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OVERVIEW

= Citizen Response Management programs
= Web based services
= Social and digital media engagement
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= Goal of the Board of Selectmen to begin the expansion of a citizen
response management function

Citizen Response Management and Engagement

Begin to develop a citizen response management function focused on how we serve the public

- Begin to develop a citizen response management function focused on how we serve the public

- Begin the design of a new approach that centralizes primary customer service functions for residents
and businesses who engage in a transaction or relationship with the Town of Andover. Explore
investments in technology and realignment of resources to maximize the user experience with Town
government

- Reorganize existing resources to maximize productivity and establish efficiencies

- Continue to communicate effectively with the public through a variety of mediums including social and
digital media and public forums and information sessions



CITIZEN RESPONSE MANAGEMENT i
PROGRESS UPDATE Pz ANDOVER

Needs Product

|dentification Selection Implementation

In Progress Next Phase

Target:
January

Complete

* Intake * Interdepartmental * Departmental functions
*  Workflow committee selection * Key metrics

* Case Management * Integration with existing * Service improvements
* Resolution systems * Ease of use
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Knowledge Base Request for Service Contact

Location Details Contact Info

Issue Location
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Knowledge Base Request for Service Contact

Location Details Contact Info

Type of Issue ®

| -

Alleys ,
Animal Issues ’
Ask Us/General FAQs ’
Building, Construction & Inspection »

Grass / Leaves in street

Housing, Blight & Code Enforcement Issues »
lllegal Dumping »
Landscape Maintenance of Public Right-of-Way »

Leaf Collection r
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Service Requests Maps Reporting Incoming Messages

+ New Request H Save H Save + Close H Save + Add Search Hel

Service Request Details Related Information @

1D: N/A Created: N/A Dept: N/A Status: Open Refated Request List Map View ¥ Selected Request Type Only

Priority: 6 District: N/A Origin: Call Center — L

- - ~ - Union St
Who NVhat Where More (2) bury, Connecticut
Type Recycle Missed Pickup v | Knowledge Base (4) Request is not linked T d Sid 1k
. AT ree down over Sidewa
Hello,

Comments = General Privete # Files [ Add | Atree fell down on my road. It is near the
Recycing is mandatory for every intersection of Beeker and Smith St,
resident, business, office and
institution in the City of |
Pittsburgh (City Code 619). Your Thank You!
recycling not only helps the City
10 recover valuable resowrces
and save energy, but it also
generates revenue and saves on
landfill costs. Tonnages
reported by private haulers,
businesses and institutions also
enadie the Cry 1o attract more
funcing from the State. The
City's Bureau of Enviconmental
Services provides curbside
recydling collection for
residences. multi-family unis o 203-355'9264 »
and nen-peofit institutions that > A
Somoht: ‘.\“c’fev‘? P r\! - .', © 2018 Gooy k- Terms of Use | Report a problem

Big tree down at 28 Estherburg Ave.

Search /- Search ¥) Reset Search Results O 3 3

Submitter Caty List View Map View

s 10 Priority Address Last Action Request Type Submitter
17778 . 231 Bank St, Waterbury 10/22/2018 2:37P Swreet Light Jessica Chase
Request 1D Street
- 17805 6 238 Lincoindale Drive, Waterb 10/25/2018 2:54P Animal Issues Jessica Chase
17809 6 231 Bank St, Waterbury 10/25/2018 10:24A Street Light Jessica Chase
Request Type Street # Range P
- 17802 6 Waterbury 10/24/2018 2:43P Downed Tree Jessica Chase '.(:_,‘.l‘:' caleb.brand@qscend.com P
17813 6 238 Lincoindale Or, Waterbury 10/24/2018 11:15A  Recycle Missed Pickup Jessica Chase =
Keywords Geographic Areas
o 17812 6 231 Bank St, Waterbury 10/24/2018 11:11A Street Light Jessica Chase Pothole R
othole Report
Dae s 17804 6 231 Bank St Waterbury 10/23/2018 2:52P Street Uight Jessica Chase
ate Range Status L
1001172018 1002572018 ¥ Open & InProgress ¥ Closed 17803 6 Waterbury 10/23/2018 2:42P Street Uight Jessica Chase We have a huge pothole at 65 Loggers Overlook.
o 17810 6 56 Johnson St, Waterbury 10/23/2018 11:12A Bight Jessica Acosta
Priority Range Reference ID
e =ho 17797 6 Waterbury 10/22/2018 3:37P Graffiti on Public Property  Jessica Chase
<« 4 » M Page 1 of 4 E

