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FY 2015 Proposed Budget 
$5.04 Million 

Fund FY 2014 FY 2015 Change 
General Fund $4.38 $5.04 $0.66  
Positions 63 61 (2) 

Contractual 
Services 

$0.17 
3% 

IT Support, 
Utilities, Insurance 

$1.11 
22% 

Personal 
 Services  

$3.74  
74% 

Commodities 
$0.02 

1% 
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TRAINING 

QUALITY 
ASSURANCE 

INTAKE 

    Customer Service Reps 

    City Council 

    Web Portal 

    Mobile App 

    Email 

SPECIALIST 

CRM Reports 

DEPARTMENT DELIVERY 

311 CALL CENTER 
How the intake process works 

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&docid=tOLy8gIPMW10cM&tbnid=wQxuvqdCYPNpAM:&ved=0CAUQjRw&url=http://www.ethos-marketing.com/case-studies/mt-ascutney-prevention-partnership/web/35&ei=RLX_U9m4LNKdygTGuIKAAQ&bvm=bv.74035653,d.aWw&psig=AFQjCNHGZDwHBoEJV9NqnICoQdWi1u8Rdw&ust=1409353405465787�
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311 CALL 
CENTER 
CRM 
Sample 
Report 
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Weekly CRM Reports 

    

TOP 10 CLOSED SERVICE REQUESTS – (OCT 1 to AUG 27) 

DEPARTMENT SERVICE REQUEST TOTAL 

1. DSD/Code Overgrown Yard/Trash 34,455 

2. SWMD Dead Animal-Cat/Dog/Other 29,853 

3. SWMD No Pickup 29,289 

4. ACS Aggressive Animals  18,194 

5. DSD/Code Bandit Signs 16,842 

6. ACS Stray Animal 12,700 

7. SWMD Damaged Cart 11,509 

8. DSD/Code Graffiti (Corridors) 9,689 

9. DSD/Code Junk Vehicle On Private Property 9,002 

10. SWMD 1st Call Bagged Leaves 7,936 
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311 CALL CENTER 
Enhancements 

311 BRAND 

311 SPECIALISTS 

QUALITY ASSURANCE 

311 TVSA 
SHOW 

OUTREACH 
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311 CALL 
CENTER 
Web 
Portal 
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311 CALL CENTER 
Enhancements 

Mobile App Performance Metrics 
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311 CALL CENTER  
Customer Service Focused 
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Community & Employee 
Volunteers 
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