Maricopa County
Assessor’s Office
Strategic Plan

FISCAL YEAR




To help achieve our goals, our office has developed and adopted a strategic plan for the
fiscal years 2022-2026. This plan is centered around six pillars; Customer Experience, Digital
First, Process Development & Improvement, Proactive Workload Management, Culture
Development, and Team Development & Collaboration. These pillars align with the
Assessor’s Office’'s mission, vision, and values.

MISSION

Serve in the highest regard by providing a fair and equitable valuation of all taxable property
in Maricopa County without favor or partiality while efficiently and effectively administering
applicable laws and industry standards.

VISION

Be a best-in-class organization that is recognized for its accuracy, transparency, innovative
solutions, and high value services.

CORE VALUES

Fair & Equitable Service

Always do what is right; be honest, accurate, and transparent with property owners, the
public, and our team about our work and how it is performed. Ensure fair and equitable
property valuations to support the collection of property taxes that are essential funding for
valuable community resources.

Work as a collaborative team with civility, respect, and compassion. Be
b o N E hard-working, dedicated, and best-in-class public servants while
conducting all business to the highest quality and providing a superior
T E A M customer experience.

Innovation & Efficiency
Implement practical and effective solutions that improve our workflow, processes, and the
lives of our team members and the public we serve.
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Goal One: Establish a consistent strategy for contacting the Assessor’s Office, clarifying
the roles of the STAR Contact Center, public assistance, clerks, and other areas of contact
within the organization.

Year 1 (FY2022)
e Convene a group of stakeholders.
e Facilitate the current and future state mapping of existing processes.
» Facilitate the development of a single integrated strategy and process for customer
contact.

Year 2 (FY2023)
e Evaluate contact center resources and training on Assessor inquiries.
e Continue to evaluate the processes from Year 1 efforts and make necessary changes.

Year 3 (FY2024)
e Determine the training, education, and resource needs on handling assessor general
inquiries.
* Pilot a contact center cross-training plan on general assessor inquiries with contact
center workgroups.
e Evaluate plan and implement additional measures.

Years 4 - 5 (FY2025-FY2026)
e Expand on Year 3 efforts to include all general assessor inquiries both via email,
telephone and virtually.
e Ensure the publishing of all training plans and work instructions among all workgroups.
e Assess results from Year 4 efforts and implement additional measures in Year 5.

Goal Two: Decrease wait time to resolve customer inquiries.

Year 1 (FY2022)
e Begin to evaluate average customer wait time and the number of transfers using data
from STAR Contact Center and customer feedback.
e Create a process to establish feedback loops from employees and business partners.
e Evaluate reasons for calls.
e Simplify call-handling procedures.

Year 2 (FY2023)
* Determine causes of longer wait times and multiple transfers.
e Continue collecting and assessing data through the STAR Contact Center, Customer
Portal, and surveys.
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Years 3 - 5 (FY2024-FY2026)
e Continue collecting and assessing data from STAR Contact Center, Customer Portal,
and surveys.
 |dentify and implement changes to processes based on data and feedback.
e Target customer service training to gain further knowledge on frequently asked
questions.

Goal Three: Reduce call colume by improving the clarity and simplicity of all forms within
three years.

Year 2 (FY2023)

e Gather and review all current forms and letters.

 Identify the number of current calls related to forms and letters that create confusion for
customers.

* Prioritize the editing of documents that generate the most phone calls.

e Begin to refine all forms and letters to include simplified language and explanations.

 If necessary, begin to add supplemental documents with instructions to accompany
forms.

Years 3 - 5 (FY2024-FY2026)
e Assess data results from Year 3 efforts.
* |dentify and implement adjustments to forms and letters based on data and feedback
from Year 3.
¢ Implement annual review of form and letter standards.

Goal Four: Develop and implement a plan that has creative ways to efficiently and
effectively receive and process forms.

Year 1 (FY2022)
e Develop atask force to brainstorm ideas.
Year 2 (FY2023)
e Begin to implement ideas from Year 1 efforts.
» Evaluate options that allow customers to choose communication preferences (paper,
electronic)
e Continue to brainstorm and implement additional measures.

Years 3 - 5 (FY2024-FY2026)
e Continue to evaluate options that allow customers to choose communication
preferences (paper, electronic).
e Continue to translate our most commonly used customer forms based on customer
feedback.
e Continue to brainstorm and implement additional measures.
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Goal Five: Ensure the public has a positive experience with our office.

Year 2 (FY2023)
e Perform research and analysis of actual end-users of our services, leveraging survey
feedback.
Years 3-4 (FY2024-FY2025)
e By June 2025, implement customer satisfaction metrics with baseline and tracking for
Public Assistance and Support Services.
e Select, pilot, and implement translation solutions for customer-specific language needs.

Year 5 (FY2026)
e Implement changes to improve customer experience based on survey results.

