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Who Are We?

Boards and Committees

+ Audit Committee
Burlington Accessibllity Advisory Committee [BAAC)
Burlington Agricultural and Rural Affairs Advisory Committee [BARAAC)

Burlington Integrated Transportation Advisory Committee

Burlington Mundiallzation Committee [Mund)
Burlington Museums Board

Burlington Public Library Board : . ‘
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Who Are We?

Let’s be kind,
Burlington
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Customer Service Week 2022 .




Service Investment

Operating Investment
Including One time COVID Impacts

2022 Approved
: Total Expenses Total Revenues MNet Budget % Of Tax Levy Full Time Part Time Total
Services FTE FTE FTE
Legislative Services 5 2,113 | & (395)| & 1,718 0.91% 12.0 0.3 12.3
Corporate Communications and Engagement 5 2,063 |5 (2)| & 2,061 1.10% 16.0 0.3 16.3
Customer Experience * 5 1,359 | & (352)| S 1,007 0.54% 11.0 1.2 12.2
Total Engaging City $ 5534 [ $ (7a8)] $ 4,786 2.55%| 39.0 1.8 40.8

Mumbers are in $ Thousands and may not add due to rounding

Percentage of 2022 Operating Investment Funded by Property Taxes

Corporate Customer Legislative
Communication Experience Services

and Engagement 51.0 million $1.7 million
52.0 million

I Met Property Tax Supported B Other Revenues and Recoveries
-y
'Ilng6ton

* excludes contract staffing and budget for CRM project



Service Priorities

“Delivering customer-centric services with a focus on efficiency and technology transformation”

Community

») Relations and
Engagement

Public Engagement Good Governance Customer Experience
o Connec'F with diverse pUbllC e Provide leadership on legislative * Resolve customer requests at the first Build trust and
* Modernize web content policies, by-laws, processes and point of contact confidence in the City
*  Provide inclusive design procedures «  Optimize the CRM system as a public organization
* Communicate what people . Implement the Information » Document and manage knowledge
want to know, when and Management policy «  Gather and use customer feedback
how they want to know it  Encourage open government « Educate City staff on how to provide
* Meetpeople wheretheyare . Eqycate City staff on information easy, inclusive, accessible and
* Manage our online presence management, FOI and privacy outstanding customer experiences
* Supportvolunteers * Represent democratic values * Analyze and share data-driven insights
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Recent Continuous Improvements

Service Accomplishment

Corp. Communications & Successful shift to virtual & online engagement ongoing. A vast majority of residents support continuing virtual &
Engagement online engagement. In-person and hybrid options will still be available.

Corp. Communications & July 2022, a redesigned website launch makes it easier for residents and visitors to find information and access
Engagement w/ CX online services.

Corp. Communications & July 2022, a new centralized volunteer program (Better Impact) better serves volunteers. All volunteer
Engagement opportunities with the City can now be found at burlington.ca/volunteer.

Corp. Communications & September 2022, the City’s social media accounts rank #2 behind Toronto in GTA Social Media Profiles.
Engagement

Corp. Communications & Newcomers Outreach and Engagement group continues working closely with the Halton Multicultural Council
Engagement (HMC Connects) to make engagement opportunities and communications more welcoming to newcomers.
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https://www.burlington.ca/en/council-and-city-administration/volunteering-opportunities.aspx

Recent Continuous Improvements

Service

Corp. Communications &
Engagement w/ City Clerk
and Customer Experience

Customer Experience

Customer Experience

Customer Experience

Customer Experience

Accomplishment

Spring 2022, launched a new standalone microsite for 2022 municipal election.
Summer 2022, new CRM configuration and knowledge base articles on election requests.

First full year of CRM and contact centre implementation with Roads, Parks and Forestry; 91% first
point of contact resolution during January 2022 winter storm (630+ requests) with ability to report
and complete performance analysis after event

Customer Experience dashboard for data analysis available to all burlington.ca network accounts,
updated every 24 hours; showing customer request trends, type, timing and location

New Customer Service Standards, Customer Service Support Deck, CX lunch and learns,
workshops, Customer Service Week, Learn at Work Week activities for internal CX education

New Voice of the Customer initiatives: New Coyote Sighting form, new Customer Feedback survey
on Get Involved Burlington
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Recent Continuous Improvements

Service Accomplishment

Legislative Services New Delegated Authority By-Law, reflects current business practices and changes in policy,
legislation, clarifying delegations ensures streamlined and expedited approvals.

