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Our Vision: We See A City…. 

Staff 

Citizens 

Relationship 
with Council 

Management 
team 

Strategic 
leadership 

Corporate 
principles 

and values 

“We see a City…. 

…in which programs and services are 

designed wisely and creatively, in 

which we act in ways that clearly 

demonstrate we value the 

perspectives and time of citizens;  

…in which City staff work to clear and 
ambitious expectations of performance 

and have the knowledge and the 

authority to do so;  

…and in which City staff are truly proud of 

their jobs and the roles they play in 

serving the City and its citizens.” 
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The City of Ottawa’’s Service Excellence Framework 

is built on the following premises: 

Client 
Satisfaction 

Confidence and 
Trust in the City 

of Ottawa 

Employee 
Engagement 

Operational 
Performance 
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1. Defined service levels endorsed by Council  
2.  Informed decision making and effective 

management practices  
3.  Clear internal/external communication 

about service levels, operational 
performance, and improvement priorities 

4.  Service delivery processes  

aligned with service levels 
5.  Appropriate investment in capital assets 

and supporting technology 
6. Employees have the capability and 

capacity to meet service level objectives 

8. Continuous improvement and service 
innovation 

Perceptions of 
1. Timeliness 

2. Outcome 
3. Courtesy 

4. Fairness 
5. Knowledgeable 

service providers 

Drivers Drivers 
1. Reputation of Government 
2. Community Sustainability 

3. Accountability and Fiscal 
Responsibility 

4. Transparency 
5. Environment 
6. Quality of Life 

7. Social/Cultural Factors 
8. Value of Service: satisfaction, 

quality and benefit 

Customer 
Satisfaction 

Confidence and 
Trust in the City 

of Ottawa 

Employee 
Engagement 

Operational 
Performance 

1. Career path that offers  
opportunities for advancement 

2. Fair pay and benefits 
3. Perception that employer  

provides good value to clients 
4. Satisfactory work  

environment 

5. Positive perception of  
senior management 

6. Employees understand and value how 
their work impacts on the customer 
experience  

7. Leadership Development 

Drivers 

Drivers 

Figure 2: Operationalized View of The Service Excellence Drivers  

City of Ottawa’s Public Sector Value Chain 
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 Figure 3: Roles and Responsibilities 

      ODP’s Role 

! Accountable to SMC, Steve K., GM/
Directors to deliver on SE Corporate 
Strategy 

! Direct and coordinate corporate SE 
Plan and activities 

! Design process and tools to foster 
engagement processes for 
employees 

! Provide operational excellence 

! Ensure best practices are 

benchmarked 

    OD’s Role 

! Coach, lead and support the GM’s 
Directors and SE Leads to 
successfully implement their SE 
Plans 

! Manage and coordinate activities 

that support the SE strategy 

! Provide organizational development 
expertise to foster a SE Culture 

  GM/Director Roles 

! Foster a SE culture within their organization 
and across the City 

! Choose Service Excellence Lead(s) and 
teams  

! Work with them to develop and implement 
SE Plans 

! Meet regularly with employees and SE 
Teams  

! Be prepared to report your SE Plan to the 
City Manager in early April 2010 

    Service Excellence Lead Role 

•! Implement parts of the SE Plan 

•! Provide the voice and pulse of their branch, 
department and or service area 

•! Translate and align corporate direction and 
priorities into Departmental/Branch SE 
workplans 

•! Communicate and share their experiences, 
results and recommendations that will 
inform the Corporate Service Excellence 
Strategy 
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Service Excellence  

Learning and Development Strategy Update 
Activities by Audience 

GMs 
Directors 

SE Roadshow 

Disney 

Managers 
Symposium 

Niagara 
Institute 

Managers 
Program 

Managers 

SE Roadshow 

Disney 

Managers 
Symposium 

Training Course 

SE Team 
Leads 

SE Roadshow 

Supervisors 
Symposium 

Managers 
Symposium 

SE Team Leads 
Program 

Shared 
Services 
BPs/RMs 

SE Roadshow 

Supervisors 
Symposium 

Training Course 

Supervisors 
Team 
Leads 

SE Roadshow 

Supervisors 
Symposium 

Training Course 

Employees 

Training Course 

SE DVD 

Front-
Line Staff 

Training Course 

Legend: 

Completed Started Planned 
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Departmental Service Excellence Plans (2010-2012) 

Mandate: 

Departmental Outcomes: 

Increase employee engagement: 

Driver Date Measure Target Priority Area 

(Activity) 

Increase Customer Service 

Overview of key service offerings (and channels) Overview of key clients 

Driver Date Measure Target Priority Area 

(Activity) 

Service 

Standards 

Increase Operational Performance: 

Key Risks 

Driver Date Measure Target Priority Area 

(Activity) 

Increase Confidence and Trust in City Gvt 

Driver Date Measure Target Priority Area 

(Activity) 
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SE Leads Program (2010)  
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Learning Clusters and Coaching  
CoachingOurselves Toolkit 
Service Excellence Toolkit 

HR/ODP Mentors to provide ““coach the coach”” sessions on SE Plan 
Monthly or Just in Time SE Lead Technical Training: Performance Measurements, Planning Toolkit, Survey Roll Out, etc.  
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Level 1 Reaction

Level 2 Learning

Level 3 Behavior

Level 4 Results
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 See “From Management Development to Organization Development with Impact,” OD Practitioner, Vol 43 No, 3, 2011 
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This exercise is designed to help you select a service excellence
project that you will work on during the Service Excellence Leads
Development Program. The intention of this exercise is to provide you
with an opportunity to integrate your learning in a real and meaningful
way. It will also provide you with the opportunity to practice and
receive feedback from your colleagues on your learning goals.

