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WAGANAKISING ODAWAK STATUTE 2026-___ 1 

ODAWA EXPERIENCE IS #1 IN CUSTOMER SERVICE 2 

 3 

 4 

 5 

SECTION I.   PURPOSE AND AUTHORITY 6 

 7 

Authority: This Statute is enacted pursuant to the legislative powers of the Tribal Council under 8 

Article VII(D)(1), (6), (22), and (24) of the Constitution of the Little Traverse Bay Bands of 9 

Odawa Indians. 10 

 11 

Purpose: To establish and maintain exceptional levels of customer service across all Tribal 12 

programs, services, and enterprises so that the Odawa Experience becomes recognized as a 13 

world-class standard in service excellence. 14 

 15 

 16 

VISION STATEMENT 17 

 18 

“Migizii flies high above our homelands, seeing far beyond the moment. Guided by that long 19 

view, the Tribe envisions a standard of customer service that honors every person with dignity, 20 

respect, and the generosity of spirit that reflects who we are as Odawa people. Our vision is a 21 

seamless, welcoming experience across all Tribal enterprises and government services—where 22 

every interaction strengthens trust, builds community, and prepares a path for the next Seven 23 

Generations.” 24 

 25 

 26 

MISSION STATEMENT 27 

 28 

“The mission of this Statute is to establish consistent, measurable, and culturally grounded 29 

customer service standards across all Tribal enterprises and government operations. These 30 

standards shall ensure timely, respectful communication; transparent and accountable service 31 

delivery; and the use of modern tools, including artificial intelligence analytics, to continuously 32 

improve the experience of Tribal Citizens, guests, and employees. Rooted in the teachings of 33 

Amik—preparation, diligence, and care—we commit to building systems that support excellence 34 

today while strengthening sovereignty, prosperity, and community well-being for the next Seven 35 

Generations. 36 

 37 

 38 

SECTION II. DEFINITIONS 39 

 40 

A. "Artificial Intelligence (AI) means the use of software systems, machine learning models, 41 

or automated data analysis tools that identify patterns, trends, or insights to improve customer 42 

service, operations, and decision-making. AI Analytics may include sentiment analysis, service 43 

quality monitoring, predictive modeling, or other evaluative functions designed to enhance the 44 

Odawa Experience. 45 

 46 
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B. “Appreciative Inquiry” means a strengths‑based approach to organizational and personal 1 

change focused on successes and potential. 2 

 3 

C. “Customer Service” means the assistance, communication, and support provided before, 4 

during, and after customers receive Tribal services or use Tribal enterprises. 5 

 6 

D. “Tribe” means the Little Traverse Bay Bands of Odawa Indians. 7 

 8 

E. “Odawa Experience Program” means the Tribe‑wide customer service training and 9 

cultural education initiative created under this Statute. 10 

 11 

 12 

SECTION III. ODAWA EXPERIENCE PROGRAM ESTABLISHED 13 

 14 

A. General Requirements 15 

 16 

1.  All Tribal programs, services, and enterprises shall uphold high standards of 17 

customer service. 18 

 19 

2.  Appreciative Inquiry training shall be a core element of customer service 20 

improvement. 21 

 22 

3.  Tribal Citizens, patrons, and customers shall receive quality service. 23 

 24 

4.  Employees and managers shall provide quality service to one another. 25 

 26 

5.  Every employee contributes to the Odawa Experience. 27 

 28 

6.  Employees shall understand how their roles support customer service across the 29 

Tribe. 30 

 31 

B. Development of the Odawa Experience Program 32 

 33 

The following shall jointly develop the Program: 34 

 35 

1. Casino Human Resources Department 36 

 37 

2. Tribal Government Human Resources Department 38 

 39 

3.  Tribal Education Department 40 

 41 

These entities shall: 42 

 43 

1. Develop outcomes and methods of measurement. 44 

 45 

2. Develop initial and annual refresher training. 46 
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3. Provide synchronous and asynchronous delivery formats. 1 

 2 

4. Include cultural, general service, and department‑specific training. 3 

 4 

5. Issue “Odawa Experience #1” certificates. 5 

 6 

C. Employee Engagement and Participation Requirement. 7 

 8 

1. In developing, refining, and updating the Odawa Experience Program, the 9 

responsible departments shall actively seek ideas, input, and feedback from employees at 10 

all levels of Tribal Government, enterprises, and subordinate entities. This engagement 11 

shall include opportunities for employees to identify service challenges, recommend 12 

improvements, and share successful practices. The development process shall be 13 

transparent and participatory to ensure employee ownership and program buy-in. 14 

