
1

Score

[0 – 5]

[0 – 5]

[0 – 5]

[0 – 5]

One Team

We have a shared common purpose 
that is understood by all staff.

We understand our citizen’s end to 
end journey.

We collaborate across services to 
solve citizen issues.

We work together across the 
organisation to deliver excellent 

customer service.

Segment Score

Inclusion & Respect

We proactively engage with a 
representative range of citizens.

We actively and regularly seek citizen 
feedback and insight. 

We can demonstrate that we utilise 
our citizen feedback and insight.

We are able to share our feedback 
and champion that of our citizens.

Segment Score

Service Excellence

We build our promises and standards 
on citizen feedback and insight.

We are always learning and 
improving what we do so to deliver 
excellent outcomes for our citizens.

We reward and recognise staff when 
an excellent outcome has been 

achieved for a citizen.

We are able to use our initiative to 
meet the needs of the citizen.

Segment Score

Stepping Up

We support citizens and communities 
to help themselves.

We collaborate with colleagues, 
partners and communities to deliver 

excellent outcomes together.

We are able to recognise an 
opportunity and respond to the role 

we can play.

We communicate back to our citizens 
on what we have and haven’t done.

Segment Score

Amazing Outcomes

We have an understanding across the 
organisation of what amazing CEX 

outcomes look like.

We actively look for ways to improve 
what we do and we embrace new 

ideas.

We are able to take calculated risks 
and to try something new.

We are able to suggest ways for 
improving how we work.

Segment Score

Citizen Experience Culture Maturity Assessment

Total Segment 
Score

Rating

0 - 10 Needs immediate attention

11 – 15 Room for improvement

16 – 20 Excellent citizen 
experience culture

Scoring indicators

0 We never do this/we do not 
have this

3 We sometimes do this/we 
have this in part

5 We consistently do this – this 
is embedded
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• This has been developed to help us identify strengths and gaps 
in our CEX culture, either at a team, service or even 
organisational level.

• For best results this should be completed on Mentimeter and 
all participants should score from their individual perspective.

• Statements depicting a high quality CEX have been developed 
against each of our five Corporate Values.

• Each statement is scored based on level of agreement. Average 
scores for all statements under each Corporate Value can then 
be added together to provide a segment/Corporate Value 
score.

• This should help clearly identify where there are areas that 
need improvement and where there are strengths that could 
be maximised and celebrated.

• The results should be discussed as a team/service with actions 
for improvement agreed.

• For more information, support and/or access to this 
assessment on Mentimeter please contact Vicki Galvin 
vgalvin@oxford.gov.uk
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