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Toronto Water 

Toronto Water (TW) is responsible for 

all aspects of drinking water 

treatment and supply, wastewater 

collection and treatment, and 

stormwater management. 

- Provides services to the residents, 

businesses, and visitors to Toronto, 

- Is one of the largest municipal water, 

wastewater utilities in North America, 

- $90.6 billion worth of public 

infrastructure, 

- Over 1,900 staff, and 

- Operates in a highly regulated 

environment. 



  

 

~TORONTO 

PiRilllC!IPil.lE f lOC!US .AREAS 

CU5TO ER CARE 
MANAGEMENT 

C\.ISIOMER 
HGAGEME T 

-----c 

CCOSTEl"FECTil E ESS 

CAL.LT RePO:NS!I BllE 

-----c 
-----c 
-----c 
-----c 

iEC l06Y A ~ 
DATA NAGHIJENI ~ 

J'ssu ANAGEMENl -----c 
L IIU:SILIENCY 

HEA.lTNA 
WRLNES . 

-[ 

S'TIRA1'EGI ES 

!Expand ac.cess to p.rog;ra ms a nd se-:rvlces 

IEffectlve comm nlcaU01n 

!Enhance rustomer experleioce .ind sallsfactlon 

Advance opportunities ror efficlenclt!s 

Establlsh a proanmen strategy 

Effectl¥ely .ind efficiently allocate funds 

Identify opportunities to optlmlZe rnenue management 

lmpr4M! lntema I service delivery 

!Imp.rove operaU01nal performance 

llmpr4M! s rt.Ke watef qua'lity 

lle<filce en rorime.ntal ln,paru of operation.ii actl'l'ltles 

foster an ~now.ittte culture 

Adw.ince a d.itaKI nven c,u'lture 

I~ techoo~ to Imp.rove service del ery 

Enhance asset management placlla!5 

Addrns lnfrasbucture R!Mllill and gRIWlh needs 

Enhance R!Slllency aippaach aind apablltles 

Attract, lllre and retain a s lled workforce 

8 llchrorkforce capabl lty and cap.ictcy 

Cl\amplon transformatlona leadership 

Foster a safe and hiealthywortplace cu ,I.ff 

GUIDING PRINCIPLES 

I I. Customer Centrk Service 

-Continotdy irrprow our levels of wstomer seMa! to enh.lnce 
001 cl.JStomers' expeneoo!. 

II. Flnancla l Sustainability 
Adhere to SOtmcl mQI polic~ ;;ind ~ finaodal oorrmitments. 

111.\ Operational Excellence 
Strive to be the best 11 a cost-4.!ffC!ctive and environmentally­
responsible rrnnner. 

IV. Infrastructure Management 
, Provide lhe desired Im!! of system reliabifity to achieve our 

customers' expectations. 

~V. • =.m!:;:~0!:n qualified empklyees dedicated to 
~ service and operational excelence. 

TW Strategic Plan 
2020-2030 

Toronto Water updated its 

Strategic Plan in 2020 to 

organize and prioritize 

major activities and 

resource commitments for 

the next 10 years. 
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~TORONTO 

Customer Centric Service 
Performance Measures 
Toronto Water’s Key Performance 
Indicators (KPI) program measures 
what is most critical to the entire 
Division and indicates progress 
toward objectives. 

Customer Centric Service KPIs: 

• 311 Service Standards 

• TW Customer Care 

• TW Customer Service Programs 

• TW Operations 

3 



■ 
Custom1er Service Requests (SIRs)i Created by CXD·-311 -· 2023 

t,n.f' ■ntn ■t 'IIGllf' ll ■ r' l,l.iC ■ 

Data· Source: CX!D-311 Business Intelligence tool and Salesforoe CRM Data tnc-ltJdes a{J ,o.f the customer initiated SRs for all the· City Divisions c-reate.d by CXD-311 via phone·, w.eb and mobJ1e channels. 

