
MODERNIZE OUTDATED 
CONSTITUENT SERVICES  
WITH INNOVATIVE AND 
EFFECTIVE CX
Agencies are prioritizing constituent engagement with customer 
experience (CX) strategies that aim to modernize communication channels; 
starting with the contact center. 
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In today’s digital world people are accustomed 
to having a streamlined user experience from the 
organizations they interact with. Unfortunately, as 
a result of the pandemic crisis and shuttering of 

businesses, government agencies found themselves 
ill-equipped to meet citizen’s expectations. 

One of the challenges is that constituent-facing 
services have not been modernized to reflect the 
current way people engage with organizations. 
Which is why the Office of Management and Budget 
(OMB) released guidance in April 2021 focused on 
improving how government agencies modernize the 
customer experience (CX).

The guidance focuses on modernization 
initiatives that can deliver a more consistent and 
comprehensive approach to CX. Among several 
objectives, according to the OMB directive, is to 
establish a CX-mindful culture, improve customer 
satisfaction and provide structure and consistency 
with how agencies approach CX.

One of those key touchpoints is at the contact 
center, which is “the pinnacle of how information 
is disseminated out to individuals,” shared Amber 
Rosebaugh, Director of Government Technology 
Strategy for TTEC. 

with chatbots. In this manner, agencies will acquire 
capabilities. But there is no strategy to address how 
these tools impact the ecosystem of the contact 
center,” she said. 

Modern strategies that deliver high ROI

Even 12 months ago, government agencies — 
specifically states — were apprehensive to invest in 
contact center modernization technologies because 
they were concerned about the return on investment. 

“If we think about ROI only from a cost-savings 
standpoint, agency leaders might not be making 
the best long-term decisions,” said Ryan Haywood, 
Director of Public Sector at TTEC. “The end goal 
is to support citizens and make sure government 
stakeholders are aligned with their mission objectives.”

More than a few federal agencies are seeing the 
benefits of appointing CX leaders to focus on that 
broader goal. Agencies including the Department 
of Veterans Affairs (VA) and U.S. General Services 
Administration (GSA) have opened roles for chief 
customer officers in order to spearhead programs 
that infuse data, technology, tools and engagement 
to improve CX. Those forward-thinking agencies 
that are embracing data, automation and staffing 
support are working to rebuild customer trust.

Haywood shared that the urgency around 
unemployment services, pandemic support 
and vaccination scheduling has brought about 
innovation discussions around how to best utilize 
resources in a high-volume environment. The most 
straightforward way to address these surges is by 
adding a layer of digital interaction with the agency 
before connecting to a live agent. 

The Wyoming Department of Workforce Services 
(DWS) is one of many state agencies that deployed 
cloud and automation technology last year to 
deflect calls from their at-capacity system. They 
deployed an intelligent virtual assistant (IVA) on 
their website to provide rapid answers to routine 
questions. Call frequency dropped by 24% after the 
launch of the IVA.

By updating contact center operations with cloud-
based tools, agencies can open new channels of 
communication such as text messaging, chatbots 
and other automation tools to make interactions 
more efficient.

Deflecting FAQ calls from 
agents is proving to be one 
of the most effective ways 
to drive efficiencies in the 
contact center, helping 
agents streamline more 
calls and in turn driving 
citizen and agent 
satisfaction up.

- Ryan Haywood, 
TTEC

According to Rosebaugh, modernizing the contact 
center with CX at the center of those plans can 
help agencies prioritize technologies that reduce 
operations costs, improve employee and constituent 
satisfaction and provide greater agility to react to 
surge events. 

The end of traditional call centers

The pandemic was an event that showed government 
leaders nationwide that their agency contact 
centers are not all prepared for crisis events. State 
employment and public health agencies particularly 
experienced an unprecedented surge in call volume. 
Long hold times or busy signals for contact lines were a 
source of frustration felt across the nation. 

Contact center operations have long been stretched 
thin by escalating pressure to control bottom-line 
costs, made more complicated as systems grew 
more complex. With good intentions, some agencies 
may take a piecemeal approach to acquiring tools 
when they have the budget available, however, 
according to Rosebaugh the risk is that without a 
holistic strategy, this approach will further contribute 
to information siloes and workflow inefficiencies. 

“Agencies will talk to different technology providers. 
One may say ‘I can assist with self-help,’ another 
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Asynchronous text messaging, for example, gives 
participants on both sides of the conversation the 
freedom to start, pause and resume conversational 
messaging on their own terms and allows an agent 
to handle up to four interactions at a time. 

