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Waste, and a revamped website, residents are better able to access services than before. We continue to
look for ways to increase revenues, become more efficient and provide more support to other business
units.

To prepare for enhanced services, Customer Service Kiosk staff were trained in tax procedures, pet tag
requirements and legislations, as well as parking ticket procedures and processes. The staff also spent
training hours utilizing the new knowledgebase software tool (Knowledge Garden) created for training
purposes. The Customer Service Kiosk associates received training on the use of technology, soft skills
and de-escalation techniques.

With the introduction of our call centre technology at the Customer Service kiosks we are able to route
callers to either facility or to the Customer Service Centre when volumes are high.

In 2015, another Customer Service kiosk will open in the newly renovated Old Town Hall in the downtown
core. This will provide residents with a 4™ location to access services during various hours.

Our focus for 2015 is to continue our efforts in identifying and closing any service delivery gaps, while
promoting ourselves as a strong partner for external and internal customers. The Customer Service
Centre now offers expanded service hours until 8 p.m. during Council meetings as a pilot project. We will
also be exploring customer service and social media as a channel for service delivery.

For further information, please feel free to contact the Supervisor, Customer Service Centre Jamie Boyle,
at ext. 2254.
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Year End Summary Report — Customer Service Centre
For period ending December 31, 2014

Summary 2012

« Total Customer Contacts ’ 125,184
» Total Calls Answered 91,160
¢ Counter Interactions 26,979
» Service Requests * 5,610

» Service Requests Percentage ° 4.5%

* Average cali wait time (seconds) 0:15

» Average Length of Call (minutes) 1:25

¢ Abandonment Rate (Target Rate < 8%)* 5.5%

» Service Levels (Target Rate 80%) ° 83.0%

2013
120,663

90,187
25,696
6,115
5.1%
0:15
1:21
3.9%
83.0%

2014
112,279

79,361
27,945
8,124
7.2%
0:19
1:26
4.9%
82.0%

1 Includes: All Phone, Counter, Mail, E-mail, Access Newmarket Self-Serve, and MY Waste APP, including York Region projects.

2 Service requests where a ticket was assigned to another department for action.

3 Service requests as a percentage of Town of Newmarket customer contacts.

4 Abandonment rate is the % of callers who hang-up before the call is answered.

5 Percentage of calls answered within 20 seconds

Key Drivers for 2014

* 2014 has shown an overall decrease (8,384) in the total contacts made to the Customer Service
Centre compared to 2013. Total volume has been decreasing each year since opening in 2004 and
is similar to the trends experienced in other municipaiities with centralized service centres. Higher
volumes in previous years also include calls taken on behalf of other municipalities as a revenu-
generating opportunity. Volume decrease has been a result of phone service contract with York
Region ending in 2013. The Corporation has also been driving more online services, increased
information online through the website and social media avenues.

e The breakdown of types of service inquiries and requests shows:

e}
o}

e}

Tax payments or inquiries still represent the highest volume of customer contacts at 30.3%.
General inquires (Phone numbers requests, hours, directions, etc.) in 2014 were 13.5% of

all contacts.

Waste management or collection inquiries combined for 8.7% of the total contacts made to
the Customer Service Centre in 2014. A decrease from 11.7% in 2013

Counter interactions increased by 2,249 contacts in 2014.
Snow Removal inquiries and issues increased by 0.6% (373) in 2014, totaling 1.3% (997) of

the total contacts for 2014.

Byiaw & Parking related issues made up 11.3% of all contacts received, an increase from

3.5% from 2013.



2014 Highlights

Kiosk Customer Service - Enhanced Services. With the introduction of Customer Service at the the
Magna Centre and Ray Twinney complex, payments and/or inquiries related to taxes, parking tickets, pet
licensing, and complaint tracking are being provided at Newmarket's two largest Community Centres in
addition to the Townhall.

Waste Collection Issues. Calls related to waste collection peaked in January and have stabilized.
With 1,680 tracked issues in 2014, 1,075 were logged in January 2014,

New Pet Licensing Process. A new 3" party company was introduced to assist in the licensing and
registration of pets. DocuPet offers residents an opportunity to register their pets online, while also
providing incentives to pet owners who use the service.

Election 2014. The Customer Service department supported the election of 2014, by acting as the call
centre for questions regarding the election. Poll locations, voter card registration, and other inquiries
were the main focus of calls.

2015 Priorities

Continue to promote the Town of Newmarket as a potential partner for service partnerships.

To continue to develop Kiosk Customer Service into a valuable service tool for residents and patrons of
the Town of Newmarket.

Utilize the Town of Newmarket's new revamped website to offer more oniine services.
Explore Social Media as a channel for service delivery.
Revised Service Level agreements with other departments.

Promote self-service through pre authorized payments, online pet licensing, program registrations, and
other online services.

Work more closely with staff supporting the Mayor and Councillors offices to better coordinate efforts
and identify emerging issues.



Year End Summary Report — Kiosk Customer Services
For period ending December 31, 2014

Summary 2014
« Total Customer Contacts' 139,753
e Total Calls Answered 16,855
« Counter Interactions? 122,027
e Service Requests® 182
« Service Requests Percentage’ 0.13%
s Average call wait time (seconds) 0:13
s Average Length of Call (minutes) 1:24
» Abandonment Rate (Target Rate <8%)° 5.0%
o Service Levels (Target Rate 80%)° 92%
1. Teotal contacts includes all counter inleractions, calls answered and CLASS accounts manually activated
2. Includes counter questions, transactions and memberships entries at Magna and RJT
3. 3ervice requests where a ticket was assigned to another department for action
4. Service requests as a percentage of total customer contacts
5. Abandonment rate is the % of callers who hung up before the call was answered
6. Percentage of calls answered within 20 seconds

2014 Highlights — Kiosk Customer Services

Customer Service Kiosks begin to offer Enhanced Services: Enhanced services were
launched at the Magna Centre and Ray Twinney Complex Customer Service Kiosks in May
2014. Numbers have been steadily climbing since, with most transactions occurring outside of
business hours.

York Region Transit Partnership: YRT tickets and passes are now available at the Magna
Centre as a pilot project.

CS Kiosk Associates Utilize “Access Newmarket”: Kiosk Associates have been trained on
Access Newmarket (Our Customer Relationship Management Software or “CRM") and are
tracking interactions and issues fo identify patterns and trends.

Staffing at Gorman Pool: Customer Service Kiosk staff working at Gorman Pool during the
summer season.




















