VISIT RUSSELL.CA AND
YOU TALK. / TELL US HOW WE'RE DOING!
VISITEZ RUSSELL.CA ET
EVALUEZ-NOUS!

NOUS SOMMES A L'ECOUTE. Vi
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In May, 2016, the Communication Department launched the first Annual Report Card survey.

We asked the general public to evaluate the delivery of our services and our overall performance to capture the
perception and, create a culture of continuous improvement as per the Customer Service Policy by-law #53-
2013. The survey covered all of our services and departments.

The online survey was advertised on posters throughout the Township, in a number of paper editions, sent by
email, shared on our social media sites, and website throughout the period of May-September. It was completed
by 232 individuals which represents approximately 1.35% of our total population - 85% completed the English
survey and 15% completed the French version.

As this was our first survey, we expect more participation in the future and may consider alternatives for those
who may not have access to the internet and wish to complete the survey. This may include more advertising of
internet services at the libraries.

GRADE THE MUNICIPALITY'S OVERALL PERFORMANCE?

*We gave participants 9 options ranging from A+ to E
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HOW SATISFIED ARE YOU WITH THE SERVICES THAT THE MUNICIPALITY OFFERS?

*Of the 16 services listed, these are the top 5.
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HOW SATISFIED ARE YOU WITH THE MAINTENANCE OF THE FOLLOWING?

*Qverall, participants are satisfied with the maintenance of our Township
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ARE YOU AWARE OF THE FOLLOWING PROGRAMS?

*The purpose of this question is to help us identify which programs need more promotion.
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HOW WOULD YOU RATE YOUR CUSTOMER EXPERIENCE WITH EACH OF THE FOLLOWING
DEPARTMENTS?

*This question will guide our customer service training and initiatives
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DO YOU CONSIDER RUSSELL TOWNSHIP TO BE INCLUSIVE OF ALL MEMBERS OF THE
COMMUNITY?

*We will work to make all members of our community feel included. "= Most include P»= Least Included
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DID YOU KNOW THAT YOU CAN ATTEND COUNCIL MEETINGS AND/OR WATCH THEM VIA
WEBCAST (LIVE OR AT YOUR CONVENIENCE) FROM YOUR COMPUTER/DEVICE?

*We asked this question to help us guide our communication efforts and resources with respect to live webcasts.

We conclude that a majority of participants know about the live webcast and choose not to watch it for

unknown reasons.

WHAT VILLAGE DO YOU LIVE IN?
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u Marionville
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SURVEY LANGUAGE

*Language survey was taken

mYes

m No
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HOW LONG HAVE YOU LIVED IN RUSSELL TWP?
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LESSONS LEARNED

As this was the first time conducting a Citizen-Based Performance Evaluation, the administration learned that:
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We have services to review;

Customer service is very important;

Some programs need to be advertised more;

Some members of our community feel more included than others; and that,
Our citizens like:

Online payment options;

Social Media and Communications, in general;
The maintenance of our green spaces;

Our programs and activities;

Snow removal and general maintenance of roads;
The water and sewer system; and

High-quality drinking water.
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STRATEGIES T0 IMPROVE

We've identified a number of strategies to improve our citizens’ perception and overall service delivery - 19
strategies are found in the Strategic Plan.

Administrative - Ref: Strat Plan 2015-18, Promote Service Effectiveness and Foster Healthy Communities
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Update the Customer Service Policy

Analyze email response issues

Determine the best way to share the staff directory online

Improve employees’ knowledge of programs and services

Train staff on customer service, relationships and interactions

Ensure Customer Service is included in the performance appraisal process

Define ‘timely response’ and determine how we will measure response rates and a process to follow-up
Determine initiatives that could improve the outreach to various groups (i.e.; Welcome Program)
Develop before, on and after event communication practices so to increase department
communications

Explore ways to involve our residents in terms of accessibility and better communicate the activities of
this committee

Environmental - Ref: Strat Plan 2015-18, Develop and Renew Infrastructure and Foster Healthy
Communities
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Conduct a ‘First impression’ program re: planters, street curbs and sidewalks

Analyze potential composting collection programs and their costs

Consider increasing yard waste collection during summer and fall months

Consider a promotion: (limited number) free tags for families larger than average household
Launch repair sidewalks program to make them safer and more accessible

Finalize and communicate road resurfacing/maintenance program

Financial - Ref: Strat Plan 2015-18, Increase Financial Stability
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Communicate the budget process and allocations more effectively
Review and improve pre-authorized payment practices (PAP)



Recreational - Ref: Strat Plan 2015-18, Develop and Renew Infrastructure and Foster Healthy

Communities
1 Refresh and upgrade adult and senior programs
1 Increase and improve Arts and Culture programs
1 Develop an action plan for future recreation complex - to address the many comments regarding an
indoor pool
1  Study the potential of increasing the childcare program

Economic development - Ref: Strat Plan 2015-18, Grow Local Economy

91 Help local businesses in self-promotion through training opportunities

1 Improve communication in community development

1 Conduct a ‘First Impression’ tour to identify areas of improvements

1 Conduct a complete review of the Russell transit system and analyze the impact of the Ottawa Go Train
After-Hours Customer Service - Ref: Strat Plan 2015-18, Foster Healthy Communities and Promote Service
Effectiveness

1 Improve after-hour call service

MISPERCEPTIONS TO CLARIFY

Through a variety of communication tools including traditional media, video and social media, we aim to clarify
the following perceptions:

Misperception Clarification

Large developments don't have limits and the Development Charges (DC) pays for growth, Official
Township doesn't have a long-term controlled plan review

growth plan

The Township doesn't care about my road Road maintenance priorities list




