| O WA +qualtrics™
Presentation and Demonstration

August 27, 2025
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Agenda

* Welcome (5 minutes)

® Jessica Van Heuveln - Qualtrics CX Program Manager

e Opening Remarks (20 Minutes)
® Herb Sutton - DOM Deputy Director/Executive Sponsor

®* Shane Dwyer- State of lowa Chief Information Security Officer

* Program Managers’ Presentations (50 Minutes)
®* Qualtrics History with the State of lowa

® What is Qualtrics?

®  Employee Experience (EX)

b Sara Kirk - Qualtrics EX Program Manager

b Customer Experience (CX)

b Jessica Van Heuveln - Qualtrics CX Program Manager

®  Digital Experience (DX)

i Natalie Sipes - DX Portfolio Manager
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Agenda

e Capitol Challenge and Break (10 minutes)

 Demonstration (60 minutes)

° Hunter Markus - Qualtrics Technical Success Manager

 Get Prepared and Next Steps (10 Minutes)

®* Jessica Van Heuveln — Qualtrics CX Program Manager

* Question and Answer Forum (25 Minutes)

®* Jessica Van Heuveln — Qualtrics CX Program Manager

Please note: This session is being recorded. The final video will be polished and
edited for training purposes only. While the Q&A portion will be captured, it will not
be publicly shared. Instead, it will be used internally to support team planning and

the development of training materials.
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Opening Remarks

Herb Sutton & Shane Dwyer
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Qualtrics history with
the State of lowa?

Jessica Van Heuveln
Start Recording
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Qualtrics’ history with the State of lowa

How Qualtrics has supported a variety of mission-critical use cases for the State of

lowa

COVID-19 response

In-person testing [20-22]
At-home testing [‘21+]

Primary user: lowa HHS &
lowa State Hygienics Lab

Legacy Qualtrics research
use cases
since 2015 (e.g. State
Nursing Board; Youth Risk
Behavior Surveys)

Employee Experience

Pioneered for HHS
alignment in 2022

Expanded for statewide
alignment with DAS in 2023

Enterprise
Customer and Digital
Experience

Enterprise VoC, Forms and
Data Analytics platform.
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What is Qualtrics?

Jessica Van Heuveln

OOOOOOOOOOOOOOOOO



What is Qualtrics?

Qualtrics is a globally
recognized leader in
experience management,
customer experience, and
employee experience. It offers
custom solutions, including a
Digital Voice of the Customer
(VoC) system to capture and
analyze feedback, as well as
to create and replace forms
and workflows. |
https://www.qualtrics.com/

Comprehensive Forms & Data Collection

Accessible (508 compliance)

Translations (80+ languages)
Branded (unlimited themes)

Omnichannel (web, QR, mobile
etc)

Dynamic logic (skip, display
ete.)

Signature guestion type
File Upload (50 MB per upload)
Location-based (w/ ArcGIS)

Total Data Control

You own all data, we just
process it

Any user can export data (if
given permission to do so)

We store data indefinitely in
platform as long as you are
licensed

Integrated Contact
Directory

Manage contact lists and records
Track interactions aver time
Emailing/SMS capability in-platform

Contact frequency rules to address
survey fatigue (across channels)

Dynamic Dashboards

Role-based custormization
Dynamic with multiple filters

Shareable with role-based data
access

MNatural Language Processing
Key driver analysis
Actionable insights

COLLECT AND PROCESS DATA CONNECT DATA SILOS & CONNECT SYSTEMS & DRIVE
from lowans & other stakeholders across all channels ANALYZE ALL CHANNELS ACTION at scale
Comprehensive
Integrations

single front-doar with unlimited
integrations (Google. MS sulte etc)

SFTP + API + OOTE intagrations

Dozens of GOTE integrations w/
point-and-click interface

Comprehensive APl documentation

Connected Reporting

PowerBl, Tableau, Excel etc,

Automated Workflows

Qualtrics Case Mgmt Systern
Automated workflows tied to any

Users can export data
Export as csv, tsv, excel, SPSS etc.
Integrations with 3rd-party systems

can be autemated (SFTPs, APls,
QOTB integrations)

Automated data import/exports

Alerts and triggers based on
threshald/volume/relative change

Triggers based on topics &
sentiment

|OWA.
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https://www.qualtrics.com/

Programs

Employee Experience

Program Manager: Sara
Kirk

To improve employee engagement
across the state through employee
feedback and action planning that
ultimately leads to a more rewarding
work experience.