Legislative Services Reworked elector support model, use of CX to triage tier one enquires, during Online voting
provided extended hours for technical support until 8pm during the online advance voting period.

Legislative Services Review and amendments made to foundational Election policies and procedures. This helped to
ensure clarity, compliance with legislation, and to reflect best practices.

Legislative Services Expanded Voters' list revision program. Worked in partnership with Burlington Public Library to
deputize library staff to accept forms. 360 revisions completed at the Library.

Legislative Services Privacy Impact Assessment (PIA) standard operating procedure (SOP) for enhanced policy
compliance and simplifying information management practices.

Legislative Services Last phase of the Hybrid Council meeting plan approved in March 2022, included Council and staff
in Chamber (Hybrid), then gradually adding registered delegates and then general spectators.
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Service by the Numbers

40,000 Customer Requests each year

M. 58,000+ Contact Records in CRM 140 2022 Committee and Council Meetings
. M. 99% Requests Resolved - 196 2021 Committee and Council Meetings
MMM 589 Resolved at first point of contact EH 404 2022 Reports on agendas
2.6 minutes Average Call Duration 361 2021 Reports on agendas
52% callers enjoy live answer right away
5 seconds average wait on hold 120 2022 delegates to Standing Committees
10 Customer Experience Representatives 28 2022 delegates to Council
4 customer contact channels 120 2021 delegates to Standing Committees

154 Media releases issued 9 2021 delegates to Council

50 Surveys issued 360 Revision forms at libraries 18% of total

17 Instagram reels created in 2022 j - ision f

509 Volunteers in Better Impact W — Rewilon orms progessed.

8000+ Users in GetinvolvedBurlington v —] 38.1%ofvotersvoting online 2022

28,000+ Subscriptions to all newsfeeds 10.2% of voters voting at advance polls 2022
80,000+ Followers across social media channels é’il“rlingfton =

6M+ web page views on burlington.ca



But was anyone better off?

» Simple, central, easy contact at

m 905-335-7777 | city@burlington.ca 0 « More efficient public meetings
m  More customers are recognized BH  Greaterinformation to Council
sadsdasa ° More data on request history * (Greater sharing of staff expertise

 Getan answer without transfer
« Voter list updates in the community
 Easyaccess to online voting

 Avgresolution in under 3 minutes ,
» More options, places and dates to vote

« Connect easily with a real person
« Don’'t waste time on hold

« More informed and engaged participants
 Seamless volunteer opportunities « Different ways to receive information

« Better volunteer onboarding experience » Customers can choose preferred channel
« Clear and plain language on City website * People come first
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Burlln%ton



Feature
StO ry : 763 Election requests

98% Resolved at first point

E leCti o n 45 Hours staff time
2022
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Recent Asset
Investments

Capital Project
Highlights

CRM System Enhancements

Data Integration & Analysis

Service Burlington Sp:
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current
Service

Delivery
Risks

Stabilizing Operations

Lack of training for City-wide
staff in many areas:

* Customer empathy

Journey mapping design & UX
Diversity, Equity and Inclusion
Accessibility

Access to Information

Privacy Protection

Staff turnover rate that impacts
service delivery

 Manager to City of Toronto
* Analyst headhunted to Mgr role
« Competing for IM expertise

Need investment in the CX team
to normalize multiple contract
positions and provide stability

Staff resources to meet ongoing
and future communications and
engagement needs of residents

Funding Gap

More funding required for
training, education and
development

« Articulate licenses
 QOutside expertise, speakers
» CX&IM certification

* Subscriptions

* Industry leaders i.e. Forrester

Additional funding will be
required beyond 2023 for CRM
Dynamics V9 upgrade and data
integrations

17



Risks to

Achieving
Objectives

Low capacity and feelings of overwhelm across City staff; challenge
for all new initiatives and poor employee experience compromises
organizational performance overall

