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WHAT TO EXPECT

o Minimal change in process —Existing processes will
remain largely intact, but the platform will provide new
opportunities moving forward.

o Biggest Challenge: Learning the functionality within
your new workspace, navigation and where things are at.

o Browser: Use Internet Explorer Browser \37

o Open Cases: Cases that are still open in the old system
on the date of the upgrade will still need to be completed
and closed in the old CRM system. .




WHAT 1S CRM?

o Citizen Relationship Management (CRM) is the
City of Albuquerque’s software application system
where Service Requests are created or Frequently
Asked Questions are answered based on a citizen’s
inquiry or call through 311.

o Service Request Cases can be created through See
Click Fix or through a citizen phone call to 311.

o Service Request notifications are routed to
Department Provider Groups (COA
Department/Divisions) to login to the CRM/311
system for review, processing and resolution.




CITIZEN CALL CENTER

What is the Citizen Contact Center (CCC)?

The CCC is the City of Albuquerque’s Call Center where Agents answer Frequently Asked Questions (FAQ’s)
and create Service Request Cases.

The Agents at the citizen call center will work to answer and resolve as many issues through the citizen phone call,
however, many calls must still be resolved outside of the citizen call center. These calls generate service request
cases which the CRM application transfers to the Department’s Provider Group for a department liaison, to
resolve, process, and close.




YOUR ROLE

o You have been identified by your department to be the
Department CRM/311 Case Liaison to receive, review and
actively work to resolve and close CRM/311 tickets for your

department.
A Citizen Calls 311 or goes online The 311 Call Center Operator Takes the citizen call or a case is
to SeeClickFix seeking submitted through the online See Click Fix application. The Agent
information, or to report an issue will ask a series of questions based on the topic and prompts within
such as graffiti or a missed trash the CRM/311 system. The citizen responses will be recorded in the
pickup, etc. CRM/311 System, a Ticket is created, assigned and routed to you as

the liaison for your department/division. You are notified that the
ticket has been created by receiving an email in your Outlook work

. \_,// Email box.




YOUR ROLE

b _af

You, as the CRM/311 Ticket Liaison shall:

1) Receive an Email Notification of a new case assigned to your provider group

2) Login to the CRM/311 System to review the case and related information

3) Contact the appropriate employees in your department to resolve the ticket issue

4) Make appropriate internal notes within the CRM/311 system as to the actions you have
taken to actively resolve the ticket

5) When the issue has been entirely resolved you will close the ticket and update the
resolution information. Cases should not be closed until work has been complete. If
your department uses CRM as well as another system to work cases, please close the
case in your system and then the CRM system after the work has been complete.

Important! In the new system, citizens will receive email update
notifications when a ticket is closed/resolved. You must never close a
ticket unless you are sure that the issue has been resolved and the
resolution is updated with the pertinent information.




SIGN IN-USING YOUR NETWORK ID AND
PASSWORD — E12345 OoR ABCISD

B signin X 4+ — X

City Of Albuquerque

You are signed in.

® Sign in to one of the following sites:

‘CRM Service Cloud ~
Click the "Sign in" button to login to your .
CRM/311 Account

@® Sign out from all the sites that you have accessed

) Sign out from this site.

® 2013 Microsoft
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ASSIGN CASE TO YOURSELF
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Incident Search -

@ CONTACT DETAULS

Contact [ Johnny Appleseed T d
FirstName | Johnny | Quickcode | DMD - Parking -| Department/pivision | Municipal Development -
LastName | Applesesd | caseType | Service Request | call Type m - d
Phone Number | (#5) ##2-¢222 | category [ MD-parking -| provider Group | DMD-Parking CLR -
Email (-] | speciality Type | Parking Issues -| Assigned [ INo Value] -
§ ADDRESS DETAILS Detail [ Issue -| Status* [ Closed - z
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ADD CASE NOTES

o || Ibuquerquel - O

TR Home

H H D (‘% E’% (S A? ﬁ D ;’-;lﬂ . Offer Advisor

Co 45 New Opportuni
Undock | Save Save8 | New Refresh Forward =) Spell Guided  Propose 3 ST
4 s Exit F Check | Assistance ~ Answers E| Appaintment

