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The Region of Peel

• Peel Region is the second-largest municipality in Ontario, serving close 
to 1.5 million residents and more than 175,000 businesses in 
Brampton, Caledon and Mississauga.

• 20-year strategic plan and vision of 
Community for Life

• Three areas of focus:

– Living 

– Thriving 

– Leading 



Our Contact Centre

• Created in 2005

• First point of contact for phone, email, chat and Twitter for 16 
program areas

• Located in Mississauga

• 35 on premise agent desks, 25 remote agents



Our Contact Centre



Why did we need to evolve?

• Demand continued to rise every year, while staffing levels remained 
fixed

• Maintaining good service levels was a challenge

• Internal programs wanted better data about who was contacting us 
and why

• External clients had channel and service expectations set by private 
business



Evolution #1
Cloud Contact Centre



Cloud Contact Centre

Why did we evolve?

• Using an on-premise system over a decade old

• Limited functionality

• Reliant on IT to make any changes to call routing

• Could only handle phone calls; no multi-channel routing or reporting



Cloud Contact Centre

How did we do it?

• Implemented cloud contact centre software in December, 2018

• Moved all Tier 1 phone calls and emails to new platform

• Integrated cloud with on premise system for Tier 2 transfers



Cloud Contact Centre

What was the impact?

• Control over routing, IVRs and announcements

• Phone and text channels routed together 

• Improved agent efficiency

• Integration with our CRM platform

• Queue callback

• Intelligent call routing



Evolution #2
Enhanced Call Routing



Enhanced Call Routing

Why did we evolve?

• Previous system allowed for basic routing only

• Live agent answer for most calls

• Changes were handled by IT

• No way to measure effectiveness of routing

• Low call volume and agent occupancy during overnight hours



Enhanced Call Routing

How did we do it?

• Analyzed call volumes, call types, transfer rates and call patterns

• Created new IVRs with self-serve content and routing/triage

• Built reporting in to measure effectiveness

• Added variable routing and messaging based on time of day, agents 
staffed, and calls waiting

• Tested, launched, analyzed, optimized



Enhanced Call Routing

What was the outcome?

• Increased call deflection: 94,000 calls resolved in IVR instead of agent 
last year

• Positive feedback from callers and agents

• Consolidated after-hours overnight calls to a single contact centre, 
saving 758 staffed hours in just six months

• Gained detailed reporting on what callers do in IVR



Enhanced Call Routing

before… after…
Ad Hoc Announcement 

(when activated)
ANNOUNCEMENT 17282

TransHelp Closed Menu

ANNOUNCEMENT 17918

IVR SELF-SERVE
VDN 3990

DIRECT EXT.

Thank you for calling Trans Help at the Region of Peel. To check your ride details or cancel a ride, please press 1, or 
visit peelregion.ca/trans help.

Our office is currently closed. If this is an emergency, please press 0, or stay on the line.

No ride bookings, changes or inquiries can be handled at this time. Please call back during our regular business 
hours: 8 am to midnight, daily.

Announcement varies

Press 1

Press 0 or no input

4-digit extension

After-hours CSR

Perform Estimated Wait Time (EWT)

Play Call Recording/Privacy Ann.

After-hours Overnight 
Greeting

Thank you for calling the Region of Peel. Our office is now closed. Please call back during our regular business hours for inquiries and requests. If you are experiencing a life-threatening situation, please hang up and dial 911. Limited services are available for urgent situations at this time. Please make a selection from the following options:

For emergencies related to Regional roads, sewers, or water lines, press 1.
If you are a TransHelp passenger and are currently stranded, press 2.
Peel Living tenants reporting an emergency, please press 3.
If you are in need of shelter or assistance, press 4.
For street lights, by-law enforcement, parking or animal control, press 5.
To report an urgent public health issue, including reportable diseases, press 6.
If this is an emergency related to a service provided by the Region of Peel not mentioned, press 8.
To speak to a regional employee or dial an extension directly, press 9.

9: Automated Directory
Avaya 9995555897

8: All Other Issues1: Public Works Yards

Public Works is open from 8:00 am to 5:00 pm, Monday to Friday. 
Requests for scheduled water turn offs and turn ons, as well as 
reporting of issues on Regional roads should be made during that 
time.
If you are reporting an emergency request related to Regional 
roads, sewers, or water lines, that needs to be dispatched 
immediately, please press 0, or stay on the line.

2: TransHelp (1:00 am to 6:00 am)

Rides cannot be booked, changed, cancelled or confirmed at this 
time. We have no access to TransHelp accounts. TransHelp is open 
from 8:00 am to midnight, seven days a week.

