Gov(* A

Action Center

Premier Customer Service for Governments

The GovQA Benefits:

Benefits For Citizens:
v' Citizen support & access 24/7
v" Single interaction point for self-service

Benefits For Management:

v One system — all departments
v' Manage based upon results

v' Detailed reporting and analytics

Benefits For Staff:

v" Single tool to collect, manage, and report
v' Less call handling / document routing

v Immediate access to information

v’ Consistent service delivery

v’ Library of knowledge regardless of turnover
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Service Request Type:

Description:

Address 1:
Address 2:

City:
State/Province:

Zip/Postal Code:

Daytime Phone Number:

What is the Approximate Location:

# Is it impeding traffic:

Vehicle Make:
Vehicle Color:
Vehicle Body Style:

# License Plate Number:

| submit J cancel |

Abandoned Vehide Complaint

Use this type of request to report an
Abandoned Vehide, (Car, truck,
motorcyde, etc.)

@ Yes
Mo
Please Choose

Please Choose

20r

v' Set-up service request types
for easy lookup, i.e. “Abandoned
Vehicle Complaint”

v' Submit requests for service
and set up custom fields for
capturing specific information
and demographics.




Track Citizen Interaction

Gov(* A

Action Center

Premier Customer Service for Governments

Staff use Admin Portal to keep track of all citizen interaction in one
centralized location — not separate e-mail boxes

Customized views based on preference and staff role

&' all Requests

Yiews

= & Views ‘
= D Questions
2 Al Questions

|2 All Questions Assigned
to Me

|2 AllQuestions Created
by Me

v| Answers
=] All Answers

3 Al Answers Assigned
to Me

3 all Answers Created
by Me
“| Requests
éj All Requests

|2 AllRequests Assigned
to Me

“| New Request

Q
Q
Q

Reference No ¥

{ f,; Search

Service Request... Status
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& Edit views Bl Export to MS Excel

Assigned Dept
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L"!].Export to MS Word

= Print

Assigned Staff
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W000281-072806

Immediately see out of compliance requests

W000279-072806

Opportunity

WebQA OnDemand
Opportunity

WebQa OnDemand
Opportunity

General Request
General Request

General Request

WebQA OnDemand
Opportunity

Commercial
Opportunity

Site Administrator

Site Administrator

Site Administrator

Site Administrator

Site Administrator
Site Administrator

Site Administrator

staff staff
staff staff
System Administrator
System Administrator

System Administrator
System Administrator

staff staff

Preferences v Help Logout

Create Date

7131/2006 4:46:42
PM

71282006 10:52:13
AM

7/28/2006 10:24:34
AM

71282006 10:11:50
AM

71312006 4:43:50
PM

7/13/2006 3:56:01
PM

5/1/2006 2:58:07 PM

2/15/2006 8:44:51
PM

10/3/2005 10:07:23
AM

Search

Create

A typical users is setup to view all new questions and requests

upon logging in. Simply click on the reference number to open a question or request

History

WebQA - System Administrator
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Action Center

Premier Customer Service for Governments

The GovQA Style:

v For quick and easy
Implementation, training, and
ongoing use

v Retains look and feel of your
website ... and flexibility to

Integrate with your current | ek
applications L% -
b_(7.
/ Housed in hlghly Secure Ask a Question

e Send Us a Question

datacenters

Most Frequently Asked Questions

Summary
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Action Center
ACCGSS P O rtal P ag e Premier Customer Service for Governments

One simple interaction point to provide Citizens with self service options!!!

o

Ask a Question

¢ Send Us a Question

6. New FAQ’s
automatically

Cods Erloicomet added to knowledge

Biceneing base for future users

City Clerk

Most Frequently Asked Questions

Summa Department
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Action Center
WorkﬂOW tO N Ot]fy Staﬂ: Premier Customer Service for Governments

v’ Staff oversight and hierarchy of notification gives powerful functionality

Create a new "Issue Created” rule | Create a new "Timed" rule | Adjust "Issue Created” rule priority | Adjust "Timed" rule priority

all rules v

Name Trigger Details
Route to Public Works new issue is created., If Department is equal to Public Works Delete Disable

