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Report Summary

Providing an update on city-wide customer experience (CX) 
optimization and CRM system operationalization

CX Vision, Strategy and Implementation Plan progress

CRM and Digital Transformation

CRM Capital Budget information

Benefits achieved

Challenges and changes

Designing and Evolving Our Organization

Constituent Relations 

Digital CX on burlington.ca and the CRM portal
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Presentation Goals

Demonstrate how CRM has improved the customer 
experience

Show how CRM has enhanced the employee 
experience

Share real world examples of CX optimization

Point to where we are headed in future
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CRM System Evolution and Future 
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What is Customer Experience?What is Customer Experience?
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CX Milestones Since 2019

Established CX Department
Service Burlington as 

Contact CentreImplemented CRM

Including Councillor’s
Assistants in CX Constituent Records System Data Integration with CRM

Customer Service Standards
CX Working Group and 

Executive Advisory
CX Strategy & 

Implementation Plan
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“Services that were identified as strengths of the City 
of Burlington were Service Burlington, [and] the 
City’s customer service system…”
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94% Satisfaction Rate
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What is Customer Experience?What is Customer Experience?

8

Was Anyone Better Off?
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Contacting the City

• 905-335-7777

• city@burlington.ca

• One City, One Customer

• Connect with contact centre

• Request is recorded in CRM

• Get an answer to your enquiry 

• Easy reference for updates from history

• Be recognized and understood

9

What’s Next?
More questions answered at 
first point of contact
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Customer Contact

• Member of true contact centre team

• Access to Knowledge Base (250+ KBAs)

• Access to City applications and web

• CRM Announcements and info share

• Empowered equally for phone, email and in person

• Able to provide more answers and updates

• Working faster, more efficiently

• Working flexibly and remote when needed

• Positive morale and dynamic team

• Professional development opportunities
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What’s Next?
Growing the Knowledge Base 
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Heard by Service Burlington
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“Thanks so much for taking my call”

“I’m so glad I got a live person”

“Thanks for the update”
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Empowering Service Burlington
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Empowering Service Burlington
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Empowering Service Burlington
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Empowering Service Burlington
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Announcements Window
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Info Sharing Examples 
“Announcements” in CRM and Teams 
Group Chat
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Microsoft Teams Chat Group
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Real Time View of Requests

1818



Reporting
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CRM-Enabled Service

• Service Burlington provides first point of contact

• View all new, current and previous requests in CRM

• View dashboard with real time request updates

• Access quick reporting on request types and volume

• View customer contact records

• View all available history 

• Add updates and case notes

• Email customer and staff from within CRM

• Governed by team security model

• Help Desk assistance from CX team
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What’s Next?
Enhancing CRM, refining 
requests and KBAs
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Use of CRM freed up staff resources so Parking Services 
could concentrate on COVID-19 pandemic response and 
rapidly changing regulations. 

After the pandemic, staff resources will be able to work on 
outstanding projects and service innovation.
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What is Customer Experience?What is Customer Experience?
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January 17 Snow Event

First to benefit from CRM and Contact Centre:
613 Customer Enquiries received, 553 Resolved by Service Burlington 

(90.2%)

No Auto Attendant Required during Business Hours; the main City 
phone line never had to use “due to high call volume…”

Daily contact between Service Burlington and RPF Operations Centre 
two ways, sharing positive feedback from customers together with 

technical info.  “GREAT JOB on snow removal!”
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What is Customer Experience?What is Customer Experience?
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Purchasing a Parking Permit

Identify and view history of customer contact, and understand 
immediately progress of request so far

Customer contact information available in CRM for direct follow up 
and telephone conversation, confirming technical difficulty 

receiving email

Educating the customer who was not familiar with downtown 
Burlington on landmarks, assisting with accessibility needs and 

connecting directly with Parking Customer Service through CRM
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What is Customer Experience?What is Customer Experience?
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Upcoming: Election 2022

