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COMMENTS 

The purpose of this report is to update Council on two exciting initiatives - Happy or Not Feedback Tool 
and the National Skateboard Certification Program (SKA TZ). 

Happy or Not 

During the 2012 Trade Mission to Finland, the Newmarket delegation visited over 20 companies. One of 
the companies was a small IT startup called Happy or Not. Happy or Not services include totally wireless 
self-standing or hand held Happy or Not devices (please see attachment A) and an intelligent reporting 
service. It enables comprehensive nonstop customer information, simultaneously delivered from each unit. 

Soon after the formation of the new Community Services Commission, senior management team 
discussed synergies and opportunities between each respective department (Economic Development, 
Recreation and Culture, and Customer Services). At that time, this company and its devices were 
mentioned. The result was research, meetings and now an agreement to use these devices as ongoing 
Town resident and visitor feedback tools. The questions can be tracked and changed with ease and they 
are very portable and mobile. Due to the wireless configuration, they can be used anywhere at any time 
(e.g. indoor and outdoor). 
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Applications for the devices will include: 

• 	 Static display with specific questions at the 395 Mulock Drive Customer Service area as well as at 
the satellite Customer Service kiosks at the Ray Twinney Complex and Magna Centre. 

• 	 Selective use on specific questions at other Town facilities; 

• 	 User friendly program feedback tool for young children and youth in recreation and culture 
programs (as opposed to relying solely on the traditional approach of parental feedback); 

• 	 Special event participant feedback tool; 

• 	 Public Information Centre additional feedback; 

• 	 Other applications as identified. 

Due to the strong initial ties with the Finland mission, a sincere desire to make stronger inroads into the 
municipal marketplace, and the fact the community has a strong reputation in the municipal market place 
(Top Ten Community) and is innovative in generating new sources of revenue, there was an additional 
linkage established between Happy or Not and the Town. Specifically, the Town received a substantial 
discount on the devices (3) and reduced monthly service rates. In addition, and in exchange for the Town 
promoting the features and benefits to colleagues and Happy or Not being able to profile Newmarket as a 
client community, the Town will receive $70.00 for every unit sold to the municipal sector across Canada 
over the next 3 years. Preliminary discussions have also occurred with Happy or Not for them to consider 
Newmarket as a North American manufacturing and distribution centre as the company has indicated they 
are looking for manufacturing location. 

Parks and Recreation Ontario Annual Conference (Forum) (March, 2014) has recently offered Newmarket 
the opportunity to present a Forum session on 'Customers'. A joint presentation between Recreation and 
Culture and Customer Services will focus on approaches to hear the voice of the customer (Happy or Not 
devices being one of those ways) , along with innovative ways to take services directly to the customer (e.g. 
expanding a cross section of customer services into recreation and culture facility kiosks and re-branding 
them as satellite customer services centres with integrated staffing (and training). 

Additionally, plans are underway to present a similar presentation at the International Customer Service 
Association (ISCA) Conference in Toronto (May, 2014) . 

NATIONAL SKATEBOARD CERTIFICATION PROGRAM 

Further to the Corporate Services - Legal Services and Community Services - Recreation and Culture 
Joint Report# 2013 - 20, the Town will be entering into an agreement with a not for profit organization 
resulting in a transfer of the rights to the program and existing inventory. This will involve a one-time 
payment to the Town ($2,500) and ongoing royalty to the Town on any sales of the existing program or any 
future program utilizing the intellectual content of the program (5% for sales in Ontario in perpetuity paid 
annually). As a primary funder of the initial development of the program, the provincial government has 
been consulted and is in agreement with this new extended partnership. As well , the Town and Provincial 
government will receive ongoing recognition in any subsequent materials as the founding partners of the 
innovative skateboard certification program. This deal will close early in 01 2014. 
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CONTACT 

For more information , please contact: Ian McDougall, Commissioner of Community Services at 
imcdougall@newmarket.ca, or ext. 2441. 

mailto:imcdougall@newmarket.ca


Your question of choice ........................<?Iease rate OUr 


service today 
QR-code and/or customer 

service telephone for ~ 
additional feedback ...................... ~~"I ..-- ONOT 

logo .................... Your companys and/or your 
( optional) .•...•...•. 

sponsors logo (optional) 
. .....······· 

········ HappyOrNot logo ...... . 

(recommended) 
 Your logo at the 

button frame panel 

HAPPY@ NOT 
© & © Happyur~IOI l.1d 200'•·20 13 Paten, pend111y Othe1 trildernarks belong lo t11err respectrve owne1s All 11ghts 1eserved 

- - - - ..... ..,..,.4i9"..,~ •••11a,, 
~ 
~ 

1 HappyOrNot by Your Brand Book:::t: 
~ 

~ Tailored Device for Your Company: 



,.• 
,...
.. 
,..
..
..

•
,..
,..
..
..

•
.. 

.. •• 
.. 


Q) "' 
-
c.. 
E 

n:s 
>< w 

"O 

~ 
Cl! 

"'Cl! 



~JJJJ~J~JJ>)~~~~~J~~iii11iiiiiii)ijjjjjjjjjj 


How Are We Doing? 

HappyOrNot Reporting enables you to ... 

.. . Track overall trends 

... Spot fluctuations 

... Measure trend of the service and possibly execute corrective actions 

How does performance stack-up relative to promised 

& consumer expected service levels? 
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• Automated , Easy-To-Read 
How was your customer experience?

• Straight to your e-mail 
Index: 8877% • • 3% 5%• • 15% 

• Printable 603 resp. 117 resp. 23 41 Responses:784 
resp. resp. 

