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Customer Service and
Communication

“To create an internal culture that operationalizes the focus

on the customer across all services provided by the City and
supports essential internal and external communication”.
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How To Get There: 2016-2021 City Objectives

For Customer Service & Communication

1. Standardize customer services responses and processes across departments, adhering to
citywide customer services standards. (April 2017)

2. Require that all departments identify customers’ expectations and perceptions via feedback
tools such as surveys. (April 2017)

3. Adopt and execute a strategic communication plan to support the citywide business plan. (April
2017)

4. Apply an integrated and strategic approach to all communication efforts, both internal and
external. (April 2017)

5. Continually seek innovative and creative ways to connect with residents. (Ongoing)



2016-2021 Measures of Success

FY15 FY16 FY16 | FY17

Actual | Target | Actual | Target
Measures of Success & &

Percent of citizens satisfied with customer service from city

49.7% 52% 46.6% 54%
employees

Percent of customers satisfied with quality of department service on

. 33.3% 85% 84.1% 85%
311 service requests

Percent of 311 service requests closed within established timeframes 74.1% 80% 67.2% 80%

Percent of citizens satisfied with effectiveness of city communication

0, 0,
with the public 45.6% 45% 44.6% 47%




Customer Service and Communication:
KCStat Dashboard

Engagement & Customer Service
Communication

45 47

Percent of citizens satisfied Percent of ciizens satisfied

€) needs improvement




Engagement &
Communication

45

Percent of citizens satisfied

Citizen Engagement and
Communication

€) needs improvement




Citizen Satisfaction with Effectiveness of City

Communication with the Public

4 5Percent of citizens satisfied o0

Current as of Jun 2016 Jun 2018 Target
Needs Improvement
4. Hide chart
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Source: Citizen Satisfaction Survey (kcstat.kcmo.org)



Importance-Satistaction - Communication

. s . . FY2016
Communications Category Importance Satisfaction I-S Rank
Opportunity tc? engage/provide input into decisions 40% 30% 1
made by the city
The .avallablllty of information about city programs and 499% 47% )
services
Overall usefulness of the city's website 26% 47% 3
The city’s use of social media 15% 46% 4
Quality of city video programming including city 0 o
television channel (Channel 2) and web streaming 57 L2k :
The content in the City’s magazine KCMore 5% 41% 6

Source: Citizen Satisfaction Survey

**-S is calculated as importance tfimes one minus satisfaction




Citizen Satistaction with City Communications

=—Content of city magazine (KCMOre) =Usefulness of city's website =Availability of Information

60%
53%

51%
50% 47% 54% 47%
49%

w%
40% 4 45%

40% 40% 42%
30%
20%
10% Only statistically significant change from FY15to FY 16 is
3.3% decrease in satisfaction with availability of information
0%

FY2013 FY2014 FY2015 FY2016

Source: Citizen Satisfaction Survey



New Communications Questions

W Satisfied/Very Satisfied H Neutral m Dissatisfied/Very Dissatisfied

City's use of social media

Quality of city video programming including city tv
and web streaming

Opportunity to engage/provide input into decisions
made by the city

10

Source: Citizen Satisfaction Survey



Availability of Information by Council District

100%

80%

60%

40%

20%

0%

Source: Citizen Satisfaction Survey

m Satisfied

0 Neuftral

9%

15%

12%

32%

st

12%

28%

2nd

31%

3rd

14%
14%

4th

@ Dissatisfied O Don't Know

10%

12%

1%

34%

5th

12%

34%

6th
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Objective 3

Adopt and execute a
strategic communication
plan to support the
citywide business plan.




City of Kansas City, Mo.

FY 17 COMMUNICATIONS PLAN

The purpose of this strategic communications plan is to guide all those who communicate on behalf of the City of
Kansas City, Missouri, either internally or externally.
The tactical plan is designed to support and fulfill City Council priorities and the Citywide Business Plan. The City

Communications Office prepared this plan and will lead execution of the tactics.

* Aligns with Citywide Business Plan goals.
* Includes objectives and specific tactics or activities — this plan mentions 31 activities.
* Targets measurements of success.

KC STAT: AUG. 16, 2016
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Keep Track of City Progress and Performance

The KCStat website is the main location where
ive the most up to date information on how
on meeting the goals set out by
dashboards are 0 at
r additional information on the KCStat
p,nqrum please vi //kcmo.gov/kcstat/.

IOEAST I

5163 Results
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Open Data
Promotion

Customer service goal

City Services for
Business
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Ho’("! robm mgh1° bookcd Percent of businesses
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ﬂ ondrack

