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Aug-18 | Sep-18 | Oct-18 | Nov-18 | Dec-18 | Jan-19 | Feb-19 | Mar-19 | Apr-19 | May-19 | Jun-19 | Jul-19 | Aug-19
- Calls Presented | 63,576 | 50,008 | 53,540 | 41,666 | 43,291 | 54,624 | 50,444 | 51,164 | 50,092 | 51,503 | 49,316 | 51,237 | 50,769
Calls Handled 54,186 | 43,473 | 49,176 | 38,828 | 38,285 | 49,830 | 46,176 | 47,477 | 46,533 | 48,441 | 43,266 | 46,573 | 47,190
Service Level 33% 48% 65% 70% 56% 52% 57% 50% 47% 52% 26% 44% 49%

Received an additional 53,981 Requests via Alternative Channels



Top 5 Service Requests
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How much is my court fine and how do | pay? 8,278
Account Information for Active Water And Sewer 6,158
Account
Property Owner or Renter Requests to Establish New 5,509
Water and Sewer Bill Account Services
When is my court date and time? 5,238
Bulk Collection Request 4,601

Fiscal Year 2020
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Workload By Department

ATL
311

Finance, 3%

—

Code Enforcement , 4%

DPW service requests have increased due to
change in Bulk Collection Process.
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Service Requests by Channel
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Goal is to diversify support channel mix

Email/Fax

Vo

Mobile App
6%

m ATL311 Portal
m Email/Fax

m Mobile App

m Phone

m Social Media




ATL311 Social Media
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FY20 Next Steps

» Enhance ATL311 Interactive Voice Response (IVR) System
» Increase training for all staff

» Increase employee engagement

» Enhance the Emergency Response Team

» Continue community outreach efforts

» Department of Watershed Management Customer Service
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Highest Possible Impact Score = 30
Highest Possible Effort Score = 70



ATL
DWM Customer Service Impact-Effort Matrix 311

Model One Model Two Model Three Model Four

3717 Complex vs. Technical vs. Culzz‘:g% or
Specialized Non- Non- Service Call
Group Complex Technical Center

Impact

Impact Impact
20 25
Effort Effort
65 70

The following measures were used to evaluate effort and impact:
Customer & Employee Experience, Operational Costs, Staffing Structure, Facilities Acquisition and/or
Planning, Training / Change Management, & Implementation Timeline
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ATL
311 Questions?

One Source for City Services



