COMMITTEE OF THE WHOLE (WORKING SESSION) MAY 8, 2007

INTEGRATION OF CTS WITH ACCESS VAUGHAN

Recommendation

The Commissioner of Economic/Technology Development and Communications, in consuliation
with the Chief Information Officer and the Coordinator of Access Vaughan recommends:

That Council receive this report for information.

Economic Impact

There is no economic impact.

Communications Plan

N/A
Purpose

The purpose of this report is to provide Council with an update on the process of integrating the
Case Tracking System (CTS) with the Access Vaughan (AV) contact centre.

Background - Analysis and Options

To achieve one of Vaughan Vision’s primary objectives to provide service excellence to its
residents and business community, Council mandated staff to re-think how the City provides
information and services. As its .community becomes more sophisticated and expectations
change, so should the municipal service delivery.

Project — Access Vaughan — Phase |:

On January 30, 2006 the City successfully launched Access Vaughan. Access Vaughan handles
all incoming calls from residents (that have not self-served) as well as service at the information
Desk, and detailed inquiries for the following departments: Financial Services (Tax), Public
Works {Waste), Enforcement Services and Recreation & Culture. In addition, over this past year
Access Vaughan handled peak call periods such as, Interim and Final Tax bill inquiries, Greening
Vaughan inquiries including complaints regarding the distribution of Green bins, and registration
inquiries for Recreational programs. These peak call periods were found to have the greatest
impact to Access Vaughan's call volume, talk time and handle time.

Access Vaughan was able to maintain an average service level of 80% during 2006. (Service
level is defined as: “percent of contacts answered in seconds”, e.g., 90 percent of all calls were
answered within 20 seconds).

As a part of Phase |, Access Vaughan developed Service Level Agreements, (an agreement
between Access Vaughan and each individual department) that defined performance objectives
and expectations with regards fo service level, response fime objectives and escalation
procedures.  In addition, Access Vaughan developed the Knowiedge Tool (KT), a database
housing keywords linked {o services provided by each department. The completion of Phase |
established a foundation for the integration of Access Vaughan within the corporation.



Project — Case Type Tracking (CTS) Phase k:

On October 25, 2005 Commitiee of the Whole (Working Session) received Report No. 60, ltem 5,
titted Integration of Service Delivery Standards {Phase 1) with Access Vaughan. (Attachment 1)

The purpose of this report was to provide Council with an update on the process of integrating the

City of Vaughan Service Delivery Standards (Phase 1) with the Access Vaughan Contact Centre.
. In order to move towards the objectives of the report, the Case Tracking System (CTS) project

was initiated under the governance of the Access Vaughan Steering Committee in April 20086,

Case Tracking System (CTS) is an application which captures, menitors and reports on different
types of cases. A case may be a request for service initiated by a resident or local business, a
complaintfissue, a question or the reporting of an incident. Phase | of the CTS rollout includes
the following departments: Enforcement Services, Public Works (Waste), Building & Facilities,
Recreation & Culture, Parks & Forestry Operations, Parks Development, and Engineering
Services. Each of these departments have documented Service Delivery Standards (SDSs).
Active Cases and Service Delivery Standards/Thresholds are being mapped on the CTS
GeoViewer. Members of Council and Councillor Executive Assistants are being trained on this
application.

The CTS project recognized the need to extend CTS access on functionality across the
organization and capture service delivery standards as a prerequisite for CTS integration with
Access Vaughan. Phase | of the CTS project will be completed in May 2007. (Attachment 2)

Project — Integration of CTS with Access Vaughan — Phase |I:

Upon completion of the CTS Phase | project the integration of CTS with Access Vaughan will
commence. The inftegration of CTS will provide both Access Vaughan and functional
departments with a tool to capture and manage cases. The approach will be to commence with
the departiments not integrated with Access Vaughan in a staggered approach allowing for critical
Business Impact Analysis.

