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Customer Service and Communication
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Customer Service and 
Communication

“To create an internal culture that focuses on the customer 
across all services provided by the City, supports essential 
internal and external communication, and fosters public 

engagement”. 
2



Objectives
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Objectives relating to Customer Service Target 
Timeframe

1 Implement established customer service standards that can be applied across all departments. April 2018

2
Require all departments to identify customer expectations and perceptions and measure satisfaction via feedback tools 
such as surveys. April 2018

5 Expand customer service and communications training for existing employees through Think Zoom and other channels. Ongoing

Objectives relating to Engagement and Communication

3 Execute the strategic communication plan in support of the Citywide Business Plan. April 2018

4
Continually seek innovative and creative ways to connect and communicate with the public and staff while applying an 
integrated and strategic approach to all communication
efforts.

Ongoing

6 Expand resident engagement in the Citywide Business Plan and budget review processes. April 2017

8
Establish a process to identify public health and public safety issues and create campaigns to improve awareness and 
availability of resources by creating one Public Safety Announcement (PSA) per quarter and providing training 
opportunities for citizens.

November 
2017



Objectives
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Objectives relating to Transparency

7 Make information about the City’s performance, operations, and financial condition more transparent, user-friendly, and 
understandable to elected officials and the public. Ongoing



2017-2022 Measures of Success

Measures of Success

FY15 
Actual

FY16 
Target

FY16 
Actual

FY17 
Target

FY17 
Actual

FY18
Target

Percent of citizens satisfied with customer service from city 
employees

49.7% 52% 46.6% 54% 47.9% 54%

Percent of customers satisfied with quality of department 
service on 311 service requests

83.3% 85% 84.1% 85% 83% 85%

Percent of 311 service requests closed within established 
timeframes

74.1% 80% 67.2% 80% 64% 80%

Percent of citizens satisfied with effectiveness of city 
communication with the public

45.6% 45% 44.6% 47% 44.0% 47%

Number of open data sessions 156,313 171,945 202,256 189,140 200,527*
206,30

1 5
*data tracking error occurred for three months. This figure has not been adjusted.



Customer Service and Communication:
KCStat Dashboard
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Citizen Engagement and 
Communication

7



Continually seek 
innovative and creative 

ways to connect and 
communicate with the 
public and staff while 

applying an integrated 
and strategic approach 

to all communication
efforts. 

8



Citizen Satisfaction with Effectiveness of City 
Communication with the Public

9
Source: Citizen Satisfaction Survey (kcstat.kcmo.org)



Importance-Satisfaction - Communication

10

Communications Category Importance Satisfaction FY2017
I-S Rank

Opportunity to engage/provide input into decisions 
made by the city 35% 30% 1

The availability of information about city programs and 
services 43% 48% 2

Overall usefulness of the city's website 26% 48% 3

The city’s use of social media 17% 45% 4

Quality of city video programming including city 
television channel (Channel 2) and web streaming 7% 40% 5

The content in the City’s magazine KCMore 5% 44% 6

Source: Citizen Satisfaction Survey **I-S is calculated as importance times one minus satisfaction 



Citizen Satisfaction with the Availability of Information 
about City Programs and Services
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12Source: Citizen Satisfaction Survey
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Citizen Satisfaction With Opportunity To Engage/Provide 
Input Into Decisions Made By The City
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311 Mobile Van 2017 Events

 Town Fork Creek Neighborhood 
 Home Buyer’s Seminar & Home Maintenance Fair
 Easter Extravaganza
 Here’s Waldo Neighborhood Association Meeting
 Blue Valley Neighborhood Association’s Stop the 

Violence Picnic
 Missouri State Rep. Richard Brown’s Community 

Forum  (Southeast Community Center)
 Midwest WMS Walk -a-thon
 Global Outreach Day
 Southmoreland Neighborhood Association Dumpster 

Day
 Mayor Pro Tem Wagner’s Town Hall (Avila University)
 Holiday Hills Neighborhood Association
 Average contacts per event = 87

15



#Mobile311Tweetalong

16



 Thirty-one participants in Spring ’17 class

 Six classroom sessions

 One session at Gregg-Klice Community Center (with tour)

 One session at EOC (with tour)

17

Community Engagement University (CEU)



Kansas City Government 101 –
Frontier School of Excellence

18

Session 1: Government 101 (Monday, April 24)
• What makes the City of Kansas City great
• How and why our local government functions as it does 
• Activity (Local Government or Not)
• Why your vote matters
• GO Bond – What is that?

