




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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https://bit.ly/3VU446Z


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



Organizations Helping Bring Attention and Resources to State 
Customer Experience Work



Webinar 1: Principles to Improve CX
Quick Recap!



CX Principles: Personalization, Consistency, 
Seamlessness



Examples of CX Metrics for Decision Making



OMB Federal Customer Experience

OMB Federal CX Team

CX Metrics Overview

August 2024
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“We have to prove democracy still 
works, that our government still 
works and can deliver for our 
people.”

President Biden
April 28, 2021, in his first joint address to Congress
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OMB Circular A-11,
Section 280
Revised Aug. 2024

Executive Order 
14058
Signed Dec. 13, 2021

President’s 
Management 
Agenda, Priority 2
Released Nov. 18, 2021

21st Century 
Integrated Digital 
Experience Act
Signed Dec. 20, 2018

Managing Customer 
Experience and Improving 
Service Delivery

Transforming Federal 
Customer Experience and 
Service Delivery to Rebuild 
Trust in Government

Delivering Excellent, 
Equitable, and Secure 
Federal Services and 
Customer Experience

Improve the digital 
experience for government 
customers and reinforce 
existing requirements for 
Federal public websites

Provides more detailed 
guidance on implementing 
the CX EO and on CX 
management in the Federal 
context. Identifies High 
Impact Service Provider 
(HISP) programs and 
outlines annual 
requirements and best 
practices as part of budget, 
learning, and strategic 
planning efforts.

“It is the policy of the 
United States that, in a 
Government of the people, 
by the people, and for the 
people, improving service 
delivery and customer 
experience should be 
fundamental priorities.”

“Every interaction 
between the Government 
and the public is an 
opportunity to deliver the 
value and competency 
Americans expect and 
deserve.”

“Any website of an 
executive agency that is 
made available to the 
public after the date 
of enactment of this Act 
shall be in compliance 
with the website 
standards of the 
Technology 
Transformation Services”

Federal CX Framework
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OMB Circular A-11,
Section 280
Revised Aug. 2024

Executive Order 
14058
Signed Dec. 13, 2021

President’s 
Management 
Agenda, Priority 2
Released Nov. 18, 2021

21st Century 
Integrated Digital 
Experience Act
Signed Dec. 20, 2018

Managing Customer 
Experience and Improving 
Service Delivery

Transforming Federal 
Customer Experience and 
Service Delivery to Rebuild 
Trust in Government

Delivering Excellent, 
Equitable, and Secure 
Federal Services and 
Customer Experience

Improve the digital 
experience for government 
customers and reinforce 
existing requirements for 
Federal public websites

Provides more detailed 
guidance on 
implementing the CX EO 
and on CX management in 
the Federal context. 
Identifies High Impact 
Service Provider (HISP) 
programs and outlines 
annual requirements 
and best practices as 
part of budget, learning, 
and strategic planning 
efforts.

“It is the policy of the 
United States that, in a 
Government of the people, 
by the people, and for the 
people, improving service 
delivery and customer 
experience should be 
fundamental priorities.”

“Every interaction 
between the Government 
and the public is an 
opportunity to deliver the 
value and competency 
Americans expect and 
deserve.”

“Any website of an 
executive agency that is 
made available to the 
public after the date 
of enactment of this Act 
shall be in compliance 
with the website 
standards of the 
Technology 
Transformation Services”

Federal CX Framework: Focus on A-11 280
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A-11 280 outlines key activities, best practices for CX measures

Office of Management and Budget
Circular A-11 Section 280

“Measures of experience are of co-equal 
importance as traditional measures of 

financial and operational performance…

…This document outlines an accountability 
framework to deliver [on these components].” 

