
City Government Working for You 



Customer Service Action Plan 

Approved by City Council in June 2012 and 
outlined three goal areas:  
 
1) Maximize Customer’s Ability to Access 
Information and Services  
2) Design Business Processes with the Customer 
in Mind and  
3)  Foster a “Customer-Focused” Organization 

 
 



New Development Centre  



Self Service Options 



Website www.victoria.ca 



City Blog 



Online engagement 



I Want to… 



Web Accessibility 



Facebook 



Twitter 



LinkedIn 



We’re listening 



Maximize the Customer’s Ability to 
Access Information and Services 

• Online registration for recreation programs 
• New one-stop, searchable document library 

for City website for quick access to reports, 
forms, and applications  

• New Open Data Licence  
• Select vendor for new pay by cell parking app 
•  Introduce new E-billing options for utilities 

and property taxes 
 



Maximize the Customer’s Ability to 
Access Information and Services 

• Standardized communications for utility bill 
inserts to raise awareness of online services 
designed to save customers a trip. 

• “Responsive design” so website automatically 
adjusts to customer’s device (phone, PC, 
tablet)  

• Online emergency notification system  
• Notification and searchable agendas, 

meetings and minutes being explored. 
 



Maximize the Customer’s Ability to 
Access Information and Services 

• Further focus on maximizing the in-person 
experience at City Hall will occur.   

• Free Public Wi-Fi in City Hall  
• Customer Service Ambassador position  
• Create free 15 minute customer parking in 

front of City Hall  
• Renovations to the Public Service Centre  
• Consolidated bylaws 



 Designing business processes 
with the customer in mind 

• Survey mechanisms at other customer service 
points as well as online feedback forms for 
special events.  

• Update Building Bylaw to better address roles 
and responsibilities of parties and processes 
to clarify outcomes and accountabilities. 

• A new Zoning Bylaw updating language and 
regulations providing for greater customer 
understanding and certainty 

• •  



Designing business processes with 
the customer in mind 

• Explore opportunities for increased mobile 
access to information for “outside employees” 

• Update Sidewalk Café Bylaw to refine process 
for customer benefit. 

• Initiate pilot for online application tracking, 
starting with rezoning applications. 

• Booking of inspections will be available online.   
• Council workshop on delegation of minor 

development permit applications 



Fostering a Customer Service 
Focused Culture 

• Customer service training program will 
continue to be provided   

• Training program in partnership with the 
DVBA to improve customer service in all areas 
of parking services 

• New employee recognition program will be 
developed to recognize and celebrate 
achievement and “above and beyond” 
customer service 

  



Fostering a Customer Service 
Focused Culture 

• Customer service delivery standards for 
consistent customer response times 

• New employee orientation program 
• City job descriptions will be updated to 

highlight commitment to customer service. 
• Parking services staff engaged in discussions 

around to improve the parking experience  
• New intranet will be introduced to overcome 

physical and cultural silos 



Recommendation 

1. Council receive report for information. 
2. Direct staff to provide update on customer 

feedback during 2015 strategic planning 
sessions. 
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