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Customer Relationship Management (CRM) Customer Relationship Management (CRM) 
TrainingTraining

City of LongviewCity of Longview

Dramatically Improving Your Customer Service
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What is CRM and why is it needed?What is CRM and why is it needed?
• What is CRM?

• CRM stands for…
• Citizen or Customer Relationship Management
• Citizen Request Management System

• 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
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AgendaAgenda
• Quick overview of system
• How to access and use the system
• Emails from the system
• Finding information in the system
• Reporting
• Help
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Quick Overview of Quick Overview of 
Knowledgebase and CRMKnowledgebase 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 ManagementUser Management

• Signing In
• Forget your Sign-in name or Password?

Select “Password assistance?”

• “Remember me” check box
Remembers your User name and Password

• Where is the system?
http://User.GovOutreach.com/Longview/Employee

• Sign-In names and Passwords
Send email to: Support@GovOutreach.com
Include your name, phone and department
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The Request LogThe Request Log Commands

Display Filters
Assigned to me

Account ManagementSearch
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New RequestNew Request
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Council can file a request or have someone file on their behalf.Council can file a request or have someone file on their behalf.
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Existing RequestExisting Request

• 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!
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New Request NotificationNew Request Notification

Do NOT Forward emails to others
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Opening an Existing Request

Reason Closed 
area

Spell Check 
buttons
Spell Check 
buttons

• Customer
• Employee          

Collaboration
• Internal Note

area

• Customer
• Employee          

Collaboration
• Internal Note

area
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Request Management contRequest 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 EventsOther 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 ManagementAccount Management
• “My Account” link

• Username, password, email address
• Going on vacation…
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Finding Requests and Finding Requests and 
Using ReportsUsing Reports

• Quick Find
• What fields does it search on?

• Advanced Find
• Multiple Select

• Reports
• System
• My own
• Scheduled Reports
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• Upper right hand corner
• FAQ and Training Manual

HelpHelp
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Questions?Questions?


