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CX The practice

of designing and
reacting to customer
interactions to meet
or exceed customer
expectations and,
thus, increase
customer satisfaction,
loyalty and advocacy.

UX The sum of the
effects caused by
a person using a
digital solution.

Gartner
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Process

Technology

Channel Switch
Rate

Online
Transaction
Conversion Rate

Time to
Completion

Page Load Time

Service
Availability

Channel
Availability

A high channel switch rate, particularly from digital to analog, that can be tied to a touchpoint in a journey map provides insight into a process that is too
difficult, lacks needed instruction or may have an eror in it.

The online ransaction conversion rate measures the successful completion of a task or set of tasks for an online service, such as completing a survey or
submitting a 311 (nonemergency) incident. Similar to channel switch rate, a low conversion rate identifies a process that is too difficult, lacks needed
instruction or may have an error in it

A digital service that takes too long to complete will not produce satisfied users. These processes should be examined to ensure that only necessary
information is being collected, and to look for opportunities to prepopulate fields with existing data or technical issues that may be causing poor page load
times

Slow page loads, whether content or forms, will result in poor CX.

Digital services need 1o be available consistently and when citizens need them to provide a positive citizen experience.

Digital services need to render correctly across all channels: web, mabile and conversational interfaces



