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Call Back Requests and Complaints (Not "SR") 

START

Phone / Email

CSA Receives Information & 
Logs in CRM (Automated 

integration into SharePoint Call 
Back Log)

Review Call Back / Complaint

END (Recieved back 
to SB)

Review Call Back 

Email automatically sent to 
Enforcement Clerks 

Automatically via SharePoint 

Can the Clerk Respond to Customer?

Can the Supervisor Repond to 
Customer?

Assigns to Officer via Email 

No

Calls or Emails CustomerYes

Calls or Emails Customer

Calls or Emails 
Customer

Yes

Is the Complaint about an Officer?

Yes

Reviews Complaint

No Assigns to all Enforcement Supervisor (of that section) via Email

Assigns to Enforcement 
Supervisor via Email

Investigates Complaint
Completes Report & Emails to 

Manager

Reviews Report  & Emails to 
Office Manager

Uploads to Records 
Management Software

Updates Log

Updates Log

Updates Log
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 Property Standards | Complaint Resolution Property Standards | Complaint Resolution

START CHANNEL

Online / Mobile (CRM)

Phone / Email / 
In-Person

CSA Receives Information

Completes Assignment 
Process in Amanda 

("Update Complete")

Vital or Pool 
Enclosure?

Supervisor Reviews and Assigns to 
Officer

Officer Receives SR in Their Task List

Violation?

Warning / Penalty Notice / 
Order / Charges

FILE CLOSE

CSA Refers to Knowledge Article and 
Collects Required Information

CSA Creates SR in Amanda

No

Yes

Re-Inspection Complied? Yes

No

Yes

Zoning Reivew 
Required?

No

Zoning Plans Examiner 
Reviews

Yes

Violation?
Zoning Plans Examiner 

Mails Notice
Yes

Is there sufficient 
information?

Yes

Officer Contacts 
Resident (Phone call or 

Business Package)

No 
More Info 
Required

Auto-assignment 
based on area 
assigned

No

No 

Sends Mail

Mail?

Yes

No

Officer Informs Resident

Yes

Email Dispatch or 
Business Partner

Does it still require 
action?

No

Yes

Officer Informs Resident

No

Child folder created in Amanda for a Plans 
Examiner when the officer updates 

enforcement  file "requesting zoning review"

Does the complaint 
require a referral?

No
Was the 

information 
obtained?

Yes

Missing or incorrect 
complainant information; 
wrong file type; not a by-law 
complaint

Email 311 or log in 
Business Partner 

Feedback Log
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Mobile and Stationary Licensing (Complaints Only) | Complaint ResolutionMobile and Stationary Licensing (Complaints Only) | Complaint Resolution

CSA Receives Information

Supervisor Reviews and Assigns to Officer Based 
on Availability & Area Assignment

Officer Receives SR in Their Task List

Violation?

FILE CLOSE

CSA Refers to Knowledge 
Article and Collects 

Required Information
CSA Creates SR in Amanda

Officer Actions

Complied? Yes
Is more 

information 
required?

No

Officer Contacts Resident Yes

Yes

Is the SR application related 
(new/renewals) for mobile 

licensing?

No

Yes
Enforcement Clerk 
Reviews Request/

Question 

Can the clerks answer the 
question/resolve?

No

Yes

Officer Calls  CustomerNo

Warning/Penalty Notice/ 
Order/ Charges

Yes

Re-Inspection (On Site or 
Vehicle Hangar)

No

Was Information 
Obtained?

Was it a 311 Error?No No

Feedback Log (Inaccurate/Missing Information/ Not a By-law matter)

Does it require immediate 
attention (i.e. on site fare 

dispute)?

Dispatch over Radio based on 
assigned location & availability

Yes

No

START CHANNEL
Is it bewterrn 12:00 am - 

7:00 am?

Yes

No

Automated message: directing caller to 
Mobile/Online

Email/Phone/In Person

Online/Mobile

Yes
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Parking | Complaint ResolutionParking | Complaint Resolution

START CHANNEL

CSA Receives Information

SR Generated in Amanda
Is it bewterrn 12:00 

am - 7:00 am?

No

Officer Self-Assigns SR based on Priority sequence and 
location

Warning / Penalty Notice / 
Order / Tow/ Charges

FILE CLOSE

CSA Refers to Knowledge 
Article and Collects Required 

Information
CSA Creates SR in Amanda

SR added to Officer's Task List

Is it bewterrn 12:00 
am - 7:00 am?