Please organize a meeting with your director and or GM to review
your branch’s service excellence plan. Have a discussion about your
views on the service excellence vision and values and your role in
supporting this initiative. Please come to the workshop with your
completed project outline on pages 5 & 6. You will be required to do
a 10 minute presentation on your project in the beginning of the
program to help your fellow participants understand your work. You
will also be asked to do another reflection at the end of the program
about what you learned by working on your project. This presentation
will be for your classmates and representatives from the senior
management team.

2
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Your service excellence project must meet the
following criteria:

1. You can select to do this project on your own or as part of a
team of Service Excellence Leads who will also be attending
the program.

2. Your project must be within your span of control or authority as
a Service Excellence Lead.

3. Your project must be supported by your director and GM and
advance your branch’s service excellence plan.

4. Your project must be aligned with the goal of cultivating a
culture of service excellence.

5. It must also be designed to support your personal learning
objectives.

3
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Here are some examples of projects that you
might want to consider:

• How can we cultivate a service excellence culture?

• How can we empower and engage employees in implementing
our service excellence plan?

• Identifying strategies on how to work more collaboratively across
functions to provide a positive customer experience

• Developing strategies for managers to coach their staff on how
to provide a positive customer experience

• Developing a Service Excellence orientation program for new
employees

• How can we communicate our good news stories?

• Creating a map of the customer experience in our service area

4



SERVICE EXCELLENCE
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Recommended project to help you select your
project:

1. Review your branch’s service excellence plan and key priorities.

2. Review the vision of service excellence.

3. Identify the top 3 priorities that will help your service area to 
be successful.

4. Describe what you expect as outcomes when you successfully
achieve your goals?

5. Identify the barriers and challenges that you need to overcome.

6. Identify how you can engage your staff, colleagues, customers
and other stakeholders in this process.

5
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2. Why is it important to work on this project?

3. What are your learning goals?

1. Describe your service excellence project or challenge.
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7. How can your coaches and colleagues in the workshop help you
achieve your goals?

4. What will be the benefit to you if you are successful in achieving
your goals?

5. What will be the benefit to your customers, colleagues and
your team?

6. How will you measure success?
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During the workshop you will be exploring the Service Excellence
Model and key concepts such as “WOW Moments”. This exercise is
designed to help you reflect on the experience of receiving service in
your own Department from the beginning to the end of the process.

We will use your observations and reflections to explore our role as a
leader of this change initiative.

Exercise:
1. Please select one service area in your Department that you will

experience from the beginning to the end of the process.
2. On page 3-4 of this handout you will find an example and a

template to map out your experience.
3. On page 5 you will find additional questions to help you reflect

on your experience.

If you have any questions don’t hesitate to contact me. I am looking
forward to working with you at the workshop.

Sincerely,

Beverley Patwell
250-382-1908 (o)   250-896-1908 (c)
bpatwell@patwellconsulting.com

2
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Exercise:
The purpose of my outing was to pick up a prescription at the pharmacy.

*My overall rating of this experience is ____________%

Scale: 
Less than 80%: OW, Did not meet my expectations
80-100%: Met my expectations
100% plus: WOW, Surpassed my expectations

DESCRIBE THE   WHAT DID YOU EXPERIENCE AT EACH STEP?        SCORE WHAT WERE YOU
STEPS IN  THINKING OR FEELING?
THE PROCESS + or - ANY COMMENTS?

1. Take elevator to Quick, no wait. + Reliable
1st floor

2. Enter pharmacy Walked (squeezed) by customers lined up at -
the counter to pay for purchases. Could use wider aisles

3. Present prescription Took my prescription without looking at me, said “They must be awfully
to clerk at the “good afternoon,” and continued conversation +/- busy”.” I hope they
back counter with pharmacist. don’t mix up my

meds.”

4. Clerk  upgrades Was asked personal information professionally. “It’s thoughtful of them
my file The clerk maintained eye contact with me during to provide a place to

the short question period and offered for me to + sit while you’re waiting 
sit down while the prescription was for your turn.”
being prepared. 
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The Service Observed:

*My overall rating of this experience is ____________%

Scale: 
Less than 80%: OW, Did not meet my expectations
80-100%: Met my expectations
100% plus: WOW, Surpassed my expectations

DESCRIBE THE   WHAT DID YOU EXPERIENCE AT EACH STEP?        SCORE WHAT WERE YOU
STEPS IN  THINKING OR FEELING?
THE PROCESS + or - ANY COMMENTS?

1.

2.

3.

4.

5.

6.

7.

8.

9.

10.

11.

12.
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Here are some questions to help you reflect on
your experience:

1. Why was your experience memorable or not? 

2. Will you refer others for the same service?

3. What do you need to do next to lead service excellence?

4. How useful was this exercise in helping you develop an
understanding of the service excellence experience?

5
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Workshop #5:
Integration, Impact

and Action Workshop
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