, FREDRICKSON COMMUNICATIONS

Self-Service Nation:

Improving the user experience to
maximize digital government efficiency
and ROI

January 18, 2012

John Wooden, PhD, CUA
J. Hruby

Fredrickson Communications, Inc



Who we are

A J.Hruby

0
0

Director of Marketing
10+ years at Fredrickson Communications

A John Wooden

0
0

o

Director of Usabillity Services

10+ years working on web projects for state
g o vo@g, as well as Fortune 500 companies

Expertise in usabllity, user research, IA, and
interface design
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Benefits to organizations and customers
Government self-service

Attitudes toward government service

Ways to improve the self-service experience
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What iIs self-service?
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Key channels for self-service

1.
2.
3.
4.

ATMs and kiosks
Vending machines
Interactive voice response (via phone)

Web






Kiosks




Patient self check-in kiosks




Government kiosks
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IPads replacing kiosks?




Vending machines (hot dogs anytime)




Reverse vending machines
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Interactive Voice Response (IVR)

A 83% of consumers say IVR
provides no benefit at all or
only a cost savings benefit
to the organization

A Only 16% feel that IVR
benefits them

A Perceived as difficult to use




Web-based self-service

A Entire industries have been
transformed

ABut notensgh simply to
offer a self-service channel

A The user experience has to ;

be easy and engaging if you seet

y €ngaging 1myou g ==
want to maximize the return
on your investment in self-
service technology




Now you can do it all on your phone

A The ubiquity of smart
phones is expanding and
amplifying the trend toward
web-based self-service

A Nielsen: 1in 2 Americans
now have a smartphone

A About 40% accessed the
web with their mobile device
In 2010, up from 25% In
2009 (Pew Research)

AGovots candt i gn
trend any longer




Benefits of self-service for orgs

A It saves money
I Shift employees to higher value work
I Reduce total number of employees
I Increase operational efficiency

I Lower cost per transaction/service
encounter




Cost per customer service transaction

Cost per customer service transaction

$5.50

$0.24

Automated online customer service Telephone customer service



Cost per bank transaction

Cost per Bank Transaction

$4.25

$0.20

Online bank transaction Bank branch transaction




Cost per airline check In

Cost per Airline Check in

$3.00

$0.14

Online airline check in Agent airline check in




Productivity gains

A With the online Ul application at MN DEED,
staff productivity for eligibility processes
iIncreased 300 percent

A Despite an 80 percent increase in the
number of applications for benefits and
weekly requests for benefits, Ul staff has been
able to stay on top of the workload, make
timely first payments, and provide a high level
of customer service.



Moreself-ser vi ce f or go

A With tight budgets and high demand for citizen
services, govot at all I
active and innovative in deploying self-service
options




Benefits of self-service for customers

A Greater convenience

A More privacy

A Lower prices

A Greater accessibility

A More personalized experience



Government self-service

Skip to: Content | Footer | Web Accessibility | Disability Senfices USearch DMV Site | @ -

(? MOTOR VEHICLES

View shopping cart

ou have 0 items in your shopping cart

DMV Homepage LOGIN/REGISTER

- Online Registration Renewal
Additional Info:

% Login Here
Renewal Questions Step 1: Enter vehicle or vessel/boat information - Register Here
Smog Information
Mon-Operation Enter your License Plate Number for vehicles or CF Number for vessels/boats and Vehicle
Insurance Info |dentification Number.
Privacy/Security
Browser Information License Plate or CF Number: (Maximum & characters.
Renew MNow Do not use blank spaces.
On vessels, the CF must
be keyed as part of the

CAUTION! number.)
Vehicle Identification Number (VIN) / (Last 5 digits of your VIN
m 3 Vessel Hull Identification Number (HIN): or HIN)

Show Me How

L I

m

I your computer sacurs?

