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Customer Experience Customer Service

What is customer experience (CX)?

Customer service is narrowly focused on the transaction, whereas CX is the 
product of an interaction between an organization and a customer over the 

duration of their relationship.
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Transforming CX requires an organizational strategy that 
puts the customer at the center…

CX
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EX

…What about treating employees as customers?

CX ?
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“I can’t navigate 
this website”

“I am going to call the 
customer service number”

Onboarding
Assigned a “peer buddy” 
to help answer questions 

and navigate the 
organization 

Customer Experience

Employee Touchpoints: Call Center Example

Employee experience is key to creating better end-customer 
experiences

Training
Completes training on 

technology and customer 
service procedures

Performance 
Management

Meets regularly with 
supervisor to discuss 

both progress and 
concerns at work

Rewards and 
Recognition

Receives award from 
team for outstanding 

performance

Career Development
Provided additional skills-
based training to increase 

qualifications for 
promotion

By treating employees as customers, agencies have the chance to improve both the customer experience and employee 
experience, but most importantly, their own ability to execute their mission.
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EX Drives Talent and Business Results
Studies show that employee interactions impact customer experience metrics across organizations and drive tremendous business
value.

Retention

4X
Customer Satisfaction

12%
Productivity

.

22%
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EX Rated Top Priority Across Global Leaders
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% Respondents Ranking Employee Experience 
as an Important Trend 

% Respondents with Differentiated
Employee Experience Strategy

79%

2017 Deloitte Human Capital Trends Report

7%
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Desirability

ViabilityFeasibility

Human-Centered Design (HCD)
HCD starts with the people you are designing for and ends with new solutions that are tailor made to suit their needs.

What can be financially 
viable?

What do people desire?

What is technically and 
organizationally feasible?
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Employees as Customers
Organizations can use Human-Centered Design (HCD) and Customer Experience (CX) tools to improve EX and mission outcomes.

KNOW YOUR 
CUSTOMERS

FIND THE 
MOMENTS 

THAT 
MATTER

CO-DESIGN 
SOLUTIONS

PILOT, 
TEST, & 

INTEGRATE 
FEEDBACK



10 |  Copyright © 2017 Deloitte Development LLC. All rights reserved.

Know Your Customers
Knowledge is power. Study, segment, and listen to your 
employees to understand their unique needs, values, 
and behaviors.
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Tool: Personas

Know Your Customers
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§ Issue: Needed to understand what 
attracted, motivated, and retained 
employees

§ Solution: Divided employees into three 
persona groups using a customer “action 
segmentation” approach

§ Impact: Gained measurable 
improvements across groups by 
launching employee initiatives that 
addressed diverse needs and motivations

Know Your Customers

Case Study: StarbucksTool: Personas
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Know Your Customers: Starbucks Persona Groups

SKIERS
Work to support other 

passions

CAREERISTS
Want long-term career 

advancement

ARTISTS
Desire a socially responsible 

employer
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Find the Moments that Matter
Empathize with your employees – identify the critical 
ups and downs of their journeys to learn what 
motivates or discourages them.  
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Find the Moments That Matter

Tool: Journey Map
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Find the Moments That Matter

Tool: Journey Map

§ Issue: Problems related to 
Veteran access and poor 
experience with VA services

§ Solution: Conducted 
ethnographic research to create 
the Life of Veterans Journey 
Map, articulating moments that 
matter and key pain points

§ Impact: Identified areas for 
improvement, leading to more 
focused efforts on delivering a 
positive Veteran experience

Case Study: VA
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Co-Design Solutions
Embrace innovation. Reach out to your employees who 
are closest to the experience to brainstorm ideas.
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Co-Design Solutions

Tool: Co-Creation Sessions 
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Co-Design Solutions

Tool: Co-Creation Sessions

§ Issue: Faced low employee 
satisfaction with pay despite 
being above industry average

§ Solution: Determined that 
dissatisfaction was due to lack of 
training to support career 
advancement; designed skills 
training and career counseling 
seminars based on employee 
inputs

§ Impact: Rose to be the top-
ranked small agency in the 
category

Case Study: FLRA
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Pilot, Test, & Integrate Feedback
Everything is a work in progress. Fail early, and fail 
fast.
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Pilot, Test, & Integrate Feedback

Tool: Crowdsourcing
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Tool: Crowdsourcing

Pilot, Test, & Integrate Feedback

§ Issue: Wanted to improve 
mission effectiveness and 
eliminate redundant processes, 
procedures, and systems

§ Solution: Designed a prize 
challenge for employees, using a 
crowdsourcing platform to 
collect nearly 500 ideas from 
regional offices

§ Impact: Winning idea is 
projected to realign nearly 65 
FTEs, saving ~$9M annually

Case Study:
Federal Law Enforcement Agency 
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…view your employees as customers

…try using Human-Centered Design as an 
innovative problem-solving approach

…think BIG, start small, learn fast

When Crafting the Employee Experience
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Thank you, and remember…

American Customer Satisfaction Index Score (2016)
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“The definition of insanity 
is doing the same thing over 

and over again, but 
expecting different results”

– Albert Einstein
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Want to learn more?

Pick up a copy of these publications at our booth
and search CX on dupress.deloitte.com! 

Stay connected with us!

Jeneanne Rae | Specialist Leader, Deloitte 
Consulting LLP

Email: jmrae@deloitte.com

JeneanneMRae 

Jeneanne Rae

Jennifer Rome | Senior Manager, Deloitte 
Consulting LLP

Email: jrome@deloitte.com

JenniferRomeDC

Jennifer Rome

Employees as 
Customers

Rx CX Reimagine and Craft 
the Employee 

Experience
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Appendix
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Sources
• Employees as Customers: Reimagining the Employee Experience in Government, Deloitte University 

Press
• Rx CX: Customer Experience as a Prescription for Improving Government Performance, Deloitte 

University Press
• Reimagine and Craft the Employee Experience: Design Thinking in Action, Deloitte University Press
• 2017 Deloitte Global Human Capital Trends, Deloitte University Press
• Slide 6 Statistics:

o Corporate Leadership Council Employee Engagement Survey
o Social Knows: Employee Engagement Statistics (2011)
o Employee Engagement Does More than Boost Productivity, Harvard Business Review (2011)
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