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City Service Data

* In March 2025, City Council provided direction to the Customer Experience Division (CXD), working with operating divisions, on a number of
performance, service and data metrics, including publishing a new public-facing dashboard to report the City’s performance against key
service standards, as well as extending training and access to the internal 311 Business Intelligence Tool for the offices of elected

officials.

* Implementation of the dashboards will be phased. They will evolve over time, capturing more services and offering greater functionality:

Phase 1: Static Public Phase 2: Interactive Public Phase 3. Automated Public Phase 4. Expanding
Dashboard Dashboard Dashboard Dashboards to include
Completed - October 23 2026 Q1 End-of-Year 2026 Additional City Divisions
2027+
Dashboard published on the City’s CXD is working with the Technology CXD is working with TSD to enhance
website, with an initial priority list of Services Division (TSD) to implement the data access capabilities to include Onboard more divisions to CXD’s
high-volume, high-impact service interactive dashboards that allow more data and fully automate dashboards, beyond CXD’s ISDs,
categories within CXD and the users to filter by ward, date, request dashboards. leveraging TSD’s Toronto Data
Integrated Service Divisions (ISDs). category & division, and include an Platform.

expanded data set from CXD’s ISDs.

Enhancements to Councillor Dashboard
Ongoing

CXD is committed to continue enhancing the internal Councillor dashboards to be more intuitive, user-friendly, ward-specific, and reflective of feedback from Councillors
and their staff. A survey will inform these enhancements.
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Phase 1 — Static Dashboard

Content: the first iteration of the Phase 1 - Static Dashboard Draft:

public dashboard with Q1 and Q2
2025 data was posted onlinel in
October 2025.

Waste Removal 2025 Q1-Q2 (1 ToRonTo

Removal of waste, including the cleanup of illegal dumping on city road allowance, servicing of overflowing street litter bins, and responding to missed residential garbage pickups.

Top Service Requests to 311 Service Standard Metrics
B e e General Collection Reliability Rate for Single-Family Households
. Garbage not picked up during regular callection at a residential property 2025 Q2
° TO 3 Se er Ce R e u eStS S R Collection reliability rate is % of scheduled waste collections completed successfully and on
p q 1,842 2,155 2,391 2,099 96.1 % time (e.g. garbage, recycling, organics, litter bins, etc.)

99.95% 99.95%

o Qz

service categories, including e
VOIumeS and fulflllment SerVICe Clean up lllegal Dumping on City Road Allowance -

Cleanup of items illegally dumped an City road allowances 2025 Q2

created by 311 for the selected . o

d 0,
level. 100.0%
- - _ - 2024Q2 Yo General Collection Reliability Rate for Litter Bins
Q1 Q2 Qi Q2

1000% = 00% Collection reliability rate is % of scheduled waste collections completed successfully and on
- - . time (e.g., garbage, recycling, organics, litter bins, etc.
2024 20 Service Level: 3 Days 9.9 9 yeling, org )

 Additional service standard metrics

Clean up Overflowing Street Litter Bin

from Divisions for the selected
service categories. 95.1% l l

983% W -32%

2024 2025 Service Level: 1 Day

Notes: (YoY) Year over Year difference Bnn

1. https://www.toronto.ca/home/311-toronto-at-your-service/311-frequently-asked-questions/311-service-standard-dashboard/
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https://www.toronto.ca/home/311-toronto-at-your-service/311-frequently-asked-questions/311-service-standard-dashboard/

Phase 2. Example Interactive Public Dashboard

Expected Launch: Q1 2026

- 2 Data as of
biToronto 311 Reporting - Service Requests e
Year, Month Request Category Location, Ward Division Data displayed in the video is for
representation purposes only
Volume Stats New Requests per Year, Month Request Volume by City Area
224,122 0 : E ‘
Total Requests 40 [ ] - ]

224,122

Year to Date 20K

21.10% \ . = ° ‘
i : 2010 2012 2016 2018 2020 2022 2024 2026 - l (—)‘]t"“)

Performance e
Top 10 Request Type by Request Volume Top 10 Section by Request Volume Top 10 Ward by Request Volume

10,825
nitiatea

15,800 ¥
n Progress e by
197,497 @ o I 12
Completed oronto S 0 BH
o -
60.5%

Service Level

ee Emergency Clean-Us 42 ght of Way (ROW E
* Resolution times and Service Level is dummy data use for representation purposes only
‘ Main Page 311 Performance ‘ ‘ Stats by Ward Stats by Section Stats by Request type Bnn‘

(This video uses sample data for demonstration only and does not reflect actual City data)
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Councillor Dashboards

Current Data Access for Elected Officials:

* CXD sends Councillors a monthly email with ward-specific data.

« Councillors can also access CXD'’s Business Intelligence Tool on an ongoing basis to review:
A summary of service levels for all service request categories through 311;
« Service request volumes; and
» Filters by ward, date, and channel.

Further Enhancements Planned:

« CXD will survey elected officials and their offices to gather requirements for tool enhancements.
« Councillors will have ward-specific insights via their dashboards.

« Planned upgrades include downloadable data and customizable dashboards for tailored views.

0l ToRonTO



The Future of CXD Data

} Access to More Comprehensive Data:
Integrate a broader range of operational and performance data like additional Integrated Service
Division service volumes and service levels, and eventually performance data from services across
the City, enabling deeper analysis across divisions and service areas.

} Improved Speed and Performance:
Offer faster data loading, filtering, and drill-down capabilities, significantly reducing wait times and
improving the user experience when navigating complex datasets.

} Smarter, Actionable Insights:
Advanced analytics features like forecasting, trend detection, and hotspot identification, helping users
proactively address emerging issues and make data-driven decisions.

} Enhanced Decision-Making Support:
Empower users at all levels, from front-line staff to SLT, with real-time, role-specific dashboards,
improving visibility and supporting more informed, timely decision-making.
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