Dispatches SR Over Radio 
based on Priority 

Sequence  (during business 
hours)  

SR Remains in Dispatch To-do 
list in Amanda

Does it require a witness or 
proof of ownership?

YesYes

Attend Location Violatoin?No No

Yes

Caller receives automated messge 
requesting caller to select urgent/

non.

Automated message: directing 
caller to Mobile/Online

Not Urgent

Creates call and dispatches SR 
over the Radio to officer based 

on availability and location

Urgent

Is there sufficient/accurate 
information?

Can they contact the 
complainant? (Acurate 

Information?)

No

Did the information get 
obtained?

No - Inaccacurate / Missing Information

Yes

Yes

Yes Contact Complainant

Yes

Meet Complainant (If required)

No - Complaint Unsubstantiated / Lack of Supporting Evidence

Email/ Phone/ In Person

Call received by Security 
Services Dispatch 

Operator 

Confirms if it is a Blocked Driveway 
or Internal Snow Clearing

Is direction provided by Platoon 
Enforcement (supervisor) to close 

unassigned SR? 

No

Places Call to 311

Yes

No

urgent

Not Urgent

"Cancels" Service Request

Online/Mobile

12:00 am - 7:00 am 7:00 am
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Municipal Enforcement  |  Complaint ResolutionMunicipal Enforcement  |  Complaint Resolution

START CHANNEL

CSA Receives Information

SR Generated in Amanda
Is it bewterrn 12:00 

am - 7:00 am?

No

Officer Self-Assigns SR 
based on Priority 

sequence and location

Warning / Penalty Notice / 
Order / Charges 

FILE CLOSE

CSA Refers to Knowledge 
Article and Collects 

Required Information
CSA Creates SR in Amanda

SR added to Officer's Task List

Re-Inspection Complied?

Yes

Dispatches SR Over Radio 
based on Priority 

Sequence 

Is there sufficient/accurate 
information?

Does it require a 
winess/ statement?

Mails Reporting 
Package

Serve Reporting Package 
or Witness Statement

Mail

Complete Report / 
Statement

Email / Online / In-person

Is package 
returned?

Does it Require a Re-
Inspection

Retrun

Yes

Priority 1 and 2 dispatched one at a time, in 
sequence (unless same location/area), 
Priority 3 assigned last, multiple at a time.

Can they contact the 
complainant? (Acurate 

Information?)

No

Did the information get 
obtained?

Yes

No - Inaccacurate / Missing Information

Attend Location

Yes

No (Insufficient Information / Complaint unsubstantiated) / Vexatious

Violation?

Yes

Contact Witness

Yes

Can it be done in the 
same shift?

Yes

Handed-Off to Supervisor to 
assign to next shift (if required)

No

Yes

Does it require a call 
refferal?

No

Yes

No

No 

Emails Call Referral Closed "Call Referred"

Are they willing to 
be a witness?

Yes

Can it still be 
investigated?

NoYes

Yes

No

Yes

Is an internal review or 
action  required ?

No

Reviews Information Violation? Sends Letter

Yes

Does a Letter/Notice 
have to be sent?

Yes Yes

No

No

Requires Re-
Inspection?

Yes

No

No

Does it require a call 
refferal?

Yes

No

Complaint All Other

Noise

Download and 
complete Noise 

Reporting Package and 
Witness Questionnaire

Mail/Fax/Deliver to FCCC2

Generates SR in Amanda

Supervisor Assigns SR to 
Officer

Assigns to EO Supervisor

No

Dispatches SR over the Radio to officer 
based on availability and location

Urgent

Realty Services; Traffic Services

Rewvies File Approves/
Declines File Close 

Request

Requests File to be Closed

Aprrove/Decline

Approve

Updates Files

No

Decline

Is it bewterrn 12:00 
am - 7:00 am?

Email/ Phone/ In PersonPlaces Call to 311

Yes

No

Caller receives automated messge 
requesting caller to select urgent/

non.

Automated message: directing 
caller to Mobile/Online

Not Urgent

SR Remains in Dispatch To-do list in 
Amanda

Yes "Cancels" Service Request

Is direction provided by 
Platoon Enforcement 
(supervisor) to close 

unassigned SR? 

No

Mobile /Online (CRM)
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