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Execu�ve Summary 
 
Early in Governor Mike Parson’s administra�on as the 57th 
Governor for the State of Missouri, an emphasis was put on 
“Missouri Beter Government”.  The Governor challenged State 
employes to “meet Missouri ci�zen’s expecta�ons so that we are 
good as any organiza�on.”  There was an expecta�on that that 
Missouri state government become more transparent, more ci�zen 
friendly, more efficient, more focused, and more accountable.  In 
response to this direc�ve, the Informa�on Technology Services 
Division at the State of Missouri put forth a proposal, and was appropriated $126 million dollars, to carry out 
Missouri’s Digital Government Transforma�on.  A major pillar of that transforma�on was to stop guessing and 
to find out what our ci�zens expected.  This is where our Ci�zen Journey Mapping journey began. 
 
We knew to be ci�zen focused; the customer’s voice must be heard, measured, and managed across their 
journey with us.  Ci�zen Journey Mapping is a visual representa�on of the customer journey a ci�zen goes 
through when doing business with the State of Missouri.  Ci�zen Journey Mapping is important, because it is a 
strategic approach to beter understanding ci�zen expecta�ons and is crucial for op�mizing the ci�zen’s 
experience with the State. 
 
The project started in November 2022, during the project we iden�fied 62 of the top services that are 
important to Missouri ci�zens a�er star�ng with over 300.  We grouped those services by 22 ci�zen needs.  
This gave us a set of services that have high volume and value for our Missouri ci�zens.  We surveyed over 
7,000 ci�zens and conducted 38 one-hour ci�zen interviews.  This led us to iden�fy 28 statewide ini�a�ves 
aligned to five themes.  We iden�fied 13 high value ini�a�ves and iden�fied key next steps.  The results from 
this project have led all our statewide digital transforma�on efforts and addi�onal statewide efforts to 
strengthen ci�zen experience.  Below are high-level summaries of the approach for our end-to-end ci�zen 
experience, the work we accomplished, and how the future state experience design and roadmap priori�za�on 
was completed. 
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Project Descrip�on 

IDEA 

What problem or opportunity does the project address?   
 
One of Governor Mike Parson’s priori�es put an emphasis on “Missouri Beter Government”.  The pandemic 
made all of us very aware that our ci�zens expected government to come to them, not them to have to go to 
government for services.  Currently ci�zens must go to offices for services.  Ci�zens must use different 
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department websites to access informa�on.  Ci�zens must submit the same informa�on over and over.  
Ci�zens must wait for items to be mailed to them.  They expect to be able to interact with state government 
like they interact with places like Amazon or Domino’s Pizza.  We knew that in order to be ci�zen focused, the 
customer’s voice must be heard, measured, and managed across their journey with us.   

The project had a set of “simple” objec�ves –  
1. Understand end-to-end digital ci�zen 

experience with emphasis on top 
services 

2. Understand what maters to ci�zens 
and opportunity areas for each 
department 

3. Produce desired future state ci�zen 
journeys 

4. Produce priori�zed digital roadmap 
5. Iden�fy areas of opportunity along 

the journey for each department 
 
Why does it mater?  
 
Urgency for digital government services has increased exponen�ally due, in part, to the challenges wrought by 
the pandemic as technology has become essen�al to remote working, distance learning, maintaining 
economies, and keeping governments running.  Comba�ng the COVID-19 challenge has accelerated our 
opportunity to transform government by making it more customer centric.  Ci�zen Journey Mapping is 
important because it is a strategic approach to beter 
understanding ci�zen expecta�ons and is crucial for op�mizing 
the ci�zen’s experience with the State.  The Ci�zen Journey 
Mapping project was done to inform us how the Ci�zen Portal 
should be built and what ci�zens expect from us. 
 
What makes it different? 
 
We found in Missouri, and in many other states, governmental agencies would survey ci�zens to ask about 
their sa�sfac�on with a par�cular process or interac�on that they had with the state, but we did not ask them 
HOW they would like to be interacted with.  Ci�zen Journey Mapping is different than a regular survey and 
goes much further in designing a future state experience design for a comprehensive end-to-end ci�zen 
experience. 
 
What makes it universal?   
 
The NASCIO 2024 State CIO Priori�es lists DIGITAL GOVERNMENT / DIGITAL SERVICES as one of its #1 priori�es.  
This same priority is true in Missouri.  Ci�zen Journey Mapping is a visual representa�on of ci�zen interac�ons 
with the government.   Most of these interac�ons are not par�cularly specific to a certain state because most 
states perform many of the same services.  Journey mapping is a tool and process to inves�gate, analyze and 
ul�mately lay the founda�ons to improve ci�zen experiences with the State. Ci�zen Journey Mapping requires 
all areas of the State Government to step into the shoes of the ci�zen and understand how our processes 
impact on the experience he or she has with the State.  
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IMPLEMENTATION 
 
What was the Roadmap? 
 
