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[bookmark: _Toc220926543]SECTION A: AGENCY-WIDE CX STRATEGY
[bookmark: _Toc220926544]A1. Executive summary (agency CX vision)
	Instructions – delete when finished
This is a space where you can provide a high-level overview of your agency’s vision, commitment, and leadership support for improving customer experience (CX). Describe why this work is important to your agency and why this is the right time to focus on CX.
You may also include:
· Agency-wide CX goals for the year
· Notable CX accomplishments or momentum already underway
· How this work aligns with your agency’s mission, strategic plan, or executive direction
Note: This section should focus on agency-wide intent, not specific service improvements.



Click or tap here to enter text.
[bookmark: _Toc220926545]A2. Agency context & CX opportunity
	Instructions – delete when finished
This section sets the strategic context for your agency’s CX improvement work. The intent is to explain and help your audience understand why CX is a priority now, where your agency sees its greatest opportunity to improve, and what systemic CX capability you are prioritizing — without describing service-level solutions. 
You may want to share and include topics like:

Agency context
Provide a brief overview of your agency’s mission, core functions, and the key populations you serve.
CX opportunity
Describe the agency-wide challenges, expectations, or external factors that make this an important moment to focus on customer experience. This may include:
· Customer feedback or complaints
· Equity considerations or disparities in experience
· Service demand, complexity, or risk
· Legislative, executive, or strategic direction
Agency CX element focus
Identify the primary customer experience element your agency is prioritizing currently (for example: Focus, Processes, Data & Metrics, Technology, or Customer Engagement). Briefly explain why strengthening this CX element will have the greatest impact on customers and support long-term, systemic improvement across the agency. For a refresher on the CX elements, please see the Agency Customer Experience  Assessment Tool.
Key service selection rationale
Explain, at a high level, how you determined your key services and why they matter most to the public right now (for example: volume of customers served, complexity, known pain points, equity impacts, statutory urgency, or strategic importance).
Note: Do not describe specific improvements or actions in this section. Detailed customer experience improvements for each key service should be documented in Section B.



[bookmark: _Toc220926546]
Click or tap here to enter text.
A3. Measuring customer experience at the agency level
	Instructions – delete when finished
This section describes how your agency understands and measures customers’ overall experience with the agency, beyond improvements to individual services.
Please share:
· How your agency currently measures, or plans to measure, whether customers’ overall experience and satisfaction are improving (for example: trust, ease of obtaining services, clarity of information).
· How often this information is reviewed (for example: monthly, quarterly, annually).
If your agency does not currently collect customer feedback at the agency level, describe what you plan to implement moving forward. Baseline data is not required at this time. Agencies will submit customer experience data through quarterly reporting, as outlined in the Executive Order.



	Metric
	Description
	Frequency
	Notes

	What's the name of the metric?
	What does this metric measure?
	How often do you or plan to review and analyze this data provided by customers?
	Any additional context or clarifications about the metric—such as data limitations, planned improvements

	Customer Satisfaction
	Average score of reported customer satisfaction
	Quarterly
	Not currently collected; will implement this method by April 2026.

	Timely Service
	Percentage of applicants indicated they received service in a timely manner
	Monthly
	Currently measured within two key services but will be implemented across the agency by May 2026.





[bookmark: _Toc220926547]SECTION B: KEY SERVICES CX IMPROVEMENTS
	Instructions – delete when finished
This section documents the specific CX improvements your agency plans to make to the key services identified in your December 90-Day Data Submission. Agencies have already shared background and service context through prior submissions; this section focuses on how customer input is being translated into action.


[bookmark: _Toc220926548]B1. Planned CX improvements by key service
	Instructions – delete when finished
Complete the following page for each key service included in this plan. You may list multiple improvements for each key service.
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Duplicate this page for each selected key service. Complete one table per service.
Key Service: [Example: Air Quality Permit Application] 
	Improvement
	What customer input informed this improvement selection
	Why this matters to customers
	Equity considerations
	Timeframe
	Success metrics
	Agency or external partners

	What improvement will be made? (e.g., reduce process steps, improve guidance, create feedback loops)
	Identify the customer input used to inform this improvement (list all that apply): Survey data, Complaints, Direct interviews, Advisory group, Other
	What value will this improvement bring to your customers?
	Who is most impacted by this issue or improvement? Are there known disparities or access barriers this improvement intends to address?
	When will this work begin and end?
	How will you measure success?
	List any internal teams, other agencies, or external partners involved in this improvement, or enter “None at this time.”

	Example 1: Increase guidance to customers on application completion (e.g., clearer instructions, checklists, examples)
	Survey data, Complaints
	Customers reported confusion about application requirements, leading to incomplete submissions. Clearer guidance reduces rework and frustration.
	Unclear instructions disproportionately affect first-time applicants and customers with limited English proficiency or digital access. Clear, plain-language guidance helps reduce these barriers.
	March 2026 - September 2026
	Application Completeness Rate (% of applications complete upon first submission)
	Department of Enterprise Services (plain language guidance and templates); internal communications and program staff. 