Metrics and data are mentioned throughout A-11 280:

280.5   – Collecting metrics to analyze digital services 

280.7   – Framework for managing customer experience, including
measurement

280.9   – How to know services are working and delivering value 
for the public (customer research, user feedback, 
post-transaction feedback data collection, data-driven 
decision-making, voice of the customer programs)

280.10 – Linking CX and larger strategic plans, documents, goals

280.14 – Making measures transparent and public to build trust

https://www.whitehouse.gov/wp-content/uploads/2018/06/s280.pdf
https://www.whitehouse.gov/wp-content/uploads/2018/06/s280.pdf
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A-11 280 encourages a comprehensive metrics picture
280.5 – Metrics to analyze digital services 280.7 – Measuring customer experience

✔ Use a digital analytics program (such as GSA’s DAP, Google Analytics, 
etc.) to capture data from customer actions, such as button and link 
clicks, page views, and transactions

✔ Attach timestamps to data points to trace user journeys and analyze 
behaviors over time

✔ Collect web data in a structure/format that makes quantitative 
analysis possible

✔ Build, update, and use digital analytics data dashboards and 
visualizations for decision-making

Measurement is one of several core functions of managing CX (among 
Governance and Strategy, Culture and Organization, Customer 
Understanding, Service Design and Improvement). Organizations should:

✔ Define and institute CX outcome measures, as well as service 
operational measures, to ensure accountability for improving service 
delivery 

✔ Use this data to communicate performance across the organization 
and to the public

✔ Routinely analyze and make use of this data for decision-making

280.9 – How do we know if services are working? 280.10 – CX in Annual Performance Plans

✔ Structured and unstructured customer research (e.g., surveys, focus 
groups, customer observations, social media reviews, etc.)

✔ User feedback activities (e.g., prototypes, A/B testing, customers 
reacting to plain language rewrites)

✔ Post-transaction feedback (e.g., surveys occurring generally within 
48 hours after the service interaction occurs)

✔ Data-driven decision-making, goal setting, and strategic planning 
(e.g., leadership using administrative, systems, digital analytics, 
post-transaction feedback, etc.)

Annual Performance Plans should include indicators for outcomes 
related to customer experience and relevant service levels appropriate 
to their program, including:

✔ Customer feedback data

✔ Service level indicators (e.g., wait times, website analytics, etc.)

14
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280.5 – Metrics to analyze digital services 280.7 – Measuring customer experience

✔ Use a digital analytics program (such as GSA’s DAP) to capture data 
from customer actions, such as button and link clicks, page views, 
and transactions

✔ Attach timestamps to data points to trace user journeys and analyze 
behaviors over time

✔ Collect web data in a structure/format that makes quantitative 
analysis possible

✔ Build, update, and use digital analytics data dashboards and 
visualizations for decision-making

Measurement is one of several core functions of managing CX (among 
Governance and Strategy, Culture and Organization, Customer 
Understanding, Service Design and Improvement). Organizations should:

✔ Define and institute CX outcome measures, as well as service 
operational measures, to ensure accountability for improving service 
delivery 

✔ Use this data to communicate performance across the organization 
and to the public

✔ Routinely analyze and make use of this data for decision-making

280.9 – How do we know if services are working? 280.10 – CX in Annual Performance Plans

✔ Structured and unstructured customer research (e.g., surveys, focus 
groups, customer observations, social media reviews, etc.)

✔ User feedback activities (e.g., prototypes, A/B testing, customers 
reacting to plain language rewrites)

✔ Post-transaction feedback (e.g., surveys occurring generally within 
48 hours after the service interaction occurs)

✔ Data-driven decision-making, goal setting, and strategic planning 
(e.g., leadership using administrative, systems, digital analytics, 
post-transaction feedback, etc.)

Annual Performance Plans should include indicators for outcomes 
related to customer experience and relevant service levels appropriate 
to their program, including:

✔ Customer feedback data

✔ Service level indicators (e.g., wait times, website analytics, etc.)
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Organizations can use information that tells a 

story about how customers are using their 

services – including data already being 

collected!

(Build the pipes)

Organizations set goals and track progress 

towards achieving those goals

(Check the water bill)
Organizations can ask customers for feedback 

about their services

(Is the water too hot? Too cold? Right pressure?)

Organizations can analyze and act on 

information they are collecting about their 

services

(Turn the faucets on and off)

A-11 280 encourages a comprehensive metrics picture
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280.5 – Metrics to analyze digital services 280.7 – Measuring customer experience
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analysis possible
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Governance and Strategy, Culture and Organization, Customer 
Understanding, Service Design and Improvement). Organizations should:

✔ Define and institute CX outcome measures, as well as service 
operational measures, to ensure accountability for improving service 
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and to the public

✔ Routinely analyze and make use of this data for decision-making

280.9 – How do we know if services are working? 280.10 – CX in Annual Performance Plans

✔ Structured and unstructured customer research (e.g., surveys, focus 
groups, customer observations, social media reviews, etc.)

