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Values  
Collaboration – Continuous Improvement – Excellence – Innovation – Results  

Strategic Enablers 

 Responsible Fiscal Resource Management Effective Human Resources 
 Municipal Service Excellence  Efficient Infrastructure & Asset Management  

A Healthy 
Environment 

An Exceptional 
Quality of Life 

A Vibrant & 
Growing Economy 

Strategic Goals 

Mission 

Providing responsible, efficient and effective services 

Vision 

 Naturally beautiful, offering an exceptional lifestyle 
   

City of Kawartha Lakes Corporate Strategic Plan Framework 
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Mission 

Providing responsible, efficient and  

effective services  

 

…through 3 channels of customer service 

In person 

Telephone 

Website / Email 
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Customer Services ~ Service Standards 

Engaged stakeholders 

External customer survey 

Internal staff survey 

Senior Management Team  

Councillor input 

Best practice review of other Municipalities 

AODA consideration 
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Customer Services ~ External Survey 
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Customer Services ~ Internal Survey 
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Our Municipality offers exceptional service to our 
customers  



city.kawarthalakes.on.ca 

Slide 7 

Customer Services ~ Call Centre 

New Phone Directory implemented May 1, 2017 
allowing customers direct access to commonly-
called departments 
 

 May –  36% of total calls went directly to desired 
department 

 June – 39% of total calls went directly to desired 
department  

 

By July 2017 – Lindsay Service Centre staff level 
changes –  customer service positions transferred 
from Call Centre to other positions within the City  
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Customer Services ~ Service Centres 

Oct 2016 - Kirkfield Service Centre closure – 

services transferred to Coboconk 

Customer service walk-ins and calls in Coboconk 

increased by 6.8% from Oct 2016 to May 2017 
 

Oct 2016 - Bethany Service Centre closure – 

services transferred to Omemee 

 Customer service walk-ins and calls in Omemee 

increased by 7.9% from Oct 2016 to May 2017 

 

 



city.kawarthalakes.on.ca 

Slide 9 

Customer Services ~ Development Services 

• Customer Service training for Development Services 

staff completed December 2016 

• Standardized approach to serviceability inquiries 

• Policy on returning emails and phone calls within 48 

hours 

• Building and Zoning Clerk – April 2017 

• Planning Officer Large Developments, June 2017 

• Pre-Consultation Reports modified 

• Application guides being updated 

• Cityworks now live to track applications – full 

implementation 6 months 
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Customer Services ~ Website  

User friendly 

Multiple access points 

Integrated and accountable 
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Future  

• City, Library and Tourism Website 

Implementation – July 2017 

• Employee Website – Fall 2017 

• Customer Services Corporate Standards – 

Fall 2017 
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CUSTOMER SERVICE 

“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 