Customer Experience

Program Manager: Jessica
Van Heuveln

Improving the experience of
customers and processes when
interacting with both internal and
external services.

Digital Experience

Program Managers: Jessica Van
Heuveln & Natalie Sipes

To improve user experience by
analyzing their behavior, feedback,
and sentiment on websites and web
applications.
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Employee Experience
(EX)

Sara Kirk
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E)(What is Employee Experience?

lowa Employee Experience Program Overview

Candidate Experience Onboarding Survey Exit Survey
[ L
(Launching in Fall 2025) (Launching in Fall 2025) ® (Launching in Fall 2025)
Continuous feedback from job New Employees Post-Hire Exit Surveys will be sent to
-5 days employees after a separation

seekers to help us improve our

-1 th \ .
hiring processes. Smon date is processed in Workday.
-5 months
O O,
Annual Cycle of Employee Listening
O
Engagement Survey Pulse Survey
Measures key engagement areas ® Tracks progress on previously
(leadership, enabling performance, identified focus areas.

communication, trust, & teamwork). Annually in January

Annually in July

By creating a positive and engaging employee experience, the state can foster a motivated, loyal,

and highly productive workforce, ultimately driving statewide success.

PWA

Program Manager: Sara Kirk
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Goals of Employee Listening

Build Trust and Transparency
Sharing survey results and following up with action demonstrates that leadership values employee input which can

strengthen trust and promote open communication across the organization.

Improve Engagement Higher Retention
Surveys allow organizations to regularly gather feedback  The cost of employee turnover can be substantial. By
from employees, fostering a sense of inclusion and improving retention rates, we can significantly reduce

giving employees a voice in the decision-making process. costs.

Continuous Improvement Support Productivity

Employees who feel valued and supported are more Employees require time before they are proficient in
likely to feel like they’re able to offer ideas that might their roles. Identifying gaps in the can help them engage
challenge existing processes and be likely to offer in their work and minimize productivity losses.

solutions that lead to improved results.

1Sy VVAW
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Survey Dimensions

Leadership

Trust & Communication

Examines how leaders motivate
and guide their teams by
providing regular feedback,
recognizing contributions, and
empowering employees.

Focuses on honest and transparent
communication from leadership and
creating a climate where employees
feel safe to voice their ideas and
concerns.

Performance

Centers on providing employees
with resources, support, and
opportunities in their roles to
meaningfully contribute and

have room to develop their
careers.

Focuses on fostering a positive,
inclusive, and teamwork driven
culture that aligns with employee
needs; supports safety,
cooperation, and overall well
being.

[ - ]

When employees feel connected
to their work, their teams, and
their agency’s mission, they are
more likely to stay long-term

el

Addresses the importance of
flexibility and the ability to
effectively manage their
professional responsibilities
alongside their personal lives




Engagement Survey Scores
Year-over-Year Comparison

S~ N————

Note: Work Life Balance was not measured in 2023

2023 Survey ) 2024 Survey [ 2025 Survey



ls Employee Experience

Annual engagement survey - July; Pulse survey — January
®* Expansion into Candidate Experience and Lifecycle Program this fall

Partnership with a network of survey champions; we currently have 42
survey champions across every agency

®* Meeting with each agency to give more guided action planning and
engagement support

®* Collecting and share success stories and best practices to help make
improvements across the state

Program Manager: Sara Kirk I n WA
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Customer Experience
(CX)

Jessica Van Heuveln
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I‘| What is Customer Experience?

Feedback Collection: ==

Depression Screening

. d d . . b Depression is a common mental health condition in the general population and
su WeySIFOrmS: C re ate an |Str| Ute can affect a person’s heaith and interfere with daily living, including thoughts
of suicide. It is important to ask questions about symptoms that one may be
su rveys/fo rms to gat h er customer fe e d b ac k experiencing. Select the response that best describes your answer to each

question. Your answers are confidential

on their experiences.

If you need immediate assistance, click on the appropriate links below or call
(855) 581-81M1, or text (855) 895-8398.

