
CX trends for 

the public sector
Get conversational with your constituents 
for a seamless public service experience



With economic uncertainty and the ongoing pandemic, businesses 
have seen a shift in customer expectations over the past three years. 
Customers have made it clear that they want immersive experiences
—natural, fluid interactions with the companies they do business 
with. Citizens also now demand the same consideration from their 
government representatives. 

Serve your citizens 
with exceptional CX

Top CX trends for 2023

When most people think of a great customer experience (CX), 
interacting with a government agency is not exactly the first thing 
that comes to mind. But tax dollars are well-spent when citizens 
can easily connect with their government—at the local, state or 
federal level—to take care of everything from renewing their 
driver's license to paying their tax bill.



Many government agencies have decades-old technology with 
disconnected data sources. These outdated systems make it 
difficult to deliver seamless, personal support across channels 

to constituents. A strategic investment in centralizing data and 
updating old systems allows government agencies to connect on 
the channels that their constituents prefer—whether social media, 
chat, text, email or phone.



Upgrading to Zendesk can help government agencies accurately 
analyze citizen data for better decision-making while ensuring 
security and compliance with enterprise-grade standards. With 
Zendesk, chatbots using artificial intelligence (AI) can boost 
efficiency by eliminating the need for agents to spend time 
answering common questions. AI can also help guide constituents 
to the correct forms they need, and direct them to a live agent if 
they need more in-depth service.
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Here are the top five trends that are driving these new standards of CX 
expectations in the public sectors, according to Zendesk’s CX Trends 2023:
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Every day, chatbots are becoming more natural-sounding in their use 
of language. Citizens overwhelmingly say that bots are very good at 
answering simple questions—and are often faster than live agents.

AI experiences are becoming

more evolved and seamless1

Conversational experiences 

are empowering citizens

Citizens now expect anyone they interact with to have full context of their 
previous interactions. If a citizen texts, emails, or calls back an agency—they 
want a new support rep to be able to pick up the conversation seamlessly. 
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Citizens want their government agencies to use the large amount of data they 
possess to provide a truly personalized experience. Service data can provide 
insights including ticket volume, ticket time, sentiment, CSAT, channel used to 
contact, length of time to complete a ticket, and more.

Citizens are eager for 
deeper personalization3

Nearly half of constituents say that their frustration levels have grown over the 
past year, with 55 percent feeling increasingly stressed, and 52 percent stating 
that support interactions leave them exhausted. AI-driven technology can help to 
predict intent and sentiment, which can then help agents smooth ruffled feathers.

Citizen well-being and sentiment 
are reshaping CX4

To increase efficiency and provide a better experience for citizens, 
data needs to be shared across teams. This way, the experience 
can be both personalized and immersive. 

CX teams are breaking down silos 
as they become more integrated5



Almost ten years ago, the Tennessee Department of Labor and 
Workforce Development was having trouble tracking what was going 
wrong with its unemployment claims. Not only that, customer 
satisfaction at its call center was nosediving. 



Customer satisfaction increased by 35% and the department 
saved $250K in annual maintenance fees by using Zendesk Support. 
After that initial success, the department expanded its omnichannel 
experience to include Zendesk Guide, Chat, and Talk. 

Switching to Zendesk, the department began to see immediate 
results. 

Tennessee: A public 
sector CX success story

“Tennesseans feel like they’re 
working with a unified 
government instead of dealing 
with a series of different 
departments,” 





“Now, it’ll be easier for citizens 
to get what they need from 
their government.”

Zendesk’s Matt Hale, Manager, Solutions 
Consulting Public Sector, explained. 
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https://www.zendesk.com/customer/state-tennessee/
https://www.zendesk.com/customer/state-tennessee/