Sortby | Most Relevant v

Updated

August 04 2016

Views
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ning Systems in Missouri &

i Dats
oughout Missouri provided by Updated
. March 21, 2016
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Views
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APl Docs
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+ File o

prices Updated
March 13

HOME CITY MAPS HELP SIGN UP SIGN IN

OPEN BUDGET KCSTAT DATA IDEAS

Dangerous Bwldmgs List Q. Find in this Dataset
pdated daily. Dangerous Buildings cases are ev corgance with » - Manage mw_v_,_ - m )Fr"y_ Mw
CaseNumber © = Addess © = ZIP Code Case Opened 0@ = KIVAPIN © = Status of Case o=
a
1047556 5900 Cypress PI 64130 00/18/2014 12:00.00 AM 216 Ongoing Case -
1116057 3850 E 59t Ter 64130 06/23/2014 12:00:00 AM 569 Ongoing Case
1081989 3702 E 61t St 64130 0210772011 12:00:00 AM 621 Ongoing Case
1104810 3858 E61stSt 84130 01/06/2014 12:00.00 AM 785 Ongoing Case
1150034 3042 E 650t St 64130 12/17/2015 12:00:00 AM 967 Ongoing Case
1047600 2915E 815t St 64130 05/21/2010 12:00:00 AM 1156 Ongoing Case
1106100 6124 Agnes Ave 84130 02/12/2014 12:00:00 AM 1167  Ongoing Case
1150264 6119 South Benton Ave 64130 12/24/2015 12:00.00 AM 1171 Ongoing Case
1150325 6111 College Ave 64130 1212672015 12:00:00 AM 1262 Ongoing Case
1120242 6134-38 Bellefontaine Ave 84130 02/11/2015 12:00.00 AM 1374 Ongoing Case
1145545 6331 Chestnut Ave 64132 09/152015 12:00:00 AM 1595 Ongoing Case
10729106 6439 Chestnut Ave 64132 102672012 12:00:00 AM 1866 Ongoing Case
1133020 6853 Bales Ave 84132 05/01/2015 12:00.00 AM 1944 Ongoing Case
1148655 4025 E 67t Ter 64132 11/062015 12:00:00 AM 2026 Ongoing Case
1132878 3940 E 58tn St 64132 04/16/2015 12:00:00 AM 2061 Ongoing Case
1148080 6820 Cleveland Ave 84132 10/30/2015 12:00:00 AM 2215 Ongoing Case
1158265 6735 Bales Ave 64132 05/22/2016 12:00.00 AM 2319 Ongoing Case
1078397 3612 E Gregory Bivd 64132 101152012 12:00:00 AM 2431 Ongoing Case
1154500 6903 Monroe Ave 64132 0373172016 12:00.00 AM 2463 Ongoing Case
1108412 6038 Askew Ave 64132 03/25/2014 12:00.00 AM 2492 Ongoing Case
1069072 6817 Bellefontaine Ave 64132 07/16/2012 12:00:00 AM 2774 Ongoing Case
1154508 6828 Bellefontaine Ave 64132 037312016 12:00:00 AM 2798 Ongoing Case
1140132 6811 Agnes Ave 64132 12/02/2009 12:00.00 AM 2828 Ongoing Case
1128559 6740 Agnes Ave 64132 0172672015 12:00-00 AM 2968 Ongoing Case
1161728 6741 South Benton Ave 64132 101242013 12:00:00 AM 2070 Ongoing Case
1149140 6014 Agnes Ave 84132 01/01/2013 12:00.00 AM 2078 Ongoing Case

T ODKC
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G
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What data would you prefer to use?
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Objective 4

Apply an integrated and
strategic approach to all
communication efforts,
both internal and
external.




How do citizens like to receive information from the

od | \A 4

Percent of citizens selecting as preferred method of communication

B website City Magazine (KCMOre) mailed [Jlj Email notificationsireleases [} City Magazine (KCMOre) emailed [ Channel2 [ Social Media/Twitter 1 Text‘

City Magazine mailed and Website are
tied for #1 preference

+ o [
] ] ]

48%
45%

[}
=

-
=

Percent of citizens selecting as preferred method of
communication
S
I T

]

Source: Citizen Satisfaction Survey (kcstat.kcmo.org)



1t Communication Preference by Council District

15t Preference for Information by Council District

@ City Magazine by Mail B Website EEmail notifications B Channel 2 BText BTwitter/Social T None

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

9% 9% 12% 9% 12% 9%

1st

4th 5th 6th Citywide
Council District

Source: Citizen Satisfaction Survey
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WHAT ARE YOU LOOKING FOR?

City ramps up neighborhood
revitalization

KCMO is launching the next phase of its plan to
tear down all 800 structures on the Dangerous
Buildings List within two years by starfing

SEEKING
|

demolition of abandoned homes in several urban-
|

|

|

\

core neighborhoods. The demolitions of two

PUBLIC

: A : > INPUT
& : dilapidated houses in the 2000 block of Chelsea
Avenue are lhe first of 23 ocbandoned houses

Answers to frequently Celebrate KCMO Selfie Have your say on the Safe e s —
asked questions Day Monday Ride ordinance Ratd More

When is my trash day? Where  Celebrate KCMO Selfie Day!  The City is asking for public
do | find meefing agendasor ~ On Monday, Aug. 15, send us  feedback on suggested Latest Tweet
archived meetingse You can a selfie in front of your favorite  changes to the Safe Ride

Sea rch fu nction easily find the answers by place in KCMO. Tweet your ordinance that requlates 'fﬂllls‘as City, MO

searching the site in the upper  pic, along with a few words Transportation Network @KCMO

right bex or the big What Are about what you love most Companies. Visil the city's You have 7 more days 1o share inpul on suggesled

You Looking For box on home  about KC to @kemo . Use virtual town hall, changes for our Ride Share ordinance:
o m~ ~ 15 o - - - kecmomentumiora/postis/101864/sa . .