Goal One: Allow the public to engage with our office electronically, enabling around-the-
clock services, and improve our timelines accuracy and customer service tracking.

Year 1 (FY2022)
e Implement a digital solution to apply for personal exemptions and the senior valuation
protection (SVP) program.
» Convert our remaining business units (mapping, ownership, personal exemptions, and
SVP) to electronic case management systems.
* Introduce an online constituent portal allowing electronic users to monitor properties.
e Implement a process for mailing address changes.

Year 2 (FY2023)
 Pilot application programming interface (API) services with three external agencies.
e Extend and improve the online constituent portal.
e Implement a digital solution to apply for agriculture classification.
» Establish baseline to measure digital alternatives/activities and reduce paper
transactions.

Year 3 (FY2024)
* Extend website and online constituent portal with additional digitized options.
e Expand digital alternatives to reduce paper-based applications by 10% from previous
year.

Year 4 (FY2025)

» Extend the Assessor's website with additional digitized options.
e Develop additional information related to Rule B.
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Pilot a customer service online chatbot.
Begin exploring options for electronic delivery of Notices of Value.

Year 5 (FY2026)

Review the Assessor's Office website to ensure it is easy and cohesive for constituents.
Partner with Recorder's Office to automate access to deed information using APlIs.
Fully deploy a customer service online chat with live interaction.

Expand application programming interface (API) services with interested agencies and
improve the sharing of digital data.

Provide options for electronic delivery for all Notices of Value.

Goal Two: Complete the Maricopa Assessment Replacement System (MARS) and go live
with the Assessment Analyst Geographic Assisted Mass Appraisal (AA-GAMA).

Year 1 (FY2022)

Finalize a product-ready system to begin testing.

Year 2 (FY2023)

Go live with AA-GAMA in the second half of the fiscal year.

Begin development of the first supplemental AA-GAMA release to add functionality and
features for handling appeals, legal class

verification, and litigation.

Reconfigure legacy 6i system for archive access.

Adapt daily organizational operations to a new workflow.

Year 3 (FY2024)

Continue to ensure that the organization's core business meets all expectations on the
new platform.

Refine quality control measures, system reporting, and business intelligence within AA-
GAMA.

Begin deployment of second supplemental AA-GAMA release to add functionality for
miscellaneous features to existing modules.

AA-GAMA will be fully operational and require only routine maintenance and any
identified enhancements.

Year 4 (FY2025)

Continue to ensure that the organization's core business meets all expectations on the
new platform.

Refine quality control measures, system reporting, and business intelligence within AA-
GAMA.

AA-GAMA will be fully operational and require only routine maintenance and any

identified enhancements.
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Year 5 (FY2026)
e Continue to ensure that the organization's core business meets all expectations on the
new platform.
* Refine quality control measures, system reporting, and business intelligence within AA-
GAMA.
e AA-GAMA will be fully operational and require only routine maintenance and any
identified enhancements.

Goal One: Become a process-focused agency.

Years 1 - 2 (FY2022-FY2023)
* Begin to develop the strategy and build awareness for a process development
framework.
* Design the framework for an office document management process.

Year 3 (FY2024)
» Create process ownership approach and expected duties for critical business
processes.
* Identify process owners and their expected roles for all critical business processes.

Year 4 (FY2025)
* Create a high-level map of all Assessor key business processes, and show how they
connect to the generation of the Tax Roll.
e Establish a network of process leaders within workgroups for key business processes.
e Complete assignment of processes owners for all critical business processes.

Goal Two: Implement standard operating procedures (SOPs) and policies for critical
business processes.

Year 2 (FY2023)
e Begin identifying and prioritizing critical processes and key job functions.
e Begin documenting appropriate SOPs.
* Assess the baseline maturity level of each key business process.
 |dentify and inventory any current SOPs.
 I|dentify and inventory any current policies.
e Determine electronic platforms, standard formats, and methods to house and manage
SOPs.

Year 3 (FY2024)
e Finalize list of critical SOP's and Policies.
e Begin documentation of all critical SOPs.
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e Begin documentation of all critical policies.

e Create SOPs and add them to the electronic library.

e Begin to publish SOPs and Policies to the electronic library, receive acknowledgment,
and communicate to the applicable workgroups.

Years 4 - 5 (FY2025-FY2026)
* Finalize documentation, sign-off all critical SOPs and policies, and add to the electronic
library.
Goal Three: Determine opportunities to become a paperless office by offering internal and
digital alternatives.

Year 2 (FY2023)
e Create an electronic filing cabinet.
 |dentify external taxpayer-initiated paper-based forms to determine opportunities for
digital submission.

Year 3 (FY2024)
* Prioritize internal and external paper-based processes based on annual volume.
e Coordinate/determine feasibility to explore digital options for DOR forms.
 Identify current resources needed to internally process/scan incoming documents.
 |dentify internal paper-based business processes.