A Business Impact Analysis is required in order to ensure that callers are not negatively impacied
by the integration of CTS. The Business impact Analysis (BIA} will evaluate any necessary
changes to service levels, staffing levels, training, andfor technological enhancements. A
proposed timeline has been created, however requires consultation with partnering departments.
(Attachment 3)

Project — Access Vaughan Phase II:

The benefits, opportunities and steps for Phase |l of Access Vaughan were outlined in Report No.
18, Item 6, submitted to Commiitee of the Whole, April 18, 2007. Access Vaughan Phase Il is
currently pending Capital Budget approval. (Attachment 4)

Relationship to Vaughan Vision 2007

Access Vaughan's services are aligned with Vaughan's Vision 2007 in two primary goals and
objectives:

1.2 Establish and communicate service level standards that are affordable and sustainable.
1.3 Provide effective and efficient delivery of services.

1.4 Develop an effective service measurement system.

6.2 Develop innovative external communications initiatives.

Regional Implications



N/A
Conclusion

The integration of CTS will assist the Corporation in providing a more efficient and consistent
service to the resident as well as provide information to assist in business making decisions. This
carefully phased approach will be sensitive to ensuring that the holistic caller experience is
positive through proper Business Impact Analysis.

Attachments

Attachment 1 — Report No. 60, ltem 5 — Integration of Service Delivery Standards (Phase 1) with
Access Vaughan

Atiachment 2 — Phase | — CTS Project Milestones — Actual vs Projected

Attachment 3 — Access Vaughan Integration with CTS

Attachment 4 — Report No. 18, ltem 6 — Access Yaughan Summary of Year 2006 & Proposed
Phase Il Initiatives

Report prepared by:

Frank Miele, Commissioner of Economic/Technology Development and Communications

Respectiully submitted,

Frank Miele



Arrecdhment _1

CITY OF VAUGHAN

ltem 5, Report Na. 60, of the Committee of the Whole (Working Sesslon), which was adopted without
amendment by the Coundll of the Clty of Vaughan on October 31, 2005, . .

] lNTEG]iATIDN OF SERVICE DELIVERY STANDARDS (PHASE 1) WITH ACCESS VAUGHAN
Thé Committea,f;\f the Whole {Working Session) recommands. approval of the recommendafion
contained In the following report of the Commissioner.of Economic/Technology Development and
Communications, dated October 25, 2005:

Recommendation

The Commissioner of EconomicfTechnology Development and Communications, in consukiation
with the Chief Information Officer and the Manager of Access Vaughan recommends:

1. That Council receive this report for Information.

Economic impagt

‘There is no economic impact.

Purpose

The purpose of this report Is to provide Councll with an update on the process of integrating the
City of Vaughan Service Delivery Standards (Phase 1) with the Access Yaughan Contact Gentre,

Background - Analysis and Options

To achieve one of Vaughan Vision's primary objectives to provide service excellence to its
residents and business community, Council had mandated staff to re-think how The City provides
informaiion and services. As lts community becomes more sophisticated and expectaiions
change, so should the municipal service delivery. The City of Vaughan is committed to launching’
Access Vaughan, a single point of contact for its residents, businesses and visitors. o

On June 20, 2005 Council recelved an information package conslsting of Phase 1 Service
Delivery Standards (SDS) for the following functichal areas for Access Vaughan integration:
e Economic/ Technology Development and Communications
c Switchboard
o Information Desk
= Communily Services:
o Recreafion and Culture Civie Cenire general Inguiry
« Engineering and Public Works:
: o ‘Public Works Solld Waste general inquiry
» Finance and Corgorate Services:
o Residential General Tax inquiry and billing Information
» Legal and Administrative Services
o By-Law Enforcement general inquiry
o Maeting Hot Line .

SMT is currently defermining the process and stafiing requirements fo complete Phase 2 of SDS
in terms of eo-coordinating, collecting and centralizing a corporate-wide SDS.

wnf2
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CITY OF VAUGHAN
ltem 5. CW(WS) Report No. 80— Page 2 '
Integration of SDS with Access Vaughan

A key deliverable of the Access Vaughan contact centre project is the centralization of ‘husiness
knowledge" in an elecironic format. All information acquired in the creatlon of the contact centre
will be managed in a centralized search-able repository. This Knowledge Management tool can
he made avaitable to the entire corporation, The basis of this knowledge will come from the SDS
and will empower Access Vaughan, the ona point of contact for the City, with the capabilities of
providing accurate real fime Information to the constituents on how services are delivered o

residents.