Customer-centric culture still faces challenges in the organization:
presence of a customer in real time is not consistently viewed as a
priority for work effort

Scope and complexity of data architecture and integration required for
seamless digital service experience and modernized web environment

Lack of training for staff in areas of empathy, inclusivity, diversity and
new technology

Speed of adaptation and adjustment to changing resident demands for
enhanced communication and engagement

Legislative changes in the Province of Ontario

18



Customer Experience Headline Measures

At least 49% of all requests for CRM-
enabled departments are completed at
first point with Service Burlington

Service
3
2.81%_1 ’
- Infarmation
Service
15078 —— 14503 0
50675 4903% ?)5‘%0 /o
'(a(%e '
Information
173
Request Count 97.19%
Request Count

Death Registrations Payment

Commissioning Services Inquiry Private & Public Tree By-law Inquiries & Enforcement
Public Parks and Open Spaces Maintenance Claims against the City of Burlington
Parking Ticket Payments Property Information Requests - Application Information Other pmts/inquiries

Tax Statement of Account Payment Transit Split Pass Payment g, cinces icenses
Public Tree Ownership, Inspections & Maintenance (Includes storm dam...

Barking Dogs Control
Marriage Licence Inquiry Parklﬂg EXEFﬂPtIOHS . .
Zoning Regulation Reglonal Services

Exterior Lot Maintenance Enquiries and Complaints

Course information, how to register POA-Provincial Offences Office Plans Examination Transit Specialized

Parking Permits (City Lots) 1., pap appiication

Parks and Facillies Transit Lost and Found  5..oune Payable K _ y
TranSIt Payment Parklng Enforcement Animal Control (including lost pets)
QR - Parking Ticket Payments  Transit Fares and General Enquiries Property Taxes
Development, Mailing List, Current Planning Reports

P Standards C: lai d Infe 1t
roperty Standards Complaints and Information Pa rkl ng TICket RGSO' utlo n G:::gp:igzﬁz PLTmnzlrtnEmpmyes

Street Lighting Maintenance Private Property Enforcement Applications

wetcem  Transit Schedules and Trip Planning

Service Tree Permit Application Process  city of Burlington employment inquiries Residential Parking Permits (Alton)
Booking Arena Ice/Floor Time Tax Payments Access to Information - Property Surveys, Plans and Drawings
Commissioning Services Oath/Payment

wmen W€ have more data available on what
313 . . .
e services and information customers need,

and when

Request Count

During significant events i.e. January snow event and leaf collection, the
rate of first point contact resolution increases significantly (79% & 97%)

Winter Maintenance |

Winter Maintenance Damage Reporting

Public Tree Ownership, Inspections & Maintena_. |l

Tree Permit Application Process |
Catch Basin and Maintenance Hole repair |
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Service Burlington Completed
3,248 Tax Payments
1,624 RCC Registrations
And is currently managing
. 6(O\N"‘“ 239 Knowledge Base Articles
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More Requests Benefiting from CRM End-to-End Data Capture,
Notes, Search and History
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Other CX Key Performance Measures

% Customer Requests to Service Service Level Compliance: Contact Centre
Burlington Managed End-to-End in and Service SLA 1 & SLA 2 Met on Time
e Ahead of industry averages for time to CRM 90% e 9% 81%
answer and hold times 120% jgj
* Now measuring Net Promoter Score and  *** % 8% 60% 55% 12% 42108
. . . 80% % ° 0
Customer Effort Score, aligning with CX e — o e S
. : R\ % e
industry standards 40% \|‘\s\‘°‘\\ . 30% \Ce -
a\,a 20% 32% .‘SQ(
20% eV ’ \\ee
eas 10%
0% \nCt :
2021 2022 2023 0%
1. How was your most recent experience with the City of Burlington? 2021 2022 2023
== Transportation RPF
. . . . - Customer Contact Record Creation & Growth
70000
Bad Not so great Ok Good Great
60000 xome(s ....58629
N\O"e 50000 (c Cu> 44153
2. What was the best thing about your experi=- \)Se .\_Le N\O
are al d‘o’ac\k 4 ec,Opo“
Please add your comment » S‘(\ ?ee 273 e
net el 3000 2731
Ga‘ ‘0«\ 0/255
QS 50000
11077
3. What w ..urst thing about your experience? 10000 . l I I
0 CI/TY OF - ;-_ ,
Please add your comment here... 5019 5020 2031 2032 BUI'IInthﬂ
0/255 1

