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Improving customer and
digital services

November 1, 2021
City of Guelph Committee of the Whole



Recommendation

That the report titled “"Improving Guelph’s Customer and
Digital Services”, dated November 1, 2021, be received.



Purpose of report — receipt only

Share recent customer and digital service improvements

Explore what's possible: how governments are transforming
services

Share research showing how better customer experiences
increase people’s trust in government

Share options we're researching to become a more customer
focused, performance driven and digitally enabled organization



Service Simplified Customer
Service Strategy (2018)

Guelph Digital and Technology
Master Plan (2019)

Service Rationalization
(July 2021)

Service Digitization
(September 2021)



Improving customer and digital service
Some before COVID-19 More during COVID-19

How can we help you Virtual Committee and Council
Report an issue map meetings, court proceedings
Guelph waste app 300+ online forms

Online building permits
Reloadable bus pass

eScribe
Recenroll Online appointment booking

Online tax certificates
On-demand transit

Trapeze Online business licensing
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Making a Difference

Moving Guelph beyond the basics

Accessing public services could be as easy as online shopping.
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Making a Difference

Moving Guelph beyond the basics

Digital public services have enormous potential.

~60% less
24/7 ~50% less >50% case-handling
accessibility time spent lower costs effort
even during a interacting with public for companies when through automated
pandemic administration interacting with the processing

public administration

PUBLIC
ADMINISTRATION

COMPANY

Source: German National Regulatory Control Council 7



Estimated cost per interaction

Channel Canada

Web $0.14 - $0.27 $0.46 $0.91

Phone $5.02 - $6.01 $6.23 $5.50

In person $15.28 - $18.66 $12.46 $12.00 - $30.32

Source: Gov.uk (2018)
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Path to citizen-centred service

Gradually

onboard new Expand Put customer
services into services at the centre
Set customer contact centre offered via of every
service & & grow contact centre project the
digital service and introduce City
standards capability 311 service undertakes

Establish Push services Actively
minimum to digital to promote
viable contact reduce channel shift
centre avoidable to digital
contacts and channels for
increase information,
capacity in transactions,

Contact and payments
Centre

We are here
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Making a Difference

Other cities leading the wa
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https://www.311brampton.ca/
https://www.kelowna.ca/

Better service increases trust in government

Customer

experience
/ and products
Customer

experience/

Policy Service Trust and
trust cycle insights insights confidence
\ Customer /
data

Source: The Trust Imperative (bcg.com)
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https://www.bcg.com/en-au/industries/public-sector/the-trust-imperative#https://media-publications.bcg.com

Making a Difference
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