The SDS represents the current processes ih which the Cify conducts their activities and
business. The Ciy processes wil) be broken down by the Access Vaughan team info call types
and further defined Into call flows, telephony and desktop solutions, CSR scripts and a centralized
knowledge management repository. This information will be the basis for how Access VYaughan
will answer cifizen inguiries and manage residents’ expectations for delivery of City Services.

As part of Phase 1, enquiries directed to Access Vaughan will be handled through two resolution
processes as defined through Service Level Agreements with the integrating functional areas:

1. Access Vaughan addresses citizen concern/enguiry.

fiEhas
I.i i
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CITY OF VAUGHAN
liem 5, CW(WS) Report No. 80— Page 3

2. Access Vaughan will warm fransfer to appropriate department based on predetermined
Service Level Agreements.

s "'é;[u@guu',g:|uy$rsn Al D
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Once Access Vaughan is live it is imperative that the contact centre seftle as a business unit
to allow for post implementation reviews and analysis. ’

As part of Phase 2 roll out to commence in May, 2008, Access Vaughan will utiize CSMS to
create an issue jog and escalate it to the appropriate depariment for a required action and
follow-up based on predeterminad Service Level Agresments.

-
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CITY OF VAUGHAN
ltem 5, CWIWS) Report No. 60~ Page 4

As llustrated in the disgrams, the red boxes exemplifying the SDS as a body of knowledge will be
one of the key tools utilized towards proper and sfficlent call resolution.

Access Vaughan tipdate

Access Vaughan |s currently on frack to open as the key centralized point of communication for
all City of Vaughan residents on January 26, 2006. The Iniernal staff has been selected and Job

- offers have been made. Part-Tima External Hiring has commenced. The Business Requirements
gathering and documentation is currently underway as well as the Communlcation and Marketing
Sfrategies. The Access Vaughan team is also currently working towards securing Service Level
Agreements with the six functional groups they are integrating with.

Relationship to Vaughan Vision 2007

Service Delivery Standards support several key Vaughan Vision 2007 goal staiements. They are
as follows; :

1.2 Establish and communicate service level standards that are affordable and
sustainable. ’ :

1.2.1 Develop service levels that are attainable and measurable.

1.2 2 Review current customer service practices and implement enhancad and consistent
customer service standards. (Representative feam from across the orgahization}

1.2.3 Communicate established service levels to the community.

1.3 Provide effective and efficient delivery of services,

1.3.1 Develop and implement nnovative alteratives for service delivery.
14 Dev-elop an cffactive service measurement system.

1.4.1 Review and implément benchmarks and standards to manage and measure service
delivery.

1.4.2 Communicate service measurement results to the community. -
6.2.1 Communicate astablished service levels and results fo the community.
Conclusion

The integration of the SDS callected from the six functional areas that Access Vaughan will wark
with in Phase 1 Is ene of many “business knowledge" resources that will be used by Access
Vaughan to provide accurate and real fime information to the Cliy of Vaughan public. The
citizens of Vaughan will be able to reach all the information and direction required through a
single source thereby eliminafing multiple calls to the Ciiy. Moreover, for the departments that
are integrating with Access Vaughan there is the Tue potential for a “one-stop” customer service '
experience.

Attachmenis

None.
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ltem 5, CW(WS) Report No. 60— Page 5
Report prepared by:

Frank Miele, Commissioner of Ecanomic/Technology Development and Communications
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PrTACHIIENY 4

GITY OF VAUGHAN

. e 6, Report Ne. 18, of the Comemittee of e Whola, which was adoptad, as armented, by the Councl of
the CHy of Vaughan on April 23, 2007, a5 follows: -

By recelving the memorandum from the Commissioner.of EcoranisTechhology Developmont
and Commanications, dated April 20, 2007, advising that 8 reperf vuifining &n update and phasing
. of implementing Acvess Vaughen's Inplementation Plan will be provided to the Committes of the
Whole (Warking Sesslon) meeting of May §, 2007,