®  Multi-Channel Feedback: Collect feedback Call(855) 81111 Text (855) 895-8308 Live Chat

through various channels, including email, ﬂ
SMS, web, mobile apps, and social media. IOWA

Office of the Governor of lowa
Scheduling Request

ROAD TO

Event Primary Contact RETIRE"ENT

emplayment mean 12 your jeurney.

Program Manager: Jessica Van Heuveln \ Iy I ( \WA
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I‘| What is Customer Experience?

Advanced Analytics:

®  Text and Sentiment Analysis: Analyze open-

ended feedback to understand customer
sentiment and identify common themes.

Predictive Analytics: Use machine learning
models to predict customer behavior and
outcomes based on historical data.

4

Program Manager: Jessica Van Heuveln I ( \WA
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Itl What is Customer Experience?

Actionable Insights:

® Dashboards and Reports: Visualize customer

feedback and key metrics in customizable
dashboards and reports.

Behavior signals:
DX Analytics Dashboard

Rage click: At least 4 consecutive clicks that are less than 200 pixels and 300
milliseconds apart

Mouse thrash: At least 3 sudden rapid movements of the pointer when it reaches a

| O WA +qualtrics™ | ==

Clicking an element that results in an uncaught JavaScript error within
50 milliseconds of click or 350 milliseconds of a finger tap

-
I; An a Iytl CS D a S h boa rd Dead click: A click on a web button or hyperlink that should have produced an action

and does nothing

Session with Frustration Signals

Program Manager: Jessica Van Heuveln I ( \WA
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I‘| What is Customer Experience?
/ ,:A,h.'w;w brafeld S‘

Closed-Loop Feedback:

®  Follow-Up Actions: Set up automated e
workflows to respond to customer feedback
in real-time, such as triggering alerts or
follow-up actions. _

[ J

Case Management: Manage and track
customer issues to ensure timely resolution. \ ‘ /

Program Manager: Jessica Van Heuveln A{l \WA
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I‘| What is Customer Experience?

Integration and Automation:

API Integration: Integrate Qualtrics with other

tools and platforms to streamline data
collection and analysis.

Automated Actions: Automate routine tasks

and workflows to improve efficiency and
responsiveness.

Survey response

A response was created for CX Champs Form Intake Form

®

T-I01 Tickets
Create a ticket in Qualtrics

®

) P‘\ ( End of workflow /

Program Manager: Jessica Van Heuveln

|OWA
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Isl What is Customer Experience?

New Survey Taking Experience

Turn on by default:

®* Overall usability: Modernized user interface of surveys to meet evolving

web design standards, as well as the latest Al enhancements, powered by
an updated web framework.

®* Mobile-friendly: Surveys are optimized for taking on mobile, meeting

respondents where they are and setting the foundation for the interaction
models of the future.

®* Accessibility: Surveys meet WCAG 2.1 AA accessibility standards for key
features, the full list of which can be found in Overview of Improvements.

Program Manager: Jessica Van Heuveln I ( \WA
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https://www.qualtrics.com/support/survey-platform/survey-module/look-feel/simple-layout/
https://www.qualtrics.com/support/survey-platform/survey-module/look-feel/simple-layout/#AccessibilityImprovements

I‘| What is Customer Experience?
4 N

ExpertReview

What does ExpertReview check for?

Methodology: Recommended best practices on G reat

building your survey to elicit the best data from your

respondents. : 7 | 4
. \L L

Survey Errors: A check for common mistakes made

during the survey building process that may cause / \
. ExpertReview
your survey to not function properly. e ourd 3 vy

Compliance: A check to verify that you are
complying with WCAG accessibility requirements.

Sensitive Data Requests: Once a Brand o h -
Administrator sets up a Sensitive Data Policy, E—
ExpertReview will flag any sensitive data you are
requesting in your survey.