First election to benefit from CRM and opportunity to use Service 
Burlington for first point of contact

New Knowledge Base Articles will be created, now in development 
with Clerks

New reporting opportunities will be available during and after 
election to understand volume, timing and trends, types of customer 

requests and questions
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How are we advancing on trends?
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Working with HR for CX 
Competencies recognized 

in Job Descriptions and JIQ 
process

Inclusion now part of Customer 
Service Standards; partnered 

with Communications and 
Newcomers Outreach group

Working with IT Services 
and Communications to 

enhance current web 
portal and architecture for 

future ID management

Foundation is being built 
with CRM system data; 
Voice of the Customer 

initiatives will assist

Remote work now part of 
Customer Service Standards
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The future of CRM & CX

• CRM as a City-wide platform and information asset, 
not just for customer service

• Increasing CRM metrics, reporting and analysis 

• CRM will support the end-to-end customer journey –
which spans digital and human-assisted engagement

• Empower users with knowledge and information

• Spark new communications from CRM data trends

• AI and automation
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Source: Forrester Research, Inc.

• Customer-Centric 
Culture

• CX Competencies
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Future of CRM
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CRM Rollouts within 
CX Operations

CRM and Enterprise 
Architecture

Customer Portal, 
Mobile Friendly and 

Live Chat

One Customer, One City

Future of CRM at the City
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Thank you so much to the City Street Maintenance Department for 
replacing the streetlight on Hemmingway Dr. this week.  The job was 
quickly attended to making that section or road safer and friendlier for all 
in the neighborhood. You have given people who arrive home after 5:30 
pm in the dark an opportunity still go for a relaxing walk.

Caller wanted to give shout out "good for you Burlington" for doing a great 
job clearing the roads during the snow storm.

Caller complimenting RPF Winter Maintenance on a job well done on the 
path along the lake, into the forest and the parking lot. Caller was very 
pleased.
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This morning, we had the pleasure of watching City staff collect the leaves from the 
Maplehill Drive/Willow Lane/Oakhurst Road neighborhood. Please pass on our 
Thank You to the entire Team. Their service cleared the streets quickly and 
efficiently. With the drivers of various equipment and those walking with rakes 
working together, it was like watching a well-choreographed synchronized exercise.

Driftwood Park - Caller reporting that the workers working at this park are doing a 
great job. Always hard at work.
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I go to Burlington Beach to swim every single day at 6:30am. My compliment goes 
to all the team who keep the beach impeccable but the one that has my full 
recognition and admiration is the man that cleans and rakes the beach with sand 
cleaner truck. He goes beyond to keep the beach clean. He has always taken care of 
us swimmers by cleaning the “guck” from the beach. We have seen him 
maneuvering the “sand Zamboni” to clean it. It is early and sometimes we are 2 
swimmers. Amazing!!

Implementing the CRM has allowed us to better serve and respond to our 
customers. We have also strengthened our connection to Service Burlington and 
our ability to provide service with a heart. A win all around. (Transit)
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I wanted to reach out and say that I really enjoyed your presentation yesterday. The 
quality and creativity of your slideshow was exceptionally clever and kept me 
engaged. Bravo! (RPF)

Thanks for all of your help with navigating this process. It’s been a real pleasure to 
work with you as CRM has developed. (RPF)

I can’t thank you and your amazing team enough for the great support during 
leaves. Very few things came through to me and the things that did needed to. I 
appreciate this as it allowed me and staff to do our job efficiently. I think the open 
lines of communication really helped and I look forward to working with you all 
through the snow! (RPF)

32



33

“Kudos to all the road crews on their work during last Monday's snow storm. Roads 
were cleared efficiently and well. Our street, Bader Crescent, was plowed several 
times by the end of the day and I can't imagine a better level of service. Keep it up 
guys! You have my deepest appreciation.”
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Questions
Customer Experience Update
February 3, 2022
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