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311 Customer Communications

Date: June 23, 2026

To: City Council

From: Executive Director, Customer Experience Division
Wards: All

SUMMARY

This report responds to a request from the Executive Committee for the Executive
Director, Customer Experience Division (CXD) to share sample standard simple public
messaging for 311 inquiries and detail the approach to service request prioritization.
CXD has been working to enhance public messaging for 311 service requests (SRs) to
clearly show priority and timelines for completion. This report highlights the progress on
these enhancements and outlines future improvements that are underway over the next
18 months.

311 communicates with customers at key points in their service request journey.
Currently, when customers submit an SR they will receive a confirmation email for their
SR submission, and if customers opt-in to updates, they will also receive status updates
and closure updates. Customers may also track their service requests on demand by
using the Track a Service Request page on the 311 website or by calling 311 for
updates. As of May 28th, 8 priority SRs (potholes/road damage, sidewalk damage,
general pruning, tree emergency clean-up, park pathway maintenance, playground
repairs, dead animal pickup, and property bylaw) now also receive milestone updates,
giving customers clearer visibility into progress and how their request will be completed.

311 communications include information on how service requests are prioritized by the
Divisions responsible for addressing their request. CXD works closely with Integrated
Service Divisions (ISDs) including Solid Waste Management Services, Municipal
Licensing and Standards, Toronto Water, Transportation Services, Urban Forestry
(within Environment, Climate and Forestry), and the Parks Branch (within Parks and
Recreation) to provide general descriptions of how priority levels are set for each
service request. Divisions set priority levels and the information collected for each
service request based on their operational needs and work programs.

CXD, in partnership with ISDs and the Communications Division, and informed through

customer feedback and user testing, is strengthening customer communications in three
ways:

311 Customer Communications Page 1 of 15


https://www.toronto.ca/home/311-toronto-at-your-service/track-a-service-request/

e Content Review and Governance: Applying writing guidelines and plain language
standards to ensure information shared with customers is accurate and helpful.
Updated 311 confirmation emails using this language will be implemented across all
service requests by end of 2027, aligned with Closing the Loop release dates.

e Enhanced Digital Communications: Working with the Technology Services
Division to enhance the tools available for CXD to communicate with customers, like
new communication templates and enhancements to the Track a Service Request
page, to enable more visual, dynamic updates. An enabling technical enhancement
is scheduled for Q4 2026, with improvements being implemented across service
requests in a phased approach, aligned with the Closing the Loop program.

e Timely and Meaningful Updates: Through Closing the Loop, CXD is replacing
generic status updates with milestones and notes that provide more tailored,
service-specific details, giving customers clearer insight into how their requests are
progressing and being resolved. Initial improvements have been implemented
across select high-volume, high-impact SRs, with additional improvements being
implemented in a phased approach by end of Q4 2027.

These improvements will build on recent changes to deliver a more modern,
transparent, and intuitive experience, that aligns with customer expectations. This report
provides samples of how these communications have been enhanced for high priority
service requests, using Potholes/Road Damage as an example.

RECOMMENDATIONS

The Executive Director, Customer Experience Division recommends that:

1. City Council receive this report for information.

FINANCIAL IMPACT

There is no additional financial impact resulting from the adoption of the
recommendations in this report beyond what is included in the 2026-2035 Capital
Budget and Plan for the Technology Services Division.

The Chief Financial Officer and Treasurer has reviewed this report and agrees with the
financial impact statement

DECISION HISTORY

Executive Committee, at its May 16, 2026 meeting, requested the Executive Director,
Customer Experience Division, to report directly to the June 24, 25, and 26, 2026
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meeting of City Council with a sample of standard simple public messaging for 311
inquiries for the public to understand that there is a cascading approach to all service
requests based on urgency, size, danger and the effect on timelines.
https://secure.toronto.ca/council/agenda-item.do?item=2026.SE12.1

Executive Committee, at its September 29, 2025 meeting, requested the Executive
Director, Customer Experience (311), the General Manager, Parks and Recreation, the
General Manager, Toronto Water, the General Manager, Transportation Services, the
General Manager, Solid Waste Management Services, the Executive Director,
Municipal Licensing & Standards, and the Executive Director, Environment, Climate and
Forestry to report back to the Service Excellence Committee by the second quarter of
2026 with a proposed plan and phased approach to simplify the 311 service intake
process, starting with Parks Operations, by streamlining public-facing service categories
and consolidating service codes where appropriate.
https://secure.toronto.ca/council/agenda-item.do?item=2025.EX26.7