“Messaging gives the citizen more control over 
the interaction to manage on their own terms. 
It keeps the conversation open and gives them 
the flexibility to respond when they have time. 
The conversation stays open, and the person 
can interact with the agent even an hour later if 
necessary,” explained Haywood.

Tools to drive mission outcomes

Modern contact centers can do more than react to 
surge events. With automation and cloud-based 
tools, government agencies have the ability to 
facilitate interactions beyond those times a person 
calls into the contact center. 

For example, 335forNC, a non-profit organization 
in North Carolina, embraced virtual contact center 
technology during the COVID-19 pandemic to help 
low-income families apply for relief funds from the 
state’s department of revenue — NCDOR. 

In just 72 hours TTEC assembled a virtual contact 
center to provide 335forNC inbound and outbound 
support, including an intelligent virtual assistant to 
provide rapid responses and help callers submit their 
applications faster with a more streamlined caller 
experience. TTEC handled over 13,000 incoming and 
outgoing calls in less than two weeks. In total, the 
helped 24,946 families complete applications and 
the NCDOR fund distributed over $8 million in grants 
to families in need. 

Virtual assistant and messaging channels are a 
cost-effective, infinitely scalable solution that can 
be adopted for a variety of customer interactions 
such as unemployment assistance, claims and 
appeal process, website login issues, eligibility 
questions and other FAQs. 

One state added messaging as a contact channel 
gave callers on hold the option to connect to a 
live messaging agent. Within weeks, messaging 
volume reached nearly 35% of all contact volume, 
illustrating the public’s willingness to use this 
communication channel.

Coupled with automation technology, the modern 
contact center has the ability to knock down walls 
within agencies and funnel information across 
departments. It can be used to connect to citizens 
and reduce inefficiencies, thereby reducing call 
volumes. When combined with chatbots, contact 
center operations can also nudge citizens to 
comply with specific guidance, set reminders for 
appointments or check on status updates — for 
example to track citizens who may have found a job 
after having filed unemployment claims.

Supporting call agents

Rosebaugh shared that while these modernization 
initiatives are critical to keep pace with customer 
needs, “one of the big the biggest challenges to 
overcome is how an agency brings in a new channel 
to their agent’s workflow.”

Intelligent automation accelerates citizen outreach, 
but technology upgrades shouldn’t be only for 
customers. These tools need to be an enabler 
to the agent’s workflow. That is why Rosebaugh 
says TTEC works to drive agent effectiveness 
and empowerment with an AI-powered training 
program, RealPlay. This proprietary learning program 
uses AI bots for digital, simulated learning in a 
gamified environment, taking the role of a customer 
in need to simulate different types of scenarios a 
government contact center agent will face. 

The system records the agent’s responses to the 
AI, analyzes how effectively the associates solve 
the problem, and provides real-time feedback 
and coaching. 

“RealPlay AI reduces training time by up to 50% 
and improves speed to proficiency by as much as 
90%, while at the same time giving agents control 
of when and how they will go through the training,” 
explained Rosebaugh.

She shared how this training program helped several 
years ago when TTEC did a major surge support 
project for FEMA during Hurricane Harvey, ramping 
up training from zero to 1,150 associates within three 
months across 10 locations to support efforts. 

Since then, TTEC has made it easier for federal 
agencies to ramp up call center support by 
investing in FedRAMP- and DoD IL4-authorized 
cloud services. That FedRAMP authority is just 
another example of what makes TTEC a committed 
government partner, said Haywood. 

The contact center is made 
up of front-line staff who 
answer questions and 
concerns. But there are other 
departments that process 
applications and claims. 
When an agency automates 
the back-end processes, 
response times  
also accelerate  
for the citizen.

- Amber Rosebaugh, TTEC

“Our work with both public and private sector 
organizations keeps our developers up to date with 
the latest trends and developments to keep our 
platform current,” he said. 

Learn more about TTEC’s FedRAMP-authorized 
contact center solutions in order to design and 
deliver better citizen experiences.

This report was produced by FedScoop and StateScoop and underwritten by TTEC. 

86%
Reduction of basic
inquiries handled  
thanks to AI-powered 
self-service

200+
Processes automated 
across 10 business 
departments lowering cost 
to serve

80%
Improved accuracy 
by upgrading manual 
processes with  
automated systems
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Intelligent automation 
improves contact center speed 
and efficiency

https://www.ttec.com/client-stories/virtual-contact-center-support-record-time-helps-secure-8-million-covid-19-assistance
https://www.ttec.com/client-stories/no-time-lose
https://www.ttec.com/government-services
https://www.ttec.com/government-services

