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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.

Department of Veteran Services

Interview: 11:00 Friday
Interviewees: Bill Reardon

Veteran Services provides counseling and assistance to, and acts as an advocate for, veterans, their
dependents, and their survivors, relative to federal, state, and local benefit programs based on
military service. They support veterans by acting as an advocate for them. The Veteran Services staff
walk veterans through all available services and application processes. They also keep track of the
status of all services related to approval, need for additional information, or appeal when a service is
denied.

Call Volumes

Veteran Services has two offices, a main office and a satellite office. The main office in Fairfield
receives approximately 50 calls per day or 12,600 calls per year and sees approximately 20 veterans a
day or 5,040 veterans per year. There is no issue with misdirected calls since Veteran Services does
not leave much room for misunderstanding the mission of the agency.

Total correct calls per year = 12,600
Total call hours per year = 420
Total cost per year = $12,248

Process

Calls are received by an Office Assistant who provides general information. Other calls are
forwarded to the staff in the office that support application services. There is no database of FAQs on
the website.

How Can 311 Help?

Veteran Services is an agency that deals with sensitive issues, therefore only a high level explanation
of services would be appropriate. However, service requests can be set up for the counselors alerting
them of the need to provide services related to:

¢ Comprehensive benefits counseling

e Claims preparation and submission

¢ Claims monitoring and follow-up

e Development and submission of Appeals

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.
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Public Defender’s Office

Interview: 11:00 Thursday
Interviewees: Letitia Folds

Generally, the Public Defender is responsible for representing any person financially unable to
employ counsel and who is charged with the commission of any contempt or criminal offense triable
in the Superior Courts of the County at all stages of the proceedings. The Public Defender also
represents minors in wardship proceedings, adults in juvenile dependency matters (through a
contract with County Courts), petitioners for the restoration of rights, applications for pardons,
persons alleged to be sexually violent predators or mentally disordered sex offenders, mentally ill
persons at hearings (to determine their mental condition), and in conservatorship proceedings.

Call Volumes

There are two offices, one in Fairfield and one in Vallejo. The Fairfield office receives approximately
120 calls a day or 30,240 calls a year and walk-ins for which no estimate was provided. There are
very few calls that are misdirected, but those calls that are misdirected are generally related to
divorce and tenant/landlord disputes.

Total correct calls per year = 32,040
Total call hours per year = 1,008
Total cost per year = $29,827

Process
There is no database of FAQs utilized to answer phone calls. The calls received are related to:

e What time is my appointment?

¢ Who is my attorney?

¢ Can | make an appointment?

* Canl put myself on the calendar for a bench warrant?

¢ Complaints about offices

Two Office Assistants in the Fairfield office also send calls to the secretaries to set up appointments.
The appointments are logged into a system called Defender Data, which also contains all of the client
data. The Office Assistants also produce appointment letters and bench warrants, stamp books for
the library, and support special projects.

How Can 311 Help?

The Public Defender’s Office is an agency that deals with sensitive issues, therefore only a high level
explanation of services would be appropriate. 311 CSRs can:

e Provide information on the functions of the Felony Unit, Misdemeanor Unit, Juvenile Unit, and
the Civil Unit
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» Set up appointments for attorneys

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.

Probation Department

Interview: 1:00 Thursday
Interviewees: LeeAnn Austin
Rebecca Prime

The Probation Department protects the community through services provided to the courts, victims,
and offenders. The Department has an Adult, Juvenile, and Collections division.

Call Volumes

The Probation Department receives approximately 3,500 calls per week or 176,400 calls per year and
1,900 walk-ins per week or 95,760 walk-ins per year. The calls and walk-ins are handled by two staff
members plus an accounting person. Information about the calls is as follows:

¢ Most calls are 3-4 minutes

e 20 percent are misdirected, many as a result of the fact that the courts don’t answer the phone

e 50-60 percent are transferred internally within Probation

e Approximately 20 percent are answered by the two staff that answer the phones

Total correct calls per year = 141,120
Total calls hours per year = 8,232
Total cost per year = $243,585

Total misdirected calls per year = 35,280
Total call hours per year = 2,058
Total cost per year = $60,896

$243,585 for correct calls plus $60,896 for misdirected calls = $304,481 cost per year for calls

The satellite office has one receptionist and receives about 350 calls and 400 walk-ins per week. There
was no estimate provided for misdirected calls.

Process

The Probation Department has one FAQ concerning probationer’s voting rights available on the
website. The Probation Department does have a draft of a manual with general guidelines on when it
is appropriate to provide information. The Department handles investigations, supervision, intensive
supervision, specialized programs, residential placement, and domestic violence issues.
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All calls are answered by two staff who also handle walk-ins. An accounting staff person is also
available for responding to accounting questions. Confidential calls are passed on to the Officer of
the Day or they go to the probation officer, supervisor, manager, or accounting department. The
majority of the other calls are answered by the phone staff and are related to:

o  What are the drug testing times?

