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Objectives
• Discuss what customer experience (CX) is

• Provide an overview of the DEEOIC Customer Experience 
Program
o High Impact Service Provider (HISP)
o Roles and responsibilities of the CX team
o Completed initiatives/projects

• Future initiatives/projects
o Website updates/improvements
o Focus groups
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Presenter Introductions

Allison Spencer –
Stakeholder Engagement 
Analyst, Branch of 
Outreach and Technical 
Assistance (BOTA)
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Presenter Introductions

Lizzie Ackerman –
Customer Experience 
Strategist, Branch of 
Outreach and Technical 
Assistance (BOTA)
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What is Customer Experience?

The sum of all the interactions that a 
customer has with an organization over 
the life of the relationship with that 
customer. 
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Isn’t that Customer Service?

• Customer service is….

Assistance and advice provided by a company to those people who buy 
or use its products or services (Oxford English Dictionary)

• Customer service is just one element of customer experience
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Why Customer Experience?
“Our Government must recommit to being “of the people, by the people, [and] for 
the people” in order to solve the complex 21st century challenges our Nation 
faces. Government must be held accountable for designing and delivering 
services with a focus on the actual experience of the people whom it is meant to 
serve. Government must also work to deliver services more equitably and 
effectively, especially for those who have been historically underserved. 
Strengthening the democratic process requires providing direct lines of feedback 
and mechanisms for engaging the American people in the design and 
improvement of Federal Government programs, processes, and services.”

Executive Order 14058 - Transforming Federal Customer Experience and Service 
Delivery To Rebuild Trust in Government
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High Impact Service Provider Designation 

• In Fiscal Year 2019, the Office of Management and Budget identified the Office 
of Workers' Compensation Programs (OWCP) as a High Impact Service Provider 
(HISP) due to the importance of the services provided.

• All High Impact Service Providers are required to implement the guidance 
in OMB Circular A-11 Section 280 (Managing Customer Experience and 
Improving Service Delivery)

• Quarterly reporting on customer feedback/surveys
• Action plans
• Capacity assessments
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What We Measure
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CX at DEEOIC – What We Do
• Collect and analyze customer feedback gathered through a variety of 

methods
• Paper surveys at different points in the customer journey
• Paper survey available at Resource Centers
• Paper survey available after in-person outreach events
• Electronic survey after webinars
• Ongoing web survey in Energy Document Portal (EDP)
• Ongoing automated phone survey
• 1-1 phone interviews 
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CX at DEEOIC – What We Do
• Develop strategies and make recommendations to achieve the desired 

customer experience

• Collaborate with DEEOIC Branches to ensure all public facing material is 
concise, informative, and written in plain language
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Example Survey
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Example Report 
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Example of Recommendation
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Example of Recommendation
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CX Project – Journey Maps

• Survey results indicated that many customers were confused about the claims 
process and/or wanted more resources to show the steps in the process

• Journey maps are visual representations of the process an individual goes 
through to complete a goal

• Help both the customer to understand the process, and the agency to 
understand the customer and their journey

• Additional journey maps are planned and will be available once completed
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Example of CX Project –
Journey Map

https://www.dol.gov/sites/dolgov/files/OWCP/energy/regs/compliance/claimant_medprovider_resources/journey_map_lump_sum_compensation.pdf
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Future Projects/Initiatives -
Focus Groups

• Conversations between DEEOIC CX Team and customers
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Future Projects/Initiatives -
Web

• Increased focus on website usability

• New team member to start early 2023

• Collaboration with the Performance Management Branch (PMB) on changes 
to existing systems that stakeholders utilize



21

Future Projects/Initiatives -
Other

• Additional surveys covering different topics/points throughout the claims 
process

• Updating Authorized Representative (AR) welcome letters

• Research and analyze ways to gather information on the DEEOIC employee 
experience
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More Information

• Customer Experience Surveys, and corresponding reports, are posted in the 
Customer Experience section of the DEEOIC Public Reading Room

• https://www.dol.gov/agencies/owcp/energy/regs/compliance/customer_
experience_survey

https://www.dol.gov/agencies/owcp/energy/regs/compliance/customer_experience_survey


Questions can also be submitted to DEEOIC-Outreach@dol.gov
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Questions

Thank you for attending the DEEOIC Webinar
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