When the Informa�on Technology Services Division put forth a proposal and was appropriated $126 million to 
carry out Missouri’s Digital Government Transforma�on, another major pillar of that transforma�on included a 
Ci�zen Portal.  Missouri did not desire to move forward with a ci�zen portal in the same way we had previously 
put together our web pages, department by department.  We wanted to know what Missourians expected.  
The approach to the project was to include: 

• all interac�ons with various departments to achieve their objec�ves.  Many processes involve 
interac�ons with mul�ple departments, divisions, agencies, etc. 

• iden�fica�on of departments, regions, and people responsible for the delivery of the ci�zen experience 
at each touchpoint  

• linkages between touchpoints 
• emo�ons elicited and desired in the customer at each touchpoint 
• importance ra�ngs for each touchpoint, this can include looking at the internal percep�on of 

importance compared to ci�zen measures 
• performance of the State/department at each touchpoint  

 
Below is the Mission and Values developed for our en�re Digital Transforma�on project. The informa�on from the 
Ci�zen Journey Mapping project is our roadmap to keep us on track to deliver what we promised. 

 
 
Who was involved?  
 
The concept was originally developed by Informa�on Technology Services Division Leadership and then presented to the 
Office of Administra�on Commissioner’s Office.  Then together we started discussing the project with the Governor’s 
Office, Cabinet leaders, and several key legislators to gather support for the project.  We prepared numerous writen and 
verbal communica�ons to help key leaders understand the vision and what we wanted to accomplish.  We were 
appropriated the funding star�ng in July 2022.  We prepared a statement of work for bid to get vendor help with the 
project.  Andrew Reise Consul�ng from Kansas City was selected to assist us in gathering and pu�ng together the 
informa�on.  The project kick-off was held in November of 2022. 
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How did you do it?   
 

The project total was a litle over $1.5 million.  The �me involvement of State team members was extensive but not 
tracked in all areas.  ITSD had 2 FTE on the project full-�me with another 5-6 part-�me.  The project was completed in 
under a year.  The Andrew Reise team brought in project best prac�ces for this kind of work and was a great partner to 
help us achieve our goal.  
 

IMPACT 
 
What did the project make beter?   
 
Imagine an experience for state ci�zens so dynamic they have everything at their finger�ps to “chart their own path.”  
They understand how best to interact with the State to get the most out of their interac�ons.  “Dots” automa�cally 
connect.  Messages are tailored to needs and guidance is offered before it’s needed.  Every ci�zen has confidence in the 
State at every point in the journey.  A rela�onship has formed and is cul�vated through deeper connec�ons with ci�zens.  
This is what we are building in Missouri and this Ci�zen Journey Mapping project is the cornerstone to the en�re Digital 
Government Transforma�on effort.  Our ci�zens will go from sta�c web pages that are developed by each department 
with different designs and ways of organizing data.  There are not connec�ons to other agency web pages when mul�ple 
agencies are needed to complete a journey.  A ci�zen must either try to find the informa�on on those web pages, or call 
or visit a state office for help in comple�ng their journey.  Missouri has done its “homework” by comple�ng this project 
and we now know what our ci�zens expect and deserve.  This project has impact statewide both inside government and 
for our Missouri ci�zens. 
 

 
 
 
How do you know?  
 
The project ar�facts speak for themselves.  We know the five strategic themes and the impact to top services when 
comple�ng the ini�a�ves.  Without this project, we could have guessed what ci�zens may have wanted and we could 
have done the projects that agencies thought was best but now WE KNOW!  We asked our ci�zens what they expect 
from us.  We surveyed over 7,000 Missouri ci�zens and held 38 one-hour interviews to obtain the informa�on.  See 
figure on next page for the impact to our top services by theme. 
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What now?  
 
We have the phased roadmap (see image below) because of this project, and we are in the process of carrying out the 
ini�a�ves on the roadmap.  We have the Ci�zen Portal stood up.  We have single sign-on and iden�ty and access 
management to ensure a seamless experience.  We are incorpora�ng systems into the portal as defined on our roadmap.  
When we are finished with these top 62 journeys, we will con�nue to do journey mapping to guide us for what ci�zens 
expect next.  An unexpected result of this project is our agencies understand the true value of journey mapping and 
many of them are doing this on their own to guide both them and us for what to incorporate next. These are being led by 
the agencies because they see value and want to imitate what we started. This project gave us a strong founda�on to 
build on and we could not be more excited to for what is to come for Missouri! 
 

 