If you are currently stranded due to missing a pre-booked ride, 
please select the company scheduled to provide your ride:

For A Black Cab, press 1
For All Star taxi, press 2
For BTS taxi, press 3
For Blue and White taxi, press 4
For BramCity taxi, press 5
For CANES, press 6
For STL taxi, press 7
For Tor taxi, press 8
For Wheelchair Accessible taxi, press 9

If you are unsure which vendor is scheduled to provide your ride, 
to confirm a future ride, or to cancel a scheduled ride, press 0. 

3: Peel Living

To report maintenance requests or discuss tenancy matters, please 
contact us between 8:30 a.m. and 4:30 p.m Monday to Friday. An 
Operations and Tenancy Support Agent will create work orders, 
handle all maintenance related requests, and follow-up on your 
tenancy matters such as parking, preauthorized payment and party 
room applications). 
To report an immediate security or safety issue, including disputes, 
loitering, vandalism, or excessive noise, press 1 to be connected to 
Intelligarde.
To report an urgent parking concern, press 2 to be connected to 
Epic Parking Services.
If you are experiencing an emergency within your unit that is 
resulting in property damage or an immediate health and safety 
concern, press 0, or stay on the line.

4: Ontario Works/Human Services

Ontario Works caseworkers are available to assist clients and 
applicants from 8:30 am to 4:30 pm, Monday to Friday. 
Caseworkers are not available at this time.
If you require emergency assistance, please select one of the 
following options:

If you are in need of health care or prescription drugs, press 1
If you are in need of shelter or transportation to a shelter, press 2
For time-sensitive funeral assistance, press 3.

If you are an Ontario Works client, please contact your caseworker 
on the next business day for any other assistance.

5: Mississauga/Brampton/Caledon

The cities of Mississauga and Brampton and Town of Caledon are 
responsible for local road maintenance, parking, parks and 
recreation, animal control, property taxes and other services.  

If you are a Mississauga resident, you can submit online service 
requests 24-hours a day at mississsauga.ca. To report an urgent 
issue, press 1 to be connected to Mississauga s after-hours 
dispatch service.

Brampton residents can submit online service requests 24-hours a 
day at brampton.ca. To speak to a Brampton 311 representative, 
press 2 now.

If you live in the Town of Caledon and are reporting an urgent 
issue, please press 3.

6: Health

If you are from an organization or health care professional, calling 
about an urgent public health issue, including any reports of 

animal bites or reportable diseases, please press 1

For health advice or information from a registered nurse, please 
press 2 to be connected to Telehealth Ontario, a free, confidential 
service provided by the Province of Ontario.

For all other public health questions or issues, please call back 
during our regular business hours, weekdays from 8:30 am to 4:30 
pm.

0: PW Dispatch Avaya 9995554409

1: A Black Cab 9058224000

2: All Star taxi 9056020000

3: BTS taxi 9057964012

4: Blue and White taxi 9052741600

5: BramCity taxi 9054556100

6: CANES 6474544517

7: STL taxi 9056291946

8: Tor taxi 9056055255

9: Wheelchair Accessible taxi 4168849898

0: TransHelp IVR 9995553990

1: Intelligarde 4167600000 1: Medical 
If you require medical attention, please call 911 or go to a hospital. If 
you need transportation to the hospital, call an ambulance.
Ontario Works and ODSP recipients can use your Ontario Health Card 
to get prescription medication at all Ontario pharmacies and places 
covered by the Ontario Drug Benefit program.

2: Shelters
If you need emergency shelter right away and are unable to stay with 
friends or family tonight, please select the option that best matches 
your situation:
If you are a single male over 25, press 1.
If you are a single female over 25, press 2.
If you have a spouse with you, press 3.
If you are have children with you, press 4.
If you are a youth between the ages of 16 and 24, press 5.

3: Funerals
The Region of Peel can help pay for the cost of a basic funeral, burial, 
or cremation for a deceased Peel resident if you can't pay for it on 
your own.  To apply, call 905-793-9200 from 8:30 a.m. to 4:30 p.m., 
Monday to Friday.
If you are the next of kin and the funeral will occur prior to the next 
business day and financial assistance is required immediately, press 1.

2: Parking XXX-XXX-XXXX 

0: PW Dispatch Avaya 9995554409

Dispatch will capture caller s information and relay to Intelligarde.
Dispatch will enter information in form and send to OTA mailbox for entry 
into HTI next business day.

1: Mississauga 9056153000

2: Brampton 9054947819

3: Caledon PW Dispatch Avaya 9995554409

Dispatch currently handles Caledon AH calls (no change).

2: Telehealth Ontario 18667970000

1: PW Dispatch Avaya 9995554409

Dispatch will take caller s information and relay to on-call public health 
nurse or designate, based on schedule.

Our customer service representatives 
are not available at this time. 
You can get information on Regional 
programs and services and submit 
online service requests 24-7 at 
peelregion.ca.
If you have an emergency service 
request, please press 0 to be 
connected to our after-hours dispatch 
service. Note that only emergency 
service requests can be handled at this 
time.

