


What is a “Citizen Services” program?

Provides citizens with a single 

point of contact with 

a municipality for non-

emergency services

Phone number is "311"

Similar to 911 for Emergency Services

Call center for intake of all 

non-emergency 

requests Request is either:

Researched and resolved during the call

Captured and referred to a department 

for completion

Citizens may also submit 

requests online or through 

smartphone app

Provides rich data for 

municipality on community 

needs and departmental 

performance



Meeting today’s demands is not easy



Welcome to Richmond, VA



Not just a technology problem

Established Department of Citizen Service & 

Response

citizen 

engagement

capture and quality 

control of citizen 

requests 

performance 

measurement of 

departments’ 

responsiveness

set and manage 

expectations of 

citizens and 

departments



I thought AvePoint did Office 365?

Social/ Family Dev. 

Case Management
DNC Case Management

United Nations: 

Human Trafficking
Citizen Services



Launched at Inspire





Accelerate Citizen Services

Requests Mgmt. Employee Performance Service Patterns

SLAs OutagesForecast

Twitter

Thanks for fixing

our street light!

Crime

Keep citizens informed and engaged
• Send case status notification to track progress and completion

• Increase transparency to drive accountability and ensure delivery of quality service

• Connect with citizens via social media to track sentiment

Equip management with real-time insight
• Create dashboards and reports to inform decision-making

• Identify patterns from internal and external data to predict citizen and infrastructure needs

• Monitor individual and team performance to determine resource allocation

Empower citizens to easily report incidents
• Build interactive mobile apps to enable anytime, 

anywhere reporting

• Leverage built-in location services and user data to 
gain context

• Route notification to appropriate department

Receive automatic service alerts 
from public assets 
• Install sensors and connect infrastructure to gain 

visibility into system management

• Predict and proactively prevent outages with 
advanced analysis

Accelerate case response times and 
issue resolution
• Optimize employee productivity with step-by-step 

workflows and route planning

• Assign field agents based on proximity and expertise 
using intelligent case routing
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Thanks

for fixing 

our street 

light!

SERVICE REQUESTS

Work Order 01: LEVEL 1

Work Order 07: LEVEL 2

Work Order 03: LEVEL 3

Parts PlanRoute PlanWorkflow

➢ Predictive

Maintenance

➢ Repair Log

Severity



Let’s say you want 
to report graffiti



Citizens can report an issue



A case will be created and assigned



Cases are assigned and tracked



Real-time reporting



Predictive analytics with machine learning



Turn-key portals

Request from PC, mobile apps, 

Chatbot, email, and in-person

Duplicate detection

Embeddable interface

Multiple languages

SLAs & Escalations
Email or SMS notifications

Support for map providers 

(Esri ArcGIS, Bing, Google)

Dynamics 365 for 

Field Service Integration

Dynamics Knowledge Articles
Web hooks and Open311 API for 

quick and easy integrations

Built-in or custom CSS themes

Geographical boundaries

30+ default service request types 

and built-in dashboards

Integration with Azure IoT Suite 

and AML

Customer satisfaction surveys

Cortana Personal Assistant 

Integration

WYSIWYG Form Creator



Meet RVA311



Lack of transparency



Lack of transparency



What’s next?

Optimize based 

on user feedback 

and reporting

Enable advanced 

features as city 

matures

Feedback into 

innovation cycle



Maximize your chances of success

Thorough process 

mapping prior to 

implementation

Change management 

and willingness and 

ability to change 

processes

Active engagement 

with all stakeholders

Feedback channels for 

citizens AND municipal 

departments

Maintain resources who 

will incorporate 

feedback into system 

configuration and 

processes



Lesson Learned:

User experience is as important as the technology!

This Photo by Unknown Author is licensed under CC BY-SA-NC

http://tanveernaseer.com/how-to-make-your-employees-feel-valued-and-important/frustrated-employee
https://creativecommons.org/licenses/by-nc-sa/3.0/




Gracias

Merci


