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Think about the last time you wanted to use a service 
and navigated to a website. It's most likely that the first 
connection you must’ve had determined whether you 
would avail services from them or not. We often turn to 
government websites when we need credible 
information or when we need assistance.



Whether it’s health, education, or transportation, 
government websites play a critical role in people's daily 
lives, and thus they should be super user-friendly. Web 
users should access the information they seek quickly 
and efficiently. Digitization of processes and 
documentation is an effective and proven way to 
improve user experience on a website, and some 
government agencies have done so successfully. 



With the COVID-19 pandemic pushing the world into 
contactless services, it is time to transform government 
websites and improve the services you provide by opting 
for a digital process. In this article, we will cover the 
following

 Benefits of digital transformation for the 
governmen

 Digital transformation checklist for state and local 
government agencies


Website technology evolves at the speed of light as 
companies race to improve user experience and access to 
information. Most government websites seem to lag in 
this regard despite the citizenry's trust in them. 

 indicate that governments across the globe have 
started refining their digital platforms for better 
accessibility. 



Digitally transforming these websites into dynamic 
service delivery portals is highly beneficial for the 
government in gaining citizen satisfaction.

UN 
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1. Easy and Efficient Storage


2. Improves Interactions 

3. Enhances Transparency 


 
Traditionally, government services are associated with long 
queues, filling countless forms, missing files, and long hold 
times. Modernizing the website can help your department 
overcome these challenges and shed the negative image. 
Instead of perceiving government agencies to be slow, 
time-consuming and out-dated, it can give you a fresh look 
and your users a fresh perspective.



A digital transformation allows your department to switch 
from inefficient printed forms to online digital files stored 
in a cloud computing solution. Digital records are easy to 
store, organize and retrieve, which improves efficiency and 
expedites service delivery. 



Digital records let you store millions of documents on a 
single computer and back them online. This eliminates the 
hassle of dealing with excessive paperwork and needing a 
huge storage room for the gigantic pile of case files. 



  

An interactive website opens the communication lines 
between your department and the general public. 
Establishing tangible connections with citizens is crucial to 
understanding their problems and pressing concerns. 



Deep insights into the citizenry's grievances allow for a 
timely and efficient response from the relevant 
government department. Addressing the problems quickly 
or publicly announcing the planned course of action helps 
citizens stay satisfied and reassurances them that the 
government is working for their welfare –– something they 
are looking for when they seek services. 
 


The general public often associates the government with 
secrecy, breeding mistrust and eroding confidence in its 
administration. Modernizing the websites by embracing 
ways to make it user-friendly, makes information readily 
available that can help rebuild the broken trust. 



Providing detailed reports with the government spending 
and action plans enhances transparency. Access to such 
data encourages public participation and reassures the 
people that the government is out to serve them. 



It also quells dangerous rumors that could damage an 
administration's professional image. As technology allows 
instant access to information, it’s crucial that government 
agencies are meeting citizen expectations through digital 
platforms. 
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4. Enables Omnichannel Strategies


How to Provide Personalized Customer Service 
on Various Channels To Boost Customer Satisfaction



5. Better Analytics

 Google Analytic
 Adobe Analytic
 SEMrush
 Mixpanel



 
Successful public service bridges the communication gap 
between the government and the citizenry. That entails 
establishing multiple touchpoints to connect with the 
people on their preferred communication platforms. 



An omnichannel approach that includes a government 
website, social media pages, email, and SMS is ideal. It 
allows you to connect with the citizens at a most 
convenient platform when dispensing critical 
information.This means, you make an effort to meet your 
citizen at their preferred channel of communication. 
Moreover, your agency can experiment with various 
platforms to establish the most effective mode of 
communication. 



Learn More: 

 

Coupling a modernized government website with 
analytical tools is priceless. It offers matchless insights into 
the needs of the citizens, which allows you to serve them 
better. Analytics such as page views, dwelling time, and 
most visited pages can help you narrow down on public 
interests or problems. Observing these help you get a 
better understanding on where your website visitors are 
coming from, the demographics and the pages where they 
spend most of their time.



