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Customer Experience Strategy
	Recommendation:
THAT the Customer Experience Strategy report dated October 22, 2024, be received for information.



	Report Purpose and Summary Statement:
	The purpose of this report is to provide Council with an overview of the Customer Experience Strategy that is currently in development. Additionally, staff and the consultant are seeking input from Council on the direction of customer experience culture at the City of Maple Ridge.

	Previous Council Action:
	Council approved a Key Result for the development of a Customer Experience Strategy in fall of 2023.

	Financial Impact:
	The project is being funded through budget request approved by Council in the 2024-2028 Financial Plan. No additional funds are being requested as a result of this report.

	Funding Source:
	The project is funded through the 2024-2028 Financial Plan.

	Strategic Alignment:
	Governance & Corporate Excellence

	Climate Impact:
	There is no direct climate impact as a result of this report.

	Communications:
	Engagement with internal and external interest-holders is in progress as part of the development of the Customer Experience Strategy. 

	Applicable Legislation/ Bylaw/Policy:
	The work is being informed by Customer Service Policy - 5.32 and Quality Service Program Policy - 5.33.
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To:	Mayor and Council	File number:	[01-0685-30]
Customer Experience Strategy
BACKGROUND:
Approved a key result under the strategic priority of Governance & Corporate Excellence for the development of a customer experience strategy and evaluation program. Funding was allocated in the 2024 - 2028 Financial Plan to advance the project. 
ANALYSIS:
Project Description:
The purpose of the Customer Experience Strategy is to bring consistency to how the service areas across the City of Maple Ridge deliver customer service. Objectives of the strategy include:
· Identifying customer expectations and areas of improvement for key public facing city service areas such as Development Services and Parks, Recreation & Culture.
· Aligning customer experience improvement goals with the City's strategic business objectives and ongoing projects.
· Analyzing existing customer feedback and interaction data to identify trends and opportunities.
· Developing corporate standards, guidelines, and procedures to ensure a consistent and high quality customer experience.
· Development of an implementation road map that includes key milestones and responsibilities for the strategy.
· Development and dissemination of training materials for staff at all levels of the organization to support the adoption of new standards and practices.
· Establishing performance measures and feedback mechanisms to monitor progress and adapt strategies.
The project launched in August 2024, with an internal project team consisting of representatives from across the City of Maple Ridge. To date, the project team has completed an internal document review and an internal employee survey. Staff are currently proceeding with external engagement with community interest holders such as local businesses, developers, and nonprofits to better understand the external customer experience.
Sustainability/Climate Impact: 
There are no sustainability or climate impacts anticipated as a result of this project.
Public Engagement:
External interest holders will be engaged throughout the months of October and November. Results from one-on-one interviews with representatives from key City customer and partner agencies will be factored into the development of the overall strategy and tactics for public-facing service areas of the City.
Strategic Alignment:
The project aligns with the approved Key Results (KRs) to “Deliver an exceptional customer experience across City services”, under the strategic priority of Governance & Corporate Excellence. The KRs are:
· KR1 - Develop and implement a strategy, including standards and principles, to provide exceptional customer experiences. 
· KR2 - Develop an evaluation framework for ongoing customer experience assessment.
Though at the conclusion of the project both Key Results under the priority will be complete, it is anticipated that additional Key Results will be identified during the development of the performance monitoring framework. Updated Key Results will be considered by the Governance & Corporate Excellence Strategic Priority Oversight Team at the conclusion of the project.
Applicable Legislation/Bylaw/Policy:
It is anticipated that revisions to both policy 5.32 and 5.33 will be required as part of the implementation plan of the Customer Experience Strategy. Council will be informed of changes during the development of the policy revisions.
CONCLUSION:
Staff are seeking general input from Council as to the type of customer experience being envisioned 

	Dan Olivieri

	Prepared by: Dan Olivieri                                  Manager of Corporate Planning & Consultation
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