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Service Standard Dashboard Plan

EX21.11 1. City Council direct all City Divisions to provide the Customer Experience Division with the
necessary information to publicly report on their performance against service standards.

COMPLETE

LAUNCHING NOW

Phase 1: Static Public Dashboard
Completed - October 23, 2025

Dashboard published on the City’s
website, with an initial priority list of high-
volume, high-impact service categories
within CXD and the Integrated Service
Divisions (ISDs).

Recently updated with Q3 & Q4 2025
Data on March 6, 2026

Phase 2: Interactive Public
Dashboard
End of March

CXD is working with TSD to implement
interactive dashboards that allow users to
filter by ward, date, request category &
division, and include an expanded data set
from CXD’s ISDs.

UPCOMING

New Councillor Dashboard
End of March

CXD is enhancing the internal Councillor
dashboards to be more intuitive, user-
friendly, ward-specific, and reflective of

feedback from Councillors and their staff.

Phase 3: Automated Public
Dashboard
End-of-Year 2026

CXD is working with TSD and its ISDs to
enhance the data access capabilities and
automate dashboards.

Phase 4: Expanding Dashboards
to include Additional City
Divisions
2027+

Onboard more divisions to CXD’s
dashboards, beyond CXD’s ISDs,
leveraging TSD’s Toronto Data
Platform.
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Response to SE10.1

In response to SE10.1 requesting CXD work with the appropriate divisions to provide greater detail on the
dashboards with an overview of each service and a description of the service levels, CXD has:

1. Included additional information in the recently
released Q3 & Q4 2025 Static Dashboard,

311 Responsiveness

including: o e ———

1. Clarification throughout the dashboard as to what i et " =
the metrics are measuring (responded to, it o e e e
completed within, etc.) Graffiti Removal

2. Aglossary of terms for every service included in St o ot St ot et e i+ Tt e
the dashboard with an overview of the service o e T
and its associated standards. -

-Graffiti  Report This includes traffic signals, wafficsignal  »
Complaint cabinets, located at traffic.controlled Services within the service standard.

2. Included similar language and a glossary of G
terms in the interactive dashboards, as well as |
data callouts to support customer understanding.

800
Image: Part of the Glossary included in Q3/Q4 2025 Static Dashboard
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Interactive Public Dashboards

CXD is launching interactive public dashboards by the end of March 2026, replacing the need for future
iterations of the static dashboard.

What’s New: Why this Matters:

v Includes all 311-related service requests More Comprehensive Data: Integrates
across all Integrated Service Divisions H\ expanded operational and performance data

v' Data is refreshed monthly; 7 years of from Integrated Service Divisions over many
historical data included years.

v' Enables filtering by ward, date, and service

@

Faster, More Intuitive Experience: Quicker
loading, filtering, and drill-down for complex
datasets, enhancing open-data sets from 311.

category
v'  Easier download of data

v Detailed service request index with
plain-language glossary Q Greater Transparency: Enables residents,

v Direct links to 311 portal and Explore Your Councillors, and staff to access and explore 311
Neighbourhood Map data independently.
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Public Engagement & Feedback

In February 2026, CXD conducted public engagements
to gather feedback on the interactive dashboard.
Digital Citizen Advisors

Findings

What Residents Value in Public Dashboards
» Clarity at first glance

» Clear explanations of purpose and use

« Simple, plain language

« Streamlined, well-structured views

» Service categories that reflect how residents
describe issues

* Mapping that shows the full picture across
their area

* Access to information & data

Civic Tech Toronto

Toronto Public Library

Build Canada

No-More Noise Toronto
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Addressing Public Feedback

Examples of Changes Based on User-Feedback:

Adding a "How-To" Guide to support
users in understanding how to effectively
use key features of the dashboard.

Adjusting language based on feedback
to ensure it is simple, plain, and
understandable to the general public.

Updating maps to include clearer
legends, make visuals bigger and
greater colour contrast.

