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Wit is CRM and why 1s 1t needed?

* What is CRM?
e CRM stands for...

* Citizen or Customer Relationship Management
* Citizen Request Management System
e 2 Components
* Knowledge Database of FAQs
* Virtual City Hall for Requests
* Web based system - browser

* Why is the City of Longview deploying this
system?

* Ensures reliable communication between citizen and employee

* Quicker response time to requests and complaints from citizens
* Easy to track large volumes of requests in fewer working hours
* Allows the Citizen to hold City Hall accountable




*

Agenda

* Quick overview of system

* How to access and use the system
* Emails from the system

* Finding information in the system
* Reporting

* Help




X Quick Overview of
Knowledgebase and CRM

* Citizen will search knowledge base
online (web)

* Citizen will file a request on-line

* Employee (or Council) will process the
request

* Citizen views resolution and fills out
survey
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User Management

ity Employes Sign-in

LIser name: fnary

Password: sess

Enter your ermail address below and we will ermail you vour sign-in information,

Email address:  kendalli@govoutreach.com

send me my sign-in information Cancel

“Remember me” check box

= Remembers your User name and Password
Where is the system?

= httpy/User.GovOutreach.com/Longview/Employee
Sign-In names and Passwords

= Send email to: Support@GovOutreach.com
= Include your name, phone and department




The Request Log

2} Request Log - Microsoft Internet Explorer E @ @

File Edit View Favorites Tools  Help . Address ;:’

X

. Google [Gl+ HEEEEEY B I e () settingsv  Link

. Wwelcormne Kendall **
Request LDg WEWHEQHESy jqn Cut, My Accoup ‘

‘u‘iew Fequests: Aszsigned to youo | All Guick find: Advanced Find Show: Dpen Only | 2pen & Closed

!:-' 15

Request = i Entered Expected Close Assigned To
Excessive Moise - Baljng dog, rooster Open 411312007 04i2752007  Ramirez, Tam ith, kendall

aB855  Location: 2405 PACIF!
The owner has & rooster In Na baciyand and itvaikes me L eveny morning. Fleass hein ano oo 50 , ot it

Animal Bites Cpe 041052007 0452472007  Rarmirez, Tom Jones George

6431 Location: 2405 FACIFC Al
A clag it e at this aodress

andoned or Inoperable Wehicle BN 01r2302007 O2062007  Adarps Mickey ANONYMOUS
474981 Lokation: 2405 FACIFIC Al
\The is g ol car that has hot moved for weals at this iocation.
3 Fecords »

iEj  Internet

Search Display Filters ~ Account Management
Assigned to me




New Reguest

Update & Exit Update Cancel

Edit/Add Request
—— Ll Shortform () Long form Customer

o PN a Ty

) (1 other request for customer)
Careen@yahoo.com

Customer Information | ] check for Anonymous Citizen. Leave Fields Blank for Kendall 5
Phone;| 925-872-3365 Alt phone:

Zip code:

First name: Jack

City: Thornton State; CO [JPhone when done

Last name: Green

Address:
Request Classification

W

* Topic:| Accumulation of Junk and Litter
Requesttype:| Problem w P
roblem
Entered yia| Phone Obe
Address or Location: >|:| Same as customer Deta“S
area

FAQ for Topic

Properties must be maintained free of junk, litter, trash, garbage and refuse. This includes but is not limited to unusable appliances and machinery, salvage and scrap
materials, boxes, bottles, cans, used tires, plant and tree trimmings, used building materials and used motor vehicle parts. To report an accumulation of junk and litter call

303-538-7517.
@.scﬁpﬂon: 0 Artachments to this Reguesi>

R . There is junk and litter everywhere in my neighbors yard.
Thiz field is used to D ot
escrption

describe the problem
or guestion. Customer
will see this field. area

Update & Exit Update Cancel

Council can file a request or have someone file on their behalf.
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Existing Reguest

* How do I know I have something to do?
Council can answer requests assigned to them.

* Working on an existing request. ..
* Add any additional missing information
* Re-assign
* Reason Closed
* Insert reason
* Adding Information to the Request

* Getting more Information from the Citizen
* Calling
* E Mail - Insert message

* Update Request - you're done!




