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Louise Schenk

Manager, Statewide Customer Experience Program

Division of Technology Services, State of Utah 



From customer’s voices to 
state-wide service upgrades
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Where We Come From

24
Agencies

2000+
Services
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What We Do

Louise Schenk
Program 

management
and service design

Rachel Stone
User research and 
designing services

Tania Vakhrycheva
Improve and 

re-engineer digital 
processes 

Tramaine Jones
Survey development 

and data analysis

CX Team



CX Champions
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What We Do

Board of Pardons and Parole

Capitol Preservation Board

Career Service Review Office

Commission on Criminal and Juvenile 

Justice

Department of Agriculture and Food

Department of Alcoholic Beverage Services

Department of Commerce

Department of Corrections

Department of Cultural and Community 

Engagement

Department of Environmental Quality

Department of Financial Institutions

Department of Government Operations

Department of Health and Human Services

Meetings

Monthly Learning Meeting 

Monthly Planning Meeting

Semesterly Breakfast Meeting

Communication

Group Chat

Bi-Weekly Win Messages

Bi-Weekly Learning Messages

Department of Natural Resources

Department of Public Safety

Department of Transportation (DOT)

Department of Veterans and Military 

Affairs

Department of Workforce Services

Governor's Office of Planning and Budget

Governor’s Office of Economic Opportunity

Insurance Department

Labor Commission

Lieutenant Governor's Office

National Guard

Public Service Commission

Tax Commission

24 Agencies have CX Champions
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What We Do
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What We Do
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What We Do
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What We Do

QR codes
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What We Do

Dashboard
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Qualtrics

You have a license.
Log in at utconcierge.qualtrics.com

You have data.
Reach out to me, to get permissions.
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Going Forward

Going Forward

Listening Infrastructure

Identify all the touchpoint and services the 

agency offers, and ensure they have feedback 

channels for each.

Qualtrics, Site Analytics, Constituent Panel

Deep-Dive Service Design

Use qualitative methods on individual service  to 

identify opportunities for improvement, the 

shepherd ideas forward.

Interviews, ride-alongs, user testing, journey mapping, 
co-creation
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Going Forward: Listening Infrastructure

Website Office Visit Chatbot
Support 

Conversatio
ns

Online 
Services

Appointmen
t Booking

Online 
Checkout

Retail Store Field Visit
Email or 

Letter
Filing a 

Complaint
Grant 

Applications

Listening Infrastructure: Surveys

Is this page 
helpful?

Do you feel your 
complaint was 
handled fairly?

Did I solve your 
problem?

Could you find a time that's 
convenient for you?

Was your cashier 
helpful and kind?

Is this letter clear and 
understandable?



Deep-Dive Service Design
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Going Forward: Deep-Dive Service Design

Qualitative Research

User and Stakeholder Interviews

Contextual Observation

User Testing

Diary Studies

Card Sorting

Listening Workshops

Experience Analysis

Customer Journey Maps

Jobs to be Done

Service Blueprints

Opportunity Areas

Problem Definition

Concepts/Ideas/Improvements

Clearly Defined Improvements

Changes to website content

Updates to digital workflows

Improvements for internal workflows 

and internal documents

New initiatives

New features

Changes to existing features
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Improving workflows for parole officers 

We followed along in a patrol car, and 

conducted workshops with officers 

across the state to understand how 

parole officers can use their tools, and 

which fixes will have the most 

immediate impact.

Going Forward: Deep-Dive Service Design
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Drivers License Website

We worked with the Drivers 

License team to test new 

website designs with users, 

identify improvements, and 

ensure the design they use will 

be successful in reducing calls 

for support.

Going Forward: Deep-Dive Service Design
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Helping families navigate Corrections

We worked directly with 

prisoner advocacy 

groups to understand 

where Corrections can 

better support and 

involve families as they 

navigate Corrections.

116
individual fixes 

identified that will 
improve family 

experiences

Going Forward: Deep-Dive Service Design



17

Louise Schenk, Manager, Statewide Customer Experience Program

Get in touch: lschenk@utah.gov

Schedule time in my calendar any time!

mailto:lschenk@utah.gov

