
Citizen Response Management (CRM) System

Update and Public Launch Overview 

www.AndoverMa.gov/311



Select Board/Town Manager Goals and Objectives 
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• Product selected (Q-Alert)

• Project Team visited and researched other communities using the product

• An internal kick-off and demonstration for staff

• Internal, day long training sessions with the product company

• Weekly staff-led training sessions for department and drop-in participants 

• Internal, Soft Launch of product for staff use 

• Resident Focus Group 

• Branding selected

• Ready to launch

Overview of progress since last update (December, 2018)
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• Andover Central is the Town of Andover’s customer service hub that can be thought of in three 
segments:

What is Andover Central? 

Digital Service Requests

• The public can submit 

requests for service that 

are geo-based, managed, 

and trackable 

Knowledge Base  

• An answer to any question 

related to town government 

that would not require 

follow-up

311

• Non-emergency customer 

service phone line.

• Ability to activate after 

hours or during 

emergencies
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Articles can be added, 

worded differently, 

re-categorized, all based on 

the public’s input and 

questions.
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• Any staff member that 

answers a call can enter a 

service request, and route 

it to the appropriate 

department. 

• That request can then be 

managed by appropriate 

staff, and updates can be 

sent by text, email, or 

phone call to the 

submitter. 

• Escalations are built into 

the service requests 

based on service level 

agreements 
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• Service Request 

Management & History 

provides details on 

communications between 

the submitter and town 

staff



• Marketing of Andover Central
• Internal Social Media Working Group

• Outreach to media 

• Community meetings/demonstrations

• Integration with our Public Works Request software (MaintStar)

• Internal 311 function for school and town employees 

• Performance management systems

• Organizational approach to “one stop shopping”

Next Steps 
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