City of Toledo

Finance and Debt Committee
January 26, 2023
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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




Agenda

« 2022 Help Desk Stats

« Engage Toledo Metrics

« Taxation Call Demo of Cityworks Workflow




2022 Help Desk Stats

]
IT KPI's
Urgent Tickets Resolved <8 hrs High Tickets Resolved <48 hrs Medium Tickets Resolved <14 days

Annual Target 50% Annual Target 50% Annual Target 50%
High impact; high urgency. High impact; moderate urgency Low impact; high urgency
Moderate impact; high urgency Moderate impact; moderate urgency
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2022 Help Desk Stats

Unexpected Downtime Ticket Satisfaction Rating of 4 or

Annual Target <10%

2022 1st 0.0% 2022 1st 98.42%
2022 2nd 0.0% 2022 2nd 97.14%
2022 3rd 31% 2022 3rd 97.81%

2022 4th 0.0% 2022 4th 97.89%







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
W 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




Division of Taxation Calls
Dec., 2022 and Jan. 1-21, 2023

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
guestions 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
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District 3 Top 10 Requests for Service
2022

Sinkhole or Void Concern | IIIIEGNG 245
Utilities Accounting Concern |GG 303
Water Leak Inside Concern |GG 317
Tree or Stump Maintenance Concern || NINGNGGEE 370

Blight Condition Concern
Pothole Concern

Water Service Concern
High Grass Concern
Parked Vehicle Concern

Structure Concern
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Republic Services Concerns - 2022

757 TOTAL 89

90 87
Bin Damaged 16 81
Bin Dropped in Truck 5 80
Bin Exchange/Replacement 63 71
Bin Size 1 70 68
Bin Stolen 14 60
Bulk Improper Disposal, Not Following Guidelines 3 60 55 58
Bulk Scheduling Issue 27 50 49
Customer Service Hold Times 1
. 50 44 45
Customer Service Other 19
Damaged Curb/Driveway/Street 1
Damaged Misc Property 1 40
Damaged Yard 3
Describe the issue 1 30
Missed Pick Up Bulk 42
Missed Pick Up Recycling 86 20
Missed Pick Up Trash 346
Other 93 10
TriAd Missed Service 18
TriAd Scheduling service 5 0
Truck Leaking Fluid 2 o'bd oq;s* q}& Qi\\ éz,* < \0\* ng;" < < & &
Truck Littering/Dropping Garbage 10 \q,*‘ 0" 2\ v R g <& oc’}'o Aczf(\ (gf‘\
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Problem Tree H Problem Keywords

Domain:  CALLCENTER W

Fire #  Taxation Concern A

Ir

|
Mayor's Office
De m 0 n St ra t I O n Meighborhoods
Parks, Recreation
Police Mon-Emergency

of CitYWO rks

Streets, Alleys, Sidewalks
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axa tl 0 n Ca I I S 1 What is your name, contact number and email? "

| 4

2 What is the nature of the call? w

General Information
Schedule a meeting

Account-spedific questions




City of Toledo

Thank you.

toledo.oh.gov