✔ User feedback activities (e.g., prototypes, A/B testing, customers 
reacting to plain language rewrites)
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related to customer experience and relevant service levels appropriate 
to their program, including:

✔ Customer feedback data

✔ Service level indicators (e.g., wait times, website analytics, etc.)
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(Build the pipes)

(Check the water bill)

(Is the water too hot? Too cold? Right pressure?)

(Turn the faucets on and off)

A-11 280 encourages a comprehensive metrics picture
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HISPs are required to collect post-transaction feedback data
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Public data dashboard: https://www.performance.gov/cx/data/ 

https://www.performance.gov/cx/data/
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High Impact Service Providers – a wide range of services!

https://www.performance.gov/cx/hisps/
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Key Takeaways

A-11 280 outlines best practices for using metrics – customer experience and operational – to 
effectively manage service delivery, which include:

1. Making sure you can use operational and administrative data (either new, or what is already 
being collected) about services, across both analog and digital channels

2. Having a strategy for asking customers for feedback about using your services at moments 
throughout the service journey, especially post-transaction / at key service journey moments

3. Being able to bring all of those data points together regularly to inform service 
improvements and decision-making



From metrics to making improvements
A Case study - Unemployment Insurance

Office of Unemployment Insurance 
Employment & Training Administration

U.S. Department of Labor



Customer experience, or CX, is about much more than having happier 
claimants:

It’s about having:

• more well-informed claimants

• a higher number of complete and accurate filings

• increased claimant trust in UI programs

• reduced administrative burden for states

This project collected and shared recommendations for high-impact 
CX improvements to UI forms that could increase claimant self-service and quality 
of applications and reduce unnecessary intervention by state agency staff.

Research and recommendations for better claimant experiences



States are all at different points in their modernization journeys and have 
different requirements for claimants (e.g., in terms of rules to satisfy continuing 
eligibility), and our intention with these resources is not to dictate changes to states. 
For that reason, we chose not to include the following:

• A model application

• A comprehensive, end-to-end view of the entire claimant experience

• A fully fledged design that states must or could implement as-is

• Recommendations for specific policy or business process changes 

• Specifics to any one state

Resources are suggestions, not prescriptions, for state UI agencies



The resources developed include:

• Research focused on high-impact sections of the 
claimant experience

• Recommendations that help states make impactful 
improvements

• Tangible examples of what "good" looks for the UI 
claimant experience

Resources provide tangible examples and targeted recommendations

Read more at Improving online applications with CX principles | U.S. 
Department of Labor(dol.gov)

https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications


Research questions guiding the initial application touch point

Initial Application – research questions 

• What should claimants know before they begin an application?

• What common mistakes do claimants make when completing the application?

• Once they’ve submitted their application, what is most important for claimants to know? 



Usability testing

• Tested our prototypes with participants who had some experience applying for UI

• Asked participants to complete several tasks required for the UI application and weekly 
certification using our prototypes

• Asked participants how our prototype compares with their previous experience as well as 
their overall reactions to the content, questions, format, and interactions

Test prototypes for usability with real users



Methodology and reference 
resources to conduct your 
own CX research
Process and artifacts that can be reused by other research projects:
• Outreach materials
• Screening
• Participant compensation
• Consent



Promote recruitment for research participants with outreach

Outreach

• Outreach starts once the team defines the 
research plan including research goals, 
research question and target participants

• Teams can promote the recruitment with 
printed posters in public places or online



Screen out people who don't fit the target participant

Screening

• Outreach materials invited people 
interested in participating in the research 
to fill a form with screening questions

• A screener questionnaire helps us screen 
out people who are not our target 
participants, for example, those outside 
the United States or outside of working 
age, and to assemble a diverse and 
representative panel of participants



Compensate participants for their work

Compensation

• Incentives help ensure people take time out of 
their day to participate 

• Without compensation, we are likely to only 
hear from people who can afford to volunteer 
their time for free  

• Compensation helps recruit participants, 
especially from underserved communities 

• Incentives make recruitment much faster, and 
reduce no-shows 

• Our project used GSA guidance .

