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easy. convenient. accessible.

Provide Better

Streamline Government Centralize

Processes 31 1 Call Centers

Document all Citizen
Service Requests to 911

Decrease Calls

Work Toward Building and
Enhancing Trust Between
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311 Process
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Case is then

Inquiry is

handled by
Call Center

Representative
(i.e.: complaint
about a pothole)

Representative
will gather all
nhecessary
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
tfime frame
provided by
agencies

Service request

then routes
directly to the
responsible
agency.
(i.e.: DPWT)

added to the
quevue of the
agency for
responders
(agency) to
take action.
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Agency Responders perform service and update notes
on actions taken or resolution provided (including

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 noftification
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.

Type Pothole Repair

Comments (zenera

Service Request Type
Script




CountyClick£1))

easy. convenient. accessible.

£ Activity
Closed

Routed

Escalated

Created

311 Process

Citizen's service request is submitted

by Call Center Rep.

Agency Responder updates the
request through closure.

7117/2015 &:20 AM

7113/2015 2116 PM

71872015 3:31 PM

7/8/2015 3:26 PM

sakeating

mobrown

admin

Avblount

Comments

completed 7-16-15 by 5.5ykes
Crew.

Service Request rerouted to
Acusato

Motification of service request
escalation sent to swindsor2

Service Request Open - 1D




CouifityClick €11) 311 Process

easy. convenient. accessible.

Service request ID 711250 has been closed by DER_SID.

Closing Details

Date/Time 6/29/2016 12:37 PM
User DER_SID Citizens receive

Comments Inspector Johnson met with the homeowner for an email
inspection and observed that the neighbor's notification
water was not causing flooding at this moment. once the agency
Also, the homeowner needs to put extension in

all of her downspout which was causing has closed their

flooding in the yard. The neighbor agreed to service request
stop pumping the water from his swale spout
under his house which was causing flooding.

Service Request Details
ID 711250
Date/Time 5/2/2016 12:04 PM
Home Flooding
4902 77TH PL, HYATTSVILLE
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7 AM- 3:30PM | 8:30 AM-5PM || 10:30 AM -7 PM

Center Center Center
Representatives Representatives Representatives
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Total Citizen Phone Inquiries
296,478
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AVG Monthly Citizen
Phone Inquiries
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