


Here in America, a revolution in technology Is
underway. It is more than a time of innovation, it’s
a time of fundamental transformation, the kind that
happens, at most, every hundred years. ...\We can
seize the potential of this information revolution to
widen the circle of our democracy and make our
government much more responsive to the needs of
our citizens.

-- President Clinton, June 2000
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Government interaction might involve telephone,
fax, mail, e-mail, the Web, or face-to-face
WEES

However, constituents want one-stop service
over a Web site, over the phone, or during a
face-to-face visit

They want “closed-loop” care and do not want to
deal with with independent organizational silos
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Increase constituent satisfaction

Provide new channels for service delivery, while
coordinating and integrating new channel
activities with existing channels, such as
telephone, mail, or face-to-face interactions

Operate efficiently
Provide equal, universal access




Telephone System
Telephony Infrastructure
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Call Agents

E-Government
Citywide Service Request System

Call Center Citywide Service Service Request
Directory System
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Payments
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» Add new function to City web
site — doing business with the
City

Find ot
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What's New
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Frequently Requested Information

— Click for choices —




» Organize services around
customer types, then topics
rather than departmental silos

Telecommunications
an wiC

| information
olis Info i




» Selecting a single service
jumps the user to the start
page for a Web service, such
as permitting, print forms, or
get information.




 Users enter information
electronically, so it can be
easily added to KIVA or other
applications.
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Licenses

Contractor licenses

Contractor referrals/complaints

Business licenses

Food licenses

Liquor licenses

Pet licenses

Rental licenses

Taxi licenses
Inspections/Zoning

Ask an inspector

Zoning lookup/Variance request
Permits

Block party/ special street use permits

Building permits

Critical parking permits

Fire hydrant use permits

Online plan review

Parade/race permits

Procurement
Group purchasing

Online auctions of stolen/unclaimed
goods and surplus City equipment

Online bid submissions

Web-based office supplies
Financial

Payment by credit/debit cards

Electronic Funds Transfer (EFT)

Online budget reporting

Online budget submission
Miscellaneous

List of animals available for adoption

Impounded cars/online payment of
towing and impound fees

Non-emergency crime report (Teleserv)

Online public comment on environmental
assessments, planning reports,
proposed budgets, City initiatives

Request large item trash pickup .