“Ihe Commitiss of the Whols reommentis -
1} That the recommendation contalned In the following Teport of the Commissioner of

EconomicTechnology Devslopment and Communicaiions, dated April 15, 2007, Be
spproved; and ’ ) :

2] Thetstaff provide an update, comparing the proposed inftistives with the original Access
“Vaughan implementstion Plsn, to the Councll masting of Aprl 22, 2007,

Regomunendation

The Commisstaner of Econoric/Taghology Development and Gotmmunications in constultation
with the Ageese Varohan Steering Sommittee and the Azcees Veughan Coordirabor
recommsnds : :

That this repott be recelved for information,
i grz. e BC‘-"Z

“The sconomic [mpagt for Phass 1l ~ Infegestion and Expanzion was detslled In the June 26, 2008
. report number 31; lism numbey 14 for Committes of the Whole, and the propased budgat Tor
Phiasa |} is part of tha 2007 E‘:apliaE‘Eadges;, .

Communisyitons Plan

Aoracs Vaughan will confinge t odveriise its services through the Gy pags, uther Cily of
‘aughan publicafions and banner ads. - At the official opening, fcoess Veughan racelved
axcellent coverage by & variety of medla. Mow that Access Vaughan has been in operation fora
full year, with grest success, & delalled work plan 16 promiole Access Vaughan fs being
implememied. {&ppendix 7} ’ ; ) -

The puspose of this report |5 in provide & summary of Acsess Vaughan's oparalional results for

Year 2006 arel Hentify hulure projects and hifistives s part of 2 detalbed work plan eonsidered as
Phesell. ‘ . -

Ezckgroun - Anzlysiz and Option

To fulfill Vaughan's Mission Statement “Clizens Flrst Through Service Exosliznce”, s detailed
comiact centna strntagy was commiesionad to help the Corpanation of the Clty of Vaughsn beler
fobet the needs of iz dilzens, The strafegy Identified several key drivars of ciizen {customer)
safisfaction a8 '

%tdE
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CITY OF VAUGHAN -
ltem 6, CW Report No. 18 — Paga 2 -
1, Acgess to accurate and imely information;

2, Access to the right person with the right Information; and,
3. Effeciive communlcation with infeme! and external clisnts.

Oberational Resulis for Year 2006

Access Vaughan became operational on January 30", 2006. "Senvice Level Agreements, (an
agfeemnent between Access Vaughan and each indlvidual deparimant within the corporation)
were develapad to define performance objectives and expectations with regards to service level,
response fime objectives and escalation procedures.

Training strategy — Cross Training for Access Vaughan staff and the 4 functional areas (Tax,
Waste, Enforcement, and Recreation & Culture staff), Primary drivers of call centre fralning:
business opportuniiies, changes in technology, changing customer requirements/service, and
managsment planning.  Access Yaughan staff recelved monthly performance appraisals outlining
statistical data as well as call quality feedback, ) o
Technology —Access Vaughan Knowledge Teol (KT) was devaloped and introduced to Access
Vaughan Cliizen Semvice Representatives. KT Is & database’housing keywords finked to key
_ senvices provided by aach department. The database also provides primary contact, segondary
contact and an escalation person for each depariment. New kaywords/services are added

monthly and information Is updated accordingly, The KT has impraved Access Vaughan's ablliy
1o provide acaurate and imely information fo residents and colleagues. . :

Accass Vaughan handles all incoming calls froﬁ resldents thaf have not self-served, service at
the Information Desk, and detalled Inguiries for the following departments: Tax, Wasfe,
Enforcement and Recreation & Culture.
- The foliowing Is 8 summary .of the stalistical data for Access Vaughan for year 2008:
174,682 — Number of calis received In Access Vaughan. (Append]x 1)
15,770 — Average number of calls received per month. (Appendix 1)
3,943 - Average number of calls received per week. {Appendix 1) ‘
2,416 — Average number of calls taken by each GSR per month. (Appendix 2)
804 — Average number of calls taken by each CSR per wesk. (Apperidix 2)
.420'— Average number of calls taken by each CSR per day. (Appendix 3)

Service Level (Service leve! is defined spécifically as: "X percent of confacts answered.in Y
seconds”, e.g., 80 percent of all calls ware answerad within 20 seconds).