• For distributing gift card incentives to 
participants virtually, we used Tremendous

https://www.tremendous.com/


Ensure participants are fully consenting to the research process

Consent

Participants signed a document 
confirming their knowledge and 
understanding of how their data and the 
words they say would be collected, stored, 
and used.



Developing resources to disseminate our CX recommendations

Improving online applications with CX principles

Employer and occupation sections

Initial application instructions

Personal information section

Review and confirmation sections

Weekly certification

The analysis of our research findings 
resulted in a series of recommendations 
on what a good claimant experience looks 
like for UI claimants. From that, we 
developed:

• Six articles published on the 
Department of Labor website detailing 
our recommendations

• These include visual examples to 
illustrate our recommendations 

• Also include links to additional 
resources that are publicly available

https://edit.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications/review-and-confirmation-sections
https://edit.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications/review-and-confirmation-sections
https://edit.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications/employer-occupation
https://edit.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications/employer-occupation
https://edit.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications/initial-application-instructions
https://edit.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications/initial-application-instructions
https://edit.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications/personal-information-section
https://edit.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications/personal-information-section
https://edit.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications/review-and-confirmation-sections
https://edit.dol.gov/agencies/eta/ui-modernization/customer-experience/improve-applications/review-and-confirmation-sections
https://www.dol.gov/agencies/eta/ui-modernization/initial-application/weekly-certification


References



Select secondary research

Initial application references

• Comparison of State Unemployment Laws 2022

• New Jersey’s Worker-centered Approach to 
Improving the Administration of Unemployment 
Insurance

• Centering Workers—How to Modernize 
Unemployment Insurance Technology

• Promising Practices in State Unemployment 
Insurance Digital Service Delivery

Weekly certification references

• Chapter 6 of the New America report “A Playbook 
for Improving Unemployment Service Delivery”

• “Reforming Unemployment Insurance” from the 
Economic Policy Institute

• USDR Unemployment Insurance Modernization 
“Certify Weekly”

• California Employment Development Department 
Strike Team Detailed Assessment and 
Recommendations

• Benefit Accuracy Measurement Payment Integrity 
Information Act State Data Summary Performance 
Year 2021

https://oui.doleta.gov/unemploy/comparison/2020-2029/comparison2022.asp
https://www.heldrich.rutgers.edu/sites/default/files/2023-09/New_Jersey%E2%80%99s_Worker-centered_Approach_to_Improving_the_Administration_of_Unemployment_Insurance.pdf
https://www.heldrich.rutgers.edu/sites/default/files/2023-09/New_Jersey%E2%80%99s_Worker-centered_Approach_to_Improving_the_Administration_of_Unemployment_Insurance.pdf
https://www.heldrich.rutgers.edu/sites/default/files/2023-09/New_Jersey%E2%80%99s_Worker-centered_Approach_to_Improving_the_Administration_of_Unemployment_Insurance.pdf
https://tcf.org/content/report/centering-workers-how-to-modernize-unemployment-insurance-technology/
https://tcf.org/content/report/centering-workers-how-to-modernize-unemployment-insurance-technology/
https://beeckcenter.georgetown.edu/promising-practices-in-state-unemployment-insurance-digital-service-delivery/?mc_cid=a6dc68bf97&mc_eid=4e45ade15a
https://beeckcenter.georgetown.edu/promising-practices-in-state-unemployment-insurance-digital-service-delivery/?mc_cid=a6dc68bf97&mc_eid=4e45ade15a
https://improveunemployment.com/experience/#recertification
https://improveunemployment.com/experience/#recertification
https://files.epi.org/uploads/Reforming-Unemployment-Insurance.pdf
https://files.epi.org/uploads/Reforming-Unemployment-Insurance.pdf
https://usdr.gitbook.io/unemployment-insurance-modernization/ui-journey-map/the-claimant-journey/certify-weekly
https://usdr.gitbook.io/unemployment-insurance-modernization/ui-journey-map/the-claimant-journey/certify-weekly
https://www.govops.ca.gov/wp-content/uploads/sites/11/2020/09/Assessment.pdf
https://www.govops.ca.gov/wp-content/uploads/sites/11/2020/09/Assessment.pdf
https://www.govops.ca.gov/wp-content/uploads/sites/11/2020/09/Assessment.pdf
https://oui.doleta.gov/unemploy/bam/2021/PIIA_2021_Benefit_Accuracy_Measurement_Annual_Report.pdf
https://oui.doleta.gov/unemploy/bam/2021/PIIA_2021_Benefit_Accuracy_Measurement_Annual_Report.pdf
https://oui.doleta.gov/unemploy/bam/2021/PIIA_2021_Benefit_Accuracy_Measurement_Annual_Report.pdf