Total SRs - 2023 

487K 
Total SR Volume 

Total SR Volume by D"vision - 2023 

12.4K (2.6%) 7 

Total SR Volume- 2022-2023 

2022 .2023 
Year 

Divisio 

9 Sohd Waste Mana ... 

Municipal LiaensL .. 

• Transportation Se. __ 

...- l22.K 4 Toronto Water 
(25%) 

• Urba.11 Forestry 

.. 311 Toronto 

• Publ ic Heallh 

• Cou rt Sernces 

• Technology Servtc ... 

7K (1%) _J 

\_ 38:K (8%) 

L36K (7%) 

• Cdy Clerk.'s Office 

a lnfmmabon & Tee. __ 

~llDRDNID 

To 5 SR- 311 & Other Divsions - 2023 

Serwee Rs(!ue:sts (SR) 

PtJblicatioo Rs(!uest - Soliid Waste 

Lead Walsr TB'Sling l Registration 

Starl Ssrvice Comptainl 

Comment I Suggestion 

Rabies Vaocin Raques\ 

vorum 

3749 

1330 

1195 

5161 

400 

To 5 SR-Trans tion Services - 2023 
Service Rs(!ue:slS (SR) 

Roael - RO!niile 

Clean Up Debris on Road 

Missing / Damaged Street or Traffic Signs 

Bouhwarti Plow Dam~e 

Traffic Sign.al Maintenance 

Volum e - 6423 

5223 

4764 

4633 

& Standards - 2023 
Serwes RS(jue:sts (SR) 

tnj;ured - Wildlife 

P"ck up Dead Wll\:l lile 

P~operty Slandards an.ct Maintenance 
ViOla.lDJis 

Amplified Sou di 

Lo~ Grass an.ct Prdhlbiloo Plants on Private 
Proparl'\I 

9308 

6284 

To 5 SR- Solid Waste Mana ement - 2023 

Sel\lice Requests (SR) 

Residenlia'I !iiri Lid Damaged 

Residential - Gamage Day Cottedlori - Nol 
Picked Up 

Resi.(lenlia'I Overs:iZecll'El'.eciron.iCS II.em Day 
C ee'litJn Ol Pic~ao Up 

Residenlial Bjn, BOd~ t)J" Handle Damaged 

Resi.(lenlia'I Organics 01. Picked I.lip 

To 5 SR-Toronto Water-2023 
Serw::.e Requests (SR) 

Sewe-r Service line-810C~iid 

Request Water Service Tum 011' 

Raquesl water SeAAce Tum On 

Water SeMOB Line-C SC:k Water Sef\!i.1c:e Box 

Watermain-Po&SiDI Break 

To 5 SR- Urban Fores - 2023 

Volume 

1111 8437 

- 7543 

Volume -
Serv,;::e Raquesls (SR) Volume 

Geri.Elra'I Pruning 

res EmergB11c~ Clean-Up - 7967 

Residential or Park Tl'lliil RemOllal - 4(]10 

Geri.Elral r re · Maintenance ■ 2658 

Unau fiori2!ed Tree lnj,1.11yor Removal ■ 2238 
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Monthly Customer Service Data Report 

·~· ONE CONTACT RESOlUTION 

:I !ftl<ir'l"l)d•teornprn5inlconcm10Yerpffldue f ntResponse...., 

-- ----·---.............. - ....... 1-

,,_..,. RemediltionWort;On,e,-ol~~ 81odi (SC&LJJ 
sefVi<er_.i. 

':I CornJlll...,.-llboo.nCurt>llacrcp_.u:~tirnds>e. 
:l ~cETAMIIIU! ..... ~Wl lffsefVi<elumOfl/atf•--U 

1200 

__,.,I.LW>Wm15tlMCI ,_ __ 

_,_,._ 

,IOlll of T0<..,,o W••ora1n-1 aH•ecl """".,_, __ "-,oret 

-·--------- - ... - ,,_ .... ... of --..C.-R-• • •-nicotl'd_to__,_,_,_ 

~ REPEAT SERVICE REQUEST FROM SAME ADDRESS 

· oo · :;;.:::i 
✓////;'/////// 

i _ . ... I 
1"ofT0<""toW.,•--<n••-.l--•"--..,•-•-dinc.,_N..,.S..,. 

