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Introductions

Anne Bennett – Director of IT

Matt Mackowiak – End User Support Manager

Jenny Jaqua – Customer Service & Engagement Commissioner

Sienna Davis – Customer Service Supervisor, Engage Toledo 

Joyce Hill – Division of Taxation
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Agenda

• 2022 Help Desk Stats

• Engage Toledo Metrics

• Taxation Call Demo of Cityworks Workflow 
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2022 Help Desk Stats
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2022 Help Desk Stats



Engage Toledo 
Metrics

Engage Toledo  
Statistics 



2022 Engage Toledo Statistics 
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Phone Statistics, 2022 vs. 2021
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January February March April May June July August September October November December

2021 4,707 9,347 6,484 7,056 8,548 11,519 10,566 8,933 8,395 6,229 4,730 4,397

2022 5,399 6,425 6,233 5,549 8,783 12,003 8,098 8,942 7,687 6,390 7,194 7,459
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• Engage Toledo began handling inbound 
calls for the Division of Taxation on 
December 1, 2022

• Engage Toledo representatives schedule 
appointments with residents to meet 
with a representative from Taxation, 
and answers general information 
questions on behalf of the Division of 
Taxation

• Resident calls with account – specific 
questions result in a service request 
being created and routed to the Division 
of Taxation for follow-up with the caller

Division of Taxation Calls
Dec., 2022 and Jan. 1-21, 2023 
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District 3 Top 10 Requests for Service 
2022 
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Republic Services Concerns - 2022
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Bin Damaged 16

Bin Dropped in Truck 5

Bin Exchange/Replacement 63

Bin Size 1

Bin Stolen 14

Bulk Improper Disposal, Not Following Guidelines 3

Bulk Scheduling Issue 27

Customer Service Hold Times 1

Customer Service Other 19

Damaged Curb/Driveway/Street 1

Damaged Misc Property 1

Damaged Yard 3

Describe the issue 1

Missed Pick Up Bulk 42

Missed Pick Up Recycling 86

Missed Pick Up Trash 346

Other 93

TriAd Missed Service 18

TriAd Scheduling service 5

Truck Leaking Fluid 2

Truck Littering/Dropping Garbage 10



Demonstration
of Cityworks 
Workflow for 
Taxation Calls 
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toledo.oh.gov

Thank you.