Recent Items < > RSeS| @) 160606-000183 = x Quick Search > x

Incident Search -
ase #
U 160606-0001
ol Case Details | Notes | Map | Associated Requeds | Attachments | Audit Log |
B

Phone Number

5 . = L
3] T Send On Sabe ||| Add arthssistant |4 Search Knowledgebase Standard Text /. Options

U 1606 N “ ™ Customer B B 7 U «|A®HEEH| b @ % o2 |[ag Plain Text

& p Response Q 7 || Aute Note J No Channel Administrator, 06/09/2016 12:00 AM
Private Note

Resolution:

Aute Note | No Channel Administrator, 06/06/2016 03:36 PM Customer First Name
Customer Last Name

Date Created

Add your case notes here in the

)
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notes space. Click the "Add" button to add a note. You have two options:

Status

1) Customer Note - this gets delivered to the citizen contact

(external) upon saving the note.
2) Private Note - This is an internal note that does not get sent S
Navigation b

to the citizen contact (internal)
Home

Once you have entered your note, check the "Send on Save" box and
click the "Save" button.




VIEW ADDRESS MAP
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Click on the "Map™ tab to view a map of the address. If there are
any other cases that are associated with this address, they would
be listed under the “Service Requests" section. The balloon on
the map indicates the location of the address for the case.
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ADD ATTACHMENTS
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There are no items to show in this view.

Click on the "Attachments" tab and then "Add

Files" button to add pertinent photos, documents, etc.

You should save the files you want to attach in a
location/folder on your computer ahead of this step.
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AUDIT LOG —ACTIONS/DATES/TIMES
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= Click on the "Audit Log" tab to view all
Cese Details | Notes | Map | Attachments | AuditLog actions that have been taken on this
specific case.

‘When ‘Who ‘What Description
10/02/2016 10:57 AM Amber Terrasas Changed Status
10/03/2016 10:57 AM Amber Terrasas Failure Message delivery to some recipients failed |tem "Message delivery to some
10/02/2016 10:57 AM Amber Terrasas Changed Queue APD - Abandoned Vehicle Clearinghouse .. failed.” Thi
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it IP Address
In this example, you will see a logged 120253.20
120.253.20
120.253.20
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CASE DETAILS —LOWER TAB
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Case Details Map | Attachments | Audit Log

Contact* | Anonymous Caller 4| summary [ Abandoned.

FirstName | Anonymous | Quickcode | Abandoned Vehicle ~| Department/Division | Police
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| case Type | service Request | call Type [ apD
Phone Number | (+54) s#+-25 | category [0
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In the Case Details section, you will see:

1) Escalation dates -these are the dates that the case will
be escalated to the next supervisory tier if no action has
been taken on it

2) Description - Case Description Information

3) Resolution- When closing a case, it is required that
you fill out the Resolution field with details of how the
case was resolved

4)Wrong Division- If you know that this case is not for
your department, you will click the Wrong Division box.

This will send the case back to the Citizen Call Center for
correct routing and assignment of the case




USER DEFINED FIELDS-CASE
INFORMATION
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Case Details Map | Attachments | Audit Log

Contact* | Anonymous Caller 4| summary [ Abandoned.
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to view information related to the case
that was entered when the call was
taken.
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Longitude | -106.65157888588902
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GIS ATTRIBUTES
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Case Details | User Defined Fields | GIS Attributes ’;

Click on the "GIS Attributes™ tab to view
additional address information based on
GIS data.
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CLOSING A CASE
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Resolution

When all of the work has been complete and the citizen issue is
resolved:

1) Click on the Case Details Tab if you are not already there
2) Enter resolution information into the Resolution field
(Required)
3) Change the Status to close from the drop down menu
4) Click Save - when you click save, an email will be
sent to the citizen contact with the resolution
information you typed in and the closure status

*Do NOT close a case in the CRM/311 system until the issue has
been resolved. If you work the case in your own department
system, complete the work, close the case in your system and
then close the case in the CRM/311 system

Case Details | User Defined Fields | GIS Attributes |
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TRAINING QUESTIONS

o For training questions or to report any issues you
may encounter 1n the application please contact:

e Amber Terrasas at aterrasas@cabq.gov 505-768-3723

o If you need or would like more training on the
application, please contact me and we can
schedule an online meeting time.

o Thank you for your time!



mailto:aterrasas@cabq.gov




