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One View System Implementation

® One View — New Customer Relationship
Management (CRM) system was successfully
implemented May 14, 2021

® Effectively tested and trained 25 City Link Staff,
125 City Super Users and 10 Call Experts Staff
during the pandemic

® System highlights: account based, improved GIS
mapping, customer access, notifications and
updates



Operations and Staffing

*Qperating hours
°  7:00a.m.-7:00 p.m. weekdays
°*  9:00a.m.-5:30 p.m. weekends
*  Closed all holidays except Good Friday and the Day after Thanksgiving

*Full Time Positions
* 16 Contact Center Representatives
. 3 Senior Contact Center Representatives
. 6 Support Staff members

Multiple contact methods:
. Call 311 or 727-8000
Live Chat
Direct e-mail @ citylink@cityofws.org
Citizen Self-service Web Application
CityLink 311 Mobile App — Apple & Android Smart Phones

*Prior to performance improvement plan implementation
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Performance Metrics

Projected
FY17-18 FY18-19 FY19-20 FY20-21 FY 21-22
Number of calls offered 351,947 414,406 426,742 422,780 425,000
Number of calls handled 323,892 310,379 290,394 252,496 382,000
Number of emails processed 6,728 7,130 5,680 6,253 8,500
Number of chats handled 1,021 1,165 1,563 3,185 16,200
Number of service request created 386,019 354,976 329,602 286,100 275,000
Number of agents (*avg active) 22 18 17 16 23
Service level percentage (goal 95%) 92% 75% 68% 60% 90%
*Avg # agents available to accept contacts, includes periods of vacation, long-term leave and vacancies




Performance Improvement Plan

® Operational Hours
>Monday- Friday 7:00am-7:00pm

After-hours non-g911 Emergency calls will be handled by the 3 party
vendor and dispatched accordingly

> Reverting to 24 hours during inclement weather
>Open Good Friday and the Friday after Thanksgiving

Staffing
> Added 3 Temporary Staff
>Opportunities for light duty available

Reorganization of Duties

>Reorganize staff schedule and duties to ensure all contact
points (chat, email, phone) are properly covered
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