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No More Noise

 Federal Not-for-Profit

* 1,000s of supporters
e Strong Board + Leadership Team

* Looking for funding to purchase
technology to demonstrate proofs of

concept.

* | have listened and read 100s of emails

about the city’s processes regarding
noise reporting and enforcement.

* Good relationship with city - EWGNE
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311 Service Standard Dashboard

This service standard dashboard provides data on service request volumes and performance across key services submitted
through 311 Toronto. Topics covered include the most common service requests related to:

e Property standards

* Noise and amplified sound

o Graffiti

¢ Dead wildlife pickup

e Garbage collection and bin overflow
e Potholes

e Trees and pruning

View service standard data for Q1-Q2 2025 ==




Service Level Dashboard

Property Standards & By-law Violations 2025 Q1-Q2 (| Toronto

Enforcement of property standards and municipal by-laws, including general property upkeep and maintenance, waste or illegal dumping on public or private properties.

Top Service Requests to 311 Service Standard Metrics
Property Standards and Maintenance Violations Service Level Property Standards Complaints Investigated Within 24 Hours Priority
Property that do not meet the City's municipal code on prop (e.g., pest control 2025 Q2 2024 2025

5,622 0,
o 5,298 4,747 99.1%

2024 Q2 YoY 97% 99%
v Target: 90% Target: 90%
785% A 206% 83% 81%
Q1 Q2 Q1 Q2
Q1 Q2

2024 2025 Service Level: 5 Days

Waste or Illegal Dumping on Private Property Sarvice Lavel

Accumulation of waste, litter or witnessed illegal dumping on private property 2025 Q2

3,143 (o)
98.5%
— - - - 2024Q2 _ Yo Property Standards Complaints Investigated Within 5 Days Priority
Q1 Q2 Qi Q

Q1 Q2

82.2% A 163% 2024 2025

2024 2025 Service Level: 10 Days

Target: 70%

. . 74% 73% Target: 70% 97% 98%
lllegal Dumping on City Property A
lllegal dumping and littering on City roadways, boulevards, street garbage bins 2025 Q2
164 - 169 o 70.7%
Q1 Q2 Q1 Q2 Q1 Q2 Q1 Q2

-
25.4% A 453%

2024 2025 Service Level: 10 Days

Notes: (YoY) Year over Year difference. Bnn

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



Service Level Agreements - Noise

Noise Complaints 2025 Q1-Q2 (il Toronto

Investigation of noise concerns related to construction, amplified sound and other sources as regulated by the Noise By-law.

Top Service Requests to 311 Service Standard Metrics
Amplified Sound or Instrument Sound . . . s o
P ‘ Seficeave Rate of Noise Complaints Investigated Within 5 Days Priority
Noise from electronic devices, loudspeakers, or musical instruments 2025 Q2

2,517 2,599 100.0% 2024 2025
1,320

1,164 96%
[ T
Q1 Q2 Q1 Q2 Target: 90% Target: 90%
2024 2025 Service Level: 10 Days
Construction Noise g
Q1 Q2 Q1 Q2

Noise from construction activities, equipment, or crane work 2025 Q2
855 622
2024 Q2 YoY . . . dai o s
- _ - e oo Rate of Noise Complaints Investigated Within 10 Days Priority
Qt Q2 Q1 Q2

1,155 1,114

100.0%

2024 2025 Service Level: 10 Days 2024 2025

. . 100% 100%
Unreasonable and Persistent Noise

99% 99%
Service Level
Any unreasonable and persistent noise or sound-induced vibrations 2025 Q2
668 (o) Targe A Target: 809
531 519 605 100.0 /0 arget: 80 arget: 80
Q1 Q2 Q1 Q2 Q1 Q2 Q1 Q2

98.0% A 20%

2024 2025 Service Level: 10 Days

Notes: (YoY) Year over Year difference. Bnn

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



How?

Do you have a lower score for non moving objects than you do for noise
reports?

They are not more complicated.
They are not more complex.




Accountability:
Words are chosen carefully



Service Standards

Removal

* |s an action leading to
resolution

Investigation

* |s a process of inquiry not
necessarily resolution

Service Category | Description Relevant City Division(s)
311 The average time the public must

Responsiveness | wait to speak with a 311 Customer Glistomer Experiarios
(Call Wait Service Representative for non- Division (3 11')‘)
Times) emergency City services and

information.

Dead Animal
Collection

((Removal Df dead wildlife and
#¢ animals on public or

private property.

Municipal Licensing &
Standards

Waste Removal (

Removal Br waste, including the
of illegal dumping on city

road allowance, servicing of
overflowing street litter bins, and
responding to missed residential
waste collection.

Graffiti Flemn:wal(

Solid Waste
Management Services

Transportation Services

Removal )f graffiti vandalism from
rivate property to maintain

a clean & beautiful city and comply
with the Graffiti By-law.

