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A citizen does not experience an agency as an org chart. They experience a hold time, a
portal that asks them the same questions twice, a letter that contradicts the call, and a
caseworker who cannot see what happened yesterday. That is the front door of
government. For most programs it is still three disconnected shops: the contact center, the
website, and the back-office queue.

cc Digitizing a form is not citizen experience. Replacing a core
system is not a service strategy.

The agencies that will earn trust in the next twenty-four months are the ones that treat
access itself as the product — and prove it on one program before they try to boil the ocean.

The Problem Is Not Only Technology

Public servants know the symptoms. Benefit lines spike after a policy change. Licensing
portals time out. Unemployment claims pile up because identity documents cannot be
verified in the same sitting as the application. Disaster lines open overnight and the standing
workforce cannot absorb them. The citizen repeats their story because the systems do not
share a record.

The usual answer is a multi-year modernization: new CRM, new core, new vendor, new
integration layer. Those programs matter. They also stall — budget cycles, security
reviews, labor agreements, and systems that cannot be taken offline. While they stall,
abandonment rises, first-contact resolution falls, and trust leaks out of the institution one
unanswered call at a time.

Citizen experience is now judged the way customer experience is judged in healthcare and
banking: Did | get through? Did | have to start over? Did a human understand the urgency?
Was | treated fairly? Agencies that only measure transactions will keep missing the
outcome that actually governs public confidence.

What Healthcare Access Already Taught Us

Community health centers face a version of the same problem. Patients cannot get through.
Appointments are missed. Revenue-cycle work sits behind a phone tree. The clinical mission is
sound; the access layer is not.
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TLCx's work with centers in that environment was not a core-EHR
replacement. It was a structured access layer: intake, scheduling, follow-
up, quality, and a pilot that could be stood up without waiting for a five-
year build.

The lesson travels. Government programs have the same physics — high
volume, high consequence, fragmented systems, and a public that will not
wait for the next appropriation. The operating move is the same: put a
modular access layer on top of what already exists, measure it, then scale.

A Government Access Stack
Most agencies do not need a new philosophy. They need six capabilities
working as one journey:

Citizen Service Helplines
Always on, multilingual, and staffed for both routine status and crisis volume.

Application Processing

Captures a complete file the first time, instead of bouncing incomplete packets between portal and
mail.

Document Verification
Secure, auditable, and fast enough that a claimant is not asked to resubmit what they already
uploaded.

Benefits and Grant Support

Explains status in plain language and escalate when a rule, not a queue, is the blocker.
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Policy Information
Consistent across letter, web, chat, and voice — so the agency does not argue with itself.

TLCx LaunchPad™ was built as that modular layer. Engage AI™ guides the
agent in the moment. Citizen 360™ gives a single view across channels so
the person is not a new stranger on every call. Q™ watches quality and
compliance on the interaction itself, not three months later in a sample.
None of this requires the core system to be replaced first.It requires the
agency to decide which program will be the proof.
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A 90-Day Pilot, Not a Transformation Slogan

Government buyers have been burned by “transformation.” The credible offer is smaller and

harder: one program, one channel, one metric, ninety days.
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Pick the front door that hurts.

Unemployment status. SNAP recertification. Professional licensing. Property-tax
guestions. Medicia enrollment. Disaster intake. Choose the line citizens already blame
you for.

Stand up the access layer beside the core.

Do not wait to plataforma. Connect what you can. Script what you cannot.
Put a human in the loop on every exception.

Instrument the journey.

Abandonment, average speed of answer, first-contact resolution, repeat-contact
rate, document-cycle time, appointment no-show, complaint volume, and QA
score. If it cannot be seen weekly, it is not a pilot.

Publish the result inside the agency.

Program leadership, legal, labor, and finance should see the same dashboard. Trust
inside the building is how you earn the next program.

Only then scale.

Add a second channel or a second program after the first one is boring reliable.

This is how outcome-based work should be bought. Not seats. Not a promise that Al will
remove the workforce. A measured improvement in how the public reaches the mission.

What “Good” Looks Like

An agency that has modernized access does not brag about a new logo on a portal. It can answer

four questions without a slideware fog:

Can a citizen complete the most common request without repeating their identity three

times?

Can an agent see the last interaction, the open case, and the governing rule in one

place?

Can leadership defend the quality of every channel — voice, chat, portal — with an audit

trail?

Can the operation surge for a storm, a policy change, or a filing deadline without
collapsing the standing team?

Those are operational questions. They are alsé political questions. When the answer is no,
the agency does not have a technology gap. It has a trust gap that will be explained for it on
the evening news.



3*TLC,

A Note on Partners

Public-sector CX is not commercial outsourcing with a new cover sheet. It is mission work
under statute, scrutiny, and labor reality. The partner has to bring delivery muscle, not a
deck. TLCx is a certified veteran-owned operator. The posture is the same one we take in
healthcare: human at the core, technology as amplification, results that can be shownto a
board — or a legislature — without translation.

66 The front door is already open. The only question is whether the
agency will keep asking citizens to wait in it, or whether it will
treat access as the service it actually is.
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