City Council, at its June 15 and 16, 2022 meeting, adopted item 2022.GL31.11 "311
Toronto Annual Report", requesting the City Manager to work with all City Divisions to
adjust 311 Toronto's response process to ensure that 311 Toronto is made aware of the
conditions under which their service request tickets are closed.
https://secure.toronto.ca/council/agenda-item.do?item=2022.GL31.11

COMMENTS

CXD is enhancing public messaging for 311 service requests to clearly communicate
service request prioritization and timelines for completion. Enhancements are being
developed as part of CXD's broader work to Simplify the 311 Intake Experience.

How Service Requests are Prioritized:

The information a customer provides in their service request is used to determine the
priority of the request for fulfilment. Each ISD defines their own prioritization
frameworks. Frameworks vary by division but are generally determined based on the
type of service, divisional budget and resources, and the impact of the service request
to customers. Most divisions assign a higher priority to requests with risks to safety and
well-being.

The role of 311 in service request prioritization is to clearly and accurately communicate
information about the priority of their service request with the customer in a way that
sets realistic expectations about the timelines and steps to complete their request.

The priority framework and service standard for the service request is currently provided
in the confirmation emails customers receive from 311. ISDs may reassess and
reassign a service request after investigation. Today, customers are often not aware
when their requests are reassigned and timelines are impacted. CXD is introducing an
enhancement by the end of 2026 to notify customers when SRs are reassigned to the
appropriate division. This will improve transparency on timelines and ensure customers
are provided with updates.
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Current Status: How 311 Keeps Customers Informed:

311 provides customers with information at key points in the service request customer
journey:

1. Immediate Confirmation: When customers submit a service request, regardless of
the 311 channel they use, they will receive key information about their request. This
information is provided either verbally or digitally depending on if they call 311 (an agent
will provide the information verbally) or use a self-serve option (the information is
provided on the confirmation page at submission along with a confirmation email and/or
SMS text, if the customer provides contact information). The information provided
includes their service request number, the expected timelines, and details on how the
request will be handled. These details cover prioritization criteria and associated
timelines, as well as the next steps in the process.

2. Proactive and On-demand Tracking: If customers opt-in to receive updates, they
will also receive status updates by email and/or SMS text as their request progresses
and once their request is closed. Customers are also able look up the status of their
request on demand using the Track a Service Request page on the 311 website or by
calling 311.

CXD'’s team of customer experience experts has been working with ISDs and the
Communications Division to improve the clarity of 311 communications. Ongoing testing
with customers is directly shaping communications enhancements, delivering clearer
information, more visual updates, and more accurate estimated completion dates. The
following sections outline the work underway to enhance 311 communications and
provide better service for 311 customers. CXD will continue to gather feedback from
customers and refine as needed.

Improving Customer Communications in 311

CXD, in partnership with ISDs and the Communications Division, and informed through
customer feedback and user testing, is strengthening customer communications in three
ways:

1. Content Review and Governance

Previously, for all SRs, 311 shared division-provided content with customers in their
confirmation email, with little standardization in format or clarity. See Appendix A for an
example.

CXD is now applying plain language and writing standards to customer communications
to ensure they are clear, accurate and helpful. CXD's Service Design Team is
conducting user research to test this new standard with customers and ensure the
content provides the right level of detail, while remaining clear and easy to understand.
CXD is establishing a more robust governance framework that requires divisions to
review and validate content quarterly, ensuring information across the 311 website,
customer communications and the 311 contact centre remains accurate, relevant and
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up to date. ISDs remain accountable for content accuracy, while CXD and
Communications ensure that information is relevant, clear, consistent, and intuitive.

CXD has been working closely with the ISDs to implement the new standard of
communication in 311's confirmation emails. New confirmation emails have been
designed for 74 service requests to date (top service requests by volume, all Parks and
Recreation service requests, and all winter operations service requests), with plans to
implement across all SRs by end of 2027, aligned with Closing the Loop release dates.
See Appendix B for an example of recently updated emails, aligned with the new
standards.

2. Enhanced Digital Communications:

There are certain limitations today that impact the flexibility CXD has in designing clear,
simple communications to our customers. CXD is currently working with the Technology
Services Division, ISDs, and vendors to improve communication templates and the
Track a Service Request page, which will provide greater control over design and
content, and introduce clearer, more visual updates to customers, based on user testing
and feedback.

