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Driver for Change – PA Economic Development



Make It Easy To Do 
Business in PA (01-24-23)

Improve Permitting Process 
(1-31-23)

Improve Online 
Experience (04-25-23)

Expanding and Governing 
the Use of Generative AI 
(09-20-23)

Created the Office of 
Transformation and 
Opportunity.  Aims to make it 
easier for businesses in 
Pennsylvania to keep doing 
business in the Commonwealth 
and a one-stop shop for 
businesses looking to grow. 

Ensure Pennsylvanians applying 
for occupational licenses, 
permits and certificates get a 
timely response.

The order sets deadlines for 
agencies to respond to 
applicants. If the deadline is 
missed, the applicant gets their 
money back.

Created the Commonwealth 
Office of Digital Experience, 
known as CODE PA. The Office 
will redesign state websites to 
be more user-friendly and 
available in multiple languages.

Governor’s Executive Orders To Drive Change
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A tool to enhance employee 
productivity and customer 
service and EO begins process 
to establishes standards and 
governance for generative AI



Vision
To be a model environmental 
agency that is leading the way 
in science, innovation, and 
best practices to ensure clean 
air, land, and water for the 
health and safety of present 
and future generations.

Jessica Shirley, DEP Acting Secretary 



CONFIDENTIAL INTERNAL USE ONLY 

The Public is demanding faster, 
seamless, and personalized service 

from the Commonwealth of 
Pennsylvania Department of 
Environmental Protection! 



Improving Customer Experiences 
Improves Trust At DEP



How Do We Measure Success

Customers can connect to 
knowledgeable personnel who are 

capable of answering their question 
using the same consistent approach

Effectiveness Ease Emotion
Customers trust DEP, connect 
with employees and know DEP 

is there to support them

Customers know who to contact 
and can get their inquiry answered 

100% of the time, anytime, with 
little or no wait

“I trust DEP to fulfill our Commonwealth’s 
commitment to its Customers.”

“I felt like a valued 
customer.”

EFFECTIVE

“It was easy to get the services I 
needed.”

“I got the services I 
needed.”

The combination of each factor below impact the overall trust the customer has in PA DEP.
Trust

*Forrester CX Index for Government survey is national standard benchmark 



How Can DEP Avoid Solution Design Failures



DEP Is Modernization Workflows



Creating DEP Customer Persona



DEP Customer Experience Institute



Vision -  DEP Customer Experience Environment

Anticipant customer 
needs and deliver a 

real-time,
personalized 
experience 

via any channel

Provide intelligent 
technology solutions 

and leverage 
automation 

for every service 
interaction

Rapidly adapt and 
scale to 

meet the changing 
demands 

of customers

By deeply understanding our DEP Customers, the Customer Experience Office designs with and for 
our customers and employees to enable DEP to deliver exceptional product and services.



Thank You
roscarring@pa.gov
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