* . Master Service Request with linked Service Requests
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& Now Report View Schedude Ect Dashbowrd

Q Al Reporets - Monthly Activity [») Most Submitted Request Types (Past 30 Days) Request Counts by Status (Past 30 Days)
{Demo) Constituent Inquiries by District
{Demo) Reguest Cross Tab by Depanime

{Dema] Reguests Dy Depiriment - Per

Bucis M Byl Pichup Requests
Clayton (T Repornt
Clayton IT Report 2
Cpened = Auivity Cartad Count © Oosed n Progress Cpen
ESson Due Dates
Emaded Knowledpe Base Articie
e m—T—— Month by Month Comparison Recent Requests by District (Past 30 Days) Average Days to Close By Month (>}

Inacive Knowledge Bate Articies

InacTive Requests

L |

o v v
n ponal Reqoests v i o

Knowledge Base Articie Changes 1
3 L . 3
1 ' ' L]
Knowledge Base Feeddack ’ P
Knowledge Base Page Views 4
Knowiedge Base Popular Searches

Knowledge Base Searches With No Rewy

Avgent @ Septomber Octoder ® Coms Open n Progrens Avg Ouys to Clone
MOrEY ACtwy

Monthly Reguest Summary by District
Monthiy Reguests by Status
Mot Re-Routed Reguest Types

Mot Submitted Req

New Report
Pothole Damage Ol

Prompts 4
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= Water/Sewer billing added to
online bill pay

= Online Bill Pay center continues
to integrate a number of systems
in a central location

Online Bill Pay

The Town of Andover now offers the option of paying several types of municipal bills electronically using third-party payment processing
services. Online payments can be made quickly and easily via electronic debit from a checking account or with a credit card.

Real Estate, Water/Sewer, Personal Property & Motor Vehicle Excise Bills
Payments made by electronic debit are charged a 25-cent processing fee by the service provider. Payments made by credit card are

assessed a convenience fee by the service provider (calculated and displayed prior to submitting payment).
Visit the Payment Website.

Delinquent Motor Vehicle Excise Bills
Motor Vehicle Excise Bills that are over 45 days past due may also be available to pay using a separate online pay service than current
Motor Vehicle Excise Bills. Payments made by electronic dehit are charged a $0.50 processing fee by the service provider. Payments made

by credit card are assessed a convenience fee by the service provider (calculated and displayed prior to submitting payment).
Visit the Payment Website.

Parking Tickets
Parking tickets should be available to pay online 10 days after issuance. Payments made by electronic debit are charged a 50-cent
processing fes by the service provider. Payments made by credit card are assessed a convenience fee by the service provider (calculated

and displayed prior to submitting payment).
Visit the Payment Website.

Municipal Lien Certificates

Municipal Lien Certificate (MLC) payments made by electronic debit are charged a 25-cent processing fee by the sarvice provider. Payments
made by credit card are assessed a convenience fee by the service provider (calculated and displayed prior to submitting payment). To
requast and pay for a MLC fill out the form at the link below.

MLC Request Form.

Resources
» Additional Information on Paying Bills

» Collector/Treasurer's Office
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= 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

Performance Peyments Colecond

= 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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Iovyn of Andover, MA oo Promoting Public

Published by Patrick Lawdor De 00OPM-Q@

Looking for an easy way to get involved? \We're seeking input on an meetings
upcoming project in our downtown. Please join us for a community workshop
on Wednesday, December 12th at 7:00 PM at Old Town Hall. 20 Main Street

“ _ All | know is that our tax bill will go up.

Like - Reply im

& Town of Andover, MA Hil the Ballardvale Fire Station
= being funded through the town's Capital Improvement
Program {CIP), which is designed to maintain and invest in
our town's property in a predictable manner. Because the
CIP is a fized part of the budget every year, there is no
noremental tax increase dus to 2 new Ballardvale Fire
Station. That being said, about 325 of the average tax bill

n " would be attributable to a8 new Ballardvale Fire Station.

COMMUNITY Those same funds would be spent on capital improvements

WORKSHOP n other areas if not for a new fire station. We hope to see

you at an upcoming public information session.
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