Seattle 3-1-1

Creatingl a Custemer Centered Organization

Darny DuCemi, Director
Custemer Service Bureau
darhy.ducemn@seattie.goy.
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Wiy has the Mayor
preposed a 3-1-1

pregrami for Seattie?

Over 1,000 linesi in the phene directory
Leng hold times and' confusing MESSage: triees

Ereguent hand-ofifs frony ene agency.: to
anoether—sometimes dropped

NGO consIstent hours, Service standards, ISSUe
tracking

Uneven suppert fier nen-English speakers

The result: a system that frustrates City
employees and frustrates our customers




el What we: did..
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ldentified the City’s highest: Volume phene
AUMIBENS

Interviewed stafi from: 30 different City,

CONtact CENLErs

Researched what other cities are doeing
Interviewed stafii from 4 other GIties
\/isited' contact centers: in 3! other Clties

Surveyed Seattle residents




Here's what some of those cities told
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AlpUiguergue: “Iihere Isimore: reSpect for City, gevernment
PECAUSE PeopleWino Used to he taking phone. calls are
ROW! previding GIrect Senvice:*

Austin: “Gains In accountanility’ and hetter overall

relatienships, With! cltizens.

DERVEr: “78% customer satisfaction, Which IS a
guantifianle Penefit.”

New: York: “lIncreased access for constituents and
ncreasea accountanlity: for gevernment.*




We also surveyed Seattle
w=ry M| residents. Here's what they
B S i

e told us.

Having a single phone number for non-
emergencies Is a good idea (86%)

Implementing such a system would be a good

use of tax dollars (76%)

However, over a third of Seattle residents say
that they have had a problem, complaint, or
service request that they did not report to the
City because it was too much trouble to figure
out who to contact (35%)

8% admitted calling 9-1-1 for non-emergency
purposes.




TAIS confusion SomMetimes
leads customers to call 9-1-1
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——/  for non-emergency.: ISSUes.

Seattie’'s Decemier 14, 2006 Windstemnm
After-Action Repolt notes that “the: vast
majorty, eff callers o, 9-1-1. were
[eperting conditions o) situatiens that
Were net approprate for Eire or Police
EMErGEnCy. liesponse. \Werneed anether
place: to reute these callers to free up the
O-1-1 trunks for true emergencies.” (9.
450))




501 U.S. cities have implemented
3-1-1 programs or are planning 3-1-1
Proegrrams Ini respoense te these same

problems.
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9 [he Mayor's proposal: a

*lik.") 3-1-1 program for Seattle.

One easy-te-remember nUmBEr 1o call for
IRfiermMation;, assistance, Senvice

Integrated senvice for multiple Issues

Extended hoursi el Senvice and language: stpport
Consistent responses and service levels
SErvice tracking and accountanility;

Complete data for perfermance measurement
and imprevement




3-1-1 I1s much more than
a phone number

3-1-1 call center to interact with
customers

Software to
= Supply answers to frequent questions
= Manage service requests
= Track customer demands
= Report on performance

Improved business practices

= Re-designed work flows

m Data to allocate resources and monitor
performance
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The Schedule:
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2007

s Budget appreval
n Acquire’ 8-1-1 numier

20)0)¢)

s Design the processes and work: flews
a Select Custemer Relationship Management (CRIV) software
a Budget Approval

2010}k
a Implement CRMI Seftware
s Locate and build out space
s Hire and! train staff

200
= Soft Launch




In summary, a 3-1-1 program
does 3 things

Kes government more accessible
3-1-1 makes government more transparent
3-1-1 makes government more accountable

Thank you for your interest in making city
government more responsive to its customers.