Most |

popular .
pages:. Dollar Home Sale Building Permits
6,764 11,388
+3.95% E
gg;?rgdetopsgr?eep:rﬁmz -_ Smart City Birth & Death Cert. STD Clinic
5,340 11,320 5,172 (+17.25%)

O\ Most common search terms:

“police reports” || “trash” || “business license” | “maps” || “pay ticket”



T g o1&

Crime Mapping page  Jail Detention page Crime Stats page

Missing Persons

+182.4% 10,894 +31.5% +32.0%

13,624 pageviews pageviews 8,997 pageviews 1,992 pageviews

7 i
Concealed Carry Permits Chief of Police

+154.0% +41.0%

1,942 pageviews 1,848 pageviews




k
% | | News Z Avg new News from City Hall
7, ' 7/ o7, // subscribers City Communications Office
7/ Relea ses 7 City of Kansas City, Missouri
7 S A 7S 6 8 www.kcmo.gov

per month

t

Highest
Avg. open rate open rate

53% 358%

Fourth District
Council meeting

adddd
29,965

Current subscribers




SUSTAINABILITY

HEALTHY COMMUNITT  RESOURCES  CONTACTS

ENNOVATION  DEVELOPMENT  SUSTAMASIIY

HEALTHT COMMWUMINT  RESOURCES  CONTACTS.

INNOVATION  DEVELOPMENT
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Fountain keepers [GER | (B3

Keeping the water taps flowing [CE3

KCMOre

Resident Engagement
Magazine
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= e,
T WEEKLY % n '1 .
REPORT [ | ) e
il
]3 5 INCLUDES:

Weekly Report, Time to be Well, FYI KC, Media
Conferences, Weekly Reports, Channel 2 segments

uploaded to YouTube
(Jan.-July)

164

Video

PrOd UCtiOn Council meetings taped
for Channel 2
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Smart City Challenge™
" Final Pitch -'802

l Mayor Slysames sings 42\ 2 Smart City Challenge Grant
Kansas Clty 2 8151 W ¥ 5 Video Submission - 1,498
: = f::

| Streetcar Vldeo from

Zaragozo Spﬁ‘ﬁ.'l 475 %1'

< e

City of KEMO Municipal Court
Online Payment System - 1,328

6

<2ve Hire Ordinance - 953 N

Mayor Sly James' Floor Speech
Regarding KEMO Vehicle for

*

KC Streetcar Overhead Wires
Safety Video - 853

&

] KCI Tour
716



Social Media
W Twitter

69,000+

Twitter followers

P FVVEETS:

Kansas City, MO

KCMO

The first pitch has started! #RelayTheWay

205 AERREE8 ¢ N

Highest engagement rate

50, 10k+

interacted with tweet

K Kansas City, MO &

It is #NationalPoliceWeek and we have a
special avatar to honor @kcpolice officers.
thank them for what they dol!

=,

i

#NATIONALPOLICEWEEK

RS aZgae®s

K Kansas City, MO &

Tomorrow, we will once again see @kcslreelcar

in downtown #KC much like it did in 1948. Pic

via John Fulmer. #TET
e

RAAFOMD -«




K City of Kansas City, Mo. Government added 3 new photos

K City of Kansas City, Mo. Government

o4 blishe KC Comm
Check cut this awesome phol otography
showing fireworks for KCRIv: ton Fo J e Missouri
River!

Check out the new crosswalks at 75th Street and Wornalll Pictures via

W/ GetMore Likes, Comments and Shares
Boost this post for $5 to reach up to 1,700 people

shared photos
by residents

People of Cowtown 2 Follow

Great start to the da

Yowntow

New crosswalk design
has been viewed by over

35,000

/' Get More Likes, Comments and Shares

”NOHCGd fhem as | drove to WOfk Boost this post for $5 to reach up to 1,500 people
today and almost needed to pull

over for a pic! Thanks for making
our area a beautiful space!”

SRUncAT- &




K City of Kansas City, Mo. Government

Plann
a live A to answer your gq
Competition (http://kcmo.ge
All the questions and a
bmission por
ae-42d4-bf
We will attempt te answ
n to you by posti

24 hours

25 questions

over the course of an
hour from planners,
designers, etc.
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CONNECT.COMMUNICATE.EDUCATE

= ELGL.ORG meem

Trending Now
social media
award

Resident comments to why they stand behind KCMO:

...We are about sports, BBQ, the arts,
music, fountains, great parks,
entertainment, history, and yes
technology. That’s what we do! That’s
why | stand behind the city | love!