Session 2: Neighborhoods and Healthy Communities (Wednesday, April 26)
• Parks & Recreation Department - What there is for you - programs, 

activities, and facilities
• Neighborhoods and Housing Services Department
• Trash or Recycling?
• How to maintain your property
• Animal Health and Public Safety
• Clean Water by the Water Services Department

Session 3: Dollars and Sense (Friday, April 28)
• Where does the money go?
• Where does the City get its money?
• What does the data say?
• Balance the City’s Budget
• What do you think of Kansas City (survey)?



1st and 2nd Preference for Receiving Information, 
citywide and by Council District

Source: Citizen Satisfaction Survey
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Citizen Satisfaction with the Usefulness of the City Website
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Old content – left for 
reference
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Change from Last Year Satisfaction by Age
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Old content – left for 
reference



Old content – left for 
reference
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Citizen Satisfaction with KCMORE Magazine
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Change from 
FY2016 to 
FY2017 is 

statistically 
significant



Old content – left for 
reference
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Citizen Satisfaction with KCMO Video Content (TV and Online)
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-4.3% 
decrease 
FY2016 to 
FY2017



Fill in “?” for missing council meetings 
taped count

ALL
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Execute the strategic 
communication plan in 
support of the Citywide 

Business Plan. 

41



Citywide Communications Plan update

 Plan contains 31 recommended activities to help fulfill objectives of the Citywide 
Business Plan 

Completed - 14

 In progress - 9

 Need resources -8

 Success Story: Animal Health & Public Safety PSA’s, Land Bank stories 

 Summer Pet Safety , Officer & Pet Profile

 Urban Revival stories 42

https://www.youtube.com/watch?v=4rCusfBE3TE&index=4&list=PLyKXo9nCHoXS-UrEDPZXoaFUQfJBHJq5Z
https://www.youtube.com/watch?v=oYpaAdD2CBA
https://www.youtube.com/watch?v=K7EkkzWi7Oo&list=PLyKXo9nCHoXTLuXa_HUQQSkAh660vgI06&index=2


Expand resident 
engagement in the 

Citywide Business Plan 
and budget review 

processes.

43

Four Citizen Work Sessions 
held across city mid-
September through early 
October, 2016

Fall 2016 = 102 Attendees

Fall 2015 =   90 Attendees





Establish a process to 
identify public health and 
public safety issues and 

create campaigns to 
improve awareness and 
availability of resources 
by creating one Public 
Safety Announcement 
(PSA) per quarter and 

providing training 
opportunities for citizens..

• Police produced three sets 
of PSA’s 

• Firearm safety awareness

• Violence impact from 
relatives of victims 

• Seatbelt Safety

45

https://www.youtube.com/watch?v=N4RMvYCELPg
https://www.youtube.com/watch?v=Y0CMbUNWjO4&list=PLyKXo9nCHoXQZgHpiXzLvzLDeteYb5Bq2&index=3


2017 PSA Schedule

Alert KC – April 
Gun Safety – June
Fire Safety – September
 Police –round two

46

https://www.youtube.com/watch?v=iBt9pvL4V48


Municipal Court PSAs

 Two video produced to explain Municipal 
Court functions

 “How to behave in Court”

 How to use lobby kiosk

47





Customer Service

49



Citizen Satisfaction with Customer Service from City 
Employees

50
Source: FY2016 YTD Citizen Survey (Kcstat.kcmo.org)



Satisfaction with Customer Service from City Employees Over Time
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Implement established 
customer service 

standards that can be 
applied across all 

departments.

52



Customer Service Steering Committees

53

Including recognition event during charity campaign kickoff

• Kickoff scheduled for Friday, September 8
• Event to be held at Barney Allis Plaza
• Employee Recognition will be from 10:00 to 11:00

• Awards for Departments/Divisions based on Citizen Survey results
• Individual recognitions for compliments received from residents

Developing guidelines on what types of employee actions/work should be submitted for recognition. 