Some enhancements to the status lookup tool have been enabled, including new visual
features like location maps and visual milestone tracking. Through Closing the Loop,
these features were implemented with 8 high-volume, high-impact service requests
(potholes/road damage, sidewalk damage, general pruning, tree emergency clean-up,
park pathway maintenance, playground repairs, dead animal pickup, and property
bylaw) to test and refine prior to expansion to others. See Appendix C for examples of
the before state and Appendix D for examples of the improvements made to date for the
8 high-priority SRs launched on May 28th.

Upcoming enhancements to the status lookup page will include the ability to add photos
of completed work, and dynamic fields that will allow for updates to expected completion
dates as work progresses. See Appendix E for an example of planned future
enhancements.

New email templates are also being designed to support more customization of content
and layout. New functionality will enable CXD, in partnership with ISDs, to automatically
use customer-provided information to determine an expected completion date based on
priority level, which will be provided to the customer in the confirmation email, making it
more clear to customers how their requests are being prioritized. This technical
enhancement is scheduled for Q4 2026, with improvements being implemented across
service requests in a phased approach, aligned with the Closing the Loop program.

3. Timely and Meaningful Updates:
CXD is replacing generic status updates with more tailored, service-specific

communications, giving customers clearer insight into how their request is progressing
and being resolved. This provides an experience similar to what customers are used to
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with everyday services like tracking food delivery or a package arrival, and ensures
clarity, especially when priorities or timelines change.

These updates are being rolled out as part of the Closing the Loop project and are
being phased with services within ISDs based on volume, complexity and need. Two
releases have occurred to date:

e Parks Notes: As of April 28th, 2026, all 26 Parks service requests include notes
from staff during status updates, providing customers more specific information on
how their request was handled. An example of this enhancement can be found in
Appendix F.

e Milestones: As of May 28th, 2026, 8 high-volume, high-priority service requests
(Potholes/Road Damage, Sidewalk Damage, General Pruning, Tree Emergency
Clean-up, Park Pathway Maintenance, Playground Repairs, Dead Animal Pick-up,
and Property Standards) have unique milestones specific to their request, providing
customers with more details about each step of the process and icons indicating
which milestones have been reached and when. These enhancements can be seen
in the example provided in Appendix D.

Launching these two enhancements with a limited number of service requests allows
CXD to monitor impact and use feedback to continue to refine for future rollouts.

More enhancements planned for these status updates include:

e Accurate timelines (Q4 2026): Expected timelines will be reflective of the
request priority and updated if requests are reassigned, ensuring customers have
relevant and accurate timelines throughout their service journey.

e Visual progress updates (Phased rollout to select service requests, with
initial launch August 2026): Photo updates will be sent to customers, where
appropriate, to show how work was completed.

e Clear outcomes (Phased rollout across all service requests by Q4 2027): All
service requests will receive more information on the outcome of their request.
Some service requests will receive detailed staff written notes, where situations
are more complex, and others will receive outcome reasons that describe how
their request was handled. In April 2026, detailed staff written notes were
implemented for all Parks service requests.

e Continuous visibility (Coming in Q4 2026): Customers will remain in the loop
and receive status updates, even when their request is a duplicate or reassigned
across divisions. Today, these requests are often cancelled and customers
cannot see progress, even when work is still being completed. In the future, if a
customer is in the process of making a duplicate request, it will be flagged for
them that the request has already been made, and they will have the option to
continue tracking the existing request. When a service request is reassigned
across divisions, the transition will be seamless for the customer, where they will
continue to get progress updates until the service request has been fully
addressed.

A visual example of these enhancements is provided in Appendix E.
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Case Study: Potholes and Road Damage

Transportation Services prioritizes requests based on safety level, which is determined
based on the size of the pothole and the type of road. Proactive pothole repair is also
factored into their prioritization framework. This work is done with an equity lens towards
repairs in priority neighbourhoods. Transportation Services proactively repairs more
potholes through proactive work than those based on service requests, which accounts
for only 5% of total pothole repairs.

CXD and Transportation Services have been working closely to ensure that potholes
are one of the first services where enhancements to the customer experience are fully
implemented. Examples of enhancements can be found in Appendices A through E of
this report.