Program Manager: Jessica Van Heuveln I ( \WA
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https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/quality-iq-functionality/#Checks
https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/quality-iq-functionality/#Checks
https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/quality-iq-functionality/#Checks
https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/survey-methodology-compliance-best-practices/
https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/survey-methodology-compliance-best-practices/
https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/common-user-mistakes/
https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/common-user-mistakes/
https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/survey-methodology-compliance-best-practices/#Accessibility
https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/survey-methodology-compliance-best-practices/#Accessibility
https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/compliance-issues/
https://www.qualtrics.com/support/survey-platform/survey-module/survey-checker/compliance-issues/
https://www.qualtrics.com/support/survey-platform/getting-started/help-and-feedback/#QualtricsAdministrator
https://www.qualtrics.com/support/survey-platform/getting-started/help-and-feedback/#QualtricsAdministrator
https://www.qualtrics.com/support/survey-platform/sp-administration/data-privacy-tab/compliance-assist/

I‘| Customer Experience

b‘ qualtrics™

lowa Qualtrics - CX
(SAML)

[ SSO Integration: Single Sign-On (SSO) connection
has been successfully established. / \

[ User Roles & Permissions: User types, roles, and Qualtrics User Types
permissions have been clearly defined. Participant User
L Branding: Custom themes have been developed for Standard User
each agency and its attached units, and approved by e
the DX Steering Committee.
g / > )
[ @ WA | oimetrive semices \

\ — o) |OWA.
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I‘| Customer Experience

] Review & Workflow Process: Finalizing the
review and approval workflows.

2] Publish Checklist: Finalizing the checklist to
support consistent and successful publishing
processes

2] Program Guide: Nearing completion of the
comprehensive Program Guidebook.

2] Training & Resources: Developing a
centralized 'one-stop shop' dashboard to provide
easy access to key resources, along with
additional supporting materials on the DX
Training Site and YouTube channel.

Program Manager: Jessica Van Heuveln

,—'

How Do | Publish in Qualtrics?

1owA

The State of lowa's Qualtrics Program
Guidebook

Management

Build & Edit

Department of \

r access can build and modify projects.

rstanding User Types in Qualtrics article ¢ for

de ¢
if acce: i e 51 d through th

rocess ] r Onboarding .

Request

All user types must receive approval before publishing any survey or

1O WA +qualtrics™
[N ELTE S
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Digital Experience (DX)

Natalie Sipes

OOOOOOOOOOOOOOOOO



I_b‘ What is Digital Experience?

* Feedback Collection
* Behavior Data Analysis

*  Funnel Tracking

YouTube Chapters

e Why Digital Experience
Analytics?

 What is Digital Experience?

K

| O \W A +qualtrics™

La) < Why and What is Digital Experience Analytics?

Program Manager: Natalie Sipes

.

\

/

|OWA.
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https://www.youtube.com/watch?v=SX-fWXQTQEA
https://www.youtube.com/watch?v=SX-fWXQTQEA
https://www.youtube.com/watch?v=SX-fWXQTQEA
https://youtu.be/SX-fWXQTQEA?t=411&si=x-kCkdyuwGqDDmUR
https://youtu.be/SX-fWXQTQEA?t=411&si=x-kCkdyuwGqDDmUR

I_b‘ What is Digital Experience?

[EYNW A, [ Aoncies sandbon v

Feedback Collection:

How satisfied were you with your
website experience?

Surveys and Forms: Create and distribute

surveys to gather feedback from users about =
. . . . . Thumbs Up \
their digital interactions. /

Rate:

Was this helpful? b 41

®  Website and App Feedback: Embed feedback | | thank you for your feedbacki
widgets directly into your website or mobile
app to capture user insights in real-time.

Did you find what you were looking
for?

Thumbs Down

Was this helpful? b {ﬂs Q) ves
How can we improve this page?

() still working on it

Q0 TOTH T WITHIT VoTT aivising

Feedback Tab

\ Thank you for your feedback! j
\

Thumbs Up and
Thumbs Down
Program Manager: Natalie Sipes I ( \W A
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What is Digital Experience?

Behavioral \

Indicators
Behavioral Data Analysis:
® Session Recording: Record user sessions to a
see how they navigate your digital platforms,
identifying pain points and areas for Mouse Thrashing
improvement. Rage Clicking
[ J

Heatmaps: Visualize where users click, scroll,
and spend the most time on your site or app.

= >

Error Clicks

Dead Links

7 ORI

—— [ < Session Replay
= it | \ /

lowa Medicaid Member Quick Links

0 D Do vwemimrnn ®

- —=—: =% )
Program Manager: Natalie Sipes I nWA
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Funnel Tracking:

®  Event Tracking: Monitor specific actions users

take on your website, such as clicks, form

What is Digital Experience?

submissions, and page views.