¢ What time is my appointment with the probation officer?
e Who is my probation officer?

¢ What is the process for juvenile detention?

¢  What is the process for sealing records?

How Can 311 Help?
311 CSRs are available to:

e Provide information on drug testing, names of assigned probation officers, juvenile detention
processes, and record sealing processes

e Set up probation officer appointments
o  Walk citizens through the process for making Probation Department payments

s  Set up service requests for contacts that need to be made by probation officers

Currently there is no number a person can call on the weekends for answers to questions on the
probation process. This was brought up by the staff interviewed as an issue especially for juveniles
whose parents want information on the process and don’t want to wait until Monday.

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.

Agriculture Departnent

Interview: 4:00 Thursday
Interviewees: Ann McKay
Suki LaForga

The Agriculture Department promotes and protects the agricultural industry and protects public
health and the environment. The Agricultural Commissioner enforces laws and regulations that
assure the continuity of agricultural trade and commerce. The Sealer of Weights and Measures
enforces laws and regulations that assure marketplace equity for transactions involving a count,
weight, or measure.
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Call Volumes

The call volume is approximately 30 to 40 calls per hour or approximately 5,000 calls per month or
60,000 calls per year. The Agriculture Department does not have an issue with many misdirected
calls.

Total correct calls per year = 60,000
Total call hours per year = 2,000
Total cost per year = $59,180

Process

There is one central line answered by three staff members and there is a Biologist of the Day
available. Ninety percent of the calls are transferred either to voice mail or a call out is made through
the intercom for someone to pick up the line. Ten percent of the calls are handled by the call staff
without transferring to another staff member. The website has FAQs available for citizens.

How Can 311 Help?
311 CSRs are available to:

e Provide information on the latest issues related to pest infestations

e Provide information on how to submit plant samples for disease diagnosis
¢ Enter a service request for a beekeeper

¢ Provide information on pesticide use

e Support registration of chemicals used for spraying

¢ Enter service requests for trappers

¢ Enter service requests for nursery inspections

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.

First 5 Solano Children and Families Commission

Interview: 8:00 Thursday
Interviewees: Heather Devaney
Joanie Currer

The First 5 Solano Children and Families Commission performs work on behalf of Solano’s youngest,
and often most vulnerable, population: children ages 0-5. First 5 Solano exists to support Solano
County’s youngest children in their health, growth, and development and eventual success in school
and in life. The Commission supports local grantee partners which provide a wide variety of services
for expectant parents, children, and their families. In addition, the Commission invests in the overall
system for young children to ensure services are progressively more integrated, comprehensive,
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high-quality, and cost-effective. The Commission measures its “return on investment” through
regular grantee progress reports and ongoing data collection and evaluation efforts. First 5 is under
the supervision of the County Administrative Office.

Call Volumes

Two staff members answer the phone for First 5. There are also four Contract Specialists, a Deputy
Director, and a Director. Most calls are redirected to the courts or Children and Family Services. The
average number of calls per month is 525 or 6,300 calls per year. The staff estimate that
approximately 50% of these calls are misdirected or 3,150 misdirected calls per year. Staff also
respond to 2 to 3 emails a week.

Total correct calls per year = 3,150
Total call hours per year = 105
Total cost per year = $3,107

Total misdirected calls per year = 3,150
Total calls hours per year = 105
Total cost per year = $3,107

$3,107 for correct calls plus $3,107 for misdirected calls = $6,214 cost per year for calls
Process

Calls are received through the main number and are either transferred within the Commission or
citizens are provided with the correct phone number that will provide the appropriate service. There
are no FAQs on the website or available to call takers.

How Can 311 Help?
311 CSRs are available to:

¢ Provide information on funded projects, including:
o Solano Coalition for Better Health
o Children’s Nurturing Project
o Child Start, Inc.
o Families First, Inc.
o Early Periodic Screening
o School’s Readiness Initiative
o Family Support Initiative
o Americorps
o Kits for New Parents
o Community Engagement

o Pre-School for All
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e Enter service requests for packets of information that need to be sent to parents or mail the
packets

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.

University of California Cooperative Extension

Interview: 9:30 Wednesday
Interviewees: Jennifer Baumbach

The mission of Solano County's University of California Cooperative Extension Department is to
serve County residents through the creation, development, and extension of knowledge in
agriculture, natural resources, youth development, and family and consumer sciences.

This departmental mission is accomplished by:

¢ Assessing community and industry issues and needs

¢ Conducting applied research to address local problems and provide a scientific basis for public
policy development

¢ Extending research-based information through a variety of educational programs

Call Volumes

One staff person answers the phone and she stated that they do not answer many phone calls.

