
Customer Service Workgroup
CITY OF SAINT PAUL



● 2021 Audit Topic = 
constituent and customer 
services

● Cultivate Strategy

● Study conducted June-Dec 
2021

● Published study available 
at stpaul.gov

www.stpaul.gov/department/city-
council/audit-committee/constituent-
customer-services-study

Background



1. Prioritize the health, hearts, and 
minds of frontline staff. 

2. Shift the City’s identity narratives. 

3. Establish universal access to 
service while building political 
efficacy. 

4. Create conditions to share 
tracking between departments 
and with the public. 

5. Empower Main Line staff to close 
requests. 

6. Relocate citywide customer 
service. 

7. Continue to diversify approaches 
to customer service. 

8. Deemphasize anonymity; 
emphasize accountability. 

9. Reward connectivity and curiosity 

10. Watch for opportunities to align 
business practices with high-
quality customer service 
technology.

Study Recommendations



● Formed by Councilmember Noecker and 
Councilmember Prince

● Included staff across several city departments

● Began meeting in July 2022

● Considered suggestions outlined in the Audit 
Committee Study

Workgroup Creation



1. Prioritize the health, hearts, and 
minds of frontline staff.

2. Shift the City’s identity narratives.

3. Establish universal access to 
service while building political 
efficacy.

…Snacks & Service Events!

 Professional Development 
opportunities for staff

 Deemphasize the culture of 
heroism and “go-to people” and 
emphasize teamwork and small 
efforts that add up to collective 
impact.

 Website navigation

Study Recommendations



● Staff development, aimed at frontline 
customer and constituent-facing staff

● Presentation from Department staff 
+ on-site element + snacks!

● Top 10 customer service topics 
handled by staff

● Inform about relevant website tools 
and information 

● Connect customer service staff across 
departments

Snacks & Service Events



● Paying for snacks - $0 budget

● Getting involvement from every department

● Narrowing down the information

○ 315 emails, 139 phone numbers, 21 online forms 
(not including individual staff contacts)

○ WAY more than 10 issues per department!

● Reaching frontline staff, including part-time staff

Snacks & Service Events: Hurdles



Snacks & Service Events: Success!

● Events hosted by 9 Depts!

○ Public Works, Parks & Rec, 
City Council, HREEO, Human 
Resources, OTC, Libraries, 
Emergency Management, 
Water

● Range of formats 

● Staff from 10 depts reached 
(400* participants)



● University of Minnesota 
Train-the-Trainer

● ALL departments were 
trained (amazing work HR!)

● At least six departments are 
actively implementing

● HR created a SharePoint 
group for those trained by the 
UMN as a support 
group/community of practice

UMN “At Your Service” Train-the-Trainer



● For at least the last 4 years, HR 
has been offering customer 
service training during new 
employee orientation, this will 
continue

● LEP language resource training 
is provided annually by 
department LEP coordinators

● Upcoming in-person and online 
trainings via CourseCloud
OpenSesame!

HR’s Ongoing Customer Service Resources



Learning Paths : Delivering Exceptional Customer Experiences



Ideas With A Potential Future

● Creation of a Customer Service 
support group internally, utilize 
Teams Chat group

● Use of ZenDesk across multiple 
departments

● Departments offer 2nd rounds 
of their Snacks & Service 
events or similar

○ DSI, OFS, CAO, Police, Fire, 
Neighborhood Safety



Questions?


