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Customer Service Centre & CS Kiosks

179,271
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2016
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179,271

215,990
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2017
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Newmarket
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A)

81,288

2020
81,288
69,898

69,898
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A)

Newmarket

Town Wide
Top 5 Service Issues 2020

Request for Parking Enforcement,
1167

Bylaws - Property Standards, 705
COVID-19, 682

Water Dept - Curb Stop Repair,  parks - Sidewalk Snow Removal/
266 Sod Repair, 260

Request for Parking Bylaws - Property Standards COVID-19 Water Dept - Curb Stop Repair Parks - Sidewalk Snow Removal/
Enforcement Sod Repair
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DEPARTMENTAL BREAKDOWN 2020 - P
CUSTOMER SERVICE CENTRE ‘)
Newmarket

Infrastructure &
Development Services
13.5%

Finance / Taxes
37.8%

Public Works Services
15.6%

General Inquiries/
5.2%

Recreation & Culture Legislative Services
12.0% 15.9%
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A)

Service Levels Newmarket
2020

100.0%

95.0%

90.0%

85.0%

80.0%

75.0%

70.0%

Calls Answered in 20 seconds

65.0%
60.0%
55.0%

50.0%
Februar Septem Novemb Decemb

January v March April May June July August ber October or

=e=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%




Average Talk Time (secs) ‘ )
2019 - YTD* Newmarket

300.0

250.0

200.0

150.0

100.0

50.0

0.0
January February March April May June July August September | October November = December

I—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
I—ZOZO 131.0 137.0 141.0 173.0 177.0 187.0 171.0 185.0 203.0 215.0 205.0 222.0
I—2021 232.0 214.0 219.0 232.0

=019 ==2020 =—2021 *YTD April 19, 2021
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A)

Abandonment Rate Newmarket
2020
9.0%
8.0%
I3 7.0%
©
2
T 6.0%
)
€
c
S 5.0%
c
©
0
< 4.0%
3.0%
2.0% feb - R 5 -
January ebruar March = April May June July  August eptem October ovem Decem
y ber ber er

===Abandonment rate 8.0% 8.0% 80% 80% 80% 80% 80% 80% 80% 80% 80% 8.0%
=g=?020 51% 5.0% 5.3% 52% 80% 83% 55% 80% 71% 49% 4.1% 52%
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10
After Hours Provider P
Calls by quarter ‘)
2018-2020 Newmarket

W2018 w2019 m2020

Ql Q2 Q3 Q4

2396 2785 1924 1516
1296 1254 1434 948
937 743 769 1097
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Recreation
Assistance

1496
1186
Facility Re- Marriage
Opening Licences

COVID-19 Inquiries

2020

735

585

Tax Relief - COVID General
Residential Information
Taxes

555

Parks

11
a

Newmarket

388 356

Social Bylaw -
Distancing Businesses

Reports

Reported



Marriage Licences
2017 - 2020
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Kiosk Enhanced Services Newmarket
(Magna, RJT, NSMP)

2,000.00
1,870
1,800.00
1,600.00
1,400.00 Facilities
closed as of
1,200.00 March 14,
2020 dueto
COVID-19
1,000.00 929 pandemic
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200.00 101 I
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Newmarket

Enhanced
Customer
Service training
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Newmarket

CERTIFICATE of ACHIEVEMENT

THIS ACKNOWLEDGES THAT

Hannah Grant

FOR SUCCESSFULLY COMPLETING ALL THE REQUIREMENTS FOR THE
FPUBLIC-SECTOR SERVICE SPECIALIST (P35353) TRAINING PROGRAM

The Town Of Newmarket's|
Public Sector Training

“’ OCTOBER “" )/g

2 0 2 0 J a@-}}ﬂe, Facilitator




Delivering Exceptional Service in the

PUBLIC SECTOR




Town of Newmarket

Customer Service Excellence
In the Public Sector

Seneca College
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Newmarket

Thank You
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