Some go to analytics platforms are:

Your department can then respond accordingly to address 
the issues, much to the delight of the citizen. It also lets 
you identify the pages that draw little interest from the 
people and take adequate corrective measures.
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Most of the queries or support tickets on websites are 
repetitive and could benefit from automation. While 
private companies have been leveraging this, your 
government agency can also find this helpful in 
managing tasks. Automating repetitive tasks improves 
productivity and increases job satisfaction. Automation 
also improves efficiency by eliminating error-prone 
manual processes that lead to untold delays. 



Napa County in California epitomizes the efficiency 
that comes with software automation. The county now 
uses an 

 for all its elected officials. The digital 
solution replaced the tedious manual process, leaving 
the county administrative staff to focus on higher 
priority work. Imagine the amount of time and effort 
they saved by automating a tedious and repetitive 
process!



If you are considering automation,  and  
are some of the best automation tools for government 
departments offering diverse services.

electronic solution to process financial 
disclosure records

HubSpot Zapier

Automation

To create a great digital experience for the citizens 
using a government website, you need the right 
tools. Digital transformation of a government 
website is a multifaceted process that uses a 
diverse range of online solutions. With proper 
execution, a modern website is beneficial to 
government agencies and the citizenry. 



Among the many ways that digital transformation 
has pushed customer service forward, some of the 
standouts are the significant reducing costs 
through digital technologies like live chat, increase 
in engagement opportunities with customers 
through omnichannel support, improvement in 
customer retention through superior customer 
experience and consolidation of customer data for 
personalized support and customer insight.
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After overcoming the design barriers, it is important to 
be available to your visitors for any assistance. You may 
have observed that everytime you visit a site, having an 
immediate point of contact for assistance makes you 
spend more time and explore the website. 



In case of government websites are often built as a 
repository for critical information or to offer online 
services. Unfortunately, citizens often have trouble 
accessing these resources, and they resort to visiting a 
government office. Others have trouble filling online 
forms when they need to apply or renew various 
permits and licenses. When citizens can't find the 
information they need, they send emails or call a 
government office. 



Including a live feature on such a busy website 
improves service delivery while providing ready access 
to the available resources. Instead of inundating the 
office with emails and phone calls, citizens can simply 
ask for assistance through the live chat feature. 



Live chats support the automation of repetitive tasks 
and allow your staff to tend to more people while 
boosting productivity and eliminating backlogs. 

 is the safest live chat solution for 
government websites as it includes advanced security 
features. 

Comm100

Live Chat/Chat Bot

Imagine you land on a website and sometimes just 
cannot find what you are looking for being the User 
interface and user experience are two critical elements 
when creating a modern website. 



Public service websites attract users with varying 
computer skills and, therefore, shouldn't be overly 
complicated. Users should readily access the 
information and have no trouble navigating around the 
site. It should be equally accessible to people of all 
ages and skillsets in order to encourage equality and 
right to information. Afterall, you wouldn’t want 
someone to leave your website because they couldn’t 
find what they were looking for. 



 and  are excellent tools for 
improving the UI/UX design on a government website. 
These tools are easy to use and also help make your 
websites readable and convenient.

Dribble SymSoft Solutions

UI/UX Design

With a global pandemic driving 
governments to embrace 
contactless services, there's a 
growing need to modernize 
government websites. It’s crucial 
now more than ever to digitally  
transform the once static 
websites into dynamic online 
solutions with an exceptional 
user experience. 



With the right tools and 
solutions, government 
departments can make 
information readily available to 
the citizenry. They can capitalize 
on the digital transformation to 
offer online services, and 
overcome the long delays and 
excessive paperwork.



Now that you understand how 
digital transformation upgrades 
government websites into 
efficient service delivery portals. 
Learn how  can help 
you add a live chat feature to 
any government website to 
improve service delivery and 
improve user experience. 

 today!
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