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¢ Set up appointments with caseworkers

The 311 Call Center can support caseworkers by handling more than general questions. This support
provides caseworkers the time to concentrate on case management thereby improving service to
citizens.

ACS can provide the services to fully analyze the business requirements for each department and
configure those business requirements to support information and service requests. The 311 software
can also support the use of e-forms for processes that require a standard form.

Employment and Elgibiiy Services Divivion

Interview: 1:00 Wednesday
Interviewees: Christiana Smith

The Employment and Eligibility Services Division (E&ES) is a part of the Department of Health and
Social Services (HSS). The other services included under HSS are:

e Older and Disabled Adult Services

¢  Child Services

¢ Mental Health Managed Care

e Public Health Services

e  Substance Abuse Services

* Special Investigations

The interview conducted was with the Deputy Director of Employment and Eligibility Services
Division.

Call Volumes

The number of calls taken in 2006 was 28,880 calls and the number of calls taken from January 2007
through August 2007 is 14,780. The calls are not categorized by type.

Total correct calls per year = 28,880
Total call hours per year = 963
Total cost per year = $28,495

Process

Currently, there is a 1-800 team that answers all of the inquiries. The 1-800 team is staffed with
temporary staff that cannot exceed three months of employment as temporaries. As a result, the
information provided by the 1-800 staff is minimal. There is a set of FAQs, which were provided in
hard copy. It was stated that the FAQs are rarely utilized.

In general, the citizen is transferred to the caseworker and leaves a voicemail if the caseworker is not
available. Solano County has agreed to use 211 services provided by United Way in the near future.
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Once the 211 services are implemented the 800 team will be eliminated. There are also plans for
implementing service centers for citizens. It is not clear that 211 and the service centers will eliminate
the need for a customer service team. The processes for the rest of the HHS divisions was not
provided during this interview.

How Can 311 Help?
311 CSRs are available to:

» Explain how the program works

* Provide information necessary to apply for services
e Provide application support

e Provide case status

e Assist in determining next steps

¢ Set up appointments with caseworkers

The 311 Call Center can support caseworkers by handling more than general questions. This support
provides caseworkers the time to concentrate on case management thereby improving service to
citizens.

ACS can provide the services to fully analyze the business requirements for each department and
configure those business requirements to support information and service requests. The 311 software
can also support the use of e-forms for processes that require a standard form.

City of Benicia

Interview: 5:00 Thursday
Interviewees: Teri Davena

The City of Benicia is approximately 20 miles South of Fairfield and has a population of 28,000. The
City has the following departments:

¢ Administrative e Fire

e Community Development e Library

¢  Human Resources/Personnel e Police

¢ Finance e  Public Works

Call Volumes
The City receives approximately 80 calls per day or 1,680 calls per month or 20,160 calls per year.
Call volumes are not tracked; therefore the call volume is an estimate. Calls also go directly to the

departments and are not provided as a part of the call volume presented below.

Total calls per year = 20,160
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Total call hours per year = 672
Total cost per year = $19,884

A city the size of Benicia could expect a total of 42,000 calls per year in a 311 Call Center, based on
their population of 28,000. It is likely that the City receives more than 42,000 calls per year currently
due to calls going directly to departments that may be misdirected and need to be transferred to
another department..

Process
The main phone number for Benicia is answered by four staff members, as follows:

e Secretary

¢ Economic Development Manager
e Deputy City Clerk

» City Manager

A sample of the types of calls received are listed below, and the office is also open for walk-ins.

s Streetlights out ¢ Abandoned vehicles
e Barking dogs e Register to vote
How Can 311 Help?

311 CSRs are available to:

¢ Answer all calls for the City

* Enter service requests for all tasks such as streetlights, barking dogs, abandoned vehicles, etc.

e Minimize confusion over which services are provided by the City and which are provided by the
County

¢ Minimize confusion over which services are provided by which departments

Although it would not necessarily be cost effective for the City to set up a 311 system on their own,

they would benefit by being a part of the larger 311 network for Solano County. Citizens in small

cities can realize the same benefits as citizens in larger cities. This means that the citizens of Benicia

can benefit from finding the right department, the right information and the right place to request a
service, the first time they make contact.
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