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Date: June 20, 2011 City of \$&Z

File: 0150-20 K@lowna

To: City Manager

From: Eric Carr, Service Innovation and Performance Manager
Subject: Service Request System - Deployment to Internet
Recommendation:

THAT Council receives for information, the report from the Service Innovation and Performance
Manager dated June 20, 2011, with respect to our Internet Service Request system.

Purpose:

This report is in response to previous direction from Council to advise them regarding our project
to deploy Service Requests to the internet.

Background:

In March 2010 Kelowna deployed an application to its web site kelowna.ca that allows citizens to
submit Service Requests online.

To-date we have received more than 2900 Internet Service Requests (ISR), which represents
about 12% of the Service Requests received from the public since that time.

The overall objective was to provide a convenient, user-friendly, secure way for citizens to
request a service. Other objectives included improving the quality of information we receive
from requestors and ensuring requests are routed to the right department, thereby saving staff
time.

This application has also allowed us to reduce the number of specialized corporate email
addresses that were previously used to report problems such as graffiti@kelowna.ca and
eagleeye@kelowna.ca.

The key design feature of the system is the notion of pre-defined ISR types, with descriptions
that guide the requestor in choosing the correct problem type. Selection of an ISR type leads to a
set of questions that can be customized for that ISR type, and subsequent routing to the
appropriate department. Kelowna currently has more than 160 ISR types defined. Standardized
ISR types help us better understand problem volumes, identify trends, and improve service
delivery.



To quickly meet changing requirements and reduce maintenance costs, the flexibility for non-
technical staff to easily add new ISR types, descriptions, and questions was paramount.

Successful implementation was achieved due to the efforts of a multi-departmental team that
included staff from Strategic Initiatives, Information Services, and Community and Media
Relations. Additional team members from Bylaw Enforcement and Design and Construction
Services played a key role working with departments to define their ISR Types, descriptions, and
questions.

Considerations not applicable to this report:

Internal Circulation:

Legal/Statutory Authority:

Legal/Statutory Procedural Requirements:

Existing Policy:

Financial/Budgetary Considerations:

Personnel Implications:

External Agency/Public Comments:

Community & Media Relations Comments:

Alternate Recommendation:

Submitted by:

E.Carr, Service Innovation and Performance Manager

/

Approved for inclusion:

[

cc: Director of Community and Media Relations
Information Services Manager



SERVICE REQUESTS -
INTERNET DEPLOYMENT

Council Update - June 2011

KEY OBJECTIVES

» Improve Customer Service
» Convenient, user-friendly, secure, available 24x7

» Improve the quality of the info we receive
» Get the request to the right department 1
» Reduce the number of special email addresses

» Save staff time

KEY STANDARDS

» We will assign Service Requests for action
or review within 1 business day.

» If a requestor has asked to be contacted
about their issue we will do that within 2
business days.

» If a Service Request has been misdirected
to our department we will make sure we
transfer it to the right department within
1 business day - and no guessing.
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SERVICE REQUEST SYSTEM

» Deployed to the internet
just over a year ago

» To-date we have received
more than 2900 Internet
Service Requests (ISR’s)

» Represents about 12% of
the Service Requests
received from the public
over that time

KEY DESIGN FEATURES
» Use of ISR Types (160+)

» Choose ISR type from listbox, or do a word search

+ Explanatory note ™ '
+ Describes problem type in common terms oy
+ Clarifies responsibilities and policies of the city
+ Provides hyperlinks to additional information
» The right information in a note might head-off a request

» Customized set of questions

» Associated with a specific city department

» Flexible and configurable
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SUMMARY

We’re making it easier for citizens to contact
us!

+ This is an important service delivery channel to go along
with counter, phone, mail, and email options.

For each request gather the right information
and make sure it goes to the right department!

With better information comes better decision
making around service levels and budget.
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