requirements, and 
research findings to guide our proposed solutions.
• Removed questions.
• Rewrote the content and defined misunderstood terms, difficult 

vocabulary and concepts.
• Grouped questions by sections and used descriptive headings.
• Simplified the instructions to be more customer-centric, adding 

instructions and help text for difficult questions.
• Reformatted response fields to reduce errors.
• Explained why certain questions are asked and how information 

will be shared. 

Unemployment 



Feedback on Draft Application
Applicants 

Applicants had an easier time filling out the 
application. 

“I thought the application was gonna be much 
longer. If you have all the information already, 
it would take 10 minutes, 20 minutes? I feel 
like it’s a pretty simple, straightforward 
overall application compared to other things 
I’ve filled out.”

Unemployment 

Employees

Claim filers felt that applicants would have an 
easier time and the filing process would be more 
efficient. 

“I think applicants would be less likely to 
make mistakes because the formatting, the 
words, and everything — they’re easier to 
understand…Our [existing] application doesn’t 
really give them anything.“

“It just makes it clear that your eyes go 
exactly where they need to go, and there’s a 
bold font too. It’s not hard to read at all, 
which is nice.”

“I appreciate the work that you’re doing. It’s so 
appreciated. You don’t know. I’ve been hoping, 
and I still always hope that this program can 
change for the better, to make it more 
user-friendly for the claimant. It’s not about 
us.” 



Key Success Factors for CX 
• CX Champion and executive support 
• Legislative funding and support
• Voice of the Customer
• Feedback loops for customers and employees
• Vendor support to supplement CX and UX teams



Thank you 



The EDD is an equal opportunity employer/program. 
Auxiliary aids and services are available upon request to 
individuals with disabilities.
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What work is being 
done in Michigan?



● Office renovations
● Plain language
● Online coaching sessions
● New system

end to end CX



● Human Centered Design (HCD)
● Inclusive: internal & external 

stakeholder engagement
● Research
● Iterative design and testing

our approach 



What are some 
examples of this in 
practice at UIA? 



The experience of accessing 
the unemployment system is 
complex and time consuming 
for claimants, employers, and 
navigators.

the challenge



areas of focus

website correspondence



design principles

Just In TimeClear ExpectationsSimple

Consistent plain language, clear 
guidance, and 

visual hierarchy 

Help customers know when and 
how to take action 

Provide information that is most 
relevant to customers’ 

immediate needs 



website 



claimant 
roadmap 



“I feel a lot less intimidated 
by it. It's resources for me. 
It's not just a scary 
government website. It's 
something that can help me 
get back on my feet.”

claimant



employer help 
center 



“Thinking as a seasoned HR 
person, this is a really good 
breakdown to give to 
someone who may not 
understand. I can't remember 
ever seeing this in my 
career.”

- HR professional



key correspondence



“This letter is one of the most 
concise government 
documents I’ve ever received. I 
liked the fact that this letter 
was separated into different 
pages for different types of 
information.”

employer



What are the 
ingredients to a 
successful CX 
project? 



● Vision
● Leadership 
● Resources
● Partnership 

how the work gets done 



What are some best 
practices for adopting 
HCD?



● Strong executive leadership 
● Tight scope on a key domino 
● Empower a core team 
● Commit to implementation 
● Use proof points

best practices



Discussion & Questions
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Thank you!

Stay connected with us

@BeeckDBN 

The Digital Benefits Network

About the Beeck Center
The Beeck Center for Social Impact + Innovation at Georgetown University brings together students, 
expert practitioners, and extended networks to work on projects that solve societal challenges using 
data, design, technology, and policy. Our projects test new ways for public and private institutions to 
leverage data and analytics, digital technologies, and service design to help more people.


