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RFI 6100049411 Customer Experience (CX) Maturity Assessment

Attachment B
Engagement Overview

Requirements Outline for Customer Experience (CX) Maturity Assessment


Requirements Overview
Supplier to conduct workshops over a ten-week time frame intended to gather information about the Commonwealth’s "digital maturity" and produce a planning roadmap for future innovation and investment.  The assessment constructs must align with the Commonwealth’s established enterprise architecture framework.

Goals to attract customers and retain by overcoming pain points include:

· Reduce the customer’s effort to engage and complete interactions through digital, phone and in-persons touch points; and
· Increase the relevancy of Commonwealth digital services by anticipating and meeting customer needs.  Overcome traditional service and communication design approaches starting with internal drivers such as reducing cost.  Instead, using data insights to balance customer needs and business to nurture more valuable interactions; and
· Deliver high quality services to customers on a consistent basis.  Processes that increase employee effort work against an improved journey; and
· [bookmark: _GoBack]Align brand promise with outcomes at every interaction.  Front-line staff must understand what it means to them and how they can deliver the brand promise in their everyday interactions.

Interactions with Commonwealth services may be triggers by events in a citizen’s life.  Similarly, businesses that operate in PA may have events that trigger interactions with the Commonwealth.  The follow graphic provides a small set of example events and potential interactions (journeys) associated with each.


Figure 1 - Sample of Interactions Based on Events

Scope
The CX Maturity Assessment includes:
· Inventory current customer journeys and supporting data;
· Identify and prioritize new high impact customer journeys that delivery citizen centric value (segmentation / personas);
· Alternatives to redesign citizen facing business services that align to prioritized high impact customer journeys;
· Alternatives to capture journey and interaction design input directly from citizens, business and program administrators aligned with segmentation / personas (ethnographic);
· Alternatives to capture, analyze and act on outcome-oriented data that continuously improves satisfaction results across touch points and over time; and
· Prioritized roadmap to improve services, organizational / workforce, architectural, digital capabilities based on the current reference model.

Refer to the Deliverables section below.

Potential dimensions for assessment are:

· Vision and strategy;
· High impact service channels;
· Organization, workforce and culture;
· Comprehensive, integrated data sets and service design;
· Predictive analytics that improve delivery decisions and actions; and
· Enabling capabilities.

Deliverables
CX Maturity Assessment deliverables are expected to take at least one iteration of edits based on feedback collected during management meetings.  Such meetings will include key Commonwealth stakeholders.  Draft documentation will be provided at least five (5) business days prior to such meetings.

1. “As-is” inventory of customer journeys and personas/customer segmentation [e.g., JNET, BOSS, COMPASS].
a. Spreadsheet document in Excel format.
b. Presentation document in PowerPoint format.

2. High impact “to be” customer journeys.
a. Spreadsheet document in Excel format.
b. Presentation document in PowerPoint format.

3. Alternatives for citizen facing business services redesign based on personas and journeys.
a. Spreadsheet document in Excel format.
b. Presentation document in PowerPoint format.
c. Mockups and wireframes in PowerPoint format.

4. Alternatives to capture journey and interaction design input directly from citizens, business and program administrators.
a. Spreadsheet document in Excel format.
b. Presentation document in PowerPoint format.

5. Alternatives to capture, analyze and act on outcome-oriented data (e.g. design metrics / key performance indicators, or KPIs) that continuously improves satisfaction results.
a. Spreadsheet document in Excel format.
b. Presentation document in PowerPoint format.

6. Prioritized roadmap to improve services.
a. Spreadsheet document in Excel format.
i. Organizational / workforce.
ii. Architectural.
iii. Digital capabilities.
b. Presentation document in PowerPoint format.


Supplemental Information
An example set of digital capabilities follows:
1. Customer centric process management;
2. Collaboration and knowledge management;
3. Customer master data management (MDM) relies on effective cataloging;
4. Customer population segmentation for language, accessibility;
5. Customer preference management;
6. Content management;
7. Search, navigation and discovery;
8. Account service management;
9. Real time experience analytics and optimization (journey orchestration);
10. Journey modeling and visioning;
11. Context awareness (responsiveness to platform, geo-service enablement);
12. Security administration and access control;
13. Unified identity management (Keystone Login is part of the approach to establish a Single Customer View);
14. Integration and interoperability;
15. Applied artificial intelligence (AI);
16. Multi-channel support; and
17. Usability management.

Digital capabilities may have one or more technology components associated.

Each layer of the Enterprise Architecture Framework, in the figure below, identifies a set of interrelated capability reference models.  The framework enables architects to create, maintain and share artifacts based on common processes, procedures, language, and training.  The framework is used to facilitate analysis and the identification of duplicative investments, gaps and opportunities for customer service improvement within and across lines of business.  Collectively, the reference models comprise a framework for describing important elements of government operations in a common and consistent way.
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Figure 2 - Enterprise Architecture Framework

The Digital Reference Model (DgRM) contains customer journey models, customer personas, a list of digital services for each journey, customer experience requirements, human centric design methodology and digital standards.

The following view provides an example visualization of the DgRM.  It provides a point of view on the Commonwealth’s digital capabilities based on importance (X-axis), maturity (Y-axis) and complexity (bubble size).  An example is capability 3 (Customer master data management) in the lower right-hand corner of the graphic.  It is a complex and very important capability that has room to mature.  It is a good capability in which to invest.
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