K Kansas City, MO
¢ KOCM(

#KC is home of World Champs #Royals and we
need you to #VoteKCMO so we can be World

Champs for a social media award!
bit.ly/VoteKCMO

91 AEMNMYODESEAL




Branding

Ads

Flyers

Reports

TV /Web Graphics

Newsletters
Photography
Event Signage
Merchandise

Design

City Auditor
Audit Ideas graphics

City Clerk
MailChimp template design
TNC Requirements table/flyer

City Council

2nd District - MailChimp template

3rd District - various electronic invitations, MailChimp
template

4th District - MailChimp template, various ads

Fifth District - MailChimp template, Kickball Tournament
save the date, invite, social media promotion ads
Fourth District - MailChimp template,

6th District - Pacesetter re-brand, outreach post-

cards, Twitter graphics, MailChimp template

City Manager’s Office

311- Open house signage, giveaway items, info book-
let, Bizcare - brochures, displays, checklist, presenta-
tions, Communications - Twitter avatars, Lopel pins,
Fountain Pen, KCMOre magazine, Ads, Office of
Performance Mgmt- Chartland, KC Stat, Data Acade-
my, Citizen Satisfaction, Open Data catalog graphics,
ICMA recommendations for visitors flyer, Elevate KC
Employee Survey branding, KC Green - everything
OCCS - Cultural Arts Celebration branding, displays,
MailChimp template, lobby display ads, ArtCap invite,
Artist Microloan invite, Powerpoint templates, NTDF -
logo, tablecloth, Word template, MailChimp template
CIP book and Budget in Brief, TIF Infographic, E-tax
informational handout

City Planning

Urban Revival TV graphic
Web graphics

MailChimp template

Land Bank demolition map

Convention and Entertainment Facilities
ICMA - Recommendations flyer

Finance

Monthly Financial Report

5 Year business Plan - cover and production
Citywide Business Plan - cover, layout, production
Budget Office Blog branding

Quicktax branding

Annual budget design and production

Budget hearings advertisements

Fire
Firetruck branding assistance
We Stand with KCFD stickers

General Services

DriveCam Newsletter in progress

Pepsi contract collatoral- truck back and can designs
Municipal Art Commission - Art in the Park branding,
photography, display and concrete stickers, Corporate
Safety - Safe Driver Awards event branding, certifi-
cates, giveaway prize designs, photos, banners; Armed
intruder flyer, Dream campaign, fire drill signage,
forklift safety training cards, streetcar t-shirts, worker’s
compensation campaign, Print Center support

Health

Culture of Health video

The Quarterly

Event Posters - Aim4Peace, Poster for National Environ-
mental Health Association Annual Meeting

2016 Crumbine Award Application Cover

2016 CHIP cover

Mosquito water bill insert

various permits

Human Relations
KCGCP event branding and promotion
NCIR ad

Human Resources
Corporate Challenge - t-shirts, signage, promotional
ads, MailChimp template

Mayor’s Office

Hire KC Youth branding

Mayor’s Christmas Tree Fund logo, branding
Curfew flyer

DOT announcement podium signage

Municipal Court
MailChimp template

Neighborhoods and Housing Services

Animal Control and Public Safety - Video branding
Land Bank support - flyers and such

Twin Creeks - logo design, posters, social graphics
Trash/Bulky item services flyer

Parks and Rec
general support

Police
general support

Public Works

Bike KC - Master Plan design, Cycle in the City event
branding, swag design, Trails Day campaign/branding
TV graphics

Water Services
Leaf and Brush water bill insert

Special Events

Fountain Foundation big check event

Charity Program - re-brand, logo design, t-shirts
Community Engagement University - branding, certifi-
cates, photos

KC Streetcar - promo posters, safety buttons, social
graphics, invites

Daylight hour

Photography

Environmental Achievement Awards
Charity Campaign

City Planning retreat event
Headshots
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Day at the K"

B16-513-5

&

The City wants to racegnize those

-: = Daylight Hour

Lower the lights forone hour.
Raise awareness. Transform the conversation

kemo.gov/kcgreen

Using daylight in your office improves well-being, reduces pollution, and saves money.

:I:‘\:(:;yg;;o:rmg [} (] KC
@ Bike Boxes in
Kansas City

SEEKING PUBLIC INPUTFOR

Highlights of Proposed Changes to Chapter 76

Transportation Network Companies cite of
Surer 2016 KANSAS CITY,
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Municipal Court Social Media

O In September of 2015 Municipal Court, with the assistance of City Communications, began
using social media to help citizens better understand and access Municipal Court services.
On September 10, 2015, the Court posted two videos on YouTube: “What to expect at
Municipal Court,” and “Municipal Court Online Payments.” The next day, Municipal Court
also launched its first Facebook page and the first posting was the “What to Expect at
Municipal Court” video.

V(1 Tube] kemo municipal court Q What to Expect at Municipal Court has
received 1,905 views—559 on

Home City of KCMO Municipal Court What to Expect

WATCHED |

My Channel i * .. Hiriogs DU M. 0% Sormminicaons YouTube and 1,346 on the Court’s
Trending g Facebook Page. It also has been
Supserpens BN shared to other Facebook pages 21
fimes.
V(11 Tube kemo municipal court Q . .
L The Online Payment video has
Hame received 2,459 views—1,976
My Ehannel 4 B City of KCMO Municipal Court Online Payment System VieWS on YOUTUbe Ond 483 on
Trending I = il Kansas City, Mo. City an‘mun cations ..
subsiiptions horseage s Rt two separte Municipal Court 34
History | Facebook posts.
Watch Later L p




Municipal Court Social Media

O As of August 10, 2016

the Municipal Court e
Facebook page itself Municipal
has received 239 Likes Court @

@KCMOMuniCourt

and the Court has ) |
I Hn il Liked v Message More v

received a 4.6 rating

through its Facebook Posts
g Kansas City Missouri Municipal Court shared City of Government Organization - Kansas City,
p a g e. Photos | Kansas City, Mo. Government's photo Missouri
About g 2@ 4.6 % d KKk OPENNOW
Reviews
239 people like this
Likes Terry Jones and 92 other friends
Videos 833 people have been here
Charles Wagner and 8 other friends
Open Now - 8:00AM - 5:00PM
'— Nat additinnal infa




Obijective 5

Continually seek
innovative and creative
ways o connect with
residents.




