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Region of Waterloo

A diverse organization with a wide range of services.



Integrating Knowledge



Today's World

Knowledge solutions are like a 
large warehouse.

• Unorganized
• Overwhelming
• Use a lot of space
• Outdated material



Project Objective

Our team asked the question:
How do we move to a digital knowledge world 

when we have multiple knowledge sources?

Region's websiteHard copy Digital



Project Objective

Transitioning to a single 
source knowledge system.



Project Objective

Our objective is to align information to a 
single data source, providing synchronized 
work flows for citizen self-service and calls 

directed to our Contact Centre.



Project Objective

Citizens Contact CentreSearch engine

Region's website Online forms



Inquiry Types

A citizen inquiry is classified in three types no matter which channel they 
come in:

• Information Request (IR) is information that can be provided to a citizen 
within the first contact.

• Service Requests (SR) is the information gathered from the citizen in a 
digital form to fulfill a specific request or to submit feedback. The form is 
submitted to the appropriate program area for further processing.

• Transfers (TR) is moving the voice call from the Contact Centre to the 
another program area for further assistance. Transfers are generally used 
when an extension number can’t be made available to the public.



Inquiry Types

• Information Requests are fulfilled by searching within the Region's 
website. Business units will be responsible for keeping all information up to 
date.

• Service Requests are redesigned as more succinct and easy to use online 
forms. Some forms will also be customer facing for digital self-service.

• Transfers are reduced by publishing contact numbers on the website 
unless there is a privacy risk or capturing caller information within a digital 
form sending to the business unit.



Smart Service Request Forms



Forms

Now that we have 
established the 

framework we are 
building smart 

Service Request 
forms to support the 

citizen through 
Contact Centre or 
self serve website.



Forms

Our Waste Collection 
form utilizes GIS 
data to support 

automation within 
the form.



Forms

Questions that drive 
workflow



Forms
Educating the citizen 

from the form 



Forms

While the Waste 
Collection form 

reports an issue with 
a service the Self 
serve Complaint 

forms are available 
to the citizen to 

provide feedback.



Automating Our on Call Process



On Call

Engaging on call staff has 
always been a manual 

process. 

During the project our 
team asked:

Could we automate the 
process?



On Call

Form is 
completed

Automated on call 
process in engaged

Email is sent 
to Everbridge

Road Closure

Utilizing an application called Everbridge we are currently in the 
process of automating the call out procedure



What's Next



Chat

Introducing Chat as an 
assist to the digital channel 
(website, Service Request).



Thank You