Process

There is no database of FAQs available on the website. The call taker transfers calls to Advisors who
can help with questions on a variety of subjects related to agricultural sciences; livestock and natural
resources; nutrition, family, and consumer sciences; and youth development. In addition, over 300
Solano County citizens volunteer to extend by assisting with 4-H, Master Gardeners, Master Food
Preservers, and other programs.

How Can 311 Help?
311 CSRs are available to:

* Answer questions on programs offered by the extension such as 4-H, Master Gardeners, Master
Food Preservers, etc.

e Enter service requests for mailing information packets to citizens or mail the packets to the
citizens
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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.

Solano County Library

Interview: 1:00 Friday
Interviewees: Peggy Yost
Lana Touchstone

The Solano County Library provides access for citizens to books, movies, and music. The Library
offers reading programs for children, book discussion groups for all ages, computers with access to
the Internet and electronic resources, computer training classes, homework help, and interesting
programs on topics of the day.

Call Volumes

The Telephone Assistance Center (TAC) for the Library system is an impressive customer service
group. ACS was provided with statistics from 2005 to the current month. The TAC receives
approximately 43,000 calls per year and approximately 700 emails per year. Statistics are kept by
staff filling out a weekly statistics form and each week’s total is entered onto an Excel file. The
Library does not receive many misdirected calls. ‘

Total correct calls per year = 43,000
Total call hours per year = 1,433
Total cost per year = $42,403

Process

There are four Library Associates and one Manager for the TAC. The TAC was implemented so that
staff in the local libraries could concentrate on supporting customers at the Library without phone
interruption. The Library categorizes calls as follows:

¢ Holds

e Circulation
e Renewals

e  Specific

o Transfers

Approximately 17 percent of the calls are transferred to the local library for calls such as:

¢ Talk to a specific staff member
¢ Lostand Found

e Sign up for classes
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Most of the work performed by the Library Associates is on the Colorado Academic Research Library
system (CARL). This is a library system that catalogs books, music, etc. [t was clear by the end of the
interview that the Library staff are a group of people that have embraced customer service. The
Library has a comprehensive set of FAQs on the website.

How Can 311 Help?
311 CSRs are available to:

e Answer general questions or provide general information
e  Walk citizens through the library renewal process
e Look up information on CARL related to location and availability of books, movies and CDs

» Explain the late fee process

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.

To serve everyone better, both in person and remotely, the Library now has a virtual branch, our
Telephone Assistance Center. When you call a branch, select option #3 or stay on the line and staff
trained to help with both reference and circulation/library card questions will assist you. They can
answer all types of reference questions, place holds and interlibrary loan requests, renew items, check
if your holds are in, explain late fees, update address/phone numbers, help you navigate the Library
website and databases, give you information about upcoming programs and events, book a computer
for you and more.

For issues such as computer class registrations or reserving a study room that require assistance from
a branch staff member, they will transfer you to that branch for further help. You can also hear
recorded information on branch hours and location and library holidays by selecting other option
numbers when you call. Options are also provided to directly schedule a class visit or reserve a
meeting (not study) room.

Deparunent of Child Support Services

Interview: 9:30 Thursday
Interviewees: Ed Borrego

The Solano County Department of Child Support Services (DCSS) assists children and parents by
establishing and enforcing child support orders. The services are available to all parents and
guardians and include:

¢ Locating the parent that is absent from the home

o Establishing paternity (fatherhood), child support, and medical support orders

e Enforcing support orders

* Collecting and distributing support
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e Modifying existing child support orders

Call Volumes

The Department of Child Support Services received 2,013 calls in August 2007 or an estimate of
24,156 calls per year and 682 walk-ins. The calls are categorized by the Office Assistant that received
the call, but not categorized by type.

Total correct calls per year = 24,156
Total call hours per year = 805
Total cost per year = $23,820

Process

There are two receptionists that handle all of the calls and walk-ins. The receptionists answer basic
questions, but generally the citizen is asked if they want to leave a message for a caseworker or make
an appointment. The caseload ratio is one worker per 800 cases.

The process for calls is as follows:

1. When a call comes in, first check the In/Out Board to see if the assigned caseworker is in the
office. If the caseworker is out then the citizen leaves a message for a returned phone call within
48 hours.

2. Thecitizen also has the option to set up an appointment with the caseworker.

a. The receptionist schedules the appointment at least 2 days out - giving the caseworker
enough time to review the case.

b. Check the in/out board to make sure the caseworker is available.

c.  When the citizen shows up for the appointment the receptionist calls the case worker.

There are FAQs available on the website, but for the most part these questions are answered by the
caseworker, not by the receptionists.

How Can 311 Help?

ACS is a company with vast knowledge in the human services area. For example, our customer
service staff in Denver County, Colorado and the State of Louisiana answer questions for child
support cases that include:

¢ How the program works

¢ Information necessary to apply for services

e Application support

e (ase status

e Nextsteps
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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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