Process artifacts

Initial Application Discussion 
Guides

Weekly Certification 
Discussion Guides

• State and advocate interview 
discussion guide

• Initial application research findings 
and recommendations

• State and advocate interview 
discussion guide

• Weekly certification research 
findings and recommendations

Discovery Research

• Employment history and 
occupation research synthesis

• State and advocate discovery 
interview guide

• Discovery research findings and 
recommendations

• Bibliography

https://usdol.sharepoint.com/:p:/r/sites/T-OSEC-DOLARPATeam/_layouts/15/Doc.aspx?sourcedoc=%7B1EDBEE76-658D-4354-9BC2-9779C04BB75E%7D&file=Initial%20Application%20CX-SMEs%20States%20and%20Advocates%20Interviews%20Version1.pptx&action=edit&mobileredirect=true
https://usdol.sharepoint.com/:p:/r/sites/T-OSEC-DOLARPATeam/_layouts/15/Doc.aspx?sourcedoc=%7B1EDBEE76-658D-4354-9BC2-9779C04BB75E%7D&file=Initial%20Application%20CX-SMEs%20States%20and%20Advocates%20Interviews%20Version1.pptx&action=edit&mobileredirect=true
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/ERaTw6Jz1oJGsJIIQnSvJwEBhjTkxyTOURliww-0-zBKoQ?e=WWRUpC&previoussessionid=41ca0591-2533-55b4-d315-4bfb39d34238
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/ERaTw6Jz1oJGsJIIQnSvJwEBhjTkxyTOURliww-0-zBKoQ?e=WWRUpC&previoussessionid=41ca0591-2533-55b4-d315-4bfb39d34238
https://usdol.sharepoint.com/:p:/r/sites/T-OSEC-DOLARPATeam/_layouts/15/Doc.aspx?sourcedoc=%7B58ECFDBD-0B28-4872-8BE9-157F9C49B0E2%7D&file=Weekly%20Certification%20CX-SMEs%20States%20and%20Advocates%20Interviews%20Version1.pptx&action=edit&mobileredirect=true&previoussessionid=b0c08db0-1497-a212-4966-fa332c0273ff
https://usdol.sharepoint.com/:p:/r/sites/T-OSEC-DOLARPATeam/_layouts/15/Doc.aspx?sourcedoc=%7B58ECFDBD-0B28-4872-8BE9-157F9C49B0E2%7D&file=Weekly%20Certification%20CX-SMEs%20States%20and%20Advocates%20Interviews%20Version1.pptx&action=edit&mobileredirect=true&previoussessionid=b0c08db0-1497-a212-4966-fa332c0273ff
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/EWWFXo42P7ZOlzgKqZOgJmsByCozdBHAt_sUGT3rX8IiPg?e=EuwINX
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/EWWFXo42P7ZOlzgKqZOgJmsByCozdBHAt_sUGT3rX8IiPg?e=EuwINX
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/EW-8Dxo3cGVHiRjVy_aKC8MBoQ8ce0QeyG5vdhbXvOyJbQ?e=o8s5O4
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/EW-8Dxo3cGVHiRjVy_aKC8MBoQ8ce0QeyG5vdhbXvOyJbQ?e=o8s5O4
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/EWKe_u_aYQZPjzx-UzQs9RkBMJfEl6zKU9zarkUtrJrbew?e=OEvgsD
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/EWKe_u_aYQZPjzx-UzQs9RkBMJfEl6zKU9zarkUtrJrbew?e=OEvgsD
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/EYuI5RHKGn9Dvm0-tgkeJQ4B7cEeDPhs3kMz8G5Jdbbvzg?e=wz3KuT
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/EYuI5RHKGn9Dvm0-tgkeJQ4B7cEeDPhs3kMz8G5Jdbbvzg?e=wz3KuT
https://usdol.sharepoint.com/:w:/s/T-OSEC-DOLARPATeam/ER-czqUl58JGoLx4d1HQ3jYBeabgK_qdQ-6JPG8hungAvg?e=SwVHan