— 1
Kansas City, MO I
¥ i TWITTER Avatars

Learn about in at the
Smart City Village at 12th and Main.
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Kansas City, MO Kansas City, MO

Via Kansas City just installed free

nyv \" - ~ 2y - 2
Stopby Village space at 12th public Wi-Fi and dozens of 'smart' streetlights -

and Main. Kids and adults can create their own
avatar that we will share.
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What is a smart city?

3 Sophve Cuinton Apr 26. 2016

This o ongirally app2arad in Sioteline, an initatne of the Pew Chantebie Trusts

CANSAS CITY, Mo. — Cn the news streetcars that wall start rurning in <ansas City rext
weaek, there’s 3 decal that says "KC is a smart dty.” As the streetzars dang through the

dowmtown dusiness district on trial runs, pedestrians can watch the sentence slida by.

Smart City
Launch

Dozens of media stories.
Nationwide coverage.
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The Stone Age Is Over. Kansas City Definitely

New Bchnolcqy offers a climese inty w
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J|Kansas City, Missouri Transformed into Smart City

Aciisrre 3a1hs | Infuss yivees Iy 18, 2016
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18 Maior P 5 delreer bosto services mose offickn:ly.
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sireellichts, 25 imteractive kiosks, and =0
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Crice N s Prates 1 Three days after the Kansas City streetcar aunched. it already had more than
Gians g 32.000 riders.
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KC's biggest win in Smart City initiative? Data

the Smarr Ciry ini e Gigibir Ciry Sunami 4
av in Kansas City and 1s geared
b

C streetcar route includes free outdoor Wi-Fi

KC installs first of 25 Smart City kiosks
downtown

IR LANE
Koshs resembie gunt iPhones and et people find out 3bout downtown activities, services

Atotsd of 25 kicsks will be instalied slong and near the downtown sireetter route

Brcgyamn In wavindonm we model o the nation
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© new 7-foor-2all kiosks, looking something like glan: 1Phones, were inztalled Mosday
moming i ownsown Kaasas City, Just In time for the BIg 12 toumament

Tha vwo Mosks, i the 1200 block of crand soulevard, aethe st of what will b zs kil R

QO QuINTILES

Do -

PARTICIPATE IN
STUDY 5098

Kansas City launches Smart City Initiative

BY: Brn
POSTED: 124
UPDATED: v, ¢

KANSAS CITY, Mo. - The systam is onlie. Kansas City officially
Aebuted its Smart City system Thursdey, one day ahead of the ofcial
launch of the KC Streetcar, and the two projects are intertvined,

Much of the snfrastrueture for the $:5 wellion public-prvate

outnanhin in bt men the 23rma axatens 38 tha 0 SSvastcar

 sincocara [ e | s e | o |

Kansas City just installed free public
Wi-Fi and dozens of 'smart' streetlights

[ T s~

Kanses Cty, 8 place iong known for 822 and barbecue. NoOw wants to be known ag one of

he most futuristic cilies n America. Last week. I
VWAi.Fi covering S0 blocks of ts downtown, 125 "smart” streetfihts that sutomatically dm
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€ (hy announced pians 10 instal free pubic

when no one is underneath them and a new, glossy 5100 million streeicar
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oo
KC Pet Project takes in 25 animals — mostly

Chihuahuas — removed from Kansas City home

Animal

Homeless people wait out heat in
Salvation Army's 'cooling room’

Control

Homeless people
wait out heatin
Salvation Army’s
‘cooling roomy’

Families return to

Schiitterbahn
Water Park after
death of Caleb
Schwab
Animal control officers remeoved 25 pets from a Kansas City homs on Wednesday, most of them Chihuahua mixes who
ar=now in the care of the KC Pet Project. KC Pet Project Womnnlrecalls
when friend's
s " harness came off
BY [AN CUMMINGS during ride on
Schlitterbahn's
i : o Verriickt
Animal control officers removad 25 pets from a Kansas City home on Wednesday, most of
them Chihuahua mixes who are now in the care of the KC Pet Project. VIEW MORE VIDEO e
The pets ware removed from the home because of their poor living conditions, according to
Tori Fugate, spokeswoman for the city animal shelter. Animal control officars had been
alerted to the situation sarlier this week. MORE LOCAL
Among the animals were two cats and 23 dogs, including a female with puppies who are Another family says raft on
T . i N Crhlittarhahn’ Varmi it want aivharaa
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3 Kansas City, MO 3 Kansas City, MO Streetcar operators in 1890 (pic courtesy of
o @KCLibrary) and @kcstreetcar operators

-@keslreelcar looks great from the rooftop park  From the past to the present, @kcstreetcar g

at 12th and Main! #timetoridekc @UnionStationKC Hirnetorideks tOday. #TBT #timetoridekc
LR

