
CITIZEN REQUEST MANAGEMENT (CRM)



What is CRM?
CRM: Citizen Request Management, Customer Request Management, Customer 

Relationship Management…

Automated software solution for managing 
relationships with customers.  

• Customers/staff enter requests and questions online (software)

• Allows staff to efficiently manage requests and questions on the back end (software)

• Tracking capability

• Sophisticated FAQ module

• Mobile application



How does CRM work?

Example:
1. Customer makes request/complaint online (pot hole on 147th Street)
2. Customer receives an automated reply from City (including a tracking 

number).  Appropriate staff is notified a request has been created.
3. Staff completes request, responds to customer, and closes ticket.
4. Customer receives a confirmation email.

Through the entire process customer is able to track their request.



What are the benefits of CRM (why)?
Customer

• Ability to submit requests, and review answers, 24/7
• Ability to track the status of requests (transparency)
• Better/professional communication, including confirmation emails (open 

and close)
• Ability to answer questions on the spot (FAQ database)
• Ability to review history of requests and questions

City
• Increase level of customer service and professionalism
• Ability to track requests from start to finish
• Increased efficiencies (confirmation emails, saved answers, question 

screening, quick research/reference)
• Ability to reassign requests
• Management functions (view open requests/closed/identify common 

problems/reports)
• Ability to display important/urgent FAQs on landing page
• Mobile application
• Internal and External CRM



Background:

As part of the 2012 City Council Strategic planning process, pursing 
efficiencies and improving customer service through the use of 
technology was identified as a priority. 

Staff and Council discussed the potential use of Citizen Request 
Management (CRM) software as a solution.

The City Council voted in June of 2012 to purchase CRM services from a 
company known as GovQA (contract August).



Overview of CRM in Ramsey:

EXTERNAL – INT’ER’NET INTERNAL – INT’RA’NET

• For external customers (citizens)
• Accessible via the internet
• Standard CRM functionality

• For internal customers (employees)
• Accessible via employee intranet
• IT HelpDesk
• Building Maintenance HelpDesk



Marketing
• Utility Bill Mailers
• Ramsey Resident
• 1/3 Cardstock 

Handout





Make A Request:
• Request a service
• Report problem/complaint
• Fillable forms



Ask A Question:
• General question/inquiry
• Fillable form



Track Requests & 
Questions:

• Use your request number to 
track the status of a request



FAQs, Answers and 
Information:

• Sophisticated FAQ 
database



Top 10 FAQs:
• Top 10
• Urgent/relevant



EXAMPLE REQUEST



EXAMPLE FAQ