Usability testing artifacts

• Recruitment planning

• Recruitment flyer

• Screening questionnaire

• Participant agreement form

• Usability testing process 
overview

• Test plan

• Able and available 
questionnaire

• Desktop prototype 

• Mobile prototype

• Weekly certification findings 
and recommendations

Initial application 
research materials

Weekly certification 
research materials

Recruiting and screening 
materials

• Test plan

• Desktop prototype

• Mobile prototype

• Initial application findings and 
recommendations

Overarching

https://app.mural.co/t/nava4113/m/nava4113/1702505250975/4ed538cf596581b7e6cc8c7b3a86dab505325f6c?sender=uc8f71e5775149f6fa7f83302
https://usdol.sharepoint.com/:w:/s/T-OSEC-DOLARPATeam/EVzRikkju9VJq-jBVzCtWbEBwHAu37-flpotHzwHm5r22w?e=cePQRT
https://usdol.sharepoint.com/:w:/s/T-OSEC-DOLARPATeam/EUaHz1iiRhVEkjvtXaHAe5oBnA7A1ooSaw0m9wFV9eaY6Q?e=O1KC3Y
https://forms.office.com/Pages/ResponsePage.aspx?id=VDCmdQRyDE6RJq2rlx1KylX8N6RCN3BMtJBXe-it2ZNUOVg4RENOTzRMN0k4Sk9JNURBVk9KVFdWWS4u
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/ER33MbLqe4BEhJW8xiJZV5IBlyCIOtktYznD5XcBniZQOQ?e=CgcJDh
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/ER33MbLqe4BEhJW8xiJZV5IBlyCIOtktYznD5XcBniZQOQ?e=CgcJDh
https://usdol.sharepoint.com/:w:/s/T-OSEC-DOLARPATeam/ET4GOXYWycFAtcG1E_mHL8UBTSHpqlrJPG0DS8A1TXbCMQ?e=aACWnj
https://usdol.sharepoint.com/:b:/s/T-OSEC-DOLARPATeam/EcEF9lbNY2tHhz1Wey16clwB_af8fEygz1HS1pYyCPMuVA?e=jpPXhe
https://usdol.sharepoint.com/:b:/s/T-OSEC-DOLARPATeam/EcEF9lbNY2tHhz1Wey16clwB_af8fEygz1HS1pYyCPMuVA?e=jpPXhe
https://www.figma.com/proto/GREuXbD6F0Sy3dBOg6JB9C/Weekly-Certification-Prototype?page-id=71%3A134&type=design&node-id=160-2329&viewport=369%2C-253%2C0.25&t=JCj5BYmXqnH1NVd0-1&scaling=min-zoom&starting-point-node-id=160%3A2329&mode=design
https://www.figma.com/proto/GREuXbD6F0Sy3dBOg6JB9C/Weekly-Certification-Prototype?page-id=267%3A3372&type=design&node-id=267-3682&viewport=1248%2C1263%2C0.21&t=zXp5Xm6jTpO9GUL9-1&scaling=min-zoom&starting-point-node-id=267%3A3682&mode=design
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/EdE9JiH9nWxHqhpcpjLPO-ABqHUJhyv7jkow3HcKnihlMA?e=2bWv9F
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/EdE9JiH9nWxHqhpcpjLPO-ABqHUJhyv7jkow3HcKnihlMA?e=2bWv9F
https://usdol.sharepoint.com/:w:/s/T-OSEC-DOLARPATeam/EZ7ef6M3oBlFhHuVofHSAgABmWdx5aIkjUHdrlTU2kuNtg?e=sYCOgK
https://www.figma.com/proto/13FLEjh35lDDhWGkDLbvyN/Initial-Application_Phase-II?type=design&node-id=585-4005&t=b6cDIAoWvEwfCIdP-1&scaling=min-zoom&page-id=585%3A3870&starting-point-node-id=585%3A4005&mode=design
https://www.figma.com/proto/13FLEjh35lDDhWGkDLbvyN/Initial-Application_Phase-II?type=design&node-id=677-8670&t=92zQXz1P6TJN2PFU-1&scaling=min-zoom&page-id=677%3A8605&starting-point-node-id=677%3A8670&mode=design
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/ERaTw6Jz1oJGsJIIQnSvJwEBhjTkxyTOURliww-0-zBKoQ?e=WWRUpC&previoussessionid=41ca0591-2533-55b4-d315-4bfb39d34238
https://usdol.sharepoint.com/:p:/s/T-OSEC-DOLARPATeam/ERaTw6Jz1oJGsJIIQnSvJwEBhjTkxyTOURliww-0-zBKoQ?e=WWRUpC&previoussessionid=41ca0591-2533-55b4-d315-4bfb39d34238