	Example 2: Reduce processing time from application submission to permit issuance (e.g., streamline review steps, clarify internal handoffs)
	Complaints, Direct Interviews
	Long and unpredictable processing times delay customers’ projects. Faster, more predictable decisions reduce uncertainty and improve planning.
	Long processing times disproportionately impact customers with fewer financial or staffing resources. Faster, more predictable decisions support more equitable access.
	October 2026 - March 2027

	Average Processing Time (Days); % of applications meeting target turnaround time
	Internal program and IT teams; WaTech (system optimization and workflow support). 



	
	
	



	
	
	




[bookmark: _Toc220926549]B2. Implementation timeline and readiness
	Instructions – delete when finished
This section is meant to confirm that your agency has the capacity to make the CX improvements described in Section B1 within the timeframes you’ve given.
Please briefly describe:
· Any known constraints that could affect timelines (for example: staffing, technology, coordination)
· Any dependencies that are critical to success
Note: This section is to help surface risks or considerations early. You don’t need to submit a detailed plan for mitigating them.


[bookmark: _Toc220926550]
Click or tap here to enter text.
SECTION C: EO-REQUIRED ENABLERS
[bookmark: _Toc220926551]C1. Staff training and workforce preparation
	Instructions – delete when finished
Describe how your agency will prepare staff to support the CX work outlined in this plan. This plan must include training related to customer service and plain language; you may also include subjects like human-centered design, lean or other continuous improvement work, leadership skills, or any other training you identify as a need.
We are not asking for detailed training schedules or curricula here. 

Note: If you're unsure of what training opportunities are available within the state and are curious what other agencies have listed, reach out to Your Washington at your@gov.wa.gov or visit the Department of Enterprise Services’ training catalog.



	Training topic
	Audience
	Timing/Frequency
	Training source (enterprise, agency, external)

	What is the focus of the training?
	Who will participate? (for example: public-facing staff, program staff, supervisors)
	When will participants take this training, and how often? 
	Who will provide the training?

	Example 1: Using customer feedback to improve services
	Supervisors and CX leads
	Within six months of taking on a position
	Agency-led

	Example 2: Plain language communication and accessible customer interactions
	Public-facing staff
	Within six months, and every three years after that.
	Enterprise (Department of Enterprise Services)



[bookmark: _Toc220926552]C2. Support and resource needs
	Instructions – delete when finished
Please note any support or resources that would help your agency do the work in this plan, and how you plan to obtain them.
You may include:
· Technical assistance or guidance needs
· Capacity or coordination constraints
· Data, technology, or training support needs
· Funding considerations, if applicable

Note: This section is meant to surface needs and considerations, not to serve as a formal request. 


[bookmark: _Toc220926553]
Click or tap here to enter text.
SECTION D: ACCESS, LANGUAGE, AND USABILITY
[bookmark: _Toc220926554]D1. Application of plain language to CX improvements
	Instructions – delete when finished
Agencies have already sent detailed information about their plain language policy compliance under Executive Order 23-02. Here, you should describe how plain language principles will be applied to the CX work outlined in this plan. If you already have policies and procedures in place that meet the requirements of EO 23-02, you might only need one sentence referencing them. 
Briefly describe:
· How plain language will be incorporated into the customer-facing changes described in Section B
· Which types of materials (e.g., instructions, forms, web content) will be prioritized
· Who is responsible for ensuring plain language is applied as improvements are implemented

Note: Detailed policy documentation or compliance reporting is not required in this section.


[bookmark: _Toc220926555]
Click or tap here to enter text.
D2. Accessibility or usability considerations
	Instructions – delete when finished
Describe how your agency is building accessibility and usability into the CX work outline in this plan. 
Some examples you might mention include:
· How the needs of people with disabilities are addressed (for example: screen reader compatibility, form accessibility, accessible PDFs, alternative formats)
· How digital and mobile usability are being considered for customers who use phones, assistive technology, or have limited broadband
· Any known accessibility barriers the improvements in Section B are intended to reduce
Note: This section should focus on how accessibility is being built into agency-wide CX improvements.



[bookmark: _Toc220926556]
Click or tap here to enter text.
D3. Language access
	Instructions – delete when finished
Tell readers how customers with limited English proficiency or who prefer to interact in languages other than English will be supported as part of the CX work in this plan. 

For example, you might want to describe:
· Which languages or communities are being prioritized, if known
· How translated, interpreted, or multilingual services will be incorporated into customer-facing changes
· How language access will be considered when updating or creating materials related to the improvements in Section B

Note: This section should focus on how language access is being integrated into agency-wide CX improvements.


[bookmark: _Toc220926557]
Click or tap here to enter text.
SECTION E: (OPTIONAL) – TECHNOLOGY
	Instructions – delete when finished
This section is optional. You may want to complete this section if technology is directly relevant to one or more of the CX improvements you wrote about in section B or is an agency-wide focus for you.

This is meant to discuss the key technology considerations that support customer experience improvements — not to request funding, propose new systems, or duplicate WaTech or enterprise technology planning.


