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(Photo: Customer Service Representative Brittany Roberson on the phone
with a resident yesterday morning.)

Dear Friends,

Delivering outstanding customer service is one of the key priorities of our
Administration.

We are committed to improving our interactions with the residents and
businesses we serve, and supporting our employees so they can better
serve our community.

Improving Interactions with the Community
City government must help our residents and businesses solve problems

and get things done promptly and efficiently while treating everyone with
dignity and respect.




Here are some of the things we’ve done over my first 100 days to achieve
this goal:

* One Business Day Response. We strive to
provide a detailed response to emails and
telephone calls within one business day \ =
whenever possible and, if more time is CITY OF NEWTON

needed, state when to expect the response. MAY“R I_ARED[]

« Emergency Alert System. When we had our EadabtliEl i At by
first snowstorm in January, we turned to the :
City’s longstanding emergency alert system to "(__.
let residents know that a snow emergency y
parking ban was going into effect.
Unfortunately, the system didn’t work well,
resulting in an hours’ long delay in getting the
information out.

l\"\-

That was unacceptable. We immediately

went to work to fix the problem and have now installed a new system
with greater capabilities and reliability (an added bonus — it costs less
than the old system). Thanks to Chief Information Officer Greg Ansaldi
and the IT team for getting the new system up and running so quickly.

The easiest way to subscribe to My Alerts and make sure you get
messages is to text “NewtonMA” to the number 38276. You can also
sign-up online here.

o City Website. Anyone who has used our City of Newton website knows
it's hard to quickly find the information you’re looking for.

We’re changing that.

We are in the process of building a new website that will better serve
our residents’ needs, improve transparency, and make accessing
information easier.

We expect to have the new system fully operational by the end of
2026.

* Newton’s 311 System. We are auditing the 311 system to better
communicate with residents and to improve the workflow from request
to completion.

Here are some of the improvements:

o0 Updating the service categories available through 311 to
better reflect the things that residents tell us they need.

o Provide more accurate work time estimates regarding how
long it will take to fix a pothole, plow a road, or pick up a large
item at your curb.



https://portal.civicplus.com/MA-Newton/notifications?tab=alerts

o Make sure that 311 requests are not closed out before being
completed or otherwise resolved.

e Snow Removal. With more than two feet blanketing Newton this past
winter, our DPW crews and contractors worked incredibly long hours in
tough conditions clearing our roads.

Can we do better? Yes!

We are working with DPW Commissioner Shawna Sullivan and the
snow removal team to review every aspect of our operations, including
our storm response protocols, snow route maps, and utilization of
private contractors.

We also have a new GPS system that will allow us to track - in real
time - our snow response efforts on every street across the city.

Supporting Our Employees So They Can Better Serve Our City

The City of Newton has incredibly smart and dedicated employees. Over the
past 100-plus days as Mayor, I've seen their hard work every single day,
seven days a week.

(Photo: Visiting with DPW employees
in the City's Engineering Division at
City Hall.)

In addition to our Laredo Listens tour
across the city to hear from residents, |
also made formal visits to all our city
departments, during different shifts, to
hear directly from our employees.

| also had numerous informal drop-in
times with our employees in their
places of work (including five different
visits to police roll call since January, plus time with our dispatch team).

Our front-line employees have valuable ideas about how we can all do our
jobs better, and | will continue to seek out their suggestions.

| also want to make sure that our employees feel respected, valued, and
have the tools they need to do the best job possible for all of Newton.

Toward this end, we've:
 Instituted a Paid Parental Leave policy. This is a long overdue
benefit for our employees that reflects our community’s shared values.

(Read the policy here.)

The policy also is an important tool in strengthening our ability to
recruit and retain talented city employees.



https://www.newtonma.gov/home/showpublisheddocument/137279/639114107093070000

Thanks to Director of Human Resources Michelle Pizzi O’Brien and
the H.R. team, City Solicitor Alissa Giuliani and the attorneys in her
office, and CFO Maureen Lemieux from my office who made this a
priority and got it done.

¢ Giving Employees the Tools They Need. We're automating internal
processes to improve workflow and free staff time to better serve
residents.

Here are a few examples:

o Creating a “reminder” system so that employees know when

to follow-up on a project, such as making sure that a street is
properly repaved after utility work is completed.

o Using Artificial Intelligence (Al) to generate first drafts of
meeting minutes (required by state law for every City Council,
board and commission meeting). This allows reports to be
generated promptly and in a fraction of the time it previously
took to prepare them.

o Implementing new software to assist employees and

automate, organize, and increase accountability across a
number of departments.

o Accelerating the Hiring Process. When we find the right candidate
for a job, we want to get that person on board as quickly as possible.

Once the hiring team agrees on a candidate and makes a verbal offer,
we now can send a formal offer within three days. We are actively
engaged in making other improvements to the hiring process to make
it more efficient.

* Promoting Good Health. We encourage our employees to take steps
to promote good health. That is why | joined employees last week for a
lunchtime walk around Bullough’s Pond to celebrate National Public
Health Week. Led by Health and Human Services Commissioner Shin-
Yi Lao and her team, we had a great time getting outside for a few
minutes, clearing our heads, and enjoying casual conversation. It was
such a success that we’re planning to spend more lunch breaks
walking, rolling, and talking together. Our HHS and Human Resources
teams will be introducing other initiatives to promote a healthy
workforce.

We take great pride in serving the City of Newton. We’ve made some
significant improvements, and look forward to continuing our work. We won't
rest on our laurels as we constantly strive to deliver exemplary customer
service!

See you around the city,

Mayor Marc
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