
2020 
Customer Service 
Department - Year End 
Summary & 
Pandemic update
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2015 2016 2017 2018 2019 2020
CSC 109,330 107,265 105,371 104,477 90,935 81,288
Kiosk 176,820 179,271 215,990 232,218 250,272 69,898

109,330 107,265 105,371 104,477 

90,935 
81,288 

176,820 179,271 

215,990 

232,218 

250,272 

69,898 

 -

 50,000

 100,000

 150,000

 200,000

 250,000

 300,000

Total Customer Contacts
Customer Service Centre & CS  Kiosks

Closures 
due to 
pandemic

2



Request for Parking Enforcement, 
1167

Bylaws - Property Standards, 705
COVID-19, 682

Water Dept - Curb Stop Repair, 
266

Parks - Sidewalk Snow Removal/ 
Sod Repair, 260
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Legislative Services
15.9%

Recreation & Culture
12.0%

Finance / Taxes
37.8%

Infrastructure & 
Development Services

13.5%

Public Works Services
15.6%

General Inquiries/ 
5.2%

DEPARTMENTAL BREAKDOWN 2020 -
CUSTOMER SERVICE CENTRE
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January Februar
y March April May June July August Septem

ber October Novemb
er

Decemb
er

2020 85.5% 80.6% 81.2% 83.5% 68.2% 56.1% 66.7% 62.4% 70.2% 83.7% 85.8% 80.2%
Target 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0%
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January February March April May June July August September October November December
2019 147.0 136.0 148.0 126.0 142.0 133.0 132.0 131.0 134.0 137.0 138.0 138.0
2020 131.0 137.0 141.0 173.0 177.0 187.0 171.0 185.0 203.0 215.0 205.0 222.0
2021 232.0 214.0 219.0 232.0
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January Februar
y March April May June July August Septem

ber October Novem
ber

Decemb
er

Abandonment rate 8.0% 8.0% 8.0% 8.0% 8.0% 8.0% 8.0% 8.0% 8.0% 8.0% 8.0% 8.0%
2020 5.1% 5.0% 5.3% 5.2% 8.0% 8.3% 5.5% 8.0% 7.1% 4.9% 4.1% 5.2%
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Q1 Q2 Q3 Q4
2018 2396 2785 1924 1516
2019 1296 1254 1434 948
2020 937 743 769 1097
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Enhanced 
Customer 
Service training
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| 

Delivering Exceptional Service in the 

PUBLIC SECTOR
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Customer Service Excellence
In the Public Sector

Seneca College

Town of Newmarket
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Thank You
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