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Overview

GORequest software is a Customer Relationship Management (CRM) system designed for Cities
Counties and other government agencies. It is a web based support application that provides
citizens with access to information about your agency’s services 24 x 7, while providing staff the
tools they need to manage the resolution process. The system that your agency will be using
has been customized to meet the specific support needs.

GORequest allows you to efficiently enter and track citizen service requests. Requests can be
entered by employees when a support issue occurs on the phone, at the counter, by email, or
on the web. Citizens can also enter their own service requests and have the ability to track
them.

When a new request is entered into the system, the software automatically routes the request
to the appropriate individual in the organization. The employee receiving the request will
receive an email notification to let them know they need to resolve a request. They may re-
assign it to another employee or let the system re-route the request automatically by selecting
a new topic.

Each user of the system has been assigned a user name and a password. Sign into the system
through your web browser. The first screen displayed is the Request Log with a summary of the
customer support requests assigned to you. Based on your permissions, you may be able to see
requests for others in your organization. Clicking on a request allows you to view detailed
information and to update the information.

Each request in the system has a pre-assigned “Expected Close Date.” This close date is given
to the customer. The day before the request is due the system will send an email reminder to
the employee. On the close date, the request should be closed, however, if it is still open, you
will receive another email reminder. These notifications are here to make your job easier and
to ensure that the expectations of the customer are met.

When you are done with a support request, you will set the Status of the request to Work Done
or Closed. The request will then be removed from your summary log. If there is an email
address for the customer of the request, the customer will receive an email as well, to let them
know how the request was resolved. The customer can then fill out a Customer Satisfaction
Survey to rate their experience with the organization.
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Request Work Flow

Request is entered into system by
employee or customer on web.

Request is automatically routed to the correct
employee AND an automatic response is sent to
the customer if they gave an email address

A 4

Employee can respond to Request or
Route to another employee.

A 4

Employee can add additional
information, send email to citizen
for information and change the
status to: Work Done or Closed

A 4

When Request is completely
resolved, the status is changed to
Closed.

: If customer supplied an email address, customer
! is automatically notified.
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Signing Into the System

Sign into the system by bringing up the web browser and going to the location:
http://user.govoutreach.com/CedarHill/employee

It is recommended that you add this location to your Favorites from your browser.

Emplovee Sign-in

User name: |fnary
Password: eses

[ ] Bemember me
Password assistance?

Figure 1 — Employee Sign-In Screen

To Sign-in to the system:
1) Enter your User Name and Password and press the Sign-in command. Do not share
your username and password with others.

If you are using a computer that is not shared with others, you can mark the checkbox
Remember me before pressing the Sign-in command. The next time you visit the Employee
Sign-in screen, the system will have your User name and Password filled out for you.

Forgot your User Name or Password?

If you forgot your sign-in information, click on the link “Password assistance?” Enter your email
address and press the Send me my sign-in information command. You will then be sent an
email with your user name and password.

Forgetyour user name or password?
Enter vour email address helow and we will email you your sign-in information.

Email address: maw.garcia@anyci’w.cnml

[ Send me my sign-in infarmatiaon ] [ Cancel ]

Figure 2 — Password Assistance Dialog Box
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Request Log

After signing into the system, the first screen displayed is the Request Log. The Request Log is
like the Control Panel of your Account to view requests, create new requests, view & create
new reports and view FAQs (See Figure 3).

. . Manage
o
Z m—

Req uest LOg ﬁlew Faas | New Request | Reports | Administratih S M.E)'\‘:‘Eg"‘fntjfie_l";

View Requests: Assigned to yvou | All Quick find: | | [Ad»‘SHOEd Fil‘ld] Show: Open Only | Open & Closed
55 Records

) Date Expected G
Topic Status ioed Close  ‘Assianed To Request By

Parks Maintenance (Other) Open 02/2412011 (02127/2011 MacKay,Gordon RIVARA,CHLOE Click on
Click on CAN YOU PLEASE REPLACE THE BROKEN BASKETBALL NETS AT FAKLIS PARK, THANK YOU Headings
R t# Street Light Maintenance Open 02/09/2011 02172011 Alicaya,Cat Thompson, Christopher to SOI’t
eques Location: 1404 W SONOMA AV
to view NAW corner of Pershing/Sonoma - street light out Requests
. Other (Trash and Recycling) Open  03M8/2009 03/2002009 Schiele Christopher Sibrian,Pablo
details Location: 6516 VILLAGE GREEN DR

Custormer Pablo Sibrian phoned to inguire why his 60 gallon trash container was removed and replaced with a 30 gallon. .

Request Due Date
Red Date = Past Due

. Violet Date = Due Today
Request List Black Date = Not Due yet

The request list defaults to requests with an open status and are assigned to you. You may sort
through the requests by clicking on any of the headings: Request #, Topic, Status, Date Entered
etc... to display the heading in ascending or descending order.