4 Kansas City, MO*

B The @kcstreetcar is off and running with its
first riders! Finally #TimeToRideKCl

SANQRD

AM -6 May 201
K Kansas City, MO*

Reminder that we have free publ ™ === :
courtesy of @sprint along the @)/ 1 3 ANsAYwAGT
route now! #SmartCityKC )51 AM -6 May 2016

AASNERAER™

Streetcar
Grand
Opening

B«-0wW@g®28



Customer Service

4/

Percent of ciizens satisfied

€) needsimprovement

Customer Service




Citizen Satisfaction with Customer Service from City

Employees

4 7Percent of citizens satisfied o1

Current as of Jun 2016 Jun 2018 Target
Needs Improvement
4 | Hide chart
100 »
80 »
Clyrre
47 Pe rcent Df citizens satisfied
60 » Target
Start jr51 Perce N
40 » L39.Percantof citizens satisfied T
20
0
31 D.EEE 2005 Jar; 2008 Jar; 2010 Jar; 2012 Jar; 2014 Jar; 2[]18'1:3 30 J[Jr‘l 2018

Source: FY2016 YTD Citizen Survey (Kcstat.kcmo.org)



Satisfaction with Customer Service from City

Employees Over Time

Percent satisfied has
moved up and down.

Percent dissatisfied
has declined over
same time period.

m Satisfied/Very Satisfied Neutral m Dissatisfied/Very Dissatisfied

3% 30% 3% 34% S 36%
FY2011 FY2012  FY2013  FY2014  FY2015  FY2016

Source: Citizen Satisfaction Survey



Customer Service Satisfaction by Demographic

Groups

Descriptors: More Likely to be
P : Dissatisfied
Own vs. Rent Owners
Dwelling Type Other Duplex/
Townhome
Race/Ethnicity Hispanic
White Asian/Pacific Islander
American Indian/Eskimo
Household Income $30-60K and $60-100K
Age 55-64 and 65+ 18-24, 25-34, and 35-44
Gender Female Male
Council District 1st, 2nd and 3rd 3rd and 4th
Years Living in the city 6-10, 11-20, and 21-30, and
S1+ years
31-40 years
Have you Contacted 3112 Yes

Source: Citizen Satisfaction Survey



Objective 1

Standardize customer
service responses and
processes across
departments, adhering to
citywide customer
service standards.




Strategic Customer Service Committee

mmm  |NCludes a liaison from each department

Meets quarterly with next meeting scheduled for January 13.

s Agenda items include:

e Updated Customer Service and Communication citywide goal and objectives
» Employee Appreciation at World of Fun

» Review of latest Citywide Survey results

AR on Employee Service Awards and possible changes

e Citywide Employee Recognitions

49



Use of 311 — Citizen Survey

0
I. Have you or anyone in your household contacted 311 in the last year?l

In the past
(FY15), users of
311 were
polarized, both
more likely to
be satisfied
and
dissatisfied. As
of the FY16
Midyear results,
users are only
more likely o
be very
satisfied.

[as]
=)

Percent of Citizens Satisfied

80

60

40

Percent of Citizens Satisfied

50

Source: Citizen Survey, kcstat.kcmo.org



Citizen Satistaction with 311

wFY2013 mFY2014 mFY2015 mFY2016

Courtesy/Professionalism of 311 calltakers 69%

68%

Ease of using 311 by phone 69%

68%

How well your question was resolved via 311 63%
Statistically significant decrease 60%
.
Ease of using 311 via web 53%
Statistically significant increase KA

0% 10% 20% 30% 40% 50% 60% 70%
Source: Citizen Satisfaction Survey

80%

90%

100%



How Well Your Question was Resolved Via 311

Satisfaction by Council District Satisfaction by Age Group
m Very Satisfied m Satisfied m Very Satisfied m Satisfied
® Neutral m Dissatisfied ®m Neutral m Dissatisfied

m Very Dissatisfied D Don’'t Know m Very Dissatisfied O Don't Know

100% 100%
80% 80%
60% 60%
40% 40% 87 B 37%
20% 20%
33%
20%
0% 0%
3rd 18-24 25-34 35-44 45-54 55-64 65+

Source: Citizen Satisfaction Survey 52



311 End-User Training

PeopleSoft End-User Training

* Next session happening NOW with Mayor's
staff!

Case
; y B o i
BEY | Sprint | <z Spell Check | £7)360-Degree View | {5 360-Degree Search | >> Personalize
Case ID New Status Open - New Case
Customer Contact
Summary Contact Method
Open Cases 0 Customer Value

Solution (0) | Summary | Notes (0)  Tasks(0) | CaseHistory | Related Actions (0) = [»



What services do people call 311 for?