Subrmit a Servics Requsst [l Explore your Neighborhood

This page provides guidance on how to navigate and interact with the report. Throughout the dashboard, you can explore the data by hovering over visuals for additional details,
clicking on elements to filter the information, using visual options to focus on charts or view data in a table, and adjusting axis controls ta zoom into specific ranges

How to use this dashboard?

(lToRoNT0  Service Standard Dashboard

[ Title and navigation panel will give the page
context, general information, and links to some
additional resources from 311 web page.

Select Year and onth Select Service Category Sele City Ward

Select City O

b Filter Panel allows you to filter down the data on
the dashboard depending on your needs.

Servce Reguest Crestect Dote

- il

Humber of Requests Addressed by City Divisions

96,637

Service Requests Created and Service Level by Request Type

Service Requests Across the City Service Requests by City Ward

fm Visualization section will show you the different
charts and metrics that summarize the information.
You can interact with these visual in multiple ways
as described below.

s Cr0ss-filtering: Clicking a visual filters the rest of

the report, 50 you can quickly see how that specific
data point affects everything lse.

e \Visual header options: When you hover over a

visual, it shows extra options that let you zoom in
or focus on the chart and export the underlying
data a5 a table

l "% f§  Service Requests Created 5,05 o
evel 811 &

3 Top pe  Sidewalk Snow Clearing Required o, EG—S 1

. ¢ Amber Morley 1 I

Nurtr of Sence Reaues:

Tooltips: show extra information if available when
you hover over a chart, helping you understand the
data without adding more visuals to the report.

s i controls (the sliders/knobs): They help you

narrow down the view to focus on specific data
points or timeframes.

CXD will continue to adjust the dashboards based on feedback provided on toronto.ca or through 311.
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New Councillor Dashboards

Data as of
biToRoNTo  CXD - Ward Dashboard 16-Mar-2026
Select City Ward Select date Range Select Service Category Select City Division . .
Davenport N last v 1 Years v All “ Al T Why th Is M atte rs .

B3 3/17/2025 - 3/16/2026

Faster, more intuitive

Service Request by Division Service Requests List
Davenport (09) ) ) ) . . ick | di
7 ) Service Request Service Request  Service expe rle n ce - Qu |C er Oa |ng g
Councillor _ 11,021 Solid Waste Management Services Volume Level
Alejandra Bravo I - Transporiation Services Residential Bin Lid Damaged B T03% filteri ng, an d drill-down for
_ 6,242 Municipal Licensing & Standards Property Standards and 1,170 89.0% H
B Maitenance Vilstions complex datasets, supporting
N N Road Plowing Request 1,112 62.3% = 0.2
1,398 Env t, Climate & Forestry
|.159 "’ :onmen m:a R Sidewalk Snow Clearing Required 1,079 56.9% better Informed deCISIOn
Parks and Recreation .
Residential Bin Body or Handle 991 62.0%
Damaged maklng.

Service Request Volume Trend Pick up Dead Wildlife 698 48.2%

‘ II Injured - Wildlife 671 97.8% Personalized Experience:
ally EE onthly Amplified or Musical Instrument 636 99.0% . e
o Nose ‘ Ward & issue-specific pages

General Pruning 593 22.7% . . .
allow elected-officials to easily

Residential: Garbage Bin: Missing 522 86.2%
1K Road Pothole / Road Damage 520 66.6% .
Clean up lilegal Dumping on City 517 100.0% - VleW Wh at matte rs most to
1 3 0 K Road Allowance . .
Residential: Recycle Bin: Missing 513 96.7% th e I r Con Stltu e ntS .

Apr 2025 Jul 2025 Oct 2025 Jan 2026 Waste or lllegal Dumping on 512 85.3%

Ward Rank Service Request Volume oK

Service Request Trend Ward Dashboard Service Request Index For any issues or further data requests, please email: cxdreporting@toronto.ca Bnn‘
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Interactive Dashboard: Video

nToRoNTD Service Standard Dashboard

Expiore your Naighbormood

Select Year and Month Select Service Category Select City Ward Select City Division

; a e
Number of Service Requests Created Number of Requests Addressed by City Divisions

91.149

Service Requests Created and Service Level by Request Type

21

Service Request Createo

[l ToroNTO