• Del ivered at the right intervals : 
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Reporting Service 

• Web-based - just log in! 

• Zoom in to even more detailed information 
• Export Results to PDF 

• Manage e-mail report receivers (Admin) 
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Corporation 

management, unit 

head, team leaders, 24/7 

employees etc. 


HAPPY~ NOT 
!'.!!,,--.....flf#l®JJ•itj © ,,: © Hdf,f.·Y< lrNot t 1u 200,, 20 l 1 f>att>:it pe11,!:11g Otller 1r11ae111ar,~ Ilelong lo U1e11 resµect,ve owners All 11ghts reserveu 

L 



--
i,,, 

-,A 

,i,IJ .

wllJ 
~ 

""
.-.. 

~ 

~ 

0 
c 
0 
c 
<l' 
Q 

c 
Q),. 

CL 

0 z 



••••• 

-~~·~~~••tttt••~••t1ttt111111111111111111, , _ 


Selected Clients 
F.INNR.IR ~ c;;;·; 11;1r·;rn Office W4.© Cif;.'1: ii~: 1 ~D Newcastle lntemat ion~ f.MJ~iDEPOT Your AirportCar refour 

Heathrow "i '111ll'h
Making every1oumey better sodex o • f ' AS...R daa~ Lloydspha,-macy @~ ~e!~!JH#•liJm,SAINT-GOBAIN DU BATIMENT · Ht1dtl'ltilre t, ,, hte 

Schneider 
TURKISH AIRLINES O 0 Elec tnc TECHNOPOLJS LEFDAL 

rm:sm:TmFa lf!3 EUROMASTER I 8§:H§il©l 	 ~ 0 Stockho lmsmassan 

~ 
-f...(,f'001~ 

LONDON LUTON 	 @ Elektroskandia
•11lson!Ol~I 	 AEROPORTSc1eLYON S,erigc ~ BLUEBERRY. 

ANGLOma 	 0 

•
~AMERI CAN 

V/ANQA 

AVINOR 
~TALLINK Hotels 	 A..aJn· SpareBank 1 · IIJ1HtrMW1ilil (/J r,-::.:.::..,;;.= 	 +Finnish Red Cross 

0 Blood ServiceDocMorns-..._....., 	 PHARMACY 

Rabobank 	 csu BRICO~ ROl-r[i 	 ~ iiA-a_eotek~ 	 IIlu•w@t'lila11cle.lning 'Jierv1ce) 

vodafone PRISMA 
'\.A•·t·1r,tt® --a[iil'-j~ 
ILl™AIll _LTJ 3NI 	 Sale a Cl)f

SSP 	 Aleris - ~-.*10 0 0 APOTEl( l CR£D-IT AGRICOLE 

HAPPY~t NOT © & © '"i;i1,p,'\.)1Nu1 lid 20092013 F',1tc:11t µenchng (l!llf:! trd•1c:111n11's belong 10 then respecl!ve ownE:rs Al l nqtlts reserved 



http:F.INNR.IR



Accessibility Report



		Filename: 

		53 2013-45 CS & ED Jt. Info Report Happy or Not and Skatz Update.pdf






		Report created by: 

		


		Organization: 

		





[Enter personal and organization information through the Preferences > Identity dialog.]


Summary


The checker found no problems in this document.



		Needs manual check: 1


		Passed manually: 1


		Failed manually: 0


		Skipped: 0


		Passed: 30


		Failed: 0





Detailed Report



		Document




		Rule Name		Status		Description


		Accessibility permission flag		Passed		Accessibility permission flag must be set


		Image-only PDF		Passed		Document is not image-only PDF


		Tagged PDF		Passed		Document is tagged PDF


		Logical Reading Order		Needs manual check		Document structure provides a logical reading order


		Primary language		Passed		Text language is specified


		Title		Passed		Document title is showing in title bar


		Bookmarks		Passed		Bookmarks are present in large documents


		Color contrast		Passed manually		Document has appropriate color contrast


		Page Content




		Rule Name		Status		Description


		Tagged content		Passed		All page content is tagged


		Tagged annotations		Passed		All annotations are tagged


		Tab order		Passed		Tab order is consistent with structure order


		Character encoding		Passed		Reliable character encoding is provided


		Tagged multimedia		Passed		All multimedia objects are tagged


		Screen flicker		Passed		Page will not cause screen flicker


		Scripts		Passed		No inaccessible scripts


		Timed responses		Passed		Page does not require timed responses


		Navigation links		Passed		Navigation links are not repetitive


		Forms




		Rule Name		Status		Description


		Tagged form fields		Passed		All form fields are tagged


		Field descriptions		Passed		All form fields have description


		Alternate Text




		Rule Name		Status		Description


		Figures alternate text		Passed		Figures require alternate text


		Nested alternate text		Passed		Alternate text that will never be read


		Associated with content		Passed		Alternate text must be associated with some content


		Hides annotation		Passed		Alternate text should not hide annotation


		Other elements alternate text		Passed		Other elements that require alternate text


		Tables




		Rule Name		Status		Description


		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot


		TH and TD		Passed		TH and TD must be children of TR


		Headers		Passed		Tables should have headers


		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column


		Summary		Passed		Tables must have a summary


		Lists




		Rule Name		Status		Description


		List items		Passed		LI must be a child of L


		Lbl and LBody		Passed		Lbl and LBody must be children of LI


		Headings




		Rule Name		Status		Description


		Appropriate nesting		Passed		Appropriate nesting







Back to Top
