
Accountable - Responsive - Efficient 



! Accountable: Creating a higher level of 
service delivery through service request 
tracking and traceability 

! Responsive:  Providing easy customer 
access to information and services 

! Efficient:  Data driven resource allocation 
and planning lead to ongoing cost service 



45 Customer Service Representatives (CSR) in 4 shifts 

Open from 7:00 am to 7:00 pm Monday – Friday 

Each CSR takes an average of 50 to over 100 calls daily 

Approximately 10,000 calls a week, just under 

500,000 requests for service each year 

Launched June 17, 2010 and celebrated our 3 
millionth request for service in October 2015 



Source / notes 

https://
reports.data.montgomerycou
ntymd.gov/countystat/
department/pio 

!  Average amount of time it takes to reach a Customer Service 
Representative after the Welcome Announcement (in seconds): 23 

!  Percent customer satisfaction rating:  85% 
!  Cost per customer contact (in dollars) (salary expenditures divided 

by the total number of customer contacts by phone, web portal, 
mobile-enabled portal, Twitter): 3.50 

!  Average rate of Service Requests created on the MC311 website 
and the mobile enabled portal:  30% 

!  Average rate of first call resolution (customer requests closed in one 
call divided by total calls answered at the call center): 83% 

!  Average rate of calls that come into 311, but are not answered by a 
Customer Service Representative (CSR):  9% 

!  Average rate of callers requesting to speak Spanish: 4.9% 



Source / notes 

Since FY11, MC311 
workforce size has remained 

within one FTE. The FY16 
budget is a slight increase 

from the previous year. 

Budget Book and past 
CountyStat analysis 
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Source / notes 

FY15 saw a record high for 
December (usually one of 
the two slowest months). 

Otherwise, FY15 very 
closely tracks FY14. 

MC311 Siebel CRM 
Dashboard 
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Customer Centric Model 

8 



Departments determine 
SLA for each service.  SLAs 
are reviewed on an annual 
basis by 311 and County 

Stat.  SLAs vary widely from 
1 day to 3 years. 

When customers contact 
311, they are provided the 
Service Level Agreement 
for the service they are 

requesting.  General 
Information requests for 
information are one day. 

. 

9 
General Information Service Requests are closed at 311. 



Source / notes 

When customers contact 
311, they are provided the 
Service Level Agreement 
for the service they are 

requesting.  General 
Information requests for 
information are one day. 

. 

MC311 SR open data 

10 Service Requests assigned to Departments are closed 
upon completion of service provision. 



! Customers are provided the timeframe for completion 
(SLA) for each service handled by a department. 

!  If the requested service is not completed within the SLA, 
customers are asked to call 311 to get an update on the 
status. 

! Customer Service Representatives share any notes 
provided by the responsible department with the 
customer. 

!  If the 311 Service Request is past the stated SLA or closed 
without notes, the request is sent to a 311 Business 
Analyst for escalation to the responsible department. 


