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e Identify how departments/divisions are communicating with each other and the public
e Identify opportunities to increase efficiencies

During this pilot project, Constituent Services personnel will be identifying and measuring the following:
e The current tracking process and software programs

The current customer service follow through that is used

The total number of staff members required to provide each service

The total number of phone calls received by the respective divisions and sections

The total number of requests for each service

The number of calls that are requesting information versus calls that require services

The total amount of staff time spent answering phone calls

Estimate staffing impact to expand 311 services to additional areas
o Estimate fiscal impact and develop budgetary needs

In addition, an online customer service satisfaction survey will be developed which will be linked and included

in the CRM closing notification sent to the customer.

The goal of this pilot project is to first and foremost continue the exploration effort of implementing a full scale
311 Non-Emergency call center for the City of Santa Fe. It is also our goal to determine the feasibility of
performing these services with existing personnel and determine how this new program could in fact assist
departments, divisions and sections in realize greater internal operational efficiencies. More importantly, our
goal is to improve customer service, the delivery of our service and allocation of resources and the overall
customer experience with the City of Santa Fe.

Recommended Action
Staff is requesting approval to implement this 311, budget neutral, pilot project as noted above.






