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Good to Great: Trnr“med 311 Service Experlence

General Government and Licensing Committee
Gary Yorke, Director
November 30, 2021
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‘ Today’s Goal

Provide an overview the new and improved 311 Toronto service
experience, making the service easier and more convenient to
use, offering more ways to connect with us, using the

channel, device and language of choice

HArY OO

phone  counter social

Mobile App emaill Live chat

Transformed 311 Toronto service experience launched Oct. 31
0 ToronTo esaa



Transformational Journey

0l ToroNTO

2009

Online Service Requests
Multi-Channel

Analytics, Reporting
Open Data
Division-Centric Focus

Fractured Customer Experience
and Brand

2012

toronto at your service

Online Service Requests Mobile
Applications

Multi-Channel Strategy

Lower Cost Channels
Customer-Centric Focus
Enhanced Customer Experience

2021+

Toronto at your service

e Digitized Services - OMNI

e Centralized Tier 1 and 2

e Closing the Loop with the Customer

e Increased Customer Touch Points (data)
e End to End Experience

e Equal Access to Services
(Channel of Choice, AODA, Multi-lingual)

e Established Brand and Trust



Discover the New 311Toronto!
From Good to Great

« 311 Toronto is the gateway to City information,
programs and services for residents, business
owners and visitors, and will continue to be available
through channel of choice, 24 hours a day, seven
days a week, 365 days a year.

« 311 has fielded 2+ million calls during the last 19
months of the pandemic along with 190,000 emails,
60,000 web requests and 4.6 million online
knowledge base views.

« The City launched an improved 311 Toronto service
experience on November 1, 2021, making the
service easier and more convenient to use, offering
more ways to connect and providing real-time status
updates from start to finish.

0l ToroNTO




Transformation Driving Forces

Customer
Expectations

Digital
Evolution

Forward
Thinking

Operational
Effectiveness

0l ToroNTO

Demand for convenient service, ease
of use & channel of choice

Growing digital centric service
delivery and consumption

Proper architecture for future citizen
needs

Reduce transaction cost & promote
self-service (e.g. digital first)

Covid-19 Driving

Government Digital
Transformation

Covid-19 global pandemic accelerated
the need to digitize and transform the
way the public interacts with us (and
many services in their lives)

The City has digitized many services
“at war speed” and has deployed many
public facing tools, including a Covid-
19 chat-bot on the City portal

toronto at your service



Alignment with City Outcomes

The City of Toronto will improve the lives of its residents, businesses and

visitors by providing simple, reliable, and connected services that
anticipate changing customer needs

Improve Access to Provide a Consistent Optimize Service Delivery in a Build Trust & Confidence
City Services Customer Experience Cost-Effective Manner in City Services
¢"'§ _.-"""' -+
fg'] 3 A
: ﬂ% 4 ® i m
City services will be accessible, The City will present as a “One Toronto” The City will deliver high guality The City will inspire increased trust
simple and easy to navigate, and provide a one-stop shop for sustainable services through and confidence from its cusfomers
across various channels, to customers, ensuring a consistent look and leveraging technology and updating through increasing the reliability of
connect customers to the feel across its services, through common the operating structure to invest in the City's service delivery
services they want and need branding, minimizing handoffz and higher value service activities

enabling infermal collaboration

“Torontonians must have trust and confidence in the services they

receive from the City. Now and into the future”
Al Toronto 800

toronto at your service



Due Diligence: Award Winning CRM Pilot

* Procured and deployed Salesforce as the
City’s Enterprise Customer Relationship
Management Solution

 Piloted intake and fulfilment for selected
services (Omni-channel, appointment
booking, community portal, agent service
console, IVR integration)

« Service journey updates and notifications
during fulfilment (end-to-end experience)

* Received City Manager Award of Excellence

Va47% 26% 50%

% Reduction in % Reduction in Reduced customer
Number of Clicks Handle Time to effort to schedule
to Create Service Create Service work, 2 calls to 1

Requests Requests

0l ToroNTO



311 eCRM Overview

Foundational Initiative to accelerate future customer
service experience and commitment to digital government

Complesiy (55

* Transform & modernize * Interoperability » 29 stakeholder groups
the way residents, e 5000 KB Articles involved in delivery, or
businesses and visitors . 600 Service Requests impacted by change
connect with us « No wrong door * Aglle delivery

* Interoperability | . End-to-end Integration methodology (17 sprints)

. D_at_a stgwardshlp w/ 5 divisional work « We're building a great

« Digital first management systems City together; co-design

* No wrong door » Centralized CRM solution with public and staff

for external customers

0l ToRonTo (a11]1)
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CRM Solution Capablility Scope