 New Total  ceeceeeee Linear (Total)



Corp. Comms & Engagement Measures

More engaged residents = Better feedback

Registered Users on

getinvolvedburlington.ca Get Involved Burlington Site
14000 100
90
12000
80
10000 70
60
8000
50
6000 40
30
4000
20
0 0
Total Visits (thousands) Engaged Visitors (thousands) Informed Visitors (thousands) Aware Visitors (thousands)
Actual Actual Actual Actual Forecast Forecast Forecast Forecast Forecast
2018 2019 2020 2021 2022 2023 2024 2025 2026 M 2019 Actual m2020 Actual m 2021 Actual 2022 Forecast
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Corp. Comms & Engagement Measures
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Social Media Engagement Rate

Overall Twitter Facebook Instagram
Engagement  Engagement Engagement Engagement
Rate-% Rate-% Rate-% Rate-%

2021 m2022 m2023 2024 m2025 m2026

# of Web Pages Viewed (millions)
Burlington.ca

6.36

6.30 -
6.17 -
6.00 -

5'40 -

2019 Actual 2021 Actual 2023 Forecast 2025 Forecast
2018 Actual 2020 Actual 2022 Forecast 2024 Forecast 2026 Forecast
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2023 Budget

Access to Information Headline Measures

2022 YTD FOI Subjects
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m30days m31-60days 61+ Days
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2017

Privacy Breaches 2017 — YTD 2022

2018 2019 2020 2021

2022

2022 YTD FOI Compliance

A

2021 FOI Compliance

m 30 days = Extended = Late 30 days = Extended = Late

FOIls Processed

4

m General Inquiry = Routine Disclosure = Non-City Related

FOI




Future
Service

Goals and
Objectives

Opportunities

* Enhance engagement
activities, stakeholder
mapping and opportunities

» More targeted engagement
with smaller, diverse groups
and short duration

 Further implementation of
CRM and contact centre
partnerships

» New Service Burlington
space at City Hall

* Voice of the Customer

 Data analysis, reporting and
sharing CX insights

Industry Trends

« Digital Citizen: Improving
service delivery with a
unique digital identity for
individual customers

« Digital Customer
Experience in online spaces

* Internal communications
tools/tactics, standards and
people leadership for a
hybrid workforce

* Value of human to human
connections in real time

* Human-Centred Design



Service Information Session

2023-2024 Initiatives

Service Key Initiative Year
Corp. Comms & « Ongoing website and online customer enhancements 2023-2024
Engagement/CX « Recommendations based on KPMG report options
Corp. Communications & < Focused resource(s) on internal communication needs in a hybrid 2023
Engagement environment: develop standalone internal communications plan, update

internal communications tool.
Corp. Communications & <« Use of targeted engagement with smaller groups and short duration 2023
Engagement
All  Collaborate as the new Community Relations and Engagement team 2023

« Combined Stakeholder mapping and customer persona development

P ——
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Service Information Session

2023-2024 Initiatives

Service

Customer Experience

Legislated Services

Key Initiative

Service Burlington for Animal Services and By-law Enforcement 2023-2024
CX education courses for City staff

Privacy Impact Assessment for CRM

Executive level CX dashboards

Further Implementation of Information Management Strategy 2023
Procedure By-law Review

Expansion of Digital Signature Program and Organizational Policy

Electronic Creation and Distribution of Closed Session Agendas

Advisory Committee Review creation of a Common Framework

2022 Election Review and Report to Council

Lobbyist Registry Pilot Project Review and Report

Ward Boundary Review (initial phases) 2023-2024

P ——
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Service Current Service Asset Service Delivery Key Service Goals
Investment Delivery Investment Risks Performance and Objectives
Indicators




Questions and Discussion
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