Step name

! Home

2 Programs

3 Program Details

4 Application
nrolled

Reached (% of previous step) (

BO6 (100.0%)

422 (52.4%)

204 (69.7%)

B8 (29.9%)

68 (77.3%)

Dropped off (1)

384 (47.6%)

128 (30.3%)

206 (70.1%)

20 (22.7%)

Continued

422 (52.4%)

294 (69.7%)

88 (29.9%)

68 (77.3%)

2 400
Step 1 Step 2 Step 3 Step 4 p 5

Had frustration ()

1(0.1%)

22 (5.2%)

33 (11.2%)

15 (17.0%)

1(1.5%)

\

Stey

Median time to complete step (0
00:00:20
00:00:10

00:02:00

00:02:09 /

Program Manager: Natalie Sipes

|OWA.

FREEDOM TO FLOURISH



Lb‘ Digital Experience

DX Websites e What’s Next?
 September 5, 2025

« Launch remaining 7 sites

« September 18, 2025

* Training for Agency Managers
e October 2, 2025

« DX Steering Committee Decision-

Feedback Tab Making on Executive and Agency-
Thumbs Up and Thumbs Down Level Dashboards.

Digital Experience Analytics

Program Manager: Natalie Sipes I nWA

FREEDOM TO FLOURISH
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https://www.qualtrics.com/support/website-app-feedback/dx-programs/digital-experience-analytics/

Capitol Challenge and Break

Capitol Challenge
Take the survey

|OWA
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https://engage.iowa.gov/jfe/form/SV_9RZ8V59ijw5UtEi

Demonstration

Hunter Markus
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The Qualtrics XM Platform

Continuously capture user Aggregated insights surfaced Strategic workflows
feedback through solicited, through role-based dashboards and and integrations
unsolicited, and behavioral analysis tools
In SIghtS Potential Website Issue
o) e
SEYEIG] Soo Service Recovery
Website content is
QO S e | A
= .
M=

&
o~ \J N Ongoing Al-driven
Top Topies of Discussion .

human centered design csuie

cycles. @esri

~
RESEARCH /

n
Office 365

pic Volum

58 WEBSITE
SATISFACTION

Ce—— ’ * *
. .
a Tiftany Hefman *
-— |
o - L]

o 4

(i
E
)
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Get Prepared
and Next Steps

Jessica Van Heuveln
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I‘| Get Prepared

L Begin exploring resources related to Qualtrics.

* Understanding Qualtrics

* Getting Started with Surveys
* Getting started with CX Dashboards

L4 Plan your project(s) and discover your business requirements.

* Benefits, Tips, Best Practices, and Free Survey Tool

[ Start the process and obtain internal intake approval when
necessary.

Program Manager: Jessica Van Heuveln I ( \WA
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https://dxtraining.iowa.gov/basics-training/understanding-qualtrics
https://dxtraining.iowa.gov/basics-training/understanding-qualtrics
https://www.qualtrics.com/support/survey-platform/getting-started/survey-platform-overview/?utm_lp=homepage+tile
https://www.qualtrics.com/support/survey-platform/getting-started/survey-platform-overview/?utm_lp=homepage+tile
https://www.qualtrics.com/support/vocalize/getting-started-vocalize/vocalize-introduction/?utm_lp=homepage+tile
https://www.qualtrics.com/support/vocalize/getting-started-vocalize/vocalize-introduction/?utm_lp=homepage+tile
https://www.qualtrics.com/experience-management/research/survey-basics/?rid=cookie&prevsite=en-gb&newsite=en&geo=US&geomatch=en
https://www.qualtrics.com/experience-management/research/survey-basics/?rid=cookie&prevsite=en-gb&newsite=en&geo=US&geomatch=en

B )/ Next Steps

* Early next week, a follow-up email from GovDelivery will be sent to
all participants, including a survey, recording, and additional items.

* In September, DOM Leadership will send an email to all directors
and deputy directors to provide an update and each agency
will assign a designated agency approver(s).

* In September and October, we will finalize the DX launch and the
initiative to deliver the dashboards requested by IGOV.

* Large-scale launch of Qualtrics CX in October.

Program Manager: Jessica Van Heuveln I ( \WA
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Question and Answer
Forum

Jessica Van Heuveln
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