B0% - Access Vaughan maintalned an average sewlée level of 80% for the entire year
{Appendix 3) - ’ ’

Call velumes Increased during peak times such as: fnterim Tax bill, Final Tax bill, Recreation &
Culture raglstration dates, Municipal Elezflons, Waste schedule changes and Greening Vaughan.

Peak paﬁuds during the day are between 8:30 am to 11:00 am and betwesn 1:(50 pm and 3:00
pm. {Appendix 4) . .
W43
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GITY OF VAUGHAN

.

itern 6, CW Report No. 18 — Page 3

Peak day of the week (higher number of calls} an averags ls Monday. {(Appendix 5)

An example of where Access Vaughan has helpad communicats a specific project to the public s
Greening Vaughan Phass 2 during pre-distribution of Green Bins and reduction to garhage bag
allowance. Access Yaughan was an Integral part of the project and assisted in dellvering the
message o residents prior to the launch dale. The proaciive approach developed by Access’

- *Vaughan was to have Citizan Service Representatives {CSRs) provide residents- that called the
"Gty for an Inquiry ware also advised of the Green Bin Program commencing fall of 2008. This

level of communication started In the spring of 2006. The rasults Indicate that very few calls were

- received by residents requesting Information on the program. Access Vaughan staff was pariofa .

larger team of dedicated and service-oriented Public Works staff In developing and delivering
training regarding the Graen Bin Program, including escalations/complaints, and a new tracking
sysiem._ The strong collaboration betwaen the fwo departmenis proved to be very successful and
the program was wall delivered while Access-Vaughan was able to maintain Its high service
levels, - :

Ovér the last year Access Vaughan hes worked with Tax, Waste, Recreation & Culture and
Enforcement Services departments. Customer Service fraining was provided fo employses in
Access Vaughan as well as these functional departments ansuring quality and continufty in how
we deal with callers. Communication betwsen Access Vaughan and the functional deparimenis
is bn-going and any issues are dealt with in a collaborative manner. o

Benefits & Opportunities for Phase II

The expansion and integration of Phase || will allow the integrated departments fo focus on more
complex inquiries/lssues and better manage thelr “overthe-counter® service, while Access
Vaughan will focus on answering more general inquiries. ’

" Access Vaughan will focus onh resolving: problems more gulckly and will be better able fo provide

first call resolution. The productivity and quality of service that is provided fo catiers will improve.
Callor satisfaction should increase based on the fact that callers will receive first call resolution for
an increased number of call types. There will be a decrease in the necessity to fransfer callers to -

other dapariments for general intjulrles.

By integrafing and expanding depariments with Accass Vaughan the cammunicallon between
departments will be enhanced, hence providing callers with access to efficientand.
knowledgeable Ciizen Service Representatives (CSRs) and improving the overal! image of the
City of Vaughan. . :

" An opporiunify to determine where the City can enhance its service curpcfate wide [s.to review

the service Isvels through Symposium (a telephone sofiware) reporis. By including this action
into @ Service Level Agreament befween the Infegrated depariments and Access Vaughan, it
woulld [dentify response time across the departments, pinpolnt any prozess betienacks and betier
understand the staffing (counter staff) requirements far aach department.

To ensure a succassful implementation of Phase I, diligent planhing must take place befors
determining how best to expand the funcilonal areas (Tax, Waste, Enforcement and Recreation &
Culiurs) and how best to Integrate other departments. (Appendix 6) .

Phase Il - Step 1 would requlre an Integration Feasibility Assessment. This step will include the
process of idenfifying general inquiry call fypes for all functiona! groups. Rescurces from each
functional group will participate in information gathering sesslens, These sessions will identify
general inquiry call types which can be handled by Access Vaughen, and discuss opportunities
for Access Vauphan to assist the department in servicing callers. The deliverable from this step

.4
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CITY OF VAUGHAN

ltem &, CW Report MNo. ]‘ 8—Paged

will be a feaslbliity assessment. This assessment will detall a list of funclional groups which can
tie Integrated and their assosiated call types. This step will take approximately 2 months, cosiing
$2,000 per functional area.