16,000

12,000

8,000

4,000

May

June

July

August

September

)

¢ O
O QO
Qo £
3 ¢
O ®)

Z

FY2015

December

January

February

March

April

May

June

July

August

September

o O
o 0
o &
O O
© 3
pa
FY2016

December

January

February

March

April

10859
9923

7176

v 5829

May
June
July

FY2017 YTD

—Municipal Court

—Action Center

—Solid Waste

—Property Violations

54



Calls per Call Line

Call t by fi | 2% increase in calls per
dis peragen yliscatyear agent; about an extra 9,000

20000 total calls per fiscal year

10000

FY2015 FY2016 s

Source: 311



311 Abandonment Rate

50
. Monthly Abandonment Rate ----- Target : <56%
40
o
o
c
o
=
=
E 30 ®
< /\
)
©
O
[T
E ) ®
o
: . : . \
®-—
10 \\ /O~ N o= // \\ . o—e
R, 'i;;:i/ """""""""""""""""""""" '.--'.__.‘{: """"""""""""""""""""""""""""""
0
Ve A v, v v v,
o 5 Yo, O@o % . % " Yo > 4’%, D Y ’q‘:fr;b @%, O% Yo, O@o %, %, %fo Y, %_p e Y “?‘(% @%, O% o, O@o . %, 47'»0 ’?%; 4’?;, D Y
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Source: 311 26



Hiring and training timeline for Call Takers

January - April - June May/June

April 2016 2016 2016

eSecond
training
class

eRecruit next
class from
existing list

*Hiring
process

*Training
(6-7 weeks)

S/



311 Staff Promotability

O 311 call takers have
high “promotability”
and often get hired
by other departments
because of their
knowledge of city
operations and
customer service sKills

Source: 311

Where'd they go (2012 to 2016)¢

m Retained with the city  m Left city employment

58



Service Request Responsiveness

‘. % of Requests Closed in Established Timeframe --- Target (=80%)

100

60

40
In late June, timeframes for service requests were reconsidered
during 311's software upgrade and some were changed to

20 align with service expectations.

",y Ve, S0 o0, P n, S %f‘?‘o¢k%ﬁdﬁ0@%‘?{@¢%ﬂfooﬁ4b#Ogcbvé’?{;%é %’Eﬁq})%k%’?@ %

4 765r S0, 5 7 5505 <p 6
<0, ;‘} 4 }L; £ ¥ ‘?0;;‘? (AL SCINC) J '90;;!5" éazf 0;‘;5‘ e

Source: Peoplesoft CRM 59

Percent of 311 Service Requests Closed Within Established Timeframe



311 Customer Survey Responses

Despite the change in timeframe expectations, satisfaction with quality of service
has remained level (83% for FY2016 YTD, the same as FY2015)

[=}]
[=]

. % Customers Satisfied with Quality of Deparment Service
. % of Customers Satisfied with Timeliness of Department Sernvice

B o Customers Satisfied with Customer Service Provided by 311

excellent on survey
Y
=

20 --- Target (85% Satisfied: Dept Service and Timeliness) --- Target (90% Satisfied: 311 Customer Service)

W wh W
.?O*?P%.#‘;?& &, jr:r Sy f, %, gooc@%?& 6 (5-2_ /I/ ‘?p 0,.7& \_'1. Q qb OS%%%’G % G/- ¥ (?p‘;f,?& 0;" qb qu$¢¢6 % (9,_ Yoy (?'E"TF??G ﬂ@_‘?
7 3 0.7 5 !.J '\J 7 afv ) '\J [#) ‘{'_'5‘ g afS '\T')Q )

0 r::r
{?e f’c? f’a& af;f f’c:r,ja,;a 7 c"-*@?;tﬁ* 0, Sa;$’& 40
Source: 311 Survey

Percent of customers rating service/timeliness as acceptable, goo



311 Customer Satistaction with Service Delivery

mExcellent mGood mAcceptable Poor mUnacceptable

100%
o SAIRARRUNURRERARARQRANEN]

80% N 1] II ----- ) IR
70%
60%
50%
40%
30%
20%
10%
0%

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul
2014 2015 2016

61

Source: 311 Survey



311 Matrix FY15 (Customer Svc v. Timeliness)

100% - & WSD Lab CMO Communications ¢ ® : HD Noise & € WSD SW Billing
PR North
= PW Streetlights ¢ WSD Pipeline ’WSD Admi
: min

9 90% - _ PWSignals & o, WSD WW ¢ HD’Rat & PW Capital
‘- # KCPD Parking PW Signs : W SVV & WSD Remittance
- i : 23 WSD Leaf Brush
© NHS NPD ¢ ¢ WSD SW Engin H v&?\?d‘f% * o @ OPR Forestry
mo ---------------------------------------------------------------- .P.W.éi'..A..d.Fr...; ----------------------------- E -------------- WSD ’----‘-‘A;;,D‘va?l:msrnm’-ﬁw-s-h-o-w -------
N 80% - : PW D3 r'S * '
~ : NHS AHPS PR Forestry Technical
2 :
o) PW Rural ROW ¢ 'S PWD2 ¢
I: : WsD Billing ¢ CMO 311 € WSD CSD
(@) o/ | :
E 70% I:.ﬁ: South " € PW Preserv
n PW Sidewalks ¢ : PW Traffic Permits 4 HD Food
|<—t : 4 PR Central
Ul WSD WA&S Engi i
o 60% - ngin ¢ : PW Traf Studies ¢ ® CMO 311 Support
wl NHS AHPS Admin ¢
E ‘ Law
‘3 50% - WSD CSD Sups ¢ :
O

CPD Permit Compliance :

