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Background:

The City of Kawartha Lakes 2016-2019 Strategic Plan identified, as one of the
City’s Top 10 Strategic Priorities, a requirement to “Establish and Execute a
Customer Service Standard”.

At the June 21, 2018 Special Council Meeting, the Customer Services Standards
outline was presented. The presentation addressed the goals to establish a
customer service standard for the City of Kawartha Lakes:

> Provide Exceptional Customer Service — establish and execute a Customer
Service Standard

» Enhance Communications and citizen accessibility to government services

» Service Excelience — review and adopt best municipal practices, and continue
to review operational efficiencies using lean methodology

Council received the presentation with a commitment from staff to present the
Customer Service Standards Strategy to Council by the end of 2016.

Rationale:

The goal of the Standards is to provide exceptional customer service through the
three primary channels of customer interaction — in person, telephone and
weblinternet. This goal is aligned with the drivers of customer satisfaction:

> Timeliness and Acknowledgement — to respond in a reasonable timeframe
» Knowledge — to provide accurate information

» Fairness — to provide fair and consistent treatment

» Courtesy — ensure politeness and respect

> Qutcome — to provide a response for completeness of service

The standards focus on the key enablers of service delivery which include people,
processes, technology and partnerships.

The Strategy outlines future commitments to achieve the end result, a Corporate
Customer Service Standard.

By June 2017, the Customer Services Team will present the Customer Service
Standards to Council for approval.

Other Alternatives Considered;
N/A
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Financial Considerations:

No financial implications have occurred to date. The standards are being created
internally by City staff teams, eliminating any need for consultation funding.
information and consultation with other Municipalities have occurred, and will
continue to occur to adopt best municipal practices. Training will be provided in-
house.

Relationship of Recommendation(s) To Strategic Priorities:
The City of Kawartha Lakes Corporate Strategic Plan Framework identifies the
importance of a customer service standard as one of the City's top 10 priorities.

The Customer Service Standards are aligned with the Corporate Values on the City
of Kawartha Lakes Corporate Strategic Plan Framework.

Collaboration — Continuous Improvement — Excellence — Innovation - Results

Review of Accessibility Implications of Any Development or Policy:
The standards are being created in compliance with the City’s Accessibility Plan and
the Accessibility for Ontarians with Disabilities Act (AODA).

Servicing Comments:
N/A

Consultations:

Senior Management Team
City of Kawartha Lakes Staff
Municipal Colleagues

Attachments:
Core Service Review

- Customer Service S
Customer Service Standards — June 21, 2016

COKL_Customer_Ser
vice_SS, pdf

Customer Service Standards Strategy — January 10, 2017

Phone: 705-324-9411 X 1304
E-Mail: cshanks@city. kawarthalakes.on.ca
Department Head: Craig Shanks, Director of Community Services
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* Timeliness and Acknowledgement — respond within a reascnable timeframe
» Knowledge — accurate information

* Fairness — fair, consistent treatiment

» Courtesy — paoliteness and respect

+ Qutcome — response and completeness of service
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* Response levels for telephone calls

* In person wait times

« Email correspondence

+ Complaint handling procedures and measurement

+» Accountability for standards into continuous improvement measures

* Benchmark service standards with consideration of best practices of
other municipalities

+ Standards that align with AODA

« Maximum use of existing technology









“I've learned that people will forget what you said, people will forget what you did,
but people will never forget how you made them feel.”
Maya Angelou





