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I.  Introductions

II. Presentation on 311
Overview

What is it? 311 is not a new concept, and has been successfully used in New York, Newport News/Hampshire region and others.  Montgomery County is hoping to learn from the strengths and weaknesses of these parallel services.

What does it do?  311 provides a place for customers to call when they need a service but don’t know who to contact.  This covers issues like potholes, graffiti complaints, or what to do with bulk trash.  311 is a one stop service that is attempting to create a closed loop in customer service delivery.  

How does it work? Instead of calling department directly, callers/customers will be directed to the correct agencies/departments through 311.
There are 4 general types of information requested through 311 services.

· General information (about 50% of calls) including questions such as where the nearest library branch is located.

· Referrals (about 25% of calls) including more specific issues such as finding a caseworker, or when a more expert person is needed to answer the request.  There will be personnel available within the call center who have “Tier 2” knowledge.  There will be a limited number of personnel from different departments to serve this function.  Example: some HHS personnel staff 311 who have direct access to information so the caller will not need a service request.  People can call 311 from within other departments to access this service.

· Service Requests (about 20% of calls).

· 311 will gather the necessary information from the customer and create a service request that will be sent to the appropriate department.  

· The customer is given the service request number so they can follow-up on the status of their request. Customers will be given a follow-up email or letter for their requests, and they will also be able to check their requests on the web.  This will be effective the day of the hard launch.  If they do not have the number for their service requests, they will be able to look up their request by their name if they provided it.

· It is the departments’ responsibility to complete and close each request.  Departments can access all of the service requests through Oracle Siebel using their Single Sign On/County password.

· Miscellaneous (about 5% of calls) including praise/complaints.  Complaints can be made anonymously.  Used for feedback that cannot be immediately resolved.  This can be helpful in generating reports of the types of praise/complaints that the county is receiving.
Web 311 will also be available on the web, where customers can make and access service requests, find links to the departments, and an FAQ.
Department Partnerships

· Will be constantly adapting and using departmental relationships to improve the 311 service.  311 will need departments to make sure that their departmental websites are up to date.

· It is not yet decided what departments will need to put on the web with regard to 311.  They will be working with PIO to determine this.
Timeline
· The 311 soft launch was in January; the hard launch will be in March.  The 30 days in between the soft and hard launches will be to train administrators and end users in the process of 311 and address any issues that arise.  Departments will be sent a dummy service request to test the system.

· Currently, they are giving demonstrations/overviews with the soft launch.

· Ad push will begin in March.

· Go-live support will include hands-on training, with the goal that omeone in each department will be knowledgeable enough to answer any questions that arise.
III. Questions

Technical Questions

1. What is the difference between 211 and 311?

· 211 is for nonprofits, not government services, and is not being implemented in Montgomery County at this time.
· It is uncertain what will happen if 211 is called from here – it may direct you to the state’s 211.

Departments
2. How can departments know if 311 is able to answer all of the questions?
· Each department has worked with 311 to determine levels for what can be answered, and what should be referred.  Turnaround times are predetermined for each agency.

· Relationship Managers in each department will help monitor what questions are asked and update the knowledge base if possible.  Departments have outlined what calls they think 311 is likely to receive.
· Part of the soft launch is hearing back from departments about the appropriateness of 311 responses

3. How can a department check whether a service request has been completed?

· Staff will be able to check service requests and whether they have been completed online with the Oracle Siebel system.  Departments can see what has been asked, what has been done, what type of questions are being asked, etc.  They can see every case that has been logged.

· This reporting is not yet up and running, but will be available by the hard launch in March.

· Departments have to look at service requests because they are responsible for fulfilling and closing those requests.

4. Within departments, will only some staff be able to access the service requests?

· There will be several tiers of access within departments – most likely an employee level and a management level.  Each department will decide who will be on each tier.

311 and Other Regions/Jurisdictions

5. How does 311 work if you are outside the County?

· Customers can use the 10-digit number for 311, or visit the website.

· If using a cell phone, you will be directed to 311 as long as you are with Montgomery County.
· 311 will be using GIS data to determine what municipality is responsible for your request.
6. What if the request is out of MC jurisdiction; what if the road that has a pothole is actually a state road, for example?

· 311 will not transfer the customer’s call, but will provide them with the number of the appropriate state office.

· The system will be able to sort addresses by zip, and identify the county council district, school board, and others jurisdictions in which that address is located.

· 311 will feed your call to a council member, and council members can also send callers to 311.

7. What about federal government questions?

· These numbers will be in the database, based on the FAQs determined by each department.

· We will need to make sure that the Congressional districts are also included in the database, and will need to work with the Congressional offices as well as state legislators to determine what questions they anticipate.  We will also need to add the Congressional District layer into the GIS application being used.

8. How will we track responsiveness when a customer is referred to another municipality?  What about tracking calls sent to agencies that receive MC funds?

· There is no tracking for non-Montgomery County agencies.  311 is solely focused on Montgomery County Government.  Ideally municipalities will be incorporated into 311, but there is no follow-up at this time.  For agencies that receive MC funds, tracking/follow-up could be incorporated into a service level agreement.

9. What about tracking Federal government agencies like SSA?

· We do not have a system of tracking/referral for federal agencies at this time.  In a year, MC311 will begin looking at incorporating and tracking other entities (non-profits, federal agencies, and municipalities)

Other Methods of Customer/Government Contact
10. Will 311 be taking over the email traffic for departments?

· This is on a department by department basis.

· If customers do not have email, they will be sent a letter following up on their service request.

11. County Stat wants all of the data on calls/requests.  What if people send a letter directly to the department, bypassing 311?

· Departments can log that letter the same way they do for phone calls.

Other
12. What happens if you call for the Regional Services Center number, or any specific number?
· 311 will not generally transfer a customer’s call.  Alternatively, they will asjk probing questions to generate a service request that will then be sent to the Service Center.  
· Whether or not a specific number will be given out to customers will vary from department to department / service center to service center.

· If you call 411 for a Regional Service Center number, you will be directed back to 311.  They will not have another number.
13. What is the language capacity of 311?
· 311 will have limited bilingual staff, but also plan to use the Language Line.
· They will be working with departments to determine what would be the best languages to focus on.

· It was suggested that it may be best to have 6-7 languages featured on the website and in marketing.  This could also be featured on YouTube.

14. Is there an expected increase in requests once 311 is implemented?
· Research/benchmarking suggests that there will be a spike in requests immediately after the launch, that will then level out.  We do not have information on whether the requests will level out to a higher incidence of requests than before 311 was implemented.

IV. Announcements

1.  Budget meeting on Wednesday, January 27 at 7pm at the Chevy Chase-Bethesda Regional Service Center.

2. Please help promote the Census! Please put up posters/distribute flyers to help get the word out about Census.  The Office of Community Partnerships can help coordinate this.
