
  
 

 

October 21, 2020 - Fairfax, VA. – The American Council for Technology and Industry Advisory 

Council (ACTIAC), the premier public-private partnership dedicated to advancing government 

through the application of information technology, announced the release of its “Improving 

Customer Experience and Transforming Service Delivery” paper today. This is the fourth 

Presidential election cycle where ACT-IAC has identified important issues facing the nation and 

provided recommendations on how to address those issues. This paper expands on ACT-IAC’s 

Agenda 2021 capstone document, “Delivering Outcomes, Building Trust” released in July. 

The paper focuses on: 

 understanding customers; 

 transforming service delivery; and 

 measuring impact and increasing accountability 

The paper contains actionable recommendations to build on previous efforts to improve 

customer experience, deliver better services more efficiently, and increase citizens’ trust in 

their government. The paper was developed by a team of subject matter experts led by Robert 

Shea from Grant Thornton Public Sector and Kathy Conrad from Accenture Federal. 

“As the pandemic has made clear, there is even greater urgency to deliver vital government 

services that meet people’s needs and expectations for convenient, intuitive and seamless 

interactions”, said Kathy Conrad. “This paper outlines key strategies for better understanding 

customer needs to transform how services are designed and delivered and makes 

recommendations for measuring mission impact and increasing accountability. Together, these 

provide a path forward that will build enduring trust and confidence in government and achieve 

mission outcomes.” 

“The mandate for improving customer experience will have profound positive impacts on 

mission outcomes across government”, said Dave Wennergren, ACT-IAC CEO.  “We are very 

grateful for the outstanding group of thought leaders who have developed this important paper 

to guide the actions of government in the years ahead.” 

About ACT-IAC – Accelerating Government Mission Outcomes through Collaboration, 

Leadership and Education 

The American Council for Technology and Industry Advisory Council (ACT-IAC) is a non-profit 

educational organization established to create a more effective and innovative government. 

ACT-IAC provides a unique, objective, and trusted collaboration forum where government and 

industry executives work as partners to address crucial issues, apply best practices and pioneer 

innovative solutions. ACT-IAC also provides high quality learning and educational opportunities 
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to improve the knowledge and expertise of the government workforce—both public and 

private. Further information about ACT-IAC can be found at www.actiac.org. 