Security Awareness (PDF)

oF Cﬂlqu? [ Go to Step 2] [ Reset] [ Cancel ]
X

EA DRIVING 2
- CHANGE.

| Help | Disability

33% of web users renewed their drivers license
or automobile registration online in 2010 (Pew)



Growth of online self-service Iin NY

Number of Citizen Self-Services Online August 2000

through January 2010
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Executive Order 13571, April 27, 2011

AAWith advances in techno
systems I n ot her exmectationss
of the Government have continued to rise. The
Government must keep pace with and even exceed
those expectations. Government must also address
the need to improve its servicese 0



Executive Order 13571, April 27, 2011

Al Government managers mus
working in the private sector and apply these best
practices to deliver services better, faster, and at
lower cost. Such best practices include
Increasingly popular lower-cost, self-service
options accessed by the Internet or mobile
phone and improved processes that deliver
services faster and more responsively, reducing
the overall need for customer inquiries and
compl aints. o



Ways to improve the user experience

A What gets in the way of a positive
user experience of self-service?

A What can be done to improve the
experience?



Common user experience Issues

1.
2.
3.
4.
.
6.
7.
8.
9.

ANl nsi der

Small font

=
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thinking

Obstacles to findability

| glaig lareggage, 0 t aet

Lack of consistency in design and navigation

Sub-optimal contrast

Lack of white space

Lack of proximity between related items

Lack of user orientation

Information not provided at the point of need
. No user input and feedback T lack of user-centered

usSer



Design for findability - visual hierarchy

BUSINESS & INDUSTRY INDEX
HOME
http://business.nv.gov
StartABusiness.htm

LANGUAGE
CONVERSION

2012 LIHTC QAP

NHD 2012 Qualified Allocation Plan for Low-

Income Housing Tax Credits -- Adopted
December, 5, 2011

Appendix A:
Planned Expenditures by Component

Appendix B:
Market Study Guide

Appendix C:
Required Energy Analysis Forms

JOB OPENINGS!
Nevada's Hardest Hit Funds Program

Receptionist
Compliance Underwriter

Section 8 Rental Assistance contact The
Southern Nevada Regional Housing Authori

WEATHERIZATION PROGRAM

Weatherization Works

DOE 2011 State Plan for the Low-Income
Weatherization Assistance Program

Revised Draft DOE State Plan

Weatherization Program Announcement
RFP for Service Providers during State Fiscal Year 2012

ENERGY STAR

Save on Energy, some tips below:
Home Improvement

Craro A ardntinl,

Welcome

Nevada Housing Division

HOME Page

NEW Releasel!
APARTMENT STUDY

'NHD Apartment Facts'
2nd Quarter 2011

Low Income Housing Tax Credit Program

Qualified Contract Procedure
REP for CPA Services
REP for Real Estate Marketing Services

Notice of Public Hearing to Reallocate ARRA Weatherization Funds

Department of Energy
Low Income Weatherization Assistance Program

Policy Regarding 2011 LIHTC Rent & Income Limits for ALL
Low-Income Housing Tax Credit Projects

ARRA HPRP

Public Notice for Changes to Rural Allocation
Supplement to the HPRP Letter of intent

Reallocation of Recaptured Funds- Public
Comment

Need Financial Assistance through HPRP
contact one of the following agencies. Click
here for listing.

For Homebuyers or Potential
First-Time Homebuyers
Low-Down FHA Loans
mortgages that are affordable,
flexible, and available

NHD Down-Payment Assistance
Program

Borrower Counseling Help

Where Do I Go If My Loan
Has Problems?

@ Facing Foredosure

Homeowner Crisis Resource Center

Learn How To Become Finandcially
Literate in Buying a House

i

FirsT-TiME
HomMEBUYER
INFORMATION

FOR
BORROWERS
First-Time
Homebuyer
Program

Participating
Lenders

Homebuyer
Education

Providers

FOR LENDERS
Lender Information
at a Glance

NHD Lender Manual
Forms

Effective 12/01/11
NHD's most
dramatically low
mortgage rate for a
fixed rate 30-year
mortgage

WHAT'S NEW
REP to Administer a
Foreclosure
Mitigation
Counseling
Program(Note: RFP

lapplication submission
[date has been extended
to 5:00 p.m. on January
17, 2012.)Complete

I Tables for HFAs

Public Hearing
Private Activity
Bond Cap

Revised Bond

Registration and

Processing
Procedures

Low-Income
Housing Tax Credit
2011 Reservations
2011 LIHTC
IApplications Score




Design for findability T no trick navigation

lacity.org

Animal Adoption

FOR RESIDENTS FOR BUSINESS

Police Patrols )

search lacity.org

Quick Links

Jobs Available

Forms
Reports
Publications

Bids, RFPs and
Grants

Permits &
Licenses

Fraud Hotline

5.LAcity.Org

ENS (Early
Notification
System)

City Meetings and
Agendas

City Events
Calendar

Press Room
LACityView 35

City Charter, Rules
and Codes

UpdatelLA
(Emergency Info.)

