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 Customer Experience 
Corporate Services 

 
The Customer Experience Division (CXD) incorporates a collaborative approach to drive standards, 
capabilities, and the scaling of platforms with a focus on providing outcomes that result in public access 
to inclusive, accessible, integrated services via channels of choice. 
 
Through the 311 Contact Centre, CXD provides residents, businesses, and visitors with 24/7 access to 
City services, programs, and information online, via the 311 Toronto mobile app, by phone, e-mail, fax or 
mail. Toronto.ca/311 provides access to a wide range of online services, including service requests and 
tracking. 
 

Metro Hall 
2nd fl., 55 John St. 
Toronto ON M5V 3C6 
 
 
Facsimile ................................................ 338-0685 
 
 
Executive Director 
 Danielle Seraphim ........................ 300-5641 
Administrative Assistant 
 Heleny Senadipathy ...................... 671-6328 
 Manuela Martinez ......................... 338-6450 
Project Director Technical Transformation 
 Hao Yi ................................... 437-994-7464 
Supervisor Client Advocacy  
 Tyler Hadley .......................... 437-757-8144 
 

Customer Experience Centre 
 
Director 
 Michelle Orth ............................... 338-7511 
Managers 
 Keisha Wright ............................... 971-4988 
 Marcel Kamperman ...................... 971-4976 
 Tyler Hadley .......................... 437-757-8144 
Supervisors 
 Geraldine Cubillan-Dimech  
   ............................. 971-4060 ext. 13213 
 Gillian Arendse ............................. 971-4987 
 Halima Nuri .................................. 971-4863 
 Jason Wai ..................................... 971-4982 
  

  
 Nicola Pryce ................................. 971-4861 
 Pam Hodgson ............................... 971-4984 
 Shakil Syed ................................... 971-4967 
 
Information Management 
 
Manager 
 Esther Noboa ................................ 397-1294 
Research Analysts 
 Hodan Abdi .................................. 392-8591 
 Iftu Abdulatif ................................ 338-8523 
 Alwin Cheung ............. 971-4960 ext. 13268 
 Virginia Dong ............................... 392-9412 
 

Strategy, Insights and Planning 
 
Director 
 Rebecca Patrick ............................ 505-1261 
Program Manager 
 Daniela Spagnuolo........................ 396-4267 
Management Consultants 
 Abdi Osman ........................... 437-925-1606 
 Tiffany Vong ................................ 818-7299 
Project Coordinator 
 Catherine Kabasele ....................... 392-5182 
 Sabrena Yang ............................... 338-8066 
Business Analyst 
 Kelvin Lui ..................................... 712-1258 
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Project Management Office 
 
Business Analysts 
 Guhad Hersi ................ 971-4960 ext. 13022 
 Aleena George .............................................  
Senior Systems and Business Analyst 
 Maria Russo-Nigro ....................... 394-5545 
Senior Systems Integrators 
 Volodymyr Ienkalov ..................... 397-1588 
 Indika Perera ................................. 397-4064 
System Development Specialists 
 Mladen Jokic ......................... 437-217-1003 
 Manmeen Kaur ............................................  
Project Manager Work Package Leaders 
 Souleymane Balde ........................ 397-1384 
 Chaitanya Gandhi .................. 437-559-8917 
 

Service Design and Delivery 
 
Director 
 Andy Saito .................................... 473-7107 
Product Manager 
 Anne-Marie Croce ........................ 676-6455 
Service Design Consultants 
 Marisa Bernstein ........................... 219-0613 
 Ayisha Memon ...................... 437-757-8143 
 Clara Ng ................................ 647-280-7132 
 Argerie Tzouras ..................... 437-240-5180 
 Nira Datta ....................................................  
 Aurelia Dalinda ...........................................  
Service Design Research 
 Gabriele Foerster .......................... 728-9027 
 Michael Keenan ..................... 437-217-6534 
 Quinn McCallum .......................... 992-1783 
 Daniel Ura ............................. 437-488-8945 
 

Business Management 
 
Director 
 Jag Gill ......................................... 397-7340 
 
Finance & Business Management 
 
Supervisor 
 Janice Poon ................................... 397-0487 
Budget & Operations Analyst 
 Naresh Kumar ............................... 392-4923 
 

Support Assistants 
 Bona Chun .................................... 396-4778 
 Afeida Khan ................................. 397-0282 
 

Business Intelligence and Workforce 
 
Project Director BI 
 Gerson Beltran Soto ..................... 397-2371 
 
Data Strategy & Systems 
 
Manager 
 Ivy Shao ........................................ 397-7772 
Business Analysts 
 Kevin Poon ................................... 396-7482 
 Jesse Sahota .................................. 392-2907 
 Nitharsana Latchman .................... 392-9383 
 Tracy Smith .................................. 397-1381 
 
Workforce Management 
 
Manager 
 Ariel Solano .................................. 394-8167 
Supervisor 
 Sharmaine Dickson ....................... 397-0194 
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