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OVERVIEW 

Citizen Response Management programs

Web based services 

 Social and digital media engagement 
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OVERVIEW 

 Goal of the Board of Selectmen to begin the expansion of a citizen 
response management function 
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CITIZEN RESPONSE MANAGEMENT

PROGRESS UPDATE 
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Needs 

Identification

Complete

• Intake 

• Workflow 

• Case Management

• Resolution

Product 

Selection

In Progress
Target:

January

• Interdepartmental 

committee selection

• Integration with existing 

systems

Implementation

Next Phase

• Departmental functions

• Key metrics

• Service improvements

• Ease of use



PREVIEW OF POTENTIAL CRM SYSTEM 
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PREVIEW OF POTENTIAL CRM SYSTEM 
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PREVIEW OF POTENTIAL CRM SYSTEM 
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PREVIEW OF POTENTIAL CRM SYSTEM 
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ADDITIONAL IMPROVEMENTS 

 Water/Sewer billing added to 

online bill pay

 Online Bill Pay center continues 

to integrate a number of systems 

in a central location
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ADDITIONAL IMPROVEMENTS 

 FY2020 CIP request for software 

improvements will move our permitting, 

licensing and inspectional services 

software into a cloud based system that 

will improve workflow 

 Real-time updates to track progress of 

applications 

 Supports online license renewal for dog 

licenses and restaurants 

 Provides for communication between staff 

and applicant 

 Parking payment improvements include pay 

by phone and add time by phone launching 

spring 2019
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PUBLIC ENGAGEMENT 
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Promoting Public 

meetings 

Communicating 

with residents 