Prior to May 28, 2026, customers who provided an email address when submitting a
Potholes/Road Damage service request received a confirmation email that lacked clear
organization and structure. It included a table with the road type, traffic volumes, and
timelines for all pothole types, leaving it up to the resident to interpret the expected
timeline for their particular service request. Customers could also opt in for email or
SMS updates throughout their service journey.

As of May 28th, 2026, as part of the launch of enhancements to the 8 high priority SRs,
the potholes confirmation email has been updated to follow the new CXD standard, and
a new milestone tracker has been implemented to provide customers more insight into
how pothole requests are being managed. If customers opt-in for email or SMS
updates, they will receive a link to the new milestone tracker on the Track a Service
Request page and can follow their request through the different milestones and notes
as they are completed. If steps are skipped or not required, the tracker will indicate this
as well. An example of these enhancements can be found in Appendix D.

Each pothole request has 4 milestones with accompanying notes:

1. Service Request received: Customer is notified that their service request has been
received and is waiting to be reviewed.

2. Inspected: Transportation Services inspects the pothole to confirm the location and
decide what repair Is needed.

3. Follow up Repair: Repairs are done based on road priority and service needs.

4. Closed: The pothole repair is completed if required.

Further enhancements are coming by the end of the year. In Q3 2026, photo updates
will be provided to customers to show how work has progressed. In Q4 2026, customers
will receive a more accurate expected completion date at submission, based on the
location of the pothole indicated during submission, and updated based on investigation
from Transportation Services. In 2027, if adjustments to timelines are required as work
progresses or investigations indicate a need to reprioritize work, customers will be kept
informed with new expected completion dates. These changes improve expectation
setting to reduce customer confusion and follow up inquiries. An example of these
enhancements can be found in Appendix E.
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CONTACT

Andy Saito, Director, Service Design and Delivery, Customer Experience Division, 416-
397-0276, Andy.Saito@toronto.ca

Joseph Morcinelli, Interim Project Director, Technical Transformation, Customer
Experience Division, 437-830-7829, Joseph.Morcinelli@toronto.ca

SIGNATURE

Danielle Seraphim
Executive Director, Customer Experience Division

ATTACHMENTS

Appendix A: Email Examples - Before

Appendix B: Email Examples - After

Appendix C: Track a Service Request Page - Before
Appendix D: May 28th Enhancements

Appendix E: Future Enhancements

Appendix F: New Status Emails with Staff Notes
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Appendix A: Email Examples - Before

Prior to recent enhancements, customer emails provided only basic information about a
request, such as the service request number, expected delivery date, and general work
status. They offered limited visibility into next steps or how the request would be
reviewed, prioritized, and completed.

« 07976681 - Status: In Progress - Road Pothole / Road Damage . ' T
Sendar Name Tue 12631/ 2024 1:41PM
To: Feceiver Name
c; Copled Rocgivar

Add this email o your address book

View this email in 8 browser =

Hello[" Customer Name” ar ©),

This is a status update on a service request you placed with 311 Toronto.
+ Your Reference Number: 07976681
+ Service Request Type: Road Pothole / Road Damage

+ Status: In Progress - The request is being investigated, assessed and/or
responded to; additional work may be required, if applicable.

+ Service Address: 659 Queens Quay W
You can check the status of your service request by calling 317 or visiting 311 Toronto Website .

Phone within Toronto city limits: 311
Phone outside city limits: 416-392-CITY (2489)
TTY: Use 711

Regards,
311 Toronto

www.toronto.cas3n

AN @reronto.ca

411 Toronto affers email and text
u can opt in or out of
0 311867 (311 TOR) anyt

@ City of Toronto 1998 - 2025 | Privacy | Accessibility at the City of Toronto
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Appendix B: Email Examples - After

CXD has applied a new standard to 311 customer communications, informed through
user testing with customers, to ensure all communications, regardless of service
request or division, are relevant, informative, and structured to support customers in
understanding what's coming next, how long it might take and has a clear, scannable
structure to find information quickly.

Future improvements are also coming at the end of 2026 as CXD migrates to new email
templates. This will give CXD more freedom to improve the messaging and the look and
feel of the information provided in customer emails.

= ..,,‘”109 Ty ’!."

e

Hello @wrgmrs e,

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.

Your Reference Number: 09601082

Service Request Type: Pothole on Expressway

We received your request.

Expected Service Delivery: 2026-06-20

Estimated Resolution The Service Request will be resolved within 24
Timeframe: hours.

Service Address: Don Avon Dr & Eglinton Ave E

What happens next

« We'll review your request and assess the pothole.

