SUMMARY

The School District of Philadelphia has made customer service a central focus, aiming to improve communication and build stronger
relationships with its stakeholders. In this effort, the district has made significant strides through the launch of "Let’s Talk," a platform that
provides a convenient way for families, students, staff, and community members to engage with the district, ensuring timely, accurate, and
accessible information. The platform has enhanced responsiveness, enabling the district to address feedback and concerns promptly.
Aligned with the district’s five-year strategic plan, Accelerate Philly, "Let’s Talk" plays a crucial role in strengthening community
engagement and supporting student achievement. Superintendent Tony B. Watlington Sr. has emphasized the importance of partnering
with families to accelerate student outcomes, noting that increased engagement from parents, guardians, and community members directly
contributes to student success. The district has integrated "Let’s Talk" across all central offices and schools, offering multilingual
capabilities to serve its diverse population, including the 20% of students who are English Language Learners. The platform has improved
response times, with the district exceeding its goal of responding within four business days or less and maintaining an average customer
service score of 8/10. Through these efforts, the district has made substantial progress in advancing its customer service culture and
achieving its strategic goals, benefiting students, staff, and families alike.

RESEARCH

Elevating customer service isn’t just a strategy — it's a commitment to the well-being and success of entire school communities. The impact
goes beyond stakeholder engagement, directly influencing the experiences of students, families, and employees. Research from Rice
University and the University of Texas at San Antonio shows that public schools can reverse student attrition and revitalize their communities
by adopting a customer-focused approach to strategic planning and execution. Additionally, research from K12 Insight, a leader in K-12
customer service, highlights a clear connection between service quality and parent satisfaction — dissatisfied parents are four times more
likely to consider switching school districts. This commitment to customer service aligns with the School District of Philadelphia’s broader
vision for continuous improvement and stakeholder engagement, as reflected in its strategic plan, “Accelerate Philly.” The development of
"Accelerate Philly" involved a thorough, community-driven process initiated in December 2022. This process included:
¢ Stakeholder Engagement: Over 350 individuals participated, representing nearly all district offices, school-based roles, and diverse
community groups. Parents and guardians, in particular, provided valuable insights through surveys and advisory groups.
¢ Data Analysis: The district conducted an extensive review of academic performance data, identifying areas requiring improvement and
setting measurable goals. This analysis informed the strategic priorities and actions outlined in the plan.
¢ Community Feedback: Surveys and advisory groups gathered input from parents, students, staff, and community members to ensure
the plan reflects the needs and aspirations of the entire district.
Why is this urgent?
Survey data shows that stakeholders believed one of Dr. Watlington’s first priorities should be communication and engagement. During
Listening and Learning sessions, families voiced that trying to communicate with the District can be frustrating because it is unclear who to
contact about their concerns, and issues are not always addressed in a timely manner. When feedback is sought, it often feels performative or
like “lip service” rather than a true opportunity to provide meaningful input. Stakeholders believe there is a lack of transparent communication,
particularly around logistics, schedule changes, capital project planning, and work order processes, which makes planning difficult for families
and school leaders. Similarly, members of the Violence Impacting Schools working group identified shortcomings in the way the District
communicates about community safety and violent incidents. This results in a lack of trust between families and the District. District students
and their families speak a variety of languages, and it is critical that systems of communication are accessible to all families in their preferred
language.
Why these strategies?
Clear and open communication is critical for establishing trusting relationships between families and schools, which fosters greater
engagement. Students with engaged parents and guardians are more likely to earn higher grades and test scores, attend school regularly,
have better social skills, and graduate and go on to postsecondary education. Connecting students, families, and schools with community
assets can promote student achievement, expand access to health and wellness resources, and help break the cycle of poverty.

PLANNING

The planning process for the School District of Philadelphia's Let's Talk platform was a comprehensive effort aligned with the district’s
commitment to improving communication and customer service, supporting the Accelerate Philly strategic plan. The planning phase involved
key stakeholders across internal departments, external partners like K12 Insights, and critical community groups to ensure that the platform
met the needs of all district constituents. The initial phase of planning included identifying the key goals, such as launching a two-way
communication system to improve responsiveness, transparency, and customer service. This system was intended to centralize all
stakeholder inquiries into one platform, making it easier for the district to provide timely, accurate, and consistent responses. The planning
also involved defining the system’s capabilities, such as multilingual support and a shared accountability system for staff members.
Stakeholder engagement was central to the planning process. Feedback gathered from various internal and external stakeholders, including
families, staff, and community members, indicated a strong demand for a platform that could streamline communication and improve service
quality.


https://link.springer.com/article/10.1007/s11747-024-01007-y
https://link.springer.com/article/10.1007/s11747-024-01007-y
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The district made sure to include stakeholders in the design of the platform by involving offices that provide direct services to families, such
as FACE (Family and Community Engagement) and the Superintendent's Office, which participated in the pilot and training phases. This
collaborative approach helped ensure that the platform would meet the needs of the district's diverse communities. The district’s approach
also incorporated equity considerations. The platform's multilingual features, which support the district's top nine languages, were designed
to ensure access for a wide range of families, including English Language Learners. Moreover, the planning team made efforts to ensure that
the platform would not exclude any stakeholder group, including those without internet access, by maintaining traditional methods of
communication alongside the new system.

The phased rollout of Let’s Talk was also a key part of the planning process. The district planned for a two-year timeline with a year-long pilot
phase in the Central Office and a subsequent rollout to schools. It was successfully completed in advance of this goal, done in 18 months,
highlighting the district’s commitment to delivering superior customer service. This accelerated timeline not only reflects efficient project
management but also emphasizes the district’s dedication to addressing stakeholder needs in a timely and responsive manner, ensuring that
families and staff could benefit from the improved communication platform sooner than anticipated. Central Office departments, including the
Board of Education and the Superintendent’s Office, began using Let’s Talk in 2023, with district-wide implementation in schools for the
2024-2025 school year. In addition, comprehensive training sessions were integrated into the planning phase, ensuring that key departments
and staff across the district were fully prepared to use the platform. A major milestone in the training process was the establishment of
ongoing support and office hours to assist staff using Let’s Talk throughout its implementation.

Overall, the planning for Let’s Talk was an extensive, collaborative, and forward-thinking effort designed to improve customer service,
increase engagement, and support the district’s strategic goals of transparency and responsiveness. The platform was strategically planned
to make communication smoother, more efficient, and accessible to all Philadelphia stakeholders, creating a more unified and responsive
district culture.

IMPLEMENTATION

The implementation of the "Let’s Talk" platform in the School District of Philadelphia was rolled out over an ambitious 18-month period. The
first year focused on a pilot within central office departments and the Office of the Superintendent. This phase allowed the district to test the
platform, refine workflows, and gather valuable feedback to ensure the system met the needs of staff and stakeholders. By the end of Year 1,
the platform was successfully onboarded across all central office departments, streamlining communication and enhancing the district's
ability to respond to inquiries and concerns in a timely and organized manner. In Phase 2, which began at the start of the 2024-2025 school
year, "Let’s Talk" was expanded to all district schools. School staff were trained on the platform, and it became integrated into their daily
routines, improving how they interact with families and the community. Completing the full district-wide rollout within 18 months reflects the
district’s dedication to improving customer service, increasing efficiency, and creating clearer channels of communication for all its
stakeholders.

EVALUATION

Let’s Talk has significantly enhanced the School District of Philadelphia’s ability to deliver superior customer service at scale. To assess its
impact, the district tracks a range of quantitative and qualitative metrics, including:
¢ Volume of Interactions: The district monitors incoming dialogues by category and origin (e.g., parent, student, community member),
offering insights into platform usage and key concerns.
¢ Response Time: The district measures the time taken to address inquiries, ensuring responsiveness and efficiency in meeting
stakeholder needs.
e Customer Satisfaction: Let’s Talk’s built-in CX (Customer Experience) Score allows stakeholders to rate their experience and provide
feedback, offering a clear measure of service quality.
¢ Multilingual Usage: The district tracks the platform’s multilingual features to ensure accessibility for its diverse population, including
English Language Learners.
¢ Qualitative Feedback: Surveys, advisory groups, and other engagement efforts provide deeper insights into stakeholder perceptions
and the platform’s impact.
Key Results
¢ Increased Engagement: Since launching Let’s Talk, the district has received 51,428 dialogues—38% higher than the average volume
for school districts.
¢ Centralized Communication: Let’s Talk has streamlined interactions compared to traditional channels (e.g., phone calls, emails),
improving efficiency and issue resolution.
¢ Faster Response Times: The district maintains an average response time of 3.2 days, significantly faster than districts of similar size that
have an average response time of 5.8 days.
¢ Higher Customer Satisfaction: The district’s average CX Score is 8/10, outperforming the national average of 7.1/10.
¢ Increased Efficiency: Streamlined communications processes, reduced duplication of effort, and improved customer service
operations.
¢ Greater Accessibility: Expanded language support ensures equitable access for all stakeholders.
¢ Stronger Relationships: More effective communication fosters trust and collaboration between the district and the community.
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In The Words of Our Customers:
Below is a breakdown of customers who reach out to SDP through Let’s Talk and their feedback:

“I really appreciate how the
administration responds quickly
and thoroughly to email questions.

It makes me feel like we are a big “I got a reply in five

family, which is one of my favorite minutes; thank “10! I have always
parts of growing up and living in you!” received wonderful

Philadelphia. Thank you for taking support when

care of us and our kids!”

dealing with the
Employees SDP!”

20 % of our customers

Parents/Guardians

50 % of our customers

“She answered my
questions. She was
polite and productive
and didn't waste my
time”

“Very fast and
great “Helpful and clear.”
response!”

“Super fast
response. Direct
and to the point.
Students Thank you!”

0/ of our customers
6%

Community Members
9% of our customers
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“Partnaring with parents and families is critical as we Accelerate Philly, and Lot's Talk
sorves as the essential platform for providing families timely, accurate, and accessible
information,” said Tony B, Watlington Sr., Ed.D., Superintendent for the School District of
Philadelphia. "More engaged parents, guardians and community members can promote
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Frustrated by the Philly school district’s
customer service wait time? Officials have
launched a new Al-powered system.
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https://www.philasd.org/blog/2025/01/13/launch-of-new-districtwide-customer-service-platform/
https://drive.google.com/file/d/1TF66EShb0-o8QrX4UaA2gn-v6O4co7NE/view?usp=sharing
https://drive.google.com/file/d/1TF66EShb0-o8QrX4UaA2gn-v6O4co7NE/view?usp=sharing
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W THE SCHOOL DISTRICT OF . . " .
,A] PHILADELPHIA Connecting, Listening, Responding

440 North Eroad Soat, Sula

Thambk you for communisiing with s Wa lsok Formard in heaning from youl

How can we help?

= Contact District Leadership

El]l'l‘t:‘ll.‘t Departments im the Division of Academic Services

- Contact Departments in the Division of Operations

= Contact the Charter Schools Office

« Contact the Board of Education