Phase |l — Step 2 is the selection of funclional groups in $cope, “In this step ths feaskllity
“assessment will be reviewed and functional groups will be prioritized and scoped based on the
following criteria: . .

1. Level of readiness of the impacted depariment .

2. Call types which have the greatest impact on caller safisfaction

3. Departmental need for Access Vaughan to handle thsir general inguiries

4. Level of effort o implement. . .

. Tnha dellverable from this step will ba a list of functional groups and call types In scope for the next
phase. As well, the results of this step will allow for an Impact assessment on Access Vaughan's
staffing reguirements in order o support the Increased call velume from the Identified areas.
After complefion of Step 2 Access Vaughan will have a more conclusive picture of the staffing
requirements. Assessment of staffing requiremenis will nead to.take place afier addifional call -
iypss are added to Access Vaughan's respansihilides. Review of statistical data such as call
volumes and service level will heln identify any possible needs for additional staffing. This step
will take approximately 4 month, costing $56,000. - . oo . -

Phase [ — Step 3 is the Planning and Rollout. Once functional areas are identified as in scope, a
project plan will be devsloped. The projest plan will outline ail activifles and resource
requirements fo integrate the ideniified areas inlo Access Vaughan. This plan will include
achivities such as: process mapping; analysfs of functional requiremsnts; medifications o exlsting
teizphony and knowledge management systems; and CSR Falning. Estimated ime frame for
completion of this slep is approximately 4 months for each newly Integrated depariment, This
time would allow fof process mapping and business requirements gathering as well as technology
building, creation of fralning material, training rofiout and SLA (Service Levsl Agreament)
negotiation. For alteady integrated departments the estimated time frame for completion would
be 2 montis for each department. The esfimated cost per functional area is $28,500.

If &l resources are avallable, once reviewing the scope of the project plan we may be able to use
economias of scale, whereby If the fechnology bullding is stmilar for depariments and the
depariments are grouped accordingly thers may be a saving in implementation time.

Appendix 6 summarizes the three steps in Phasa Il In terms of actions, responsibilliies, resources
and timing. . .

Some sstimated cost assumptions are: ) A

» External resources wil be used, namely Contact Cenire Sublect Maiter Exparl and
technology developers, In order fo preserve confinully, and meet imelines as efficlently as
possible. - : :

= General Customer Service Tralning will be providad fo all front-line staff.

« 5 Sympaslum licenses will be allecated to each functionsl group.

Access Vaughan has proven to date that the department Is an integral service required not only
by external callers but 2150 intemal depariments. In depth analysis of call statistics and readiness
of departments must be assessad. Some considerations that need io be evaluated are:

Greatest Impact on cuistomer safisfaction.

Level of effort to implement,

Depattmental need to assist with workioad.

Puolitical sensifivity. :

Level of readiness of the impacted department.

Capacity restriciions.

A5
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jtem 6, CW Report Mo, 18 —Page & -
Allowlng for proper planning and analysis will help ensure greater success and that "Citizens first

through Service Excellancs” continuss fo be the Clty of Vaughan's vision, as we enhance the
services Accsss Vaughan will provide, in parinership with ak other arganizational depariments.

Relationship fo Vaurian Vision 2007

Access Vaughar's services are aligned with Vaughan's Vislon 2007 In two primary goals and
objectives: . : ’

1.3 Provide effective and sfficlent delivery of services.
6.2 Davelop Inhovative external communicaiions inltiatives,

Regional Implications .
N/A o
Conclusion
Access Yaughan hes had a very succassful year, proving to be an integral service required not
only by external callers hut also -intemnal departmenis. Access Vaughan has been able to -
maintaln an average service Ievel of 30%, hence providing callers accurate informaitlon in a.8mely
fashion and improving the callars experisnce. .
The projects & inftlatives far 2007 are:
'j;eiephuny Integrafion Reporiing
PBX, Call Pilot 8 Symposium Upgrade
Voige Recorder — Quallty Monitoring
Greening Vaughan — Phase 3
Phase |l - Expanston and Integration — expand ‘the general inquiry call types for Phase |
functicnal areas, including the Plannlng Commisston and to Integrate new call types from
other functional groups within the organization. (Pending budget approval) {Appzndix B)

