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Session Objectives
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Orientation to Digital 
User Guide and Tools

Next Steps

Overview of 
engagement strategy



Project Activities
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Project put on 
hold

Approval to 
develop digital 
version of 
Intergovernmental 
Client-Centric 
Services Maturity 
Model and User 
Guide

Implement 
engagement 
plan

Sunset working 
group

Development of 
digital User Guide 
and Tools

Integration with 
ICCS online platform 

Develop 
engagement plan

COVID-19
Mar 2020 –

Oct2020 



Maturity Model Attributes
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Continuum of Maturity

Services are 
meeting some 

of my 
expectations

Services are 
meeting many of 
my expectations

I am impressed 
by the quality of 

service I am 
receiving 
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Applying the Maturity Model

+ + = Citizen 

Experience

Personas Journey

Mapping

Maturity

Model

Attributes
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Applying the Maturity Model

Maturity 
Model –

Current State 
Assessment 
and Journey 

Mapping

Maturity 
Model –
Desired 

Future State 

Service 
Improvement -

Future State 
Journey 
Mapping



Interactive User Guide

7



Static Spot Illustration and in-column 
interactive widgets.
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Full size interactive widget
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Online Digital 
Maturity Model or 
Excel workbook
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Engagement Plan to Promote Awareness
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1. ICCS Online Platform – available as stand alone tools and as 
resource in the new Certified Service Professional and Service 
Manager online learning.

2. Canadian Government Executive Magazine article

3. Joint Council Members are encouraged to create awareness by:

o promoting tools with stakeholders in their organizations
o including in training curriculum
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Next Steps Completion
Target

1 Implement engagement plan.         Spring 2021

2 Sunset the Client-Centric  
Services Working Group

Spring 2021


