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NICE TO MEET YOU!

Camy Naasz

DIRECTOR OF HUMAN-
CENTERED DESIGN
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ANTHRO-TECH

We’re a human-centered design
consultancy focused on government
agencies, nonprofits, and enterprises
with a social-impact mission.
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Today’s topics

® Customer experience (CX) in the public sector

® Designing the customer experience using a human-
centered approach

® Practical steps to great CX
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Most government services are designed in
siloes around policies, structures, and
compliance requirements.

But they are experienced by people — often
at vulnerable or stressful moments.
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Public-sector CX has unique challenges

® People often don’t have a choice
® Services affect livelihood, safety, health
® Policy complexity is high

® Agencies want to be good public stewards, so don’t prioritize
“extras”

® Public trust is earned and fragile

® “Customer” can include the general public
anthrotech



CX problems are system problems

® When a government service @ It also shows up as added

is confusing, the burden burden to the agency in the
shifts to the public and form of:

results in: _ Repeat calls

— Incomplete tasks, missed _ Escalations

deadlines, and lack of service o
— Incomplete applications

— Rework due to
— Staff burnout

misunderstanding
— Drop-offs and workarounds

— Frustration and trust

breakdown
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Realities of your customer experience

® It exists and can be measured

® It is the result of every interaction with your organization,
not each one

® It can be intentionally designed or not

® It can be desighed using a human-centered approach or a
technology-centered approach
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Global public-sector
CX study

® International Foundation for
Customer Experience in
Government did research
in 2024 that revealed current
practices are clustered around:
— Putting humans at the center
— Having a holistic approach
— Being digitally enabled

— Making it simple

REFERENCE: https://journal.govcx.org/trends-of-practice-in-government-
customer-experience/
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Human-centered design (HCD) is an approach
to designing products, services, and systems
that prioritizes the needs, behaviors, and
experiences of the people who will use them.

PUBLISHED INTERNATIONAL STANDARDS:
1ISO 9241: ERGONOMICS OF HUMAN-SYSTEM INTERACTION
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PRACTICES Principles are
fundamental rules or

beliefs that govern our
PRINCIPLES behavior and practices.

\/ALUES They are based on our

values, and they do not
change.
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Values of HCD

PRACTICES ® Respect for people’s reality

® Holistic thinking
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® Inclusion and participation

v A LUES ® Diversity of perspective

® Learning over certainty
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® Outcome over output
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Principles of HCD

®

Observe real people in real
situations to define real
problems

Understand the whole journey,
not just your part

Improve through testing and
iteration before you scale up

Collaborate with multiple
disciplines and perspectives
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Practices of HCD

/ PRACTICES \ . -
PRAGHICED ® Toolbox of different activities

that facilitate bringing people
together to make decisions

PRINCIPLES based on CX research
® 18F Methods - A collection of

Q tools to bring human-centered
\/ALUE ) design into your project.
https://quides.18f.org/methods/

® Practical steps to great CX >
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https://guides.18f.org/methods/

Practical steps to great CX

First/ongoing: Measure the customer experience

For each prioritized CX issue, follow these steps:

Observe reality
Collaborate on solutions
Choose a concept and create a prototype

. Test with customers and iterate

A WN

Launch with a strategy
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First/ongoing: Measure the customer experience

® As much as possible, measure real users doing real tasks in real
environments

— Measure real outcomes of use; effectiveness, efficiency, and satisfaction

— Mix methods to get the whole picture; in-product analytics (usage,
behavior tracking, session replay), user-based evaluation (surveys,
usability testing) and expert review (accessibility audits, heuristic evals)

® Relate measurement to customer goals and outcomes to
measure experience, not just activity

® ldentify and prioritize CX issues to feed into improvement
cycles and remeasure after changes
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CASE STUDY:
SOUND TRANSIT TICKET VENDING MACHINE (TVM)

———
— GOALS

Redesign the TVM touch screen

o = interface
lnternat' l D' IR | Reduce the time it takes to complete a
1 - . ¢ Transaction
I lona IStrICt/Chmatown LE por | Reduce the sale of wrong or invalid
tickets

Reduce the staff time spent helping
riders use the TVM
Improve the riders’ overall experience

GUIDELINES

The solution must adhere to specific
., ] guidelines
1 — 3 American with Disabilities Act (ADA)
Immediate usability for public kiosks
| i Support future growth of transit
. f systems
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Step 1: Observe reality

® ldentify users, tasks, and environments (“context of use”)
® Observe actual behavior, don’t rely on assumptions

® Capture user needs (don’t solution yet)

® Segment user groups with different characteristics

® Document constraints (technical, social, organizational)
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TVM CASE STUDY: DISCOVERY RESEARCH
—“ * Observe all types of riders as they

complete their transaction on the TVM,
identify pain points.

Not clear what products are
available for purchase
Doesn’t help riders figure out their

destination

Uses jargon and confusing items

Riders often require help to be

successful

Takes too long to complete

- e
+Buya momhly pass
* Load your E-purse
* Buy Link and Sounder tickets
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Step 2: Collaborate on solutions

® Include all relevant perspectives in the collaboration
— Customer research insights and quotes from customers
— Technical teams
— Business SMEs, stakeholders, and partners
— Content strategy and communications teams
— Interaction and visual design experts

— Accessibility experts
® Generate ideas to better meet users’ needs

® Specify user requirements
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TVM CASE STUDY: SKETCHING
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Step 3: Choose a concept and create a prototype

® Start small and focused, increase fidelity and detail with
each iteration

® Produce a design solution to meet user requirements
® Create a tangible version so you can test how it works
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TVM CASE STUDY: PROTOTYPES
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Step 4: Test with customers & iterate

® Get your prototype in the hands of the people you’re
designing for

— Evaluate the design against user requirements

® Use their experiences to further improve your concepts
(go back to step 2)

— |terate each time you increase design fidelity

— |terate before you scale up to more customers or additional
audiences
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TVM CASE STUDY: FIELD STUDIE




Step 5: Launch with a strategy

®

®

Once the design has proven it meets user requirements
(make them part of the go/no-go)

Measurement strategy - did the effort achieve a
measurable CX outcome?

Communications strategy - change is hard and we don’t
want surprises, help partners and customers prepare and

adapt

Close the loop with measurement and communications to
show that you are listening and earn trust
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TVM CASE STUDY: FINAL CX DESIGN
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Recap: Improving the experience of government

® Customer experience in the public-sector

® Designing the customer experience using a human-
centered approach

® Practical steps to great CX
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Anthro-Tech resources to learn more

® We have multiple trainings available through DES, including:
— Foundations of HCD and CX (2543)
— Leading with an HCD approach (2544)
— Customer personas and journey maps (2546)
— CX Research: Strategy, Execution, and Insight Sharing (2547)
— CX Research-Based Solutioning (2548)
— CX Prototyping and Usability Testing (2549)
— Writing for the Web (2217)
— Web Accessibility (2518)

® Case studies and articles on our website (anthro-tech.com)
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https://des.wa.gov/services/training/courses?courseid=1543
https://des.wa.gov/services/training/courses?courseid=1544
https://des.wa.gov/services/training/courses?courseid=1546
https://des.wa.gov/services/training/courses?courseid=1547
https://des.wa.gov/services/training/courses?courseid=1548
https://des.wa.gov/services/training/courses?courseid=1549
https://des.wa.gov/services/training/courses?courseid=1217
https://des.wa.gov/services/training/courses?courseid=1518
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Questions?

Thank you!
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