Atiachments

Appéndices 1 through 5 — Sympasium Statistics
Appendlx 6 — Work Plan fo;'Phase [l
Appendix 7 — Communications Strategy Intatnal/Exiernal

Report prepared by:

* Frank Miele — Commissionsr of Fcanomic/Technology Deﬁehpment d@nd Communlcations
Brigid LaManna — Coordinator — Access Vaughan . :

(A copy of the attachments referred fo in the foregoing have been forwarded to each Member of Councll
and a copy thereof is also on file in the office of the Ciiy Clerk.) )
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ATTACEIIENT 4

W@'@mﬂ COMMUNICATIONS STRATEGY
e City A Toronis Work Sheet — Appendix 7

TITLE: = ACCESS VAUGHAN: INTERNAL COMMUNICATIONS STRATEGY

DATE: UPDATED MARCH 16, 2007 _
Internal Launch: Monday, January 30, 2006

PROJECT OVERVIEW

Access Vaughan is a mullimedia contact centre offaring Gity of iaughan citizens accessio
information and referral through the tslephone, email, fax, postal mall and an information desk Jocated”

in the Civic Centre.

The Internal Communicatians straisgy will: -
" 1. Promote Access Vaughan's sarvices fo the inteml s_iakehbiders.
5 Communicate the status of Accass Vaughan and the go-iive date to Clity staff.
5. Communioate fo staff Access Vaughan's funclicnal rasponsibilifies within the organization.
.- 4. Communicate how Access Vaughan will intsgrate Into the current City struciure of operatlons.

GOALS AND OBJECTIVES

1. To pasition the Access Viaughan Projectas a priority project In the Cify.
2 To define Acoess Vaughan's tole within the corporation.
3, Toinform all Clty Staff en the atatus and go-live date of the new department,
4, Toinform Gity Staif about Access Vaughan's rasponaibilitiss, Including:
» functions Access Vaughan will be taking on

v when calls should be directed fo Access Vaughan
» new policies created to balter serve jacal stakeholders

5. To ensure City Staff review and update information about department services and progranms 7
in order fo facilitats the communicafion of service standards to all stakeholders.

KEY MESSAGES

1. Access Vaughan is commitied fo Vaughan's Vision of providing service excellence through
affestive and efficiant delivery of services to staif arx resklents (Vaughan Vision 1.3} by
providing easler access ta information about Cify services.

2. Access Vaughan, with the cooperafion of every City department, will meximize efficlency by ’
gommunicating the most up-fo-date inforrmation about Cliy services and programs.

3. Access Vaughan fias hired staff who have a *nassion for people” and are commiltted fo
providing the best possibls services o the citizens of Vaughan.




i v

TARGET AUDIENCES (Internal)

¥ Internal Sakeholders

¥ Mayar and Membars of Ceuncll

AGTNITIES/TACTICS/TOOLS

1 cali, ete.

ACTMITY {Internal) RESPONSIBILITY | DATE RESULTS

Prepare an information sheet to explain | Access Vaughan Procass can hegin Completed
fhe goals and ublectives of Accass Corporate . November 2006

| Vaughan. ' : Communications
An infernal Opan 'Hou.se fo be held far Access Vaughan January 30, 2006 Completed
Councl! and siaff on elther January 24 of Corpotate ’ :
25, with Informal information 5essions- Commutications
Promote oh The VIBE the project launch Access Vaughan Movember 2005 Complai:ed
and updates (storias). Corporate January 26, 2006 -

Communications January 30, 2007

A "Suggestion Box" for commeanis and Accass Valighan TBD. Not implemented
feadback onh The VIBE for staif; or, a “How Corporate
Are We Doing® survey. Budgst permitting, | Communications
focus groups could also provide valuable
feedback on the cenfre's performance.
Update on The VIBE with testimanlals from | Access Vaughan March 2008 Complated
staff whose departments are directly Corperate
invalved in inftlal stage {Public Works, Tax, Communications
Recreation & Culture, and Enforcement
Services. ’
Ongoing communication with Ciy staff | Access Vaughan April 2006 On-gdoing
and Counclliors incorporating patformance | Corporaie | June 2006
measuremant and updates on numbar of Communications February 2007