*x New Request Notzfzcatzon

CRM: You have been assigned a new Request #: 44529 - Message (HTML)
File Edit Wiew Insert Format  Tools  Actions  Help
CoReply RReplytonl EForward & W 7
3 Add Emal ) Add Case Do NOT Forward emails to others

Frarm: Citw Help Line [noreply@user, govoutreach, com) Sent: Wed 12/6/2006 3:23 PM
To: Kendalli@zowOutreach. com

o
Subject: CRM: You have been assigned a new Request #: 44529

Request # 445219 from the Government Outreach Svstem has been assigned to vou.

Request type: Problem
Request area: Abandoned Vehicle
Cihzen name: Jack Green
Desciiption: There 15 an old car that has not moved for weeks at this location.

Expected Close Date: 12/20/2006

Clicl: here to access the request

Mote: Thiz message 18 for notfication purposes only. Please do not reply to this email. Email replies are not
montored and will be ignored.




Request: 11 Entered on: 04/01/2009 233 PM  By: Kendall Smith ) Shortform ) Long form

[ Create another request for customer ] 71 other request for customer)
Email|jack.green@yahoo.com

[JPhone when done

Assigned to: Tami Nielsen

Cusromer Information
Last name:| Green First name:|Jack Phone:| 925-872-3365 Alt phone:

Address: City] Thornton State] CO Zip code;

Regquest Classification
* Topic:| Accumulation of Junk and Litter w
Requesttype:| Problem -
Enteredvia: Phone

Address or Location: [ same as customer

* Description: 0 Aftachments to this Reguest

There is junk and litter everywhere in my neighbors yard.
This field is used fo
describe the problem
or question. Customer
will see this field.

Reason Closed (Contents sent to customer): 0 Aunachments to send
This must be filled in to

close service reguest Reason CI 0oSs ed

contents of field are e-

mailed for customer
area b

notification.
Insert Reason Closed:

Expected Close Date 0 ¥ 15/2009 Leave blank for automatic : :
calculation (Select message from list)

Update & Exit | Update | Cancel |

(OPTIONAL) You may add an internal note fo this request or send an email

RE .
v agd your notes/message here:  Insert message: | (Select message from list) A

Edit/Add Request | Update & Exit Update | Cancel | Print |  Audit Trail

Email Customer | Clarification/netification needed; message sent to customer

Add Internal Mote | Content added a5 internal notation; not seen by customer

Email Employee(s)... | Send to other employes(s) for assistance/guestions

Snell Cheack

buttons

Customer
Employee
Collaboration
+ Intarnal Nota
araz
10
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Request Management cont...

* Update Request...
* Where did it go?
* Still Open
* Closed

* Reasons and Messages
* System and Creating my own

° Printing
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Other Emails and Events

* Emails
* Due tomorrow
* Due today
* 7 days late
* 10 days late
* Additional information from customer
* Message from other employees
* More...

* Can I delete them?
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Account Management
* “My Account” link

* Username, password, email address

* Going on vacation...

First Mame: | kendall

Last Mame: | Smith

Fhone Mumber: |[(925) 292-2768

Alternate Phone Mumber: |

Ermnail Address: |kendall@govoutreach.com

Delegate Requests To:| (Mo delegation)

sign In Mame:|kendall
Passwiord:
izonfirm Password:

Cancel




X Finding Requests and
Using Reports
* Quick Find

e What fields does it search on?
* Advanced Find

* Multiple Select
* Reports
* System
* My own
* Scheduled Reports
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Help

Aciministration -:-I.-r.: i 1_” ai-il:e:li

* Upper right hand corner

R a .:I Les t LG g Plewy Reguest Reports

l@ [.-'l'-.u:l'-.-'.ar||::|3|:| Find nly | Open & Closed

igned to vou | Al Guijck find:
1 Eecords

Wiew Requests: Ass

Expected Close Assigned To Request

Topic Status Date Emtered
. 20048 Smith Kendall Smith Kendall







