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Aligned with business goals Aligned with mission goals
— Retain existing profitable customers — Serve all citizens
— WiIin new customers — Provide transparency
— Sell more per contact — Lower service costs
Deploying CRM analytics to: Deploying CRM analytics to:
— Recognize priority callers — Match citizen to information
— Provide branded experience — Understand citizens needs
— Anticipate customer demands — Enrich citizen experience
Key Performance Indicators Key Performance Indicators
— First contact resolution — First contact resolution
— Revenue per customer — Citizen focus
— Knowledge — Technical excellence
— Courtesy and concern — Teamwork
Digital Government Institute’s Government Customer Service Conference Government
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Primary Benefits of Investing In

IDC
Web 2.0 Technology

Improve customer
interactions
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operation/Collaboration

Allow employeesto make
more timely decisions

Improve productivity

Improve employee 45
morale/satisfaction
Reduce cost of business 33
operations

Automating business
process/workflow

Improved brand image/public 22
relations
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= Provide the best service at lowest possible cost

— More intelligent customer centric process
— Understand transaction based information
— Understand problems encountered with customer process

= Provide cross channel functionality
— Web self serve
— Phone self serve
— Email
— Phone live agent
— Web chat

= Prepare for demographic shifts
— Baby Boomers
— Millenniums
— Mobile work force
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Questions?
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