Interactive City
Maps

Transportation
Phone Directory

Contact Us

Los Angeles Highlights °mnre

38th Program Year (2012-2013) Consolidated
Plan

LAHD's Mew Billing Online Payment and
Information Site

Pershing Square - Downtown On Ice / Winter
Season 2011-2012

Free 2011 LA Kids Winter Basketball Camp

Special Council District 15 Election - Information
and Election Results

L.A. Recovery: ARRA/Stimulus

Citywide Services Directory o MOre...

i/ Search for City servica
-~ information by entering your

3 _' _' keywards or phrase below:

O CALL TOr ST HALL

)l

What is 3-1-1? éQue es 3-1-17?

Neighborhood Resources
Submit a Community Impact Statement (CIS)

Enter an address to find your Council District,
Police/Fire Station and more...

200 Morth Main St or Nordhoff & De Soto FIND
Subscribe to Receive
[+] G0l

City Hall
Elected Officials [~] ol
Boards & Commissions |Z| )
Departments & Bureaus |Z| ()

Home Page

Get updates on the
Mavor's initiatives
Press Releases
Contact Information
City Budget

L.A. City Council
City Council Web Site Directory

Council Officers/Committee Assignments

Council Calendar
Council Attendance
Council Press Releases

Council Video Connection Service
LACITYCLERK CONNECT

Council File Management System
{(Online Council Filas)

Council Agenda e-packets
City Contracts Search
City Ordinances Search
Council Vote Results

City Council & Committee Meetings
(Live or On-Demand)

Subscribe to Council & Committee Agendas

Share ideas to improve
LA’s transportation challenges

L Council| ]

Adopt a Pet Today

The banner
advertising
services moves
right, but then
moves left when
you hover over It.

All of the links take
the user to the
same pagee



Design for findability T no trick navigation

he Official Web Site of The City of Los Angeles

E) ONE cALL TO «

laci ty'. org

FOR RESIDENTS SER'UI.,*‘:'S OMLINE

FOR BUSINESS RECREATION & TOURISM

Citywide Services Directory

Find City Services

Search for City service information by entering keywords or phrase below.

Keyword or phrase

Find services matching ALL of my words E

Results Per Page 10 |z|

Within the City of Los Angeles: Dial 3-1-1
Lo g 3 . ’ . , Outside the greater Los Angeles area: Dial ==~ (213)473-3231 8
one i TE e WL For the hearing impaired: Dial TDD Number = - (213)473-5990 &

Email us at: 311@lacity.org

Additional Search Options:

= Browse Services By Provider - browse City services by Department
+» Browse Services By Category - browse City services grouped by subject
« All City Services - browse the entire list of City services

|| send us feedback || Return to the city home page || Disclaimer || Privacy Policy ||

some features on this site use the following plug-ins:
Adobe Acrobat Reader (PDF), Flash Player ;, Real Player and PureEdge
|| ©2011 City of Los Angeles ||




Design for findability 1 a v o |

ARRESTED

Click here to search DVS services FOR DWI?

Start driving with
Iwantt0:| Renew my vehicle registration (tabs) E” I"m“ Interiock.

Find information by browsing your options

WHAT'S NEW? Applying for your license or permit?
Commercial Driver License Self-certification Here",s the ID you need
Starting January 30, 2012, if you hold a commercial driver's license (CDL) or are applying for a COL, you will need to certify fﬂ b”ng ﬂl‘ﬂng.

the following information with Driver and Vehicle Services (DVS):

+ The type of driving you are engaged in (interstate or intrastate) and
+ Whether or not you are subject to or exempt from the medical examination requirements of 49 CFR part 391 or
Minnesota Statutes, chapter 221