Self Service Portal

»  Service Request Creation
»  Service Request Look-up
*  Knowledge Article Search

Mobile App

»  Service Request Creation
»  Service Request Look-up
*  Knowledge Atrticle Search

Live Chat
*  Transfers from Chabot
»  Live Chat Setup

Email to Case / Fax to Case
*  Email/Fax to case workflow

0l ToroNTO

Omni-Channel

»  Skill-Based Routing

»  Supervisor Dashboard

»  Trending/High-Volume Topic Detection

IVR Integration
o  Self Service IVR

Service Request Lookup
»  Service Request Status Presentation
»  Service Request Record Visibility

*  Proactive Email
Communication (Status Updates)

»  Survey (Completion)

Booking & Scheduling
*  Appointment Booking and Scheduling

CTl Integration

Integration with InGenius CTI
Call Transfers

Screen Transfers

Screen Recording

Knowledge Base

Knowledge Base Authoring

Integration with Subject Terms
Thesaurus

Knowledge Base Approval Process

Creation of Service Request from
Knowledge Article

Feedback Form
Emergency Alert/Information
Contact Lists

Agent Intake

Service Request Type Selection
Address Entry & Validation
Mapping

Duplicate Detection

Asset Search

Contact Search and Entry
Integration with InGenius
Validated Address

Eligibility

Additional Information
Knowledge Search and Presentation
After Hours Handling

Automatic Routing of Work Order
Appointment Scheduling

teronts at yosr sarvics



“It takes a village” to transform and
modernize

(| ToroNTO ems

Key Strategic Partners
29 * Technology Services

* Toronto Water

* Municipal Licensing & Standards

e City Clerk’s Office

* Solid Waste Management Services
* 311 Toronto

e (Catalyst Consulting Group

e Salesforce

Stakeholder
Groups

Whole of City Approach — Enterprise View
Al Toronto 800

toronto at your service



Val ue Ou tC omes Omni-channel engagement
| \
Modernize, transform and —_—
centralize the 311 \\
customer experience Centralize data and
knowledge
:_J)_'. Easier and more |
b convenient to use
Efficiency through automation
I Offering more /
| ways to connect “Close the Loop”

0l ToRonTo J



Build Trust & Confidence: “Close the loop”

* Provide the single front door (connect through channel of choice)
* Reduce customer effort

* Provide confidence in communication and City responsiveness via
milestone updates

« Enable more proactive service notification and action

« Delivers efficiency internally by enabling cross-divisional collaboration
« Provides measurement & accountability for effective service delivery
« Creates a richer data environment for better decision making

« Delighting customers (interacting with the City is easy and felt good)

$

Institute for

Citizen-Centred

Service

0l ToroNTO

. o , EEID

CUSTOMERS &
PARTNERS

Div. Work Order
S s and
—— -

— SORs —
— —
—

Issue resolution / outcome are key drivers having high impact
on citizen satisfaction (Institute for Citizen Centred Service)

Enabled by a common, connected
CRM platform for all 600 services
where all engagement flows
through MyToronto 311

_____________

Single
Front Door

For general
inquiry and tier
1 service

31111]

toronto at your service
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Launched October 31, 2021 4:30PM

toronto at your service

311 provides resigents, busineases and visitors with esay sccess 1o non-emergency City services, programe

and informsation 24 nours 3 aay, seven daye &8 week. 311 can offer sesistance in more than 180 languages Featured Service Requests
Adequate Hest
Search for articles or 2ervice requests by keywora or Services Requeat Number Report a landlord who i3 not providing edequste neat
3t s minimum of 21 gegress Celziue petween
Septamber 15 8na June 1 of each year.

Adequate Heat - No Heat
Report a lsndlord who is not providing adeguste heat
.9' st 8 minimum of 21 degrees Celsius between
' September 15 ena June 1 of 2ach year

-0

Create a Track a Service Find Service Explore Your
Service Information Neighbourhood
Request

Bridge - Graffiti Complaint
Report graffiti on City’s bricges.

Sewer Service
Report a blocked, flooging or backed up sewer.

Highlights Request 3 cl2anout or 28wsge repsir

Maintenance Hole
Report 3 deamagad or migaing maintenance nole
cover on & City roed or expragsway.

Browze All Service Requests

[l ToronTO 31171
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Connect with us via
channel and device of

your choice.

With the new @311 Toronto
you can create and track a
service request, find info
about City services and
programs, and explore
service requests in your
neighbourhood using the
channel of your choice
(omni channel)

You can connect with us via
our new portal, live chat,
mobile app, social media
(twitter), email, fax, mail

0l ToroNTO

Follow

311 Toronto @

1Toront: 311 provides residents, businesses and visitors with easy

access 10 non-emergency City services, programs and
information 24 hours a day, seven days a week. 311 can
offer assistance in more than 180 languages.

ccount for Not monitored 24/7.