 15 

2. Methods of Engagement. 16 

 17 

3. Employee input may be gathered through surveys, focus groups, listening 18 

sessions, department-level discussions, Appreciative Inquiry circles, or other culturally 19 

grounded engagement methods. 20 

 21 

4. Feedback Integration. 22 

 23 

5. Feedback gathered under this Section shall be meaningfully reviewed and 24 

incorporated into the Program’s curriculum, measurements, training modules, and 25 

ongoing improvements wherever feasible. 26 

 27 

6. Non-Retaliation. 28 

 29 

7. Employees providing input shall be protected from retaliation, adverse action, or 30 

negative consequences for participating in Program development or sharing their 31 

perspectives. 32 

 33 

D. Mandatory Participation 34 

 35 

1. All persons employed by the Tribe and its subordinate entities shall complete the 36 

Odawa Experience Program. 37 

 38 

 39 

SECTION III.   ARTIFICIAL INTELLIGENCE CUSTOMER SERVICE 40 

ANALYTICS (Casino Requirement) 41 

 42 

A. Use of Analytics. Odawa Casino Operations shall implement and maintain artificial-43 

intelligence–based customer service analytics systems to enhance customer experience, monitor 44 

service quality, and identify opportunities for improvement. 45 

 46 



LEG-361 Waganakising Odawak Statute Odawa Experience – sponsored by Councilor Fred 

Harrington, Jr.  

Page 4 of 6 

 

Waganakising Odawak Statute: Odawa Experience 

Secretary Annette VanDeCar 

 

B. Purpose. AI Analytics shall be used to:  1 

 2 

1. assess customer satisfaction trends;  3 

 4 

2. identify high-impact service issues;  5 

 6 

3. monitor response times and service interactions;  7 

 8 

4. support staff training and coaching needs; and e. recommend operational 9 

improvements that elevate the Odawa Experience. 10 

 11 

C. Data Protections. All AI systems must comply with Tribal privacy laws, data security 12 

standards, and any applicable federal requirements. No system may capture or store personally 13 

identifiable information without proper authorization. 14 

 15 

D. Human Oversight. AI-generated insights shall be advisory. Final decisions regarding 16 

personnel, operations, or customer service actions must be reviewed and approved by designated 17 

Casino management. 18 

 19 

E. Reporting. Casino Operations shall submit a quarterly report to the Tribal Council 20 

summarizing:  21 

 22 

1. AI analytics tools used;  23 

 24 

2. insights gained;  25 

 26 

3. improvements made; and  27 

 28 

4. resource needs for future enhancement. 29 

 30 

 31 

SECTION IV.  APPROPRIATIONS AUTHORIZED 32 

 33 

A. Existing appropriations shall be used. 34 

 35 

B. Supplemental funds may be requested as needed. 36 

 37 

C. Future budgets shall include funding for Program maintenance. 38 

 39 

 40 

SECTION V. ADMINISTRATIVE PROCEDURES REQUIRED 41 

 42 

The Executive shall develop Administrative Procedures necessary to implement this Statute and 43 

submit them for Tribal Council approval under the Administrative Procedures Act. 44 

 45 

 46 
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SECTION VI.  SAVINGS CLAUSE 1 

 2 

In the event that any phrase, provision, part, paragraph, subsection or section of this statute is 3 

held invalid or unconstitutional by the Tribal courts of the Little Traverse Bay Bands of Odawa 4 

Indians under the Constitution or laws of the Tribe, such phrase, provision, part, paragraph, 5 

subsection or section shall be considered to stand alone and to be deleted from this statute, the 6 

entirety of the balance of the statute to remain in full and binding force and effect. 7 

  8 

 9 

SECTION VII. EFFECTIVE DATE 10 

 11 

This Statute takes effect upon signature of the Executive or 30 days from Tribal Council 12 

approval, whichever comes first, or if the Executive vetoes the legislation, then upon Tribal 13 

Council override of the veto. 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 

 26 

 27 

 28 

 29 

 30 

 31 

 32 

 33 

 34 

 35 

 36 

 37 

 38 

 39 

 40 

 41 

 42 

 43 

 44 
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CERTIFICATION 1 

 2 

As the Tribal Council Legislative Leader and Tribal Council Secretary, we certify that this Statute 3 

was duly adopted by the Tribal Council of the Little Traverse Bay Bands of Odawa Indians at a 4 

regular meeting of the Tribal Council held on ______________ at which a quorum was present, 5 

by a vote of __ in favor, __ opposed, __ abstentions, and __ absent as recorded by this roll call: 6 

 7 

  In Favor  Opposed  Abstained  Absent 

Fred Harrington. Jr.   
 

      

Fred Kiogima   
 

      

Tammy Okuly-Shananaquet   
 

      

Emily Proctor  
 

      

Jordan Shananaquet         

Kelly Wesaw  
 

      

Melissa Pamp   
 

      

Annette VanDeCar        
 

Linda Gokee   
 

      

 8 

Date: 
 

  

   Linda Gokee, Legislative Leader 

    

Date:    

   Annette VanDeCar, Secretary 

 

 9 

 10 

Received by the Executive Office on 
 

by 
 

 11 

Pursuant to Article VII, Section D, Subsection 1 of the Little Traverse Bay Bands of Odawa 12 

Indians Constitution adopted on February 1, 2005, the Executive concurs in this action of the 13 

Tribal Council. 14 

 15 

 16 

Date:    

   Winnay Wemigwase, Tribal Chairperson 

 17 

 18 

Received by the Legislative Office _______________________________________________ 19 

           Date 20 

 21 

 22 


