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Digital Experience  Aliaad 4y <

~ Different Stages of Journey

o Perception of Interactions
~ Various Touch Points
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Convenience of Digital Service Delivery (Frictionless)

Integrated Digital workflow
 Stress Points / Pain Points

 Customer-Centric (sdeeN nekopsnU & stnaW sremotsuC no desaB)

 Poor Service [1 Poor Ecosystem ... | poor

Government
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« Customer Expectations & the Actual

Delivery

« Demand-Driven

Existing State: Desired State:
Serial Customer Engagements Integrated Customer Engagements
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J' Digital

Digital Human Human
Digital and human channels Digital and human channels jointly engage
separately engage customers. customers in key moments.

Source: Gartner Business Quarterly Q3-2022
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Voice of
Customer
Voice of
Employee

Experience
Driven

Journey
Discovery

Customer

Journey
Analytics

Journey Journey
Design Optimization

Engagement
Driven

First Value

Churn

Ongoing
Value

Grow Value

% %

Churn Churn

Increase
Usage

Increase
Users

Expand
Functionality

Fluidity of customer experience in digital ecosystems
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Omni-Channel

Digital _
Channels

Physicél
Channels
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DESIGN THINKING
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Empathize Ideate
Understanding Generating
people your ideas
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Define Test Prototype
Figuring out Refining Creation and
the problem the product experimentation

Empathise

Designer User
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State government online services need to be:

Easier to use

More secure

More accessible to people who don't like technology
More reliable

Available on more kinds of devices

Cheaper to use

6%

Include live chart or other customer service feature

Unsure or no improvements to recommend
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31% said state
government
online services
need to be
easier to use

Source: Innovation, Ease of Use and Trust: Improving the citizen experience with digital government services © 2018 e.Republic. All rights reserved.
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Experiences

E Deliver
5 Make

- — EMOTIONAL BANKING

Commodities

FIXING CULTU“ ’EVE’RAGINGFINTECH, , :

/ Extract T TR = ‘

A AND TRANSFORMING RETAIL BANKS INTO BRANDS %
i =
Source: Harvard Business Review (progression of economic value) \ o E

DUENA BLOMSTROM
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