Search for articles or service requests by keyword or
Service Request Number

Tweets & replies Media

oronto - 2021-11-01
Discover the new 1 Connect with the
channel, device and language of your choice.
Toronto at your service.

Connect with 311 Toronto your way.

Create a Service Track a Service
Request Request
(i) (M
Find Service Explore Your

Information Neighbourhood

Highlights

/ Channel of your choice
+/ Device of your choice
 Language of your choice

COoVID-19

Toronta is in Step Three of the Province's Roadmap to Reopen.
Get health updates and information about COVID-19 vaccines
t foronto.cajcovid1a,

Did You Know? You can explore active service requests
in your neighbourhood using Explore Map.

Test Extenal
Track a Service Request

Q

Featured Service
Requests

| Adequate Heat I sasqisis ek T

Bridge - Graffiti »
| Complaint I Sewer Service

Featured Articles

SK- Corona Virus 19

SK- Flu Vaccination



Did you know there are over 600 service requests that

you can place @311

oronto? Now all of those can be

entered online on any device.

o

“ Animals, Insects
‘.‘ and Pests

K -3

=l
* Water and Sewers ﬁ
¢

W

0l ToroNTO

Bylaw Violations
and Property Issues

Waste Collection,
Bins and Litter

A

Snow Removal and
Winter Maintenance

-' Graffiti Removal

‘ ¥ Noise
=

Spills

Trees, Grass,

| eaves and Weeds Publications and Forms

Request

Roads, Sidewalks and
Traffic Safety

toronto at your service



New knowledge base — enhanced self

service

 Provide easler access
to information and
Improved usability

* Holds approximately
5,000+ articles on City
programs and
services, accessible
at any time

* Finding information is
now easier and faster

0l ToroNTO

Search for articles to find anawers sbouwut City services and programs

Knowledge Article

Cultural Hotspot

A Registration is now open for 2021 Culture Hotspot.

Summary: Cultural Hotspot is back for its 8th annual
celebration of arts, culture and community.

2021 Cultural Hotspot projects have been reimagined
to deliver online content to ensure the safety of artists
and participants during the COVID-19 pandemic.

Event Details

Date & Time

May to December 2021

Fee

Free

Event Provider

City of Toronto

Location

Online

Event Information

From May to December 2021, the Cultural Hotspot will

continue to help inspire a new vision about where culture

thrives in the city. This City of Toronto and partner-

produced initiative will feature a series of eight Signature

Partnership Projects and 19 SPARK Projects that highlight

art in public places and provide opportunities for youth
mentorship and employment.

Signature and SPARK Projects celebrate local culture,

y, busi and ity with vigus
proarammina. special events. festivals ANl bbbRRR,

rending Solutions

ot Clinics - seazonal flu - when and where to
ur flu ahot

enforcement - low heat - no heat - alr
jioning - alr conditioner units - resldentla

'tles

Lare - applying for child care - subsidy &no
fhy - eligibility ageezament - day care centres

g - Mathan Phillips Square {nge) - City Hall

, Parking and Transportation

t= - temporary parking permits - viakor or
parking

Finimal Removal - On City Or Private Property

clal Offences Act {poe) Fines Or Tickets -
Ticketz — Payments

{2 - Parking Bylaws - Regulstions - Finez

Recycling, Organics & Garbage

What goes In the blue bin & prohibied Hems

Resldertial - RUALC - overzlzed Hems - furniture -
metal tems - appllances - collection reguirements

Accepted Green Bin tema - prohibited green bin
items

= Residential Garbage - Excess Or Overfiow Garbage
- Owerflow Garbege Bag Tags

Parks and Recreation

Outdoor Skating Rinks & Arenas - Locations -
Schedules - MNotices - Closures

Recrestion programs - Toronto FUN Gulde - program
reglatration - reglatration dates

Permits - Bbge - Bonfire - Campfire - Fire Pita - In
City Parks

High Park



Connect with the language of your

choice.

If English is not your
first Language, call 311
for assistance in the
language that you

speak

311 is available in

more than 180

languages over the

phone

You can now connect
in the language of your
choice with over 50
translations on the

new 311 portal

0l ToroNTO
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A City of Toronto / 311 - Toronto at Your Service

311 - Toronto at Your Service shwrecd || prii

A This page alert will be used to notify the public about warnings such as a change to a 311 service. Character limit is 250. May Include link.

Services & Payments  Community & People  Business & Economy  Explore & Enjoy  City Government

VSTl
! ":"! .’}

- ~

- | "s .irl‘li |

)

Y — . toronto at your service

S

This highlight will be used to share news such as an important upcoming deadline.

