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How Did We Get Here? 

January 2018 
Council approves  
Communications 

Strategic Plan 

February 2017 
New division  

created 

April 2018 
Changes initiated  

in 311 

Spring-Fall 2018 
Updates to Council on 

customer service 
improvements 

November 2018 
Council approves 
Customer Service 

Strategy  



311 

• 14 staff, including Manager, operators, quality 
assurance, CRM, and business improvement  

• Approximately 16,000 calls per month 

• 7,000 service requests per month (45%)  

 

 

 





Small Changes…  

• Dial by name directory in 311 

• After-hours greeting changes  

• Scheduling changes to increase  
efficiency 

• 311 staff visits to operations 

• Updating 311 knowledgebase  
content 

 

 



… Big Citizen & Business Outcomes 

March 
2018 to  

June 2018 

July 2018 
to 

 Oct 2018 

Nov 2018  
to 

March 2019 

First Call 
Resolution Rate 

44% 44% 72% 

Operator Time  
on Call Work 

54% 63% 71% 

Direct Transfer 
Requests 

25% 24% 16% 



Communications 

9 permanent staff, including Manager, 
Communications, Media, Design, and Web  

355 news releases/public service 
announcements 

743 media inquiries  

15 formal corrections to media articles  

Approx. 20 story ideas formally pitched to media 

41,000 visits to our engagement portal  

More than 600 design requests yearly  



Communications  
• Communications Strategic Plan built on three 

focus areas:  

 

 

 

 

 

Building 
trust 

Building 
confidence 

Building  
positive 

momentum 



Community Understanding: 
Building Trust 

• Using data to show results  

• Building partnerships 

• Telling our story 





Positive Story Telling:  
Building Momentum  

• Launch of City Connect digital newsletter  

• Focus on celebrating successes  

• Increased media pitching 

• Increased and diversified use of social media 



Telling the story differently… 
 



Humanizing our employees…. 





Empowered Communications: 
Building Confidence  

• 2019 year is laid out with planned 
communications both small and large 

• Organizational communications policy 

• Weekly Communications team professional 
development and training 

• Business partnership model 



Customer Service 

Built on 

three focus 

areas: 

Enhancing  
service 

effectiveness 

Service 
simply 

accessed 

Building  
a service 
culture  



Customer Service  
Standards 

Foundational element 
of building customer  

service culture  

Based on comparative 
research into standards  
in other organizations  

 



Customer Service  
Standards Goal 3 

Build trust  
with the City 

Goal 1 
Establish  

consistency  
for customers  

 

Goal 2 
Support and provide 

tools for staff to         
meet standards 



What Are the Standards? 

• 2 business day response time for emails 
& phone calls, in normal operations  

• 10 day turnaround for letters  

• Response different from  
resolution  

• Communication with citizen if  
situation changes  

• Asks if issue is resolved from  
citizen’s perspective  

 

 

 

 



 Citizen Outcomes 

• Increased consistency in information  
to residents  

• Callback requests will be returned more 
frequently and more quickly by staff 

• Increase in callback rates over  
month of March 

• Will continue to increase as standards  
fully rolled out  

 

 

 



Next Steps for Customer Service 

• Full rollout of standards  
(April-May 2019) 

• Internal and public education  
(ongoing) 

• Citizen feedback mechanisms  
(May 2019) 

• Policy – frivolous/vexatious complaints 
(summer 2019)  

• Customer service training  
(summer 2019) 



Next Steps for Communications 

• Play role as key partners in major corporate 
projects  

• Build on employee communications  

• Develop engagement framework (summer 
2019) 

• Work with CAO on review of communications 

• Reputation management campaign 

 



Next Steps in 311  

• Extended operating hours – summer 2019 

• CRM replacement  

• Staffing model changes to support new CRM  

• Process mapping and improvements 

• Continued work to improve knowledgebase 
content and first call resolution rate 



Story about Connections 

Trust 

Confidence  

Technology 

Positive 

Understanding 

Timely 

Measured  

Accessible 

Respect 

Excellence  

Connection 
Momentum 

Empowered 

Service 

Building  



Questions 


