Service Excellence
Committee Overview
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1l ToronTo



» Today’s Presentation

1. Review the mandate of the Service Excellence Committee;

2. Discuss service excellence at the City of Toronto and how this committee
plays an important role; and

3. Describe the 311 Customer Experience approach, system modernization,
and data and how the data supports service excellence
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> Service Excellence Committee

The Service Excellence Committee
is a Special Committee whose
primary focus is better leveraging
311 data to understand how we
can improve City services and be
more responsive to the needs of all

Leverage Data
and Systems

Torontonians. Improve Build Public
Services and .
Confidence
Processes
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» Key work advanced in 2024

: : rvi ndar nd Improvi
Listening to Toronto Survey Service Standards and Improving Responses

Senior Services and Long-Term Care:

Complaints and Compliments Homemakers and Nurses Service Program

Process Enhancement Toronto Water: Sewer Line Block
Urban Forestry: Tree Maintenance and Planting

311 Reporting and Dashboards Solid Waste Management Services: Street Litter
Bins
311 Service Request Expansion

N Municipal Licensing and Standards: Animal-
and Contact Centre Consolidation

Related Service Requests

Transportation Services: Potholes and

City-Wide Service Promise Refresh Boulevard Damage
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> Customer Experience — 311 — Toronto at Your Service

« 311 Toronto provides residents, businesses and visitors with access to
non-emergency City services, programs and information 24 hours a day,
seven days a week.

« Customers can connect using the channel of choice via phone, the portal,
live chat, mobile app, social media (X / twitter), email, fax and mail.

« 311 collects and responds to Service Requests on behalf of its five
Integrated Service Divisions (ISDs): Solid Waste Management Services,
Transportation Services, Toronto Water, Municipal Licensing & Standards
(including Toronto Animal Services) and Urban Forestry within the
Environment, Climate, and Forestry Division.

« Data from 311 is shared with Divisions and Councillors to offer insights
and supports data driven decision making and staff reports.

« 311 continues to make ongoing improvements based on data and
feedback to enhance the customer experience.
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» Modernizing the Public Experience

Customer Experience — 311 — Toronto at Your Service

Initiate a Request
for Service

A
»

311 provides residents, businesses and visitors with easy access to nor gency City services, prog

¢

Search for information or requests by keyword or request number

)

Explore Your
Neighbourhood

Submit a Track a Service

equest Request or
or Feedback Feedback

Service
Information

Track the Status
of a Request

" .'"' pL
TR nﬂmﬂk

Share Your Feedback About City
Services

Connect with 311 on the go

The new 311 Toronto App is now available for
download on the App Store for Apple i0S &
Android operating systems.

Complaints, comments and compliments for
some City of Toronto services can now be
submitted online through 311 Toronto.
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and information 24 hours a day, seven days a week. 311 can offer assistance in more than 180 languages.

[sree <t ][ P |

Find Requests in
Your Neighbourhood

Frequent Requests

Coyote Sighting
To report a sighting of a coyote in the City of Toronto.
Including exploring a home or building far from a 9
large park or open area.

Residential Collectioads

titional City bin. Request an
parts or i

port a wrong dehvery of & bin or return a bin.

Property Standards and Maintenance Violations
Report a property that does not meet the City's
municipal code or rules on property maintenance and
occupancy, such as pest control, retaining walls,
vacant buildings, roofs, stairs, elevator, ventilation,
dust from residential construction, clothing box.

Self-Service anywhere
with the mobile app

Road Pothole / Road Damage
Report pothole on a City of Toronto roadway and
report road damage or uneven pavement.

- e
Browse All Frequent Requests
Trending Information Ve
-
311 Online Service Request - Categories Index Page - -
City policy on coyotes - bites - attacks - risk to public
‘

safety - wildlife sightings
On-street Parking Enforcement

Potholes on City of Toronto roads or ex S

& Chat with an Expert




» 311 Key Metrics: 2024

| CXD-311 Contact Volume - 2024 [ CXD-311 Contact by Channel - 2024 Types of Contacts - 2024 Volume Change by Channel 2023 vs 2024
Service Request _ Year @2023 @2024
329, | Status Inquiry
1% Contact Channel 2520 6% 1046K
L ] 2% _ N\ @ Phone 1.0M 94K
% Wb ’
Contact Volume S @\Web
7% @Email 0 Phone - 5%
SEI'VK'ELEVHZOI4 7% — @ Counter Email - 1%
raet ~ % @ Mobi 0 0.8mM
Target 77% @Mobile Apy @& Web + 2%
T o
e @Live Chat .
: é.: Counter Visits + 64%
82% Tweets Sent \__ General Inquiry o
09 1009 6% @ o6M % Live Chats +10%
70 e ) .
: : 3 & Mobile + 22%
=
[CXD-371 Staff Service Complaints & Compliments 'CXD-311 Contact Volume by Channel 2023-2024
2023- 1.5M i313K Contact Channel 0.4M
Year @2023 @2024 129K @Counter
423 . @Email
400 332 E 10M .I_I'\."E Chat oM
= 251 287 2 @Mobile App .
=
2 5o 93K 95K 93K 92K
= 200 E 0.5M .P'TG”F 44K 73K
0 e 0.0M & |
- We
Staff Service  Staff Service 0.0M o Phone Web Email COI_JI_“DF Mobile Live Chat
Complaint Compliment 2023 2024 Visits
Type Year Channel
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> CXD-311 Service Request Data Types & Reporting

 Volumes e il ]
« Service Request (SR) Types: o alnba '
o By Location e e T
o By Ward i
o By Channel
o By Division
o By Status

« SR Heat Map

« SR Service Standards and Resolution Times
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Top 10 Service Requests (2024)

The information below provides insight into the issues that matter the most to Torontonians contacting the City through
311:
Topic Volume
Residential Bin Lid Damaged 22647
Pick up Dead Wildlife 19791
Injured - Wildlife 19119
Property Standards and Maintenance Violations 16297
General Pruning 13335
Sewer Service Line-Blocked 9290
Residential Bin Body or Handle Damaged 9261

Municipal Licensing & Standards

Residential Oversized/Electronics Item Day... “9091

Solid Waste Management Services

Residential - Garbage Day Collection - Not Picked... *8423

Toronto Water

Amp'IfIGd Sound or Instrument Sound 8349 Urban Forestry (Environment, Climate & Forestry)

0 5000 10000 15000 20000 25000
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» Continuous Improvement

» Digital Channel Improvements

« Encouraging and driving self-service adoption through incremental updates that provide a simple, easy and intuitive
experience for the public to engage with the City, allowing customer service agents to focus on more complex
customer needs.

« Closing the Loop

« Providing transparent, consistent and meaningful updates and notes back to the public when closing Service
Requests (SRs) or when work will take longer than expected

« Parks Operations Integration to 311

« Expanding support and intake services related to the operation and maintenance of Parks through centralized intake
via 311 and offering the same consistent experience to the public as is available with other SRs for other Integrated
Service Divisions.

* Public Dashboards
» Publishing visualized reports of the top 10 SRs and their performance against standards on the City’s public website.
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Thank you
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