A : , Featured Service Requests
Character limit is 250. May include link.

‘ Garbage Not Picked Up

Request plck-up if your garbage was placed out but

311 provides residents, businesses and visitors with easy access to non-emergency City services, programs
P » Y yeiny W l prog did not get picked up on your collection day

and information 24 hours a day, seven days a week, 311 can offer assistance in more than 180 languages.

Toronto at your service
aSiadd A o040 e

TEEE THEA T
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i 2 BT R %
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Taoronto a votre service
AMLE] Harul Lzl

Toronto al vostro servizio

1 | = ALE
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TopoHTO K BALIAM YEAYraM
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View open requests by Exploring Your
Neighbourhood

Search

b ToRoNTo S

Services & Payments = Community & People  Business & Economy  Explore & Enjoy  City Government

A City of Toronto / 311 — Toronto at Your Service / Explore Your Neighbourhood

 FInd out If a pothole Explore Your Neighbourhood —rT
has already been | - =
reported, If a City tree
requires pruning, or if a
blocked catch basin
has been called In
using our new portal,
or the 311 mobile app

55 John St, former Toronto

\ervice Requests Select Category

ed in last 14 days v All Categories

n Service Requests !

from 55 John St Q

'walk - Cleaning % ®
3 % \
k: In Progress i X

id - Pot Hole

s: In Progress

d - Cleaning/Debris

»
g
2
2
s: In Progress %
%
%

2
) ; 3 s T
ltering City Property / Rich® g o=
ctures

s: In Progress

tcet: rruegscny Property / /// [ Police Stations

s: In Progress S

(O Attractions

O civic Centres
Use ; O Libraries
s: In Progress
Leaflet | Powered by Esri | Esti, HERE, Gamin, INCREMENT P. NGA. USGS, NRCan
Minor Road Damage =
v} Q Bay Stand King StW

®Maps

[l ToronTO
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Proactive Notification via Text or Email

Stay up to date on your service
request from start to finish with
live status updates via text or e-

maill

We will send you confirmation of
your request via email or text

We will even send you reminders
about your upcoming water turn
on, water turn off and water
pressure test appointments via

text or email

0l ToroNTO
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Monday 2:20 PM
311 Toronto

Your appointment for Service Request
#00079431 has been created. Status:
New

Problem Type: Water Service Line Turn
off

Location: 1Sesame St

Date/Time of Appointment:
2021-11-18, 8:00 a.m. - 2021-11-18,
11:59 a.m.

You've signed up for alert from 311
Toronto; Ref#00079431. Reply YES to
continue; std msg rates apply. Txt
STOP to end. Help? Call 311

311 Toronto

Your Service Request #00079431 has
been updated to

Status: In Progress

Problem Type: Water Service Line Turn
off

Location: 1 Sesame St

Scheduled Resolution Date Time:
2021-11-18, 11:59 a.m. Scheduled
Resolution Timeframe: The Service
Request will be resolved on the
scheduled appointment time.

Txt STOP or ARRET to end;std msg
rates apply. Need help? Visit

G ©

+ 002000

|

=i

Toronto at Your Service
To: Al Y

Sandbox: 311 Service Request Water
Service Line Turn Off Created

Hello Abdi,
Thank you for contacting 311 Toronto,

Your request for service has been generated and the City of Toronto will handle
your request with the details and reference number provided below. Please note
that someone over the age of 18 must be on-site in order for staff to access the
property.

* Your Reference Number: 00076273

« Service Request Type: Water Service Line Turn Off

* Appointment Date/Time: 2021-10-21 08:00 - 2021-10-21 11:59
* Service Address: 1 Sesame St

Your reference number Is required in order to check the status, make changes or
cancel the request. Ciick here to change or cancel your appointment.

Please note that there is a fee for this service that will be applied to your Utiity Bill
In addition, a corresponding Turn On request is required. If you have not already
booked your Turn On request, please do so by clicking on the following link:

Water Service Line - Turn On

You can check the status of your service request by calling 311 or visiting 311
Toronto Website

Phone within Toronto city limits: 311
Phone outside city limits: 416-392-CITY (2489)
TTY customers: 416-338-0TTY (0889)
Regards,

311 Toronto

toronto at your service



Connect with us via our new I\/Ioblle

App (coming soon) (S @

' [Dmnnnum

« 311 Toronto Mobile App will
soon be available for download
on the App Store for Apple I0S
& Android operating systems

* You will be able to access all
311 services from your
smartphone or tablet through
the app and submit over 600
service requests

0l ToroNTO




Thank you

0 ToroNTO 800

toronto at your service