« Repairs are prioritized based on road type and safety risk.

« Larger or more complex repairs may receive a temporary fix first. Permanent
repairs will follow.

How long it will take

« Emergency repairs: Within 24 hours
« Expressway repairs: Within 4 days
« If needed, additional repair work may be completed within 90 days

Good to know

« Learn more about road classifications and service standards.

« Learn more about filing_a claim related to road damage.

« Large or more complex repairs may receive a temporary fix first. Permanent
repairs will follow.

* Asphalt repairs are weather-dependent and may be delayed during winter
conditions.
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Appendix C: Track a Service Request Page - Before

Prior to Closing the Loop, CXD's Track a Service Request Page provided general
information about the service request, informing customers if their request was in-
progress, cancelled or completed, without further insight into how the request would be
handled or the outcome of the request.

* City of Toronto / 311 Toronto / Find Service Information

Search Results for "08999095"

Search for information or requests by keyword or request number

(08900005

Road Pothole / Road Damage

Reference Number
08999095

Status

The request has been concluded.

Resolution Date
May 19, 2026 at 1:49 p.m.

Expected Service Dellvery Date/Time
April 7, 2026 at 1235 p.m.

Service Address
166 Plunkett Rd, Toronto MOL 2J6

Submitted
2 months ago
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Appendix D: May 28th Enhancements

Enhancements were made to the Track a Service Request page on May 28th, 2026 for
8 high-volume, high-priority service requests to provide more visual, service-specific
milestones, that give customers more insight into how their request is being handled
and progress made towards completion. The new page also includes a visual location
map.

Track a Service Request or Feedback

Enter the referance numiber that you received from 311 to check the stetue of your service request. You can alao view
cumrently open requests by Exploring Your Melghbourhood.

Enter & request reference number
Regueat #Fe. g TOO01234

09421180 Bl 2 searcn

Road Pothole / Road Damage

Reference Mumber 09421180

Status T

Resolution Dste May 20, 2026 Q -

Laat Updsted May 29, 2026 . ‘

Submitted on May 28, 2026

Location Exbury Rd & Gateagill Cres Lusall | I*cnanmad by Esrt | Esirl, HEME Garmin, INCHEMENT 1% KC.

Status tracking

a Service request recelved May 28, 2006

We received your service request and it's waiting to be reviewed.

o Inspection May 29, 2006
We inzpect the pothole to confirm the location and decide what repair is needed.

Sometimes repaire are done right awey. In other cazes, the area may be marked with paint

and/or a cone to make it eafer.

o Follow-Up Repalr May 29, 2006
We repair potholes bazed on road pricrity and safety needs. Thiz may be 8 temporary
repair, lilke azphalt, until more permanent work can be done.

0 Closed Wz 29, 03

We closed your request. The pothole repair was completed if needed.
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Customer emails were also improved to make updates clearer and more visual, with a
prominent link to the Track a Service Request page and colour-coded progress statuses
that help customers quickly understand where their request stands.

= OTUTEEET - Status: In Progress - Road Pothole f Road Damage
Sierdder Mame
T Regadwer Mame
i Dopied Raceiver

E g
Tum T2 AT 141504

Add 1his email 10 your address beak

Wikrw this email in a browser =

Hello[* Customer Marme® ar ),

This is & status updete on & service request you placed with 311 Toronto.
Your Reference Number: 07976681

Statws: l In Progress

Were rewimwing or working o your request
Service Request Type: Road Pothale £ Read Damage

Expected Service Delivery Date/Time:  2026-01-14, 413 pm.

Estimated Resolution Timelrame: Thee service request will be resolved within 14 days,

Service Address: §59 Queens Quay W

Check the status of your service request:

= Yisit the website to s=e the full history of updates.
= Call 31 to speak with a representative.

Check My Status

Contact Information

Phone within Toronto city limits: an
Phone autzide city lmits: A16-302-2485
TTY: M
URL: www. loronto.cal311
Email: 311 oo, ca
11 Torarma offem email and tect mess e [T | upctade feraiie 100 your regues i) 1o Thes serace, you wil recene ypdales on the slalus of
[ e, Vo O apl s O gul al SElos ol stes b Saling -1-1 00 A6 ¢l I yoap b dr e I Tiel s esige Skt updste
gl “ETOPT 10 3118 (31 TOR) anytinres 10 quimcribe. Mesage and data changee may apph

D ity of Torenta 1998 - 2025 | Privacy | Accegeibility e the City of Torento
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Appendix E: Future Enhancements

Future enhancements through Closing the Loop will make the Track a Service Request
page more visual and informative for customers, including the addition of photo
updates, staff notes, outcome reasons and updated estimated completion dates as work
progresses.

