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Who we are 

Å J. Hruby 

o Director of Marketing 

o 10+ years at Fredrickson Communications 

 

Å John Wooden 

o Director of Usability Services 

o 10+ years working on web projects for state 
govôt orgs, as well as Fortune 500 companies 

o Expertise in usability, user research, IA, and 
interface design 



Agenda 

1. Itôs a self-service nation 

2. Benefits to organizations and customers 

3. Government self-service 

4. Attitudes toward government service 

5. Ways to improve the self-service experience 



What is self-service? 



Key channels for self-service 

1. ATMs and kiosks 

2. Vending machines 

3. Interactive voice response (via phone) 

4. Web 



ATMs 



Kiosks 



Patient self check-in kiosks 



Government kiosks 



iPads replacing kiosks? 



Vending machines (hot dogs anytime) 



Reverse vending machines 



Interactive  Voice Response (IVR) 

Å83% of consumers say IVR 

provides no benefit at all or 

only a cost savings benefit 

to the organization 

ÅOnly 16% feel that IVR 

benefits them 

ÅPerceived as difficult to use 



Web-based self-service 

ÅEntire industries have been 

transformed  

ÅBut itôs not enough simply to 

offer a self-service channel 

ÅThe user experience has to 

be easy and engaging if you 

want to maximize the return 

on your investment in self-

service technology 

 



Now you can do it all on your phone 

ÅThe ubiquity of smart 

phones is expanding and 

amplifying the trend toward 

web-based self-service 

ÅNielsen: 1 in 2 Americans 

now have a smartphone 

ÅAbout 40% accessed the 

web with their mobile device 

in 2010, up from 25% in 

2009 (Pew Research)  

ÅGovôts canôt ignore this 

trend any longer 



Benefits of self-service for orgs 

ÅIt saves money  

ïShift employees to higher value work 

ïReduce total number of employees 

ïIncrease operational efficiency 

ïLower cost per transaction/service 

encounter 

 



Cost per customer service transaction 



Cost per bank transaction 



Cost per airline check in 



Productivity gains 

ÅWith the online UI application at MN DEED, 

staff productivity for eligibility processes 

increased 300 percent 

ÅDespite an 80 percent increase in the 

number of applications for benefits and 

weekly requests for benefits, UI staff has been 

able to stay on top of the workload, make 

timely first payments, and provide a high level 

of customer service.  



More self-service for govôt customers 

ÅWith tight budgets and high demand for citizen 

services, govôt at all levels must become more 

active and innovative in deploying self-service 

options 

 

 



Benefits of self-service for customers 

ÅGreater convenience 

ÅMore privacy 

ÅLower prices 

ÅGreater accessibility 

ÅMore personalized experience 

 



Government self-service 

33% of web users renewed their drivers license 

or automobile registration online in 2010 (Pew)  



Growth of online self-service  in NY 



Executive Order 13571, April 27, 2011 

ÅñWith advances in technology and service delivery 

systems in other sectors, the publicôs expectations 

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 serviceséò 



Executive Order 13571, April 27, 2011 

ÅñGovernment managers must learn from what is 

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 

complaints.ò 



Ways to improve the user experience 

ÅWhat gets in the way of a positive 

user experience  of self-service? 

ÅWhat can be done to improve the 

experience? 
 



Common user experience issues  

1. Obstacles to findability  

2. ñInsider language,ò not plain language, the userôs language 

3. Lack of consistency in design and navigation 

4. Small font 

5. Sub-optimal contrast 

6. Lack of white space 

7. Lack of proximity between related items 

8. Lack of user orientation 

9. Information not provided at the point of need 

10. No user input and feedback ï lack of user-centered 

thinking 

 

 

 
 



Design for findability - visual hierarchy  



Design for findability ï no trick navigation 

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 pageé 



Design for findability ï no trick navigation 



Design for findability ï avoid the ñad lookò 



Design for findability ï does it belong in 

the right-hand column? 



Use the language of your users 



Be consistent in design and navigation 



A positive example - Texas 



A positive example - IRS 