For more information on Commercial Driver License Self-certification, refer to the information sheet and Self-certification

page. Outstanding violations
DVS Service for Snowbirds, Students: Early Driver's License Renewal Option in other states
] If you're headed for the sunny south this winter, don't let your Minnesota driver's license or ID card may affect your

expire while you're gone. If it expires before May 31, Driver and Vehicle Senices will renew it for you

Minnesota driving privileges.

now, before you leave — and it'll still expire next time on your birthday, as usuall Learn more here abput
how snowbirds (and students going out-of-state, too) can avoid the cost and paperwork involved in
long-distance renewals
uEE g
ABOUT DPS MEDIA CENTER CONTACT DPS TOOLS FEEDBACK
Calendar Mews Offices/Locations Help Help us improve your
Employment Social Media Complaints browsing experience
Media Contacts Commendations
RequestData

Emplovee Directory



Design for findability T does it belong In

the right-hand column? -
‘Er-;rl/f" Driver and Vehicle Services ]

hi e‘éervices A Division of the Minnesota Department of Public Safety Search this site... el

Driver and Vehicle Services About MNews Online Services [‘ees Forms/Documents/iManuals Locations~ Contact

Back to Search Steps

TAB-VEHICLE REGISTRATION - GENERAL - RENEW IN PERSON  Contact

Mail:

Expand All | Collapse Al Driver and Vehicle Services —
Central Office

Located in Tabs/ehicle Registration = General = Renew in Person

Information v Town Square Building
445 Minnesota Street, Suite 168
Wehicle registration expires each year (refer to your vehicle's current tabs for the month) and must be renewed. You may renew in Saint Paul, MM 55101-5168

person at a DVS Deputy Registrar Office. Driver and Vehicle Services

Renewal

Policies and Procedures 4 P.C. Box 64587
5t Paul, MM 55164-0587
Fees 4 Email:
Yehicle Services:
DVS.motorvehicles@state. mn.us
Laws 4 @
Phone:
Documents and Forms 4 Motor Vehicle: (651) 297-2126
Office Locations: (651) 297-2005
i Assistance for Hearing Impaired
Frequently Asked Questions 4 Callers (TDD/TTY): (551) 282-

6555

Related Links

DV3 Office Locations

Renew Tabs By Mail

| Renew Tabs Online
" TTegistration

Reaqister your watercraft: visit the
Department of Matural Resources
Website or a DVS Deputy
Registrar Location.

Related News

Status of Tabs
Automobile Insurance



Use the language of your users

Quick Search

E3

Wyoming Fast Access

Watch the State of the
State arddress here

Transparency
Wyomin g Recovery
and Reinvestment
Plan

State Agencies
Cyber Security
Tourism

¥ ¥

¥ ¥ v

ernment

ving?

ming Roads
Kids Page

Go WYLD-Info
Mot sure where to

go?

¥ ¥ Y VYV

Looking to Pay a
Ticket?

Federal Fast Access

> U.S. rnment's
Official Web Portal

“USA.g0v.

nmant

Wyoming's eGovernment Site

Welcome to Wyoming's official e-government site, which offers
information on state government services to the citizens of Wyoming.

Planning a vacation? Check out upcoming events on the events calendar.

Be sure to take a tour through our web site,
check out our new videos, slideshows, articles,
and blogs. We'll help you find Places to

Stay, Things to Do, Events, Recreational Areas
and more! Or you can request or download our
Wyoming Travelers Journal.

Wyoming... Forever West,

- .
Get a feel for Wyoming. See some of our beautiful scenery and wildlife.

Interesting Wyoming Facts - Wyoming Firsts

First Women to Vote: John A. Campbell, Wyoming's first Territorial
Governor, signed a bill December 10, 1869 making Wyoming the first state
to grant women the right to vote.

First Woman Justice of the Peace: Esther Hobart Morris was appointed
February 17, 1870 in South Pass City.

First All Woman Jury: The first all woman jury was sworn in March 7,
1870 in Laramie.

First Woman Bailiff: In 1870, Mary Atkinson of Albany County was
appointed the first woman bailiff in the world.

First Woman Governor in the U.S.: Nellie Tayloe Ross was elected to
complete the term of her husband who died in office. She served from
1925 to 1927. In 1933, President Franklin D. Roosevelt appointed her the
first woman to head the U.S. Mint, a position she held until 1953.

