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Once upon a time....
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CUSTOMER PROFILES

4030

VEHICLE OPERATOR ~ VEHICLE COORDINATOR VEHICLE COORDINATOR  SENIOR MANAGER

(Operations Focused) (Relationship Focused) (Process Focused) (Results Focused)




CUSTOMER JOURNEY

PROFILES




JOY POINTS & PAIN POINTS

“l liked getting in and out of the
shop fast with Quick Service”

@ “Inconsistency across different shops”

{0; “Parts are not always in stock”




65%

“Satisfied” or

“Very Satisfied” Improving onsite User-friend| Expanding
. icati y :
by services c;)mmunlcatlon Analytics Invoice
or new users Details

provided

o) "' I‘l’l‘ v"iv‘.’\‘k.'




SUMMARY

TS

Unique Assumptions What's in it

Experience 4 for them? Prioritize




S (';9} AV
1 i ol -

ﬁ - A
-~ H Y N

A |
£ —_—
N S
s (1 /\5:_- \

Closing thought....



Steve Rapanos, Manager
City of Edmonton, Fleet and Facility Services

steve.rapanos@edmonton.ca 1,

Current Interests & Initiatives
e Customer Experience
Fleet Analytics
Employee Engagement
Electrification
Telematics €dmonton



https://www.edmonton.ca/city_government/city_organization/fleet-and-facility-services.aspx?utm_source=virtualaddress&utm_campaign=fleet
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