Years 4 - 5 (FY2025-FY2026)
* Create electronic workflows and train team members on new workflows.
e Establish document purging protocol and references for document retention.
e Determine retention periods of all current Assessor index series within OnBase.

Goal Four: Develop, track, and display operational performance metrics.

Year 2 (FY2023)
 Identify critical success factors related to the strategic initiatives.

Year 3 (FY2024)
e Provide internal awareness and education on the benefits and purpose of meaningful
performance metrics, and effective performance communications.
e Begin to develop and track operational performance metrics.
e Develop an operational performance metrics framework.

Years 4 - 5 (FY2025-FY2026)
e Complete the development, tracking, and display of operational performance metrics for
at least five office workgroups.
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Goal One: Develop and implement strategies to foster a proactive office culture around key
business calendar events.

Year 2 (FY2023)

Determine the best technological tools to manage our process-based work proactively
and strategically.

Identify the key benchmarks for each calendar event and deadline.

Identify all internal groups impacted by each calendar event and deadline.

Create a process-based calendar in the best technological platform to ensure strategic
workload completion by statutory deadlines.

Determine the best methodology to ensure strategic calendar project planning and
execution on an on-going basis.

Conduct user testing and interviews to determine most effective ways to improve office-
wide access to critical business processes, statutory and internal deadlines.

Years 3 - 5 (FY2024 - FY2026)

Use feedback from testing and interviews to determine most effective ways to improve
office-wide access to critical business processes, statutory and internal deadlines.
Design, implement, and standardize Introspective, and Retrospective sessions to
document what went well, what was a challenge, and proposed solutions which will
define opportunities for process improvement affecting efficiency, qualify, and
enhanced proactivity.

Define and implement a communication strategy and method to share annual
improvements in support of the proactive culture, internally and externally.

Years 4 - 5 (FY2025-2026)

Establish an office-wide business calendar accessible to all employees, available to
view at any time.

Document departmental timelines including major calendar deliverables, milestones,
and interdependence between departments.

Work collaboratively with internal communications to develop a communication plan for
major calendar deliverables.
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Goal One: Become one of the best places to work in Arizona.

Year 1 (FY2022)
 |dentify criteria and plan to apply for programs identifying the best places to work.

Year 2 (FY2023)
e Complete and submit applications.

Goal Two: Increase net promoter scores each year for the next three years.

Year 1 (FY2022)
 Identify survey questions and population to include the net promoter question: "How
likely are you to recommend this office to your friends and family?"
e Identify survey timeline.
e Establish a baseline net promoter score, then define the percentage increase to achieve
each year.

Years 2 - 3 (FY2023-FY2024)
e Using survey feedback from the prior year, implement changes to increase net promoter
score.
» (Create an engagement plan which includes team-building events, leadership moments,
and other growth opportunities.
e Create a phased communication plan to increase the net promoter score.
¢ Re-run the survey annually and make changes for the upcoming year.

Goal Three: Decrease employee vacancy rate each year.

Year 1 (FY2022)
» Review quarterly turnover reports establishing baseline data.
¢ Using baseline data, define our goal percentage decrease.

Year 2 (FY2023)
e Create a phased communication plan for decreasing the vacancy rate.
e Using vacancy rate data from the prior year, implement changes to decrease employee
vacancy rate by the desired amount.

Year 3 (FY2024)

e Continue to evaluate vacancy data throughout the years to determine if changes meet
the goal established in Year 1.

[10



Goal One: Ensure advanced positions have qualified internal candidates.

Year 1 (FY2022)
e Evaluate current certification lists of applications to establish a baseline on the number
of internal applicants for advanced positions.
* Interview team members with career progression success stories to identify key
experiences and skills for promotion.

Year 2 (FY2023)
 |dentify and communicate the requirements for career progression for all positions.
* |dentify any non-technical (personal development) training that will benefit employees in
career progression.

Years 3 - 4 (FY2024-FY2025)
e Create a guide for supervisors that will outline opportunities to grow their teams.

Years 3 - 5 (FY2024-FY2026)
e Teach, train, and mentor team members to encourage internal applications for open
positions and increase opportunities for team members to be competitive for
promotions.

Years 4 - 5 (FY2025-FY2026)
 Identify and leverage existing County resources to develop leadership skills and
mentorship opportunities.

Goal Two: Establish a comprehensive, office wide training plan.
Years 2 - 5 (FY2023-FY2026)

e Implement and continuously improve training plan.

Years 3 - 4 (FY2024-FY2025)
e Evaluate requirements for leadership positions and ensure we truly get the best possible
person in a leadership role.

Year 4 - 5 (FY2025-FY2026)
* Provide the tools for supervisors to engage in authentic conversations with their teams.
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