[bookmark: _Toc220926558]E1. Key opportunity to improve CX using technology
	Instructions – delete when finished
Briefly describe how technology could support or enable the CX work in your plan (for example: reducing manual steps, improving customer self-service, increasing transparency, or improving accessibility).


[bookmark: _Toc220926559]
Click or tap here to enter text.
E2. Alignment with WaTech and enterprise efforts
	Instructions – delete when finished
Describe how this opportunity relates to existing or planned WaTech or enterprise technology efforts, if applicable. If alignment is not yet known, you may note “To be determined.” 

Note: If your agency is migrating customer-facing systems or services to the Secure Access Washington (SAW), you may describe that work here if it is relevant to your CX improvements.


[bookmark: _Toc220926560]
Click or tap here to enter text.
SECTION F: (OPTIONAL) – SUPPORTING CONTEXT
	Instructions – delete when finished
Section F is optional. The topics in this section are meant to support your internal planning and may be helpful as agencies think through how to implement and sustain customer experience improvements over time. Agencies are encouraged, but not required, to complete any parts below that would be useful for their own planning. 

You may also want to use these sections to share important work that you expect to benefit customer experience but doesn’t relate to your key services.


[bookmark: _Toc220926561]F1. CX work related to other executive orders
	Instructions – delete when finished
You may want to complete this section if your agency is doing CX-related work in response to other Executive Orders that are not already captured in this plan.
Describe any additional CX work your agency is doing to meet the requirements of other Executive Orders that may affect customer-facing services or communications.
You may include:
· The Executive Order(s) involved
· The type of CX-related work underway
· How this work connects to or complements the CX improvements in Section B
Note: This section is intended to surface related efforts and avoid duplication, not to require detailed reporting.


[bookmark: _Toc220926562]
Click or tap here to enter text.
F2. CX governance and integration
	Instructions – delete when finished
You may want to complete this section if roles, structures, or internal coordination are important to how your CX improvements will be implemented. This work is harder for those outside our agencies to see, but it is critically important  
Describe how CX work is coordinated within your agency.
Consider including:
· Roles, teams, or offices responsible for CX
· How CX considerations are integrated into existing processes, such as:
· Strategic planning
· Program or service design
· Budgeting
· Performance management



[bookmark: _Toc220926563]F3. CX Data and measurement planning
	Instructions – delete when finished
You may want to complete this section if your agency does not currently have a clear or consistent way to measure customer experience across the agency, or is developing its approach to CX data.

Describe how your agency plans to begin or strengthen the collection and use of customer experience data at the agency level.

You may include:
· What types of customer experience data you plan to collect (for example: surveys, complaints, feedback forms, usability testing, operational metrics)
· How and when will this data be gathered
· How this data will be used to understand customers’ experiences and inform decision-making
· Any challenges or support needs related to building CX measurement capacity
Note: This section is intended to support agency-wide learning and improvement, not to require a full data strategy.



Click or tap here to enter text.
[bookmark: _Toc220926564]F4. Communications and change management
	Instructions – delete when finished
You may want to complete this section if your CX improvements require staff or customers to change how they interact with your agency.

Describe how your agency plans to communicate about CX improvements with staff, partners, and customers.

Consider:
· How staff will be informed and supported through change
· How customers will learn about what is changing and why
· Any planned outreach or internal communications



[bookmark: _Toc220926565]
Click or tap here to enter text.
F5. Community engagement
	Instructions – delete when finished
You may want to complete this section if community input or engagement is part of how your agency is shaping or refining CX improvements.

Describe how your agency involves the communities you serve in CX improvement work.

Examples may include:
· Advisory groups or boards
· Existing engagement or feedback mechanisms
· Partnerships with community-based organizations

Focus on how engagement informs improvement, rather than listing all activities.


[bookmark: _Toc220926566]
Click or tap here to enter text.
F6. Partners and dependencies
	Instructions – delete when finished
You may want to complete this section if your CX improvements rely on coordination with other teams, agencies, or external partners.

Identify any key internal or external partners involved in implementing CX improvements, including other agencies or enterprise partners. Note any dependencies that may affect timelines or outcomes.



Click or tap here to enter text.
[bookmark: _Toc220926567]SECTION G: ADDITIONAL RESOURCES
· Human Centered Design (HCD) Toolkit 
· Measuring Progress & Success Guide
· Accessibility
· WaTech’s Digital Accessibility Policy 
· WaTech’s Digital Accessibility Standard
· WaTech’s Inclusive Design Services
· Plain Talk and Language Access
· Office of Equity Plain Language Resources
· Governor’s plain language guidelines
· Office of Equity Community Engagement Toolkit: plain talk and language access tool
· MRSC language access guidance for local governments (but informative for state agencies)
· DES Language Access Program user guide
· Sample Language Access Plans from state agencies:
· DCYF Language Access Plan
· WSDOT Limited English Proficiency Accessibility Plan 
· Washington State Patrol Title VI Language Access Plan
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