First Woman Elected to the Wyoming State Senate: Dora McGrath, a
Republican from Thermopolis, for Hot Springs County in 1930.

First Woman Elected to the Wyoming State House of
Representatives: Mary G. Bellamy, a Democrat from Albany County, in
1910.

First Woman Statewide Elected Official: Estelle Reel was elected as
Superintendent of Public Instruction in 1894.

First Town in America to be Governed Entirely by Women: The city
of Jackson, from 1920 to 1921, had a woman mayor, town council and
town marshall. One of the councilwomen defeated her husband for her
council seat.

Source: Wyoming State Library

it the ernor's Web Site

Featured Sites

» Wyoming Road
Conditions

Wyoming Places

> University of
Wiyoming

Capitol Tour

Hunting

Wyoming State Parks
Wyoming Snowmobile
Trails

Business Permitting
Wyoming Products

v

v

¥

¥

v

¥

v




Be consistent in design and navigation

Govemnment  Visitor Your Session expires in 1 Text Only

ey Online Services

ey The State of Wyoming Online Senvices are designed to provide a simple and efficient point of entry for doing business with the State of Wyoming. We hope that by offering the "single sign-in" to interact with the many State of Wyoming agencies, the Online Login ID:
For et Login? Senices will bacome the fastest way to have your State at your fingertips. Login {L:
| %Il‘?l W n order to use many of the Online Services, you must have an Online Services profile, which consists of personal information. such as your name, address, and phone number. If you have previously interacted with any State agency. you may already have Bassword:
_ an existing profile — Search for your existing prafile. If you have not previously done business with the State of Wyoming and want access to E-Government senvices, you probably will need to set up a new profile.
Eind Pr file

D\d you forget your Password?

Fur additional information on features of this site, click the info button, B

Fnr Online Sevices password or Profile setup support, please call the [TD Customer Support Center - ePortal Support at 307-777-7400. Business Hours: Monday through Friday - 7:00 am to 5200 pm *Calls outside of business hours will be directed to voice

\ " mail and returned the next business day. T 5% T D22 00Hized o METE0R VB B
NN { “‘ﬁ'ﬁ%&?mn
Explorer
Na . -~ 3
b ; ne Services
D
i rf
>
N !
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A positive example - Texas

THE OFFICIAL WEBSITE OF THE STATE OF TEXAS

vehicle Registration Renewal
Driver License Renewal
Concealed Handgun License
Texas Veterans Portal

Emergency Preparedness

Do.

Take it online! Access
Texas government
services here.

Renew Vehicle Registration
Order Driver Record

Renew Driver License/ID Card
Order Vital Records

Pay CHIP

Pay Sales Tax

Do More &

Doing

HAPPENING ON TEXAS.GOV

104
-

Texans paid their
Houston traffic
tickets online
yesterday

See more services »

TEXTSIZEA A A

texas.gov

More search options »

Popular searches this week

Vehicle Registration, Lottery, Driving Record, CHIP, Voting Info

Discover.

Look here for Texas
information by
category.

Agency Finder
Assistance & Benefits
Business & Professional
Employment & Jobs
Information Near You
Licenses & Permits

Discover More &

Discovering
GOVERNMENT SPOTLIGHT
Texas Real Estate Commission

Thinking about
buying or
selling a home?
The Texas Real
Estate
Commission
(TREC) was
created ...

See all Texas spotlights »

Connect.

E We have many ways to
keep you informed.
Meet us herel

Social Media

Mobile Applications
Notifications & Alerts
Community Ideas
Open Data

Photo Callery

Connect More &

Connecting

TEXAS.GOWV PHOTOS

Burnet County

See all photos »
Submit a photo »

LANGUAGE

English ILI

Governor's Website

Legislative | Judicial

Ask.

Sometimes it's easier to
ask. Go ahead, we're
here to help.

FAQs

Live Chat

Find an Agency
Contact Information
Community Questions
2-1-1 Texas

Ask More ©

Answering
YOUR QUESTIONS

(: Who can answer my
questions about the Texas.gowv
website?

A: Contact us with guestions
or comments on the Texas.gov
website, or to report a broken
link or request that a new link
be added.

See more questions »




A positive example - IRS



