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Service London Objectives

• Enhance and improve the delivery of customer services at the City of 
London, including developing integrated service channels (online, phone 
and in person contact)

• Work with other organizations including ServiceOntario, the City’s agencies, • Work with other organizations including ServiceOntario, the City’s agencies, 
boards and commissions, as well as local businesses, organizations and 
institutions

• Achieve efficiency and economy in service delivery 
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Vision & Results

Vision Statement:
Delivering value through integrated customer centered service.

Service London Results:Service London Results:
• Simple – services that are timely and easy to access
• Seamless – effective integration between divisions, departments and 

organizations
• Personalized – delivery is customized, engaging and proactive 
• Accountable – results are efficient, consistent, reliable and accurate
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Customer Centered Service

Customer
Experience

Today
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270 phone numbers
9 locations

29 call centres
25 counters



Customer Centered Service

Customer
Experience
Tomorrow
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Integrated Channels
No Wrong Door

One Stop Shopping
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ServiceOntario

• Review with KPMG completed in September 2011 to identify potential 
partnership opportunities 

• Two joint project teams established
• Licensing and Permits (November 2011)• Licensing and Permits (November 2011)
• Contact Centre (February 2012)

• Initial work completed includes creation of a City of London portlet, inclusion 
of City services on the Service Location Finder, and exploration of a single 
number for business 
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Scroll down there will be many 
locations displayed here and on 
the map. 







Single Business Number

• A business number (BN) is the unique identifier given to businesses by the 
Canada Revenue Agency

• ServiceOntario and several other provinces are also adopting the single BN

• The City of London’s business customers could have several different 
identifying numbers which we currently assign to them by service

• A letter of intent between CRA, ServiceOntario and the City of London is in 
progress and will be presented to Council upon finalization for consideration 

AT YOUR SERVICE | 14



Next Steps

• Multiple projects and initiatives are underway, each at various phases of 
completion

• An initial 3-year implementation plan will be presented back to Council in 
the spring of 2012 including all internal and partnership initiativesthe spring of 2012 including all internal and partnership initiatives

• Major initiatives which will require significant investment will be presented to 
the Services Review Committee for the 2013 budget cycle 
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