Noise
Complaints

Transportation Services

Municipal Licensing &
Standards

< Investigation Bf noise concerns
nstruction, amplified

sound and other sources as

regulated by the Noise By-law.

Municipal Licensing &
Standards




What is being measured?

Service Standard Metrics

¢ DOes th|S mEEt the Crite ria? Rate of Noise Complaints Investigated Within 5 Days Priority

2024 2025

95% 04%
: I I
al Q2

Case assighed?

T h i S i S n Ot Rate of Noise Complaints Invest'ate::lz'l:: .:hin 10 Days Priority
good enough.

100% 100%

o l I

Past tense?




Noise Service Level Standards

Customer Experience Division

Divisional Service Request and Service Level Dashboard

oo

March 2024 — Q
=l oo | "n

Q: Are there SLS’s for noise?

% Within Service % Within Service
- . . :J?D — g Total SR VoluTgszgglz Standard 2022 Total SR VOIUTT;;)S Standard 2023
. unicipal Licensing andards ¢ v
A: No, it’s too complicated, too many variables el e Y
Solid Waste Management Services 155,435 TBD 132,959 TED
Transportation Services 110,548 106,690
Toronto Water 35,889 31,081

Parameters:

, 2023

Rs created by divisions are not included
lled, Closed, Initiated, In-progress

b, Email, Web and Mobile

Service Standards are not available for:
» Noise complaints - data of resolution are not shared with 311 Salesforce system
. TOr’OﬂtC \l’lc’ater Ser‘-'lce requeStS '-'fith app0|ntfnents The Cu”’ent Sel’VICG Le'-'el |OQIC dO ludes divisional service requests. The 311 Salesforce system records every request initiated by customers, However,
e are multiple requests for the same issue, it sends only a single service request to the relevant division,

Of these SEYVICE reques&s ests reflect the completion of the investigation but not all of the work required
> . ests reflect when the customer request is closed in the system but not when the work was completed
» Service Requests reassigned to a problem code that can only be created in the backend

dards reflect known defects from divisional back end system,

ces changed service standard for missed pick up from two business days to one business day in 2023

of Transportation Services transitioned to Maximo (Transportation Work Management System), where a Service
Request is considered completed only when all linked Work Orders are finished. However, the Service Level measurement continued to
reflect the standard required for the initial investigation work order only. Consequently, there was a noticeable decline in the Service
Level rating in 2023

« The data of Road Operations SRs is exclusively sourced from 311 Salesforce system due to the lack of connectivity between Maximo and
the 317 Businessintelligenge TOOl o o e . o o o o o o . e e e o o o e e o —
« Service requests with a Cancelled or Initiated statuses are included in the volume but not included in the Service Level calculation.
Service Standards are not available for:

« Noise complaints - data of resolution are not shared with 311 Salesforce system

« Toronto Water service requests with appointments. The current Service Level logic does not account for the appointment-based nature
of these service requests.

« Service Requests reassigned to a problem code that can only be created in the backend system...

(] (]
1
['his is not good -
1
1
1
Figure 4: Customer Experience Division — Sample Divisional Service Request and
e n O u g Service Level Dashboard (All Divisions)
(]

Source: page 7 https://www.toronto.ca/legdocs/mmis/2024/se/bgrd/backgroundfile-243696.pdf



Health Impacts of Noise

Anxiety

Physical Manifestations of

NOISE STRESS

Annoyance,
mood shifts

Elevation of

Delayed cognitive cortisol production

development in children

: : Hypertension
Psychological triggers

for individuals with PTSD Myocardial

infarction
Lower threshold for

noise resulting in
sleep disturbance

Vasoconstriction

Elevated blood

Increased heartrate pressure

Changes in
immune system

Elevated
adrenaline levels

Q00000 OO




Conclusion

* Make solving noise issues as important as removing dead animals and
graffiti.

* Work with us to modernize, so that you can complete investigations
and have resolution in 10 days.

* Accountability for RESOLVING noise issue must be improved.
* You need to measure the right thing.
* If you don’t protect residents from noise pollution who does?



Let’s Create Better Cities
by Reducing Noise
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www.nomorenoisetoronto.com



	Slide 1: SE10.1, Enhancing Transparency and Accountability of City Service Data: Update on Performance Reporting, Access, and Implementation.
	Slide 2: No More Noise
	Slide 3: Transparency
	Slide 4: Service Level Dashboard
	Slide 5: Service Level Agreements - Noise
	Slide 6: How?
	Slide 7: Accountability:  Words are chosen carefully
	Slide 8: Service Standards
	Slide 9: What is being measured?
	Slide 10: Noise Service Level Standards
	Slide 11: Health Impacts of Noise 
	Slide 12: Conclusion
	Slide 13: Let’s Create Better Cities  by Reducing Noise