Jlllof""'•-•-llioqlH,lt•-•--•---•-ocl.illllof.,..,_., 
_,_.,......,...,......i •• .., •• ..i..,wa, .. -

ll,Monl'l20:H, 160__,UH!-.l•--'--· " • -11>o• ...... ••of-­-~.,.,..,.1o,1y_,..,.....,,.oo_...,,._..,... 

Wate.-main Breaks by Year 
Water Treatment & 
Supply 

Water Treatment & 
Supply 

' f, CUSTOMER SATISFACTION SURVEY RESULTS 

BASEMENT FLOODING PROTECTION SUBSIDY PROGRAM PfllORnY LIADWATER SERV1CE REPLACEMENT PROGRAM 

SURYEY INFORMATlON 

Su,-yP~~~;:>r l0. 202.I 

Re<~lt 
~~tc: 2111 

SUl{Yl!:TINfORM o\TIOt,I 

S..--,,~.:;!;'LZOU 

Rcpondcnu: 11 
Rc,_R,tc·'4'1,1 

ni. Custl>fflff s.tisfaction lndu. {CSI) t< • mHWfl' of nmom.n' rupansu 10 spKific rt'cftlt ....-vict' t'xpt'f"it'nct',. It hu thrH 
components: OVt'r11!1 Sllt imlction, bt,st MO<Via-.ywht'rt', andexct't'di~expect11ions 

Arnone the thrtt ser\'ioe1 reported, the Buement Floodinc Protection Subsidy- Procnm'• CSI score is hi,:hen for OYenl mirlKtion, ;,t 
74 . ni...,0.-. Bh,CW,thantti.2O22 bn•li1M-sc0ra, Cityo! Toroffl0'•CSlscOHard jurudictional av...,,pCSlscor•~ inOtian, 
Fim 2020 repon. 

Thl! Prioritylud Waters...vi<:e R~b c.ment Proen,mscO<edthe IOWti!for poorworbNnship1rd ,omm..,icnionofCity~pointed 
Contnctors. 

ni. W;n.,,- and/ or S.w.r s..vic• lw-quHU scor.d , lict,t ly l<>WH than th. ba..,JN ..,..__Forth. fim t im.- .VH, w. • •• cen inl: fairly rood 
number of fffdbKk sina, 1 wofltlrOWld hH bft!n im pll!ffll!flUd 10 combat th• dn1 qu~ity ; .. ,.,. 

TorontoMtercustomers,,r,r.,ys2022NcselinecustomHSiiltisfacbon..,_5COR is N. 
AeoodCSl,a,r.,typiQllvf;,ls~l'5iilrld~. -dincl04"0."'0Qriwul'iryrlltpo,JtheCM!l;ilCSlscoreb"Ci!yotTorontoisM, ;,ndisthes;,mei,5 
lhe jl.riscktionil_,.. 

Measure --W atermaln Breaks per 100 km of Water 
Distribution Pipe 

Drinking W ater Non-Compliance 

12 ,s.,, 22 22 22 

SURVl:TINfORMATlON 

Su.--,Period:l,\.,1 - JL Zlll4 
C<,,,t.as:U7 

Rc~O<S: 101 
Rc>po,,><h' .. ,~ 

• zozocitizensfirstAepM-Juril.dictionilAeportlorthedtyot 
,_o 

• lntds.erviceAeque.tlO....,_ 

22 

1000 

800 

Water Treatment & 
Supply 

Per cent Time Operating Within 276 kPA 
to 793 kPA Requirements 99.5% 99.S% 99.5% 99.5% 99.S%- 99.S% 

600 

400 

200 

0 
2018 2019 2020 

--Actual 

--- Target 

2021 2022 2023' 

Unplanned Wastewater Main 
Repair 

$45,000,000.00 
$40,000,000.00 
$35,000,000.00 
$30,000,000.00 
$25,000,000.00 
$20,000,000.00 
$1 5,000,000.00 
$1 0,000,000.00 

