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History of the 3-1-1 Action Center

1974 — Action Center created as a “one stop shop”
for city services

1998 — KIVA software installed for automated RFS
system and Automatic Call Distribution system
installed

2003 - Assessment started by city staff on Action
Center operations and potential

2004 - Assessment of current Action Center, City
operations, and customer service is completed
2005 — The 3-1-1 Project begins with the
consolidation of city call centers

2006 — 3-1-1 Telephone number goes live on
Qctober 2 K;mq

111}

2804 |




Requests for Service

2000 2001 2002 2003 2004 2005

2006

3-1-1 Project Scope

+ Phase |

» Public Works
« Streets and Traffic
= Solid Waste
= Neighborhood and Community Services
s Tow Lot
« Neighborhood Preservation
= Parks and Recreation
» Landscaping
» Weed Abatement
= Basic Reporting
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3-1-1 Project Scope

+Phase Il Proposal

Development Services
+ Permits, Inspections, Investigations, and Plans and Review
Divisions
Health Department

Water Services
+ Wastewater and Storm Water Divisions

VOIP - Voice Over | P Telephony Infrastructure
Enhanced Reporting

Integrate the Enterprise CRM application to
Banner and Hansen
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3-1-1 Project Scope

= Phase ill Proposal

Municipal Court

Neighborhood & Community Services

Parks & Recreation

Workforce Management Technologies

Call Monitoring Technology

Integration of the Enterprise CRM application

Detailed reporting based on requirements
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GOALS

+ Enhance service delivery
— Cal Center
— Departments

+ Reduce non-emergency calls to 9-1-1

+ Improve departmental efficiency

+ Provide better planning, forecasting, and
‘budgeting

+ Allow citizens and neighborhoods
improved access to city government Kansas iy
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Challenges

» Internal communication

+ Staff availability

- Lack of standardized processes and
systems

« Continua! support from the top
down

+Action Center is not “Big Brother”

« Location/facility Kagoas i
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Lessons Learned

+ Completely evaluate and assess
departmental business processes

+ Provide dedicated staffing on both the
functional and technical side

+ Clearly define functional as well as
technical requirements

+ Provide a knowledgeable contact person
for every department

+ Continually evaluate staffing in call center
as operations change. _—
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