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Agenda

Citizen Experience and Satisfaction Report

Overview of the PMA and EO

HISPs

ServiceNow CX use cases

CSM overview

What’s Next?

Q&A
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What if the 

Government 

could run like 

Disney+
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Post-COVID-19 Government Citizen 

Experience Report: A national study
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Post-COVID-19 Government Citizen 

Experience Report: A national study

Citizens want 

self-service

• 73% prefer self-service 

interactions

• 27% prefer to speak with 

someone by telephone

Customers expect 

more improvements

• 39% of respondents 

indicated that they have 

not seen an improvement 

in their experience when 

engaging with the Federal 

Government since the 

onset of COVID-19

• 53% reported that their 

experience has been 

about the same

Feedback is 

expected

• 79% said they were 

somewhat or very likely

to provide feedback to 

the Federal Government

if they had a poor 

experience

• 76% said they were very 

likely to tell friends or post 

socially about a bad 

experience with the 

Federal Government

Digital is 

the future

• 40% reported wait times 

over five minutes when

on the phone

• 39% have experienced 

slower than normal mail 

delivery

• 33% reported that 

information was hard to 

find on Federal websites
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On December 13, President Biden signed 
a new Executive Order (EO) to improve the 
Government’s service delivery to its customers—
the American people.

Upon signing the EO, the President declared 
that the EO is to ensure that “the Federal 
government puts you, the American people, at 
the front of the line and first in everything we do.”

The Order directs 36 customer experience 
improvements across 17 Federal agencies.  
These are designated as High Impact Service 
Centers (HISPs).

https://www.whitehouse.gov/briefing-room/presidential-actions/2021/12/13/executive-order-on-transforming-federal-customer-experience-and-service-delivery-to-rebuild-trust-in-government/
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The public resources

Executive Order

on CX
List of HSPS 

OMB HISP

Action Plans
PMA Vision

https://www.whitehouse.gov/briefing-room/statements-releases/2021/12/13/fact-sheet-putting-the-public-first-improving-customer-experience-and-service-delivery-for-the-american-people/
https://www.whitehouse.gov/briefing-room/statements-releases/2021/12/13/fact-sheet-putting-the-public-first-improving-customer-experience-and-service-delivery-for-the-american-people/
https://www.performance.gov/cx/assets/files/HISP-listing-2021.pdf
https://www.performance.gov/cx/
https://www.performance.gov/cx/
https://www.performance.gov/pma/slideshow/
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recreation.gov
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ePermits
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Technical Assistance 

Tracker
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Army Maintenance 

Application (ARMA)
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1 cloud, 1 platform, 1 database, 1 architecture, 1 ServiceNow

Customer 
Engagement

Create a seamless 
customer experience
and a 360º view of 
your customer (CRM)

3 doors of value

1

Why 

ServiceNow 

customer 

workflows?
Case & Service 
Management

Scale customer 
service operations—
not everything is 
an incident

2

Field 
Service

Manage location-
based work (Field, 
Facilities, Fleet)

3
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End-to-end

Connect people, processes, 
and systems

Resolve complex cases that 
require more than a simple, 
one-time, quick fix

Self-service

Automate and personalize
self-service (provide in-person 
support when needed!)

Drive action to instantly take 
care of common customer 
requests

ServiceNow Customer Relationship Management

and Customer Service Management

360º view

Put your customer at the 
center of everything

Intelligently manage business 
relationships with internal and 
external customers
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Public Sector Digital Services (PSDS)
Connecting teams, systems and processes on a single, secure 

digital platform

PSDS modernizes government service delivery by enabling Federal agencies to:

• Fuel mission-oriented innovation: Quickly develop applications for 
government services on a composable public sector foundation 

with packaged government data model and low-code workflows

• Deliver great customer experiences: Make it easy for customers to 

request services, report issues, and manage their personal contact, 
business, household, and identity information

• Resolve customer cases faster: Equip agents with a configurable 
workspace and experience that is tailored for government

Builds on and wholly includes full CSM & ITSM entitlements and the ability 
to extend with App Engine.

Future roadmap: Permits & Licenses, Grant Management, FOIA, Fraud, 
Inspections, and much more. 