• Employee compliment form on MyKC
• City Employee Compliment/Thank You form coming to kcmo.gov

Employee Appreciation Event at Worlds of Fun

• Scheduled for Saturday, August 26
• Employee + 1 tickets for $15 each 
• Includes both parks, buffet lunch, and parking



EnerGov Implementation

54

Extensive internal communication forthcoming as we go 
through the Cartegraph and Energov process. 

Emphasis on standard solutions and eliminating free form 
entry to provide a more standard response to residents



Collaboration between 311 and Departments

55

311 Field Trips

• Tow Lot
• Municipal 

Court

Specializing Call 
Taker Skills

• Municipal 
Court

Department/311 
Trainings

• Municipal 
Court

• City Planning 
and 
Development

• Solid Waste



Use of 311 – Citizen Survey

56
Source: Citizen Survey, kcstat.kcmo.org
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Source: Citizen Satisfaction Survey

No 
statistically 
significant 
changes 
this year. 



How Well Your Question was Resolved Via 311

58Source: Citizen Satisfaction Survey
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311 
Service 

Requests 
by 

Channel

59

74%

19%

6%

1%



Service Request Channels by Month
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Service Request Responsiveness

61

In late June 2015, timeframes for many service requests were changed during 311’s software 
upgrade and some were changed to align with service expectations.

Source: Peoplesoft CRM

May ‘17 
65% 



Customer Service Ratings of 311 Call Takers

62

April ‘17 
82% 



Satisfaction With Quality And Timeliness Of 
Service Provided By Departments

63

April ‘17 Quality = 91%
Timliness = 82% 

311 is working on new system for capturing customer feedback



311 Abandonment Rate

64Source: 311
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What services do people call 311 for?
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Highlight Municipal Court 311 Call Queue

66

FY2015
139,471 FY2016

124,968 FY2017
102,453 

Number of Received Calls Over Past Three Fiscal Years
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311 Internal Dashboard

67



Require all departments 
to identify customer 
expectations and 
perceptions and 

measure satisfaction via 
feedback tools such as 

surveys.

68



Embedding PIOs in departments – Spotlight on 
City Planning and Development

69

City Planning & Development 
Improved its communications and 

customer service 
Drives traffic to revamped webpages with 

better content Petrina Parker, 
PIO City Planning



ElevateKC Survey – Employee perception of customer service
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Expand customer service 
and communications 

training for existing 
employees through Think 

Zoom and other 
channels.

71



Employee Customer Service Training

72

FY2015 customer service training became mandatory for new hires

FY15

• Full three day program
• 4,170 training hours 
• Average content scores: 4.6/5.0
• Average instructor scores: 4.9/ 5.0

FY16

• Switched to two day program in 
August 2015

• Number of training hours: 7,432
• Average content scores: 4.6/5.0
• Average instructor scores: 4.9/ 5.0

FY17

• Number of training hours: 5,370
• Average content scores: 4.6/5.0
• Average instructor scores: 4.9/ 5.0

Since moving to the two-day Public 
Service Communication program, the 
time for completion went from 
5 months from date of hire to 2.5 
months.

190

425 358

0

250

500
Unique Participants by fiscal year



Transparency through Data
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Make information about 
the City’s performance, 

operations, and financial 
condition more 

transparent, user-friendly, 
and understandable to 

elected officials and the 
public. 
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Open Data - Sessions
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Updates allow us to better promote datasets

76



Honing OpenData KC to Improve Usability

We will be moving PDFs and all other non-machine-readable data off the 
site.

There are currently about 5,000 PDFs on the site.

 Tech improvements mean we can share more geographic data

 Energov Implementation will allow access to rich permit data

77



We are trying something 
completely new

78
m.me/OpenDataKC

Announcing the Beta 
of the OpenData KC 

Chatbot.
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Notes on the Bot

Our target audience is neighborhood leaders who have some data skills, 
but find the open data portal (understandably) overwhelming.

 Helps us push our best content to people

 It’s an experiment. 

80



User feedback will be very helpful to us!

81



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