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Customer Service Standard

Provide service excellence at all levels within the City and focus 
on the key drivers of customer satisfaction to:

a) Respond and acknowledge receipt of customer contact 
within a reasonable time frame 

b) Provide accurate information and/or the avenue for the 
customer to receive it 

c) Provide fair and consistent treatment 

d) Be polite and respectful 

e) Provide a response and ensure completeness
of service or request 
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Alignment to Strategy - Priorities

Increase efficiency and 
effectiveness of service delivery

• Develop and document current 
levels of service

• Promote continuous improvement 
to Make It Better in all service areas

• Streamline by-laws, policies and 
processes
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Alignment to Strategy – Guiding Principles

Service Excellence

• We serve our community with pride. 

• We seek to understand and meet the needs of those we 
serve within our available resources. 

• We are committed to timely, knowledgeable, courteous 
and fair service. 

• We value feedback and use what we learn to Make It 
Better.
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Update on Case Enhancements

A team was established to review the Case process and possible 
enhancements.

Team Members

• LeAnn Donnelly, Manager of Customer Service (Acting)

• Craig Shanks, Director of Community Services

• Chris Moncrief, Application Supervisor

• Brenda Stonehouse, Strategy and Innovation Specialist
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Using Case at Kawartha Lakes

In 2017 the City of Kawartha Lakes began using the JDE Case 
Management System by the following divisions:

• Utility Billing

• Engineering

• Public Works – Roads, Solid Waste, Water and Wastewater

• Parks, Recreation, and Culture

• Building and Property

• Customer Services

Note: Kawartha Lakes Human Services also uses JDE Case but under a 
separate management cover
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Number of Requests per Year
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Number of Cases by Division
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How we receive Requests

The City receives inquiries, 
concerns, complaints and 
compliments via the following 
portals:

• Phone: Municipal Call Centre

• Walk In: 4 Service Centres

• Report It: Website direct entry 
which is integrated into JDE
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Customer Service Standard and JDE Case

The Case Management System allows us to manage our 
Customer Service Requests in accordance with our Customer 
Service Standards by enabling us to:

• Collaborate with the public and internal staff by assigning, 
communicating, tracking, and responding to Customer Service 
Requests

• Continue to improve our assets and services in response to 
requests

• Find innovative ways to use JDE Case to enhance the 
customer experience.
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JDE Case Process

1. Call is received by staff and a Case is created.
Case is sent to appropriate department.

2. Assigned staff assess what needs to be done with 
issue and reassigns or takes action.

3. Staff update Case status and information as needed 
while resolution is in progress.

4. When a case is completed staff enter information 
into notes and close the Case.

5. Departments review Cases monthly to monitor issues 
and ensure Cases are closed in a timely manner.
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Consultation

• A team was established to look at ways to maximize the JDE 
system and what enhancements could be made to best serve 
our customers

• Met with all departments using Case to understand their 
experiences, concerns and suggestions for improvement

• Explored a number of possible changes to JDE Case

• Worked with Mid-Range to make the changes
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Changes to Case

Through consultation with departments and with feedback 
from City Council the following changes were made to 
enhance how we use Case.

1. Automatic Notifications

2. Case Status

3. Updated Training
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Automatic Notifications – Change 1

Problem

• Residents were given their tracking number over the phone when they 
called in for their issue. They often didn’t write it down so if they called 
back staff would have to search for it. Often there would be a 
duplicate case entered if the original case wasn’t found.

Solution

• Upon completion of the original case entry an automatic email 
notification is now sent to the resident.

Thank you for contacting the City of Kawartha Lakes. Your issue has been 
submitted for review and your case reference number is 123456.
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Automatic Notifications – Change 2

Problem

• Residents were not always informed that their case was closed. Staff 
often filled out the notes and closed the case but the resident wasn’t 
notified.

Solution

• When closing a case JDE automatically defaults to send a closure 
notification by email. This field can be ‘unchecked’ so that a 
notification is not sent for cases that may not warrant it. 

Please be advised that case number 123456 has been resolved. If you require further information 
please contact a Customer Service Representative by calling 705-324-9411 and pressing 0.
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Case Status

Problem

• Cases were often left open for a long period of time. When 
staff would look up the case for a resident there was no 
indication that any action had been taken.

Solution

• The status options were changed to better manage the 
progress and to provide more information to the resident on 
the actual status of their case
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Modified Case Status 

Previous Status Options Modified Status Options

100 - Open 100 - Open

200 – In Progress 200 – In Progress

300 – On Hold 300 – Under Review

400 – Budget Consideration 400 – Budget Consideration

800 – Cancelled 500 – Long Term Project

900 - Closed 800 – Cancelled

900 - Closed
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Updated Training

• New training manual created and staff from 
various divisions tested the document

• A Standard Operating Procedure (SOP) for 
JDE Case Operations was developed to help 
staff know when to create or close a case, 
and a list of resources for further information

• Additional training is also available
as needed
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Reporting

In order to manage cases and ensure timely closures the 
following reporting options are available for staff:

1. Subscribed reporting through Reports Now

2. Search functions through JDE Case

3. JDE E1 pages
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Subscribed Reporting

• Through Reports Now staff can subscribe to receive a report directly in their inbox listing 
the open cases for a specific provider group listed by assignee number.

• This report can be emailed as frequently as required and allows staff to see all the 
information on their open cases.
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Searching Case numbers through JDE

• Through JDE Case staff can use the fields to search cases by 
status, caller contact name, address, city, assignee, date, or 
other available fields. 

• This information can then be exported into excel to view, filter, 
and track as needed.

• This allows reporting on all cases entered to a specific contact 
(for example cases requested by a Councillor), or cases entered 
on a specific street or area.
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JDE E1 Pages

• Our JDE E1 pages shows the 
number of open and in 
progress cases for each area. 
Staff can select the 
appropriate division to be 
redirected to a list of all open 
or in progress cases for that 
area. This information can be 
sorted further and exported 
to excel to allow staff to 
manage their open cases. 
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Visualizing the Data

• Wanted to share the data with staff and the public

• Ensures transparency and accountability

• Needed to be easy to use and understand

• Had to determine what would be most useful and how it was 
best visualized
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Dashboard

• Created in Microsoft 
Power BI using Case 
data

• Can filter by date, 
division, status, type, 
or ward
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Map

• Integration with GIS through ESRI
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Municipal Law Enforcement and Licensing

• Services include public education and compliance based 
enforcement of municipal by-laws and some provincial 
legislations including:

• Covid 19 regulations 

• Parking Enforcement (includes Community Liaison Officer LDBIA) 

• Licensing (application processes and enforcement)

• Animal Control 

• Staff include 1 AA, 1 MLEL, 1 Senior Licensing Officer (SLO 
Clerical) and 8 MLE Officers
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How complaints are received

• MLEL administration receive complaints/queries by telephone, 
email in person and on-line web form. 

• Occurrences are created and assigned to staff. (MLEL office is 
currently closed to public entry)

• In 2020, MLEL received 3783 telephone calls, busiest months 
June - 432 and Aug. – 641 (excludes online and email) 

• In 2021, MLEL received 4346 (extracted October) telephone 
calls, busiest months June - 813 and August – 605 
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MLE Occurrences

• MLEL uses CityWorks to track their cases/occurrences
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Municipal Law Enforcement occurrences
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Next Steps

• Continuous Improvement

• Publish dashboard and map publicly

• Regular audits of process

• Refine process as needed

• Refresh our customer service standard
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