40% [ [ p ’ [ [ [ . [ [ [
20% 30% 40% 50% 60% 70% 80% 90% 100% 6 2

TIMEFRAME (% Closed within Established Service Level)
Source: 311 Survey and Peoplesoft CRM



311 Matirix FY16 (Customer Svc v. Timeliness)

100% - # NHS NPD Abate & WSD Lab € PW Parking
@ KCPD Parking :
—_ : HD Rat .
O ' ® pwsiens . ®PW Streetlights ¢ WSD Admin
L 90% - : &8"S & pw D2 ,
= 0 WSD Restoration . r'S NHS AHPS Admin MC Cust Svc
7 PW Rural ROW ¢ . Pwrn 5 _ NHsswe ®wspww CMO 311
§ .......................................... PREOIESIY.® ...eeererereeeeesesnennes @ PREO 'fff‘.t.f‘.’f?.c.'?.".'.c.?!....‘ ...... O N NG AHRS et
¢ NHS NPD . . WSD MFS CMO 311 Support
X 80% |, WsD Leaf Brush @ WSDSW Engin PWTrafficPermits& WSD Pipeline & ¢ oy
> € WSD W&S Engin ® pw D3 PW Signals
@) ¢ PR North
- : HD Noise ¢ NHS SW Adm
: PR Central ¢ L 4 i

:‘t) 70% - : entra 9 PR South ¢ PW PreservPW Snow Admin
o : @ pw Sidewalks
v ¢ Law ¢ PW Admin .
|: PW Snow
&
o 60% - € CPD Zoning
Ll
=
O C L :
B 50% - 26 of 39 groups maintained or © PW Traf Studies
O increased customer satisfaction '

from FY15t0 FY16 :

40% T T T T T —o—PRMowing T
20% 30% 40% 50% 60% 70% 80% 90% 100% 63

TIMEFRAME (% Closed within Established Service Level)
Source: 311 Survey and Peoplesoft CRM



311 Van Deployment

O311 Mobile Van Events

O 791 individuals reached (March - July 2016)
O Available on upon request
O Aftended events like:

O Neighborhood meetings

O Council District meetings

O State Representative meetings

O Community fairs

311 Mobile Van

The 311 Mobile Van is out and
about providing information
and services to residents where
they live, work, and play.
Watch this space for upcoming
visits! Request the mobile van!
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Bright Spot — Municipal Court
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New customer service effort = positive press for

Municipal Couri

O Customer Kiosks installed in 2016

8 Changes aim to improve service of KC's
s ueres Municipal Court system

Mahoney
BIO People can pay fines online, arrange payment plans

Published 5:21 PM CDT Apr 13, 2016

E—

1

SHOW TRANSCRIPT

KANSAS CITY, Mo. — Kansas City’s Municipal Court system isn’t a place people
want to spend much time, but the head of the system said new improvements could
make the experience easier.



Municipal Court Services Overview and Wait Time

Service Types

Compliances,

Bonding 0.93%
Agent, 1.70% Payments,
Language 43.84%
Line, 2.55%
Self Cash

Bond, 2.72%

Probation,
5.00%

Habla
Espanol?,
6.43%

Time to Pay General
Sign-up, Court Info,
12.73% 13.28%

Source: Municipal Court

Minutes

Transaction and Wait Time by Service Type

®m Average Transaction Time m Average Wait Time
0:10:05

0:08:38
0:07:12
0:05:46

0:04:19
0:02:53
0:01:26 I I |
0:00:00
O
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Payment Trends Before and After

Average Payments

600 Per Day of the Week

500

400 —0/\

300

—— —
100
0 :
Monday Tuesday Wednesday Thursday Friday

--Prior Qmatic 214 159 151 164 204
--Qmatic 521 363 380 429 334
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Source: Municipal Court



Municipal Court Call Center

Municipal Court Call Center - Calls Municipal Court Call Center - Talk
Received and Handled and Hold Time

m Talk Time Avg m Hold Time Avg mWork Time Avg

35,000
30,000
25,000 0:03:36
20,000
15,000 0:02:53
10,000
5000 0:02:10
0 Calls Calls 0:01:26
Present Handled
=o/14- 0:00:43
7/31/15 33,588 33,239
=8/11s 0:00:00
7/31/16 23,234 22,903

8/1/15-7/31/16
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Municipal Court 311 Call Volume

10% decrease in call volume for Municipal
Court calls from FY2015

FY2015

139,471 FY2016
124,968

FY2017 YTD
30,567

Source: 311



Objective 2

Require that all depariments
identify customers’
expectations and
perceptions via feedback
tools such as surveys




Surveys and Feedback Across the City

Customer Survey Citizen Survey Intfernal Survey Sessiol:wes/eléjobu(iwcdlfrobles

e 311 — all operational e Aviation e General Services » General Services -
departments o C|1'y Mgngger’s e LOw IT Division

e Aviation Office e HuUman Resources

e City Clerk’s Office e Finance e Finance

° CITy Plonning e Health e HuUman Relations

e Conventions e KCFD o C|'|'y qugger’s

e Health * Municipal Court Office

e Human Relations * Neighborhoods

* Municipal Court e Parks

* Neighborhoods e Public Works

e Parks e Water

 Water
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Questions?

Stay up to date on progress at kcstat.kcmo.org
#KCStat