$5 ,000,000.00 

S-

2017 2018 2019 2020 2021 2022 2023• 

Wastew ater Collection Non-Compliance Events (Wastewater 
& Treatment Treatment) 

Wastewater Collection 
& Treatment 

Stormwater 
Management 

Water Treatment & 
Supply 

W ater Treatment & 
Supply 

W astewater Collect ion 
& Treatment 

Mainline Backups per 1 

ML of Ded;cated (de ... MTORONIOWater 
Storage Capacity 

Water Treatment Non-C 

Target Pressure Limits I 
Maintenance) 

Pumping Station Outag1 

W astew ater Collect ion Wastewater T realment I 
& Treatment Events 

Water Treatment & 
Supply 

Wastewater Collect ion 
& Treatment 

Sto rmwater 
Management 

Electrical kWH per ML c 

Per cent Bk>solids Bene 
(ABTB) 

Water Course lnlel/Outl1 

Toronto Water Weekly Operations Dashboard 
Reported Wffl oi' June 24. 202, 

Sew« s.rvice Line-- Blocked 

l oulCouni.11! 
--LIM -

v-

.. 
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~TORONTO 

Sewer Line Block 

A sewer line blockage occurs due to debris, grease 

deposits, tree roots, or broken/defective pipes. This 

blockage prevents proper drainage of wastewater from the 

property to the City’s sewer system in the street. 

Residents call 311 when they experience symptoms of a 

sewer line block, the most serious of which is wastewater 

backing up through basement drains or other fixtures. 
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~TORONTO 

Sewer Line Block – Service Standard 

311 Service Standard: 
• Toronto Water responds at the property within 4 hours 

2023 Statistics: 
• Most requested TW service received through 311 

• 7,626 requests were received by the City 

• 86% were completed within the service standard 

What impacts our ability to achieve the service standard: 
• Spike in demand (weather event) 

• Workflow gaps 

• Technology gaps 
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~TORONTO 

Case Study – Escalation 

A local restaurant experienced a blocked sewer, which caused drains and 

toilets to back up. The restaurant closed for 12 days while the City resolved 

the issue. 

Site conditions were primarily responsible for the long repair time however, 

through review of work records and discussions with the restaurant, Toronto 

Water identified a gap in its escalation process for the prioritization of 

unresolved requests. 

The Toronto Water Customer Care Centre is currently reviewing procedures 

for escalating open service requests that require extended time or extra visits 

to complete an investigation, particularly those directly affecting businesses – 
similar to what has been successfully implemented for high-rise customers. 
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~TORONTO 

Recent Progress – Customer Centric 
Service 
• Completion of an organizational 

effectiveness review of TW Customer 

Care Centre 

• Creation of a new Technology & 

Customer Experience section to 

promote focus on customer services 

• Ongoing work to refresh and realign 

the Strategic Plan and KPIs 

• Webforms are now available for 

several Toronto Water customer 

programs 

• New mobile tools to enable providing 

customers an ETA of TW staff to their 

home 

• One Contact Resolution initiative 

• Improved caller wait times initiative 
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Toronto Water Strategic KPIs Mapping 

Toronto Water Strategic Plan 
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Plan
(1)

Guiding 
Principles 
(5)

Strategies 
(20) 

3 3 2 1 3 5 6 2 4 1 33 4 Goals 
(64) 

Tier 1 KPIs 
(15) 

3

2

1 1 

6 

1 2 3 

136 14 9 

1 

204 18 2 15 36 

4 

2 2 1 

1 

1 1 

3 4 6 

5 4 7 2 

1 

3

1

2 1 

31 

2 3 7 3 1 5 

2 31 

Tier 2 KPIs 
(21) 

Tier 3 KPIs 
(65) 

Total KPIs 
(101) 

30 KPIs 18 KPIs 32 KPIs 9 KPIs 12 KPIs 
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~TORONTO 

FOCUS A.REA CUSTOMER CARE MANAGEMENT 
Improve our underst anding of cust omer expectations and percept ions. 