Mobile usability articles

Specific examples of layout, type and text, and form design 
improvements to optimize UI applications for mobile 

Improving mobile usability for claimants | U.S. Department of 
Labor (dol.gov)

https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/mobile-usability/layout-for-mobile-usability
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/mobile-usability/type-and-text-for-mobile
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/mobile-usability/mobile-form-design
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/mobile-usability
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/mobile-usability


Claim status playbook and prototype

• Playbook with recommendations 
for states that want to build a claim 
status tool

• Get started (what to consider 
when starting a claim status 
project)

• Assess and plan 

• Implementation 
recommendations

• Frontend, coded prototype built 
using USWDS of a claim status tool

Communicate status to claimants | U.S. 
Department of Labor (dol.gov)

https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/claims-status
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/claims-status/get-started
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/claims-status/get-started
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/claims-status/get-started
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/claims-status/assess-plan
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/claims-status/implement
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/claims-status/implement
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/claims-status/example-page
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/claims-status
https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/claims-status


Plain language resources

Plain language resources:

• Plain language content workshop recordings

• UI lexicon

• Plain language in UI applications – sample language

• Plain language repository 

Use plain language | U.S. Department of Labor (dol.gov)

https://www.dol.gov/agencies/eta/ui-modernization/use-plain-language/content-focused-workshops
https://www.dol.gov/agencies/eta/ui-modernization/use-plain-language/ui-lexicon-resource
https://www.dol.gov/agencies/eta/ui-modernization/use-plain-language/for-ui-applications
https://www.dol.gov/agencies/eta/ui-modernization/use-plain-language/plain-language-repository
https://www.dol.gov/agencies/eta/ui-modernization/use-plain-language


How User-Centered 
Data Analysis Can 
Guide State UI 
Agency 
Decision-Making 
Jennifer Phillips, Program Lead, Network Collaboration
Digital Benefits Network
formerly Assistant Deputy Director, Service Delivery, 
Illinois Dept. of Employment Security



What was Illinois doing to understand 
customer experience?
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● Survey analysis: point in time survey at end of online claim application - over 
330,000 responses since April 2020 ~ about 8% response rate weekly

● Funnel analysis: to find points of friction in the UI application and the certification 
online processes

● Observational research: live claim filing 
● Website analysis: Using website and other analytics to drive content changes for 

better navigation, language access, accessibility, and plain language
● Journey maps: creating maps that identify pain points along the UI experience - 

start to finish 

Examples of CX Data Analysis 



Evaluating 
customer 
experience 
with survey 
design
USDOL Blog Post  

https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/survey-design




Friction
Funnel 
Analysis: 
Understanding 
Where People 
Drop Off and 
Abandon the 
Application
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Improving UI 
benefits delivery 
through direct 
observation of UI 
claimants
USDOL Blog Post

https://www.dol.gov/agencies/eta/ui-modernization/customer-experience/improving-delivery


CX Friction points, by section 

= required staff intervention to proceed 



Website Analysis + Journey Mapping



The Cost of Confusion and Mistakes 
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USDOL ETA 227: Overpayment Detection and Recovery Activities

https://oui.doleta.gov/unemploy/DataDownloads.asp


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.


