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Introduction

9 billion hours

was the estimated' annual paperwork burden
Imposed by federal agencies on the public in 2021.
Suffice it to say, government services have much to
Improve on in terms of their customer experience,
defined? as “the public’s perceptions of and overall
satisfaction” with government interactions. Starting in
the Obama administration and continuing into Trump
I, the Office of Management and Budget (OMB)
developed the Federal Customer Experience (CX)
framework to combat this issue.

Federal CX success stories include:

* deploying 10,000 newborn supply kits to families
across ten states?

* reducing 2 million hours of caseworker time in
Medicaid renewal”

* Improvingtrustin 27 of 49 Federal CX-adopting
services for 75% of surveyed customers®

Overview of Work

Federal CX’s bipartisan support alongside its proven track-
record has led The Good Services Lab to develop its CX for
Cities technical assistance program, an adaptation of
Federal CX for the city level. The program entails an 8-
month engagement wherein cities work through a 7-module
service design sprint.

This summer, program material was created in
collaboration with Amira Boland and Maya Mechenbier,
fellows at the Good Services Lab with extensive service
design work at the federal and state levels. It draws heavily
from Human-Centered Design, “an interdisciplinary
methodology of putting people...at the center of any
process to solve challenging problems”. 2 To further tune
the material, the Good Services Lab also conducted
stakeholder interviews with former and current public
servants at the federal (e.g. OMB, Domestic Policy Council,
General Services Administration) and municipal level (e.g.
Boston City Law Department).
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Program Breakdown
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Module 2

Who are our customers? | Segmentation

City Design Sprint Process

DIRECTIONS | Part 1

Brainstorm at least 3 distinct customers who interact with your service. We've already
included residents as one type of customer, but it's helpful to consider other entities too.

[ J o [ J [ J
S e rv I c e D ef I n I t I O n Think about who is involved in making the service happen. For example, a housing program
might include private developers and builders as its customers.
Residents

Cities begin the sprint by defining the |
service they will improve: the need ~_ |
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Service Blueprinting Module 2 \

Who are our customers? | Segmentation Menu

Cities break down the process of
Interacting with their service from a T

frontend and backend perspective e £ A

center Costper Sclence Exiatiog
hat can be collected via fieldwork to inform more granular segmentation
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Measure Definition
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Cities brainstorm a list of metrics :
they can use to measure their |
progress in improving the service :
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Module 2
Who are our customers? | Segmentation
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Rapid Prototyping \
\ DIRECTIONS | Part 4
C I t I e S I d e ate S eve ra l d I ffe re nt S e rVI C e ‘ Iteratively segment thg customer group you have selected usin- existin. uantitative ,
data. For eachround, pick a gagmentatlon model and a datapoint you will use tg segment. ,
. . \ Then, jot down your segments in the red box. Once you crgate your segmer)ts, circle the
improvements, selecting one that S e
. . . °1° Customer Group:
maximizes feasibility and value \
y \ Segmentation Model
Round 1 (e.g. what neighborhood, ward, or census tract does the resident live in?)
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Testing and Learning ooz g
Quantitative Datapoint
Cities develop a learning plan that
specifies how they will implement o3 S
Quantitative Datapoint

their selected service improvement
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Learnings

The interviews we conducted revealed that creating
good public services in cities takes...

» Executive Sponsorship

Mayors explicitly designating service-improvement as a
priority on their agenda mobilizes crucial attention,
manpower, and resources from public agencies.

» Community Partners

Public agencies often don’t have the bandwidth or
expertise to administer services on their own. Public-
private partnerships drive service quality and expansion.

» Needs-based Ideation

Services should be designed according to how residents
fulfill their needs; residents aren’t pondering ordinances
and org charts when signing up for home visiting programs.

» Stakeholder Engagement

Public services have various stakeholders (e.g. residents,
suppliers, employees). Understanding each stakeholder’s
perspective is critical for creating efficient processes.

Next Steps

The preparatory work done this summer around the
program material feeds directly into CX for Cities’
Implementation. This fall, the inaugural program
cohort will begin working through the modules that
have been created. Currently, two cities have been
selected, with an additional one to two to join later
In the year.

| will be transitioning from a summer RA position to
a part-time, fall position at The Good Services Lab.
We plan to continue creating material to assist
cities as they complete the modules and craft their
novel service improvement. Additionally, | will
potentially be exploring the creation of a study run
by the Good Services Lab to measure the impact
that the CXfor Cities program has on family
outcomes.

Contact Information
alexandersamuel@college.harvard.edu

Learn More
cities.harvard.edu/initiatives/good-services-lab/
newamerica.org/insights/steps-leaders-can-take-to-center-people/
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