Expand access to 
programs and 
services 

eliver p ograms 
and services th ough 
the customers' channel 
of choice. 

Effective 
communication 

elive. p oactive, 
timely and consistent 
communica ion 
to customers. 

• Erihance MW'Jaterloronto to become a 
a!lltrallzoo acooss port;il for customers 
seeking jEf\11ce and lnfoorntlon. 

• oe.•i;jop and execute an Inter-/ 
lntra-dMSloo.l custaimr relaflOnshlp 
marn~ S)'Slem to CBllrallze 
rustomer lnformaltJn to ma.•e towards 
pro lk41rt'ler1 response_ 

• 1 lemBJI. monitor and report on 
the rustomer "OJle-G1i1-ll!SokJUoo • 
framewort that coordinated sen/Ice 
dl!tvE!ry a= Interacting dMsloos 
(central toochpolnt for the Cll>lomers)_ 

• Erihance Bld-to-end self-Sl!f\llee 
off!:ilngs and access to real-Gm!! 
Information. 

• Manage OJSIOITIEf seMCE mpocts 
tllrough proacll'te and targeted 
communlGIUoo_ 

• utilize piredlotri•e analytics to l~ lemBJl dat.­
drt•ten declSIOO makln~ proa!Sses (Customer 
care ow lJty Marnganent systEm}. 

• De.•elop and m plement contlnuoos custane 
feiedback on ~ce dell\'fiY throu~ rooltlple 
channels. 

• U!\'fiage art1r1aa1 lntel llgBlltl! and soe1al 
llstenlng tools/platforms to better undernand 
dlE!nt satlStlotlon and ~.w, re,spond to 
rustomer lnqul IE!S and compla IS_ 

• Continue to ~ lement and report on tlie 
Toronto W.ter [itglt.l Strategy_ 

• Update lie ISlooal CommllllGl!tJn Plan to 
Include risk ml gauoo messaging for rurrent 
and pote1mal energency scenarl!Js, 

• De\'i;jop a sduflOns..arlE!nted fram11work. • Exp lorn oppmtun1t1es to ooordlrnte 
Including salp11ng and messaging, for comm1..11 1□1Jon ~ h all mb!oolder groups. 
typl□I customer toochpcMnlS_ 

FOCUS A.REA CUS O E ENGAGE EN 
Improve t he customer service ex;Per ience. 

Enhance customer 
experience and 
satlsfactJ on 

Enhance cu~omer 
confidence, experience 
and understanding of 
Toronto Wa er program 
and service delivery. 

• Maximize effectr.oe reach. frequenq• and 
efficiency or all avalable comJOOnl□tlon 

channels o ootter Inform custcmers. 

• De\'i;jop and execute a mtJU-dlannel 
strateo;JJ for public oonstJtam:11. 
feedback and on-g~g commun1eananr 
engagemoot 

• Re.-lE!\\I and update too d ISIOllal 

commun l□ltJn Plan lo ensure ls:-;ues and 
opportunme; are □ptured. 

• Eslabllsh sallsfactlon SU 'l?j'S With rustomers 
and ~ oolder, to ron1mu0Ully 1mproVI! 
programs and proCEs.ses. 

Customer Centric 
Service 
The Customer Centric Service 
Principal ensures focus and 
resources are applied to: 

• Expanding access to programs 
and services 

• Effectively communicating with 
customers 

• Enhancing the customer 
experience and customer 
satisfaction 

11 



Thank you 


	Slide 0: Toronto Water
	Slide 1: Toronto Water
	Slide 2: TW Strategic Plan 2020-2030
	Slide 3: Customer Centric Service Performance Measures
	Slide 4
	Slide 5
	Slide 6: Sewer Line Block
	Slide 7: Sewer Line Block – Service Standard
	Slide 8: Case Study – Escalation
	Slide 9: Recent Progress – Customer Centric Service 
	Slide 10
	Slide 11: Customer Centric  Service
	Slide 12: Thank you