Assign to a Department Public Works
send e-mail to wrepole@anexsys.com

November v |l2008 > the issue was created  IF Priority is equal to Medium Delete Disable

Sun Mon  Tue Wed Thu Fri Sat Update priority to High

1 2 3

e e oo Three types of workflow rules can be setup:
BRI - / Issue Based

L2z =2]2]=E v Time Based

zZ m @ @ v’ Status Change

oo ok s Rules can update the value of fields such as
Hon-ork days priority or status, send emails, or assign issues
B oo oy to staff and departments. The workflow engine
can accommodate work schedules and vacation

days.

Backup StafF:




Open Requests By Department

Reporting Period: 5/30/2004 - 3/14/2007
Department: Al Departments
Request Type: All Types

Run Date: 03/19/2007 12:29 PM

Total Requests

Police: &

Total Requests By Type
Department
Code Enforcement

Request Type

Graffiti Complaint

Abandoned Vehicle Report

Animal Trap Request
Graffiti Complaint

Public Works Animal Trap Request

Dezd Animal

High Water

Pot Hole in Street

Power line down

Site Administrato: NONE

Abandoned Vehicle Report

Public Works: &

Report: Standard & Custom

Code Enforcement

Total Requests: §

Request Type
Abzndone:

Graffiti Complaint

Police
Totzl Requests: §

Request Type
Abandone:

Animal Trap Requast

Graffiti Complaint

Public Works
Totzl Requests: &

Request Type
Animal Trap Request

High W

Pot Hole in Street

Power line down

Average Days Open: 62.73939%6

Assigned Staff
McHenry Eric

MeHenry Eric
McHenry Eric

MeHenry Eric

McHenry Eric

Reference No
W000326-030107

W0O0030E-021607

W000252-021207

W000236-021007

W000173-030706

Average Days Open: 181,145832875

Assigned Staff
Brian Donnelly

Brian Donnelly
Brian Donnelly
Brian Donnelly
Brian Donnelly

Brian Donnelly

{not assigned)

{not zssigned)

Average Days
Assigned Staff
Roger McDoneld
Roger McDanzld
{not assigned)
{not zssigned)

{not assigned)

Roger McDonzld

Reference No
W000252-120606

W000250-111306

W00024%-111006

W000154-032006

W000152-032006

W000131-061505

W000372-020107

W000281-020107

n: 1455624995

Reference No

W000133-032006

W000154-030706

W000378-020107

Vi000276-020107

W0O0027E-020107

V000201-032106

Status

Assigned to Code

Enforcement

Assigned to Code
nent

Assigned to Code
Enforcement
Assigned to Code
Enforcement

Days Open
17.918566

31.165866
35.083313

36.708313

Total Abandoned Vehicle Report Requests:

Assigned

133125000

Total Graffiti Complaint Requests:

Status
Assigned to Code
Enfo nt
Assigned to Code
nent
Assigned to Code
Enforcement
Assigned to Code
Enforcemant
Aszigned to Code
Enforcement
Aszigned to Code
Enforcement

Days Open
100.833333

125,958333
128.833333
179.918666
179.915666

642,125000

Total Abandoned Vehicle Report Requests:

Assignad

45791886

Total Animal Trap Request Requests:

Assigned

45.791566

Total Graffiti Complaint Requests:

Status
Assigned

Assigned

Days Open
179.916666

376.958333

Total Animal Trap Request Requests:

Assignad

45791886

Total Dead Animal Requests:

Aszigned

45.791566

Total High Water Requests:

Assigned

45.791586

Total Pot Hole in Strest Requests:

Aszigned

179.125000

Action Center

Premier Customer Service for Governments

v' Custom reports
v’ CitiStat capabilities
v Staff oversight

v' Compliance awareness

v' Simple generator




