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Streamline Government 

Processes

Document all Citizen 

Service Requests

Provide Better 

Customer Service

Centralize 

Call Centers

Decrease Calls 

to 911

Work Toward Building and 

Enhancing Trust Between 

Government and Community



Call

E-mail
Letter Walk-in

Mobile app
Online Service

Request Tool

Inquiry received by 

311 Call Center

Inquiry is 
handled by 
Call Center 

Representative 
(i.e.: complaint 

about a pothole)

Representative 
will gather all 

necessary 
information and 

will probe for 
additional 

details

All gathered 
information is 
logged as a 

service request 
into the system

Representative 
will advise the 

citizen on the 
service level 
time frame 

provided by 
agencies

Service request 
then routes 

directly to the 
responsible 

agency.
(i.e.: DPWT)

Case is then 
added to the 
queue of the 
agency for 
responders 
(agency) to 
take action.



Agency Responders perform service and update notes 
on actions taken or resolution provided (including 

case closures)

Citizen receives an email notification on the status 
of case/complaint

Built in automated escalation alert notification 
process- if a case goes un-touched and exceeds 
the agency’s service level agreement, next level 

of oversight receives an email notification 
advising of lack of action on a service request

If a citizen calls back for a status update, 311 Rep. will 

report information that the agency has updated into the 
system.
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296,478

Total Citizen Phone Inquiries

*Total citizen inquiries since inception is over 923,000
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Creation of a 
tracking 
team to 
perform 

agency & 
citizen 

follow-up

Purchase of 
a Call 

Monitoring 
and 

Recording 
Tool

Adding 
additional 

Team 
Members

• Launching a 
new and 
improved 
CRM System

•Motorola 
CSR coming 
on-line in 
2016 


