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Yes
Emergency Call?

Caller instructed
to dial 911.

Establish nature of the call
e Request for Service
e Informational

v

Request for Service

A
See page 2

New request?

No

Search for case and
verify case details with
caller.

h 4

Determine case status:

1. Case is closed

2. Case is opened; SLA*
has not expired

3. Case is opened; SLA*

v

1. Case is closed

B
See page 2

expired
v v
2 : 3. Case is
S sseis cuaned: || opaned; SLA
expired
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Inform the caller of
the case status/
number

v

End Interaction

Informational

h 4

Provide information
to caller

~ End Interaction

Caller told that
additional research is
needed and they will

receive a callback
with the case status.

—P

Explan to caller why the
case is still open and
provide caller with the

case #.

3-1-1 Rep adds a
note to the case and
notifies City employee
assigned to the case
and the 3-1-1
supervisor.

v

3-1-1 supervisor
contacts caller with
case status.

A

End Interaction

* SLA = Service Level Agreement

** CSP = Frontlink User Application




A

Con't from
page 1

Using Frontlink User
Application (CSP**)
Select appropriate
service request
option

Y

Search and select
issue address.
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Let the caller know

Link to original
request

that the issue has
already been

"| reported and provide

the case # to the

Con't from
page 1

* SLA = Service Level Agreement

** CSP = Frontlink User Application

Complete an e-form to
generate a case

A 4

Submit the service
request to the
appropriate City
department.

A4

Department handles
the caller’s issue and
closes the case.

caller,

End Interaction

3-1-1 Call Center

Research issue

Open new case to
resolve
oufstanding issue.

F'N

and determine why
case was closed.
Alert supervisor.

contacts caller.

No
Issue completed?

Case Officially
Closed




