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Purpose 

As public servants, we are committed to putting service at the heart of everything we do and 
providing the highest level of service to our residents and each other. Customer service is about 
making connections. Connecting people with services, residents with employees, and 
expectations with results. Optimal service delivery recognizes the importance of internal and 
external customers. If service breaks down internally, it becomes more difficult for staff to 
deliver quality service to external customers.  

For an effective service strategy, the city must continue to understand our customers’ needs, 
communicate those needs effectively and efficiently, and empower employees to deliver the 
service.  Additionally, prioritizing the value of customer satisfaction, the overall customer 
experience, and the importance of investing in employees through training and advanced 
technology are critical factors to a successful strategy.  

This strategy is intended to set organizational priorities around people, lay the roadmap for the 
organization through consistency with standards, and complement the strategic importance of 
service. Each department will develop department-specific service standards aligning with the 
organizational strategy and standards. 

Creating a Service Culture   

A genuine understanding of customers’ needs and expectations is critical to delivering service.  
Our employees are an essential resource to our customers. By applying the principles of 
respect, trust, honesty, integrity, and commitment, we nurture and maximize talent to benefit 
each individual, the organization, and our customers.  

Developing a service culture within the organization is paramount to providing a quality 
customer service strategy. It is up to each individual to ensure service delivery when interacting 
with members of the general public, community stakeholders, and each other.  

A service culture demands that the City of Toledo always seek to improve the customer 
experience. To do this, department heads must have the information upon which to base 
decisions. Therefore, designing a comprehensive service quality tracking system is critical to 
measuring satisfaction and improvement. This includes regular customer satisfaction survey 
scores and the ability for city employees to make suggestions for improving service.  
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Vision  

The City of Toledo fosters a service culture with informed, empowered employees who have the 
knowledge and training to know what to do and how to do it and who consistently go the extra 
mile to provide a positive customer experience.  

Our Priorities  

This strategy identifies key service improvements that will assist in creating a culture that 
consistently delivers quality service.  

Goal #1: Understand our customers and their needs 
Objective: Strengthen relationships with our customers and consistently meet expectations for a 
high standard of service delivery  

Goal #2: Effectively communicate with our customers  
Objective: Establish and maintain principles of customer service that put the interests of the 
customer first    

Goal #3: Empower employees to serve customers 
Objective: Foster, recognize, and acknowledge a culture that supports a high standard in 
service delivery   

Goal #4: Value customer satisfaction and simplify the customer experience  
Objective: Review and streamline systems and processes to drive engagement and satisfaction  

Goal #5: Embrace and leverage technology to benefit our customers  
Objective: Provide technology solutions that streamline business processes, simplify customer 
interaction and provide accurate real-time information sources.  

Our customers  

The City of Toledo serves a diverse range of internal and external customers, from residents 
and ratepayers to visitors, vendors, and employees. Our goal is to ensure that our customers 
are well informed, listened to, responded to, and treated fairly, efficiently, and equally.  
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Service Standards 

The City of Toledo is determined to meet and exceed the below service standards: These 
service standards indicate the level of service individuals can reasonably expect from City of 
Toledo employees.  

Customers can assist us by: 

• Treating our employees with respect at all times, whether talking over the phone, via 
email, on Zoom, or in person  

• Providing as much as possible accurate and complete information when requesting city 
services  

Telephone/Voicemail Standards  

“Customers have a right to expect that….” 

• Telephones will be answered promptly whenever possible  
• Calls will be answered in a courteous manner  
• All inbound telephone calls from external sources will be answered with a consistent 

greeting such as “Thank you for calling the City of Toledo; my name is ___; how may I 
help you?” 

• Answer the telephone by any divisional telephone greeting policy  
• Employees will personalize the call by addressing the caller by name 
• Employees will ask a caller’s permission before placing on hold  
• While on hold for any reason, the employee will check back periodically with updates  
• Employees will allow the caller to disconnect the call first to prevent the caller from 

feeling as if the employee hung up on them 
• Voicemail boxes are cleared to ensure the mailbox is never full  
• Any voicemail message left with a city employee will be returned the next business day 

to acknowledge the message 
• Outgoing voicemail messages will be kept current  
• An option for a courtesy callback is available at city departments that have call queues in 

place  
• Whenever leaving a voicemail for a customer, employees will leave their full name, 

department, telephone number, date, and time called 
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Written Correspondence Standards 

(Includes letters, Memos, Emails, and Faxes)   

“Customers have a right to expect….” 