ATACHIEN NG



ATTACKMENT &

Wauglan " COMMUNICATIONS STRATEGY

The City Abwe Toroeds Work Sheet - Appendix 7

ACCESS VAUGHAN
EXTERNAL COMMUNICATIONS STRATEGY

PROJECT OVERVIEW

- . Access Vaughan Is a contast centre offering Clty of Vaughan,résidenis and businesses sccess to

information and refarral fteuph the fslaphone and an informatlon desk located in the ‘Civic Centre:

The Extemal Gommunications strategy will:

1. Inform resldentz and the business cammunity abott the services provided by Access
Vaughan. ] - X

2 Establish & marketing/adverfising program to promole Access Vaughan to residents and the '
business community, -

GOALS AND OBJECTIVES

1. Promote Access Vaughan's Official Launch on March 24, 2006
D, Promote “seamless service” io \!gughan resldents and {he business community.
3. Disseminato contact information for Access Vaughan.

KEY MIESSAGES

1. Access Vaughan is committed to Vaughaﬁ's Vision of providing service excellence through
effectivs and efficient delivery of services to residents and the business community (Vaughan
Vision 1.3) by providing easler access for residents and businesses 1o information on Sity -

senvices.

9. Abcess Vaughan staff have a “passion for pacple” and ars committed to providing the best
posslble services to the residents and businesses of Vaughan.
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TARGET AUDIENCES
"4 Extsmal Stakehoiders — Residents and Business Community
4 Retepayers Aesoclations )
~  Vaughan Ghamber of Gommeroe
§  Media - Local
{ Otherlevals of governmant {spectfy) : . _
J  External aganoles (specify) York Reglon, Neighbouring Muricipalities, Schools, Schoel Boards, atc.
ACTIITESITACTICSITOOLS
| ACTIVITY RESPONSIBILITY DATE RESULTS
Prepare presentation to Gounglt on the Access Vaughan Councll Meeting Completed
launch . Corperate prior to official
Communications launch date
| Prepare Media Event and Advisory far Access Vaughan March 20, 2006 Gampleied
saunch, inchuding Prass Tour {open Corperata i
house/photo opportunity) of Access Communioations
Vaughan; prepare News Relaase
Frepare Backgroundsr and plcturés for Access Vaughan March 20, 2008 - | Compieted
media . Corporate
Communicaiions
Post to webslte ~ Include information and | Access Vaughan March 20, 2006 Completed
updates on its progress. Access Vaughan's Corporate .
tefephone nuraber, cufrently a05-832-2281, | Gommunications
shouid be prominently posted on all main [T
pages of the website :
Advertising: City Page in Vaughan Acoess Vaughan Dn-going On-golng
Citizan/Libaral, Vaughan Weekly, Corporate . A -
Corrizre/Tandem- - | Gommunications
Insert in Tax BHI Corporate February 2007 Clty Mein
Commuricaiions Numbst
Flnance Provided and
Department
Muniber
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ACTIVITY RESPONSIBILITY DATE RESULT
Bell Canada and Telephone directorles: | Access Vaughah May 2007 To be
entries regarding Accass Vaughan fo be Carporate implemanted in
Iisted in the white and bius pages, with Communications new directory
communications to othet dirsctory . .
publishers
Fridge Magnst: Produce and distribute a - | Cotporate Noi
fridge magnet as & promotion plecs — plgay- Communications Implemaniad
back on EMT dlstribution of their frldge )
magnet
Faliifinter Iéa:;reaﬁqn Guide; book’ Corporate MayiJuné 2008 Complated
outside back page to adverilse launch of Communications Marach 2007
Access Vaughan Recreation & Culture
A customer survey fo be mallad out or Accass Vaughan TBD Toba raviawad :
posted on the website for resident and ITh ' In next Phase.
businass feedback ’