M_ﬂ ToronTO P [

Servicen & Paymmermis Community & Prople Bunirseex & Coonamy

W Cayed Raew ) Pkl ) Scord Levd / Pags Rama

Service Request Status

vt b bnerae mamider |8 seguined in onded o oheok the arstes. make changes o ool e iegEest Contac] informatan
Seasch by itfemos sasibe ——
e poar 144 Prfwuror Mumder Ganaring nrk ) e

e Addeman
DESITIANA x Tosonin, (44 Pori Dade
Haurn o Oeperad inar
Wty b Py 8 M e ln 4% e
T 115 ST EEE
Road Fathole / Road Damage Fn.'-'li:-"*:‘-m
Ermt parmroeons
Eefernsce ragsber (8431764

e | o Belnted information
cami T BI85 P W

m.nn-:“’m At T, bl ’ : A

Lamt apemind Asguai 4, 2028 1:T1PU e

Subavimed an g AE11IPW

Laeabon 5 e Dy W rycd bl

Status Trecking

[P —

ﬂ Harvi sl i eed

W rECHRE Yo BRIECE 1RgERE] § B IR ANTNG T 3 e el

ﬂ Irapacton

Wi inmpact T poihcle o cavken I boalion sed decids whsd repser @ resced. Sorred roes iepsis o
e sight seeary I onher canrs, the anes may’ e markeed i & cone 0 reaks i saler

THy SixH Hoien

S cowes han bewn ks 13 kesg the area el

ﬂ Fupasi

We repoir pothcien towoed o moad pec iy sad eafeiy sesde Thic may & o Semporry maai; Nos 2 spal
R Ve [ATEARER] ek O B D00,

ity SivM Heiss
e peteokt has b ropameend

(L) Clonnd

‘Whn To Expact

Wl Bappata reml

T, W e saquant and samas s pibsin

2. Fuoguies n a0 s £ oo yges 0 salEny sk

1. Hpou mpred ug Tov s, veeH naity you whes s Segin de wask

Haw kg il ol Skar
+ Errasgeacy repmics Wikhin 34 haurs
- Al sk (e i P S W . s
+ Caflecior roesds {auch am Jobe S Within 14 deya
o Looal e miad puiie; ieeeweps Witk 31 dwe

e e
* L TR dabaon it il b el 0 v el REFASE THIvE
+ Lear more shout §ing 8 chin inked bz rosd danegs
+ LEWQEY OF Ira0ne COMpHEX s 18 Iy reee & NToorans T g1 Fermune sy will folios,
+ fophall mgain ey waltten depe et aad map by deinvd duting el coaditiom

Feun gl riney shime g tasiHed, dived o0 tasceled i
+ Win Tasd the pothole with fhe secezory mpain o moke i cals
+ B DDak] BOLad T POt ROk: 59 wATe UnahiE B CONVSCH s [0 0rvem T iostion
+ Wa deiprresd the romd @ sl and o2 repai i resded,

¥ you P cpuiration s o4 woel bl reore bkorrmd in, phaie il 317 ane vl i Bagey ke ek

311 Customer Communications Page 14 of 15


https://www.toronto.ca/home/311-toronto-at-your-service/track-a-service-request/

Appendix F: New Status Update Emails with Staff Notes

On April 28th, 2026, CXD launched notes for Parks service requests, enhancing the
level of information that customers receive during status updates for these requests.
Prior to this launch, customers would have received a generic status update indicating
the request was "in-progress" without further insight into how the request is being
handled.

1] Delete [} Create a Meeting (3 Summarize PFag v [©Chat v [ MarkUnread a T Copilot ~
[ Summary by Copilot

RE: Update on your service request — Park Washroom
Repairs

Hello Water,

There is new information available for your 311 Toronto service request.

Your Reference Number: 07980476

Service Request Type: Park Washroom Repairs

Status: In Progress
The requast is being investigatad, assessed andior
responded 10, additional work may be required,
applicable

Update from City staff:
“Inspection — City staff have assessed your request.
Additional materials / supplies are required. Work should be
completed within 8 weeks.”
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