• Written correspondence from city employees formatted to city standards with approved 
brand letterhead  

• Information regarding any inquiries is complete, accurate, and concise  
• A timely response or interim communication explaining any delay  
• Emails from city employees to contain a signature block with all relevant contact 

information  
• Fax cover sheets that are legible, including name, telephone number, and department of 

the sender, and the name and fax number of the receiver  

In Person Standards  

(Includes Business, Home Visits, and Outreach Meetings)  

“Customers have a right to expect….” 

• A timely, courteous greeting acknowledgment, such as eye contact or a positive 
indication that the city employee knows the person is there, especially if the employee is 
with another person or on a telephone   

• That each main reception area or informational desk is staffed during regular business 
hours or, if staff is unavailable, will have signage referring a customer to an appropriate 
department or phone number to dial for service  

• City employees to make appointments wherever possible if visiting a home or business. 
• Whenever possible, a courtesy phone call when the city employee is en route to the 

home or business   
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Cityworks Service Request Standards  

The City of Toledo utilizes Cityworks as the official system of record for service requests, work 
orders, and case management. For all divisions that use Cityworks, the following standards 
apply:  

• All requests for city services should be entered into Cityworks 
o Include caller name, phone number, and email (if applicable) 
o Add detailed comments to tell the story of the service request  
o Answer all prepopulated questions for proper routing  
o Select the disability/accessibility field if appropriate  

• Callers should be offered the service request identification number for tracking purposes  
• Callers should be given the appropriate expectations for “what happens next” and a 

timeline  
• Engage Toledo representatives shall provide general oversight to ensure service 

requests are routed timely  
• Divisions are responsible for ensuring accurate information is added to the record and 

timely response of completion for any work needed to be done  

Cityworks Work Order Standards  

• All required fields should be completed  
• All assets should be attached, when applicable  
• Add detailed comments to tell the story of what work was completed  
• Attach any photos, or PDF documents, when applicable  
• @ mention any Cityworks user that needs to be updated on an activity or comment  
• Record any measurements, when applicable  
• Record any time, labor, and equipment information  
• Select the appropriate resolution  
• Update the status of the work order to “close.”   

Unacceptable Customer Behavior Standards  

The City of Toledo realizes that not all customer concerns will be resolved to the customer’s 
satisfaction. To review the Unacceptable Customer Behavior Policy, visit 
toledo.oh.gov/behavior.  

Monitoring Standards 

These standards will be reviewed annually, and any updates will be communicated to all City of 
Toledo employees. 

https://toledo.oh.gov/behavior
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Compliments & Complaints  

The City of Toledo welcomes feedback and will respond promptly to any input, including 
complaints. All compliments and complaints will be reviewed by the appropriate department 
head and city employee. Feedback will measure customer engagement and drive continuous 
improvement in delivering services. Visit the City of Toledo website to complete the online form 
to recognize a city employee for exceptional service.   

Feedback may also be given in writing to: 

Commissioner of Customer Service & Engagement  
420 Madison Ave. 
Toledo, Ohio 43604 
customerservice@toledo.oh.gov  
 

Measuring Continuous Improvement  

We will:  

• Survey customers regularly about their satisfaction with city services  
• Measure progress routinely through key performance indicators as determined by city 

departments  
• Engage employees and residents in process improvements in response to customer 

feedback on service performance  

Results expected to see when customer service is improved across the organization:  
• Customer feedback mechanisms reflect increases in customer satisfaction  
• Employees report increased focus on, and improved performance in service  
• Positive or neutral feedback is more frequent and common than negative feedback 
• Service levels that are reported show an increase over time  
• Resident engagement shows an increase over time  
• The number of residents calling Engage Toledo about unresolved service requests 

diminish  

mailto:customerservice@toledo.oh.gov

	Citywide Service Strategy
	Purpose
	Creating a Service Culture
	Vision
	Our Priorities
	Goal #1: Understand our customers and their needs
	Goal #2: Effectively communicate with our customers
	Goal #3: Empower employees to serve customers
	Goal #4: Value customer satisfaction and simplify the customer experience
	Goal #5: Embrace and leverage technology to benefit our customers

	Our customers
	Service Standards
	Telephone/Voicemail Standards
	Written Correspondence Standards
	In Person Standards
	Cityworks Service Request Standards
	Cityworks Work Order Standards
	Unacceptable Customer Behavior Standards
	Monitoring Standards
	Compliments & Complaints
	Measuring Continuous Improvement
	Results expected to see when customer service is improved across the organization:



