
CUSTOMER SERVICE

PRESENTATION BY JOANNE AUSTIN (CUSTOMER SERVICES SUPERVISOR)



Customer Service
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17,879 Incoming Phone Calls in 2022

General Parks Mailbox Responses
parks@cityofmadison.com
2-50+ emails/day
25 currently sitting in open status 

mailto:parks@cityofmadison.com


Permit Processing
Disc Golf Dog (Park/Reg) Lake Access Ski Trail

2019 1,470 7,908 3,004 1,474

2020 1,908 9,179 6,728 1,501

2021 2,384 11,122 6,956 3,632

2022 2,179 8,867 5,998 2,608
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Disc Golf Dog (Park/Reg) Lake Access Ski Trail

2019 5284 590 4561 967

2020 3279 200 2044 1017

2021 3045 261 2173 1150

2022 2760 228 2473 421
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Spaces over Time

Watercraft Storage and Mooring Agreements



Watercraft Storage and 
Mooring Agreements
Watercraft Storage Agreements

Term: April 1-March 31 of next year

Challenges:
• Sheer number of racks and spaces
• Waitlist at each park

Remedies:
• Contact existing customers in January (well before 

expiration of term)
• If not renewing, began contact with waitlist

Mooring Agreements
• 30 Mooring anchors at Marshall Park on Lake 

Mendota
• Waitlist is and has been longer than space availability 

(anticipate filling each one in 2023)



Reservations 
Shelters 

Athletic Fields/Courts 



Administrative Support for
Boards, Commissions and Committee 
(In-Person and Virtual)



Other Duties as AssignedCurrent Staff