0: PW Dispatch 
Avaya 9995554409

Dispatch will escalate as needed using on-
call schedules, or advise caller of service 
available at this time.

1: Cawthra Shelter  905-281-1272

2: Wilkinson Shelter  905-452-1335

4: Peel Family Shelter 905-272-7061

5: Queen Street Youth Shelter 905-791-2334

3: Cawthra Shelter  905-281-1272

2: Cawthra Shelter  905-281-1272

1: Single Males
If you are in Mississauga, press 1.
If you are in Brampton or Caledon, press 2.

1: Funeral -Social Assistance
An application to determine eligibility will need to be completed if 
the deceased person was not receiving Ontario Works or ODSP. 
Financial assistance is not available to those with total income and 
assets over $10,000. If you would like to proceed with an 
application, or are calling from a funeral home, please call back 
after 7:00 am. We will be able to assist you at that time.

2: TransHelp (6:00 am to 7:00 am)

Rides cannot be booked, changed, cancelled or confirmed at this 
time. We have no access to TransHelp accounts. TransHelp is open 
from 8:00 am to midnight, seven days a week.

If you are checking the pick-up times or vehicle information for a 
pre-booked ride, or to cancel a trip, please press 0.

If you are currently waiting for a ride, and the end of the pick-up 
window has passed, please press 1.

0: TransHelp IVR 9995553990

1: PW Dispatch Avaya 9995554409

2: TransHelp (7:00 am to 8:00 am)

Rides cannot be booked, changed, cancelled or confirmed at this 
time. We have no access to TransHelp accounts. TransHelp is open 
from 8:00 am to midnight, seven days a week.

If you are checking the pick-up times or vehicle information for a 
pre-booked ride, or to cancel a trip, please press 0.

If you are currently waiting for a ride, and the end of the pick-up 
window has passed, please press 1.

0: TransHelp IVR 9995553990

1: CCC After-hours skill

33% 
IVR Deflection

78% 
IVR Deflection



Evolution #3
Web Chat



Web Chat

Why did we evolve?

• Demand from citizens – they expect chat as an option

• To gain more data about what website users are looking for

• Potential to shift contacts from email to chat

• Low-cost and easy to launch and manage

How did we do it?

• Determined hours, standards and guidelines

• Recruited and trained from existing CSRs

• Configured console and added to website in March 2019



Web Chat

What was the impact?

• Positive reception by customers and agents 

• Volumes are manageable 

• Gained valuable insights and data



Web Chat

Positive Volume Trends 
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Evolution #4
Customer Satisfaction 
Measurement



Customer Satisfaction

Why did we evolve?

• Only one measure of satisfaction: manual review of phone calls

• Customer Service Standards were outdated



Customer Satisfaction

How did we do it?

• Implemented cloud-based QM system

• Added email and chat to QM program

• Introduced post-call and chat surveys

• Led the creation of an organization-wide Service Experience Strategy

First, thinking of your satisfaction with 
this call, on a scale of one to five, 

where one means very unsatisfied and 
five means very satisfied, how would 

you rate your experience today?

Thanks! Thinking of the agent you 
spoke to, on a scale of one to five, 

where one means strongly disagree 
and five means strongly agree, do you 
feel the agent made an effort to make 

sure you got what you needed?



Customer Satisfaction

What was the outcome?

• Agent portal for viewing own calls and evaluations

• Surveys show customer satisfaction by agent, program, wait time 

• 1000s of surveys/month vs. 100 QM reviews

• Corporate Service Experience Strategy created to provide consistent, 
defined, measured service across all service channels
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Evolution #5
Workplace Modernization



Workplace Modernization

Why did we evolve?

• Desire to reduce physical space and move to a mobile, flexible work style

• Physically separate areas for agents and management prevented 
collaboration

How did we do it?

• Solicited feedback and suggestions from staff

• Designed space to bring agents, supervisors and support into one room

• Rolled out Windows 10 laptops

• Move to cloud contact centre



Workplace Modernization

What was the outcome?

• A modern and collaborative open workspace

• Reduced real estate footprint

• More flexibility, better collaboration and improved efficiency

• Agents and supervisors can access contact centre, QM and workforce 
management tools from anywhere



Workplace Modernization

Before…



Workplace Modernization

After…



Lessons Learned

Evolution isn’t a guaranteed success 

• Change management processes needed 
to ensure positive staff engagement

• Training on new tools is key

• Need resources to support new technologies, ideally from within the 
contact centre

• Provide staff with lots of opportunities to voice recommendations and 
concerns



Andy Saito
Supervisor, Contact Centre
Region of Peel

Contact Centre Evolution