Under the “Expected Close Date” heading, two dates appear in RED, which mean the request is
overdue. Dates that appear in violet indicate the request is due today. To see detailed
information about a request and/or to edit the request, click on the request number.
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Display Filters on the Request Log

Display filters change the request view on the Request Log. There are two types of Display
Filters, 1) View Requests: Assigned to you | All and 2) Show: Open Only | Open & Closed.

View Requests: Assigned to you | All — Selecting the Assigned to you link will display requests
that you own and need to resolve. Selecting the All link will display requests assigned to you
plus other requests assigned to other employees. Your account is based on permissions
assigned by a system administrator. Most employee accounts are set to access all requests
assigned to your department.

Show: Open Only | Open & Closed — Selecting the Open Only link will display requests with an
open status. Open & Closed will display requests with a status of open & closed.

Command Buttons & Other Links on the Request Log

Figure 3 has several other features, which include:
e Command Buttons
o View FAQs — Displays the FAQ page on your agency’s website as the citizen
would view it. Employees will be able to view internal topics® on this page as
well.
o New Request — Displays a new request screen. When you receive a support call
or are approached about a support issue, click on “New Request”
o Reports — Displays reports that are available to you. Typically department
managers will gain the most benefit from this.
o Administration — You will only see this button if you have been given
administrative privileges. Administration is explained in a separate document. A
Help link is provided on the Administration screen.
® Sign Out — You should always sign out after each session, especially if you are on a
shared computer. When you are signed in to the system, every request you modify,
records the changes and attaches your name to it with a timestamp.
® My Account — This allows you to change information about your account, such as your
user name and password (See Page 9 for additional details).
® Help — This link displays the online help files. It is organized in an Outline format with
Topics, which includes this training document.

! Internal topics are used internally for your agency. There are Internal requests and Internal FAQs. Internal FAQs
are informational only for employees to view (Ex. Human Resources benefit info). Internal Requests may include
Help Desk or a building maintenance requests (Ex. Computer problems or Light Bulb replacement in office).
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My Account Link — Request Log

The My Account link is located on the Request Log Screen (See Figure 3). This is where you can
make changes to your account, including your name, phone number, email address, sign-in and
your password information (See Figure 4 for details).

Delegating Requests — Absent from work

The My Account link allows you to Delegate Requests to another employee when you are
absent from work. The employee you delegate requests to will receive all requests assigned to
you in their Request Log and receive all email notifications associated with your requests.

To delegate your requests, view the My Account link and simply select the appropriate
employee from the field called “Delegate Requests to” and hit Send (See Figure 4). The screen
will return to the Request Log and a message will appear at the top of the screen, “You have
delegated your requests to [employee’s name] (See Figure 5). The employee you are delegating
requests to will see a similar message on their Request Log screen. For example, “Jessica Taylor
has delegated requests to you.”

Note: If you are delegating to an employee who is already in delegate mode, your requests will
be forwarded to the next employee receiving requests. For example, if you chose to delegate
your requests to Sandra, and Sandra is already delegating to Pam, your requests will
automatically be forwarded to Pam.

My Account

You may edit vour account information below:
First Name:| Jessica
Last Name:| Taylor
Fhone Number:|925-292-2768
Alternate Phone Number:

Email Address:|jessica@govoutreach.com
Job Title:|Parks and Recreation Supervisor De|egate Requests To
Delegate Requests To:| Anderson, Dave <

Sign In Name:|jessica

Fassword:|sessssss

Confirm Fassword: sessssss

[Send] [ Modify Subscriptions ] [ Cancel ]

Figure 4 — My Account Screen
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Message Appears
when delegating

requests
“ou have delegated vour requests to Sandra Chartran
You have delegated § Sandra Chartrand
ew Newvy = - Welcome Jessica
Request LOg view FAQs | MewRequest | Repors | S e e
View Reguests: Assigned to you | &l Guick find: I EI Advanosd Findl Show: Open Only | Open & Closed
0 Recordd

Search Requests:
Quick Find and
Advanced Find

Expected Close  Assigned To Request By

'm & 2004-2008 Government Sutreach. Inc
Figure 5 — Delegate Mode

Searching for Requests — Request Log

The Quick Find and Advanced Find tools are useful search features to find requests in the
system quickly (See Figure 5).

Quick Find

The Quick Find will search by the address location of the request, the request number, the
customer’s first or last name or key words in the topic or content of the request. (Note: Typing
only the beginning letters of the first or last name are necessary for the system to perform a
search. For example, typing in the letters ‘car’ will return names such as Carson, Carey, or
Carter. McCarthy will also display as a possible match). The Quick Find field searches on the
description field.

Advanced Find

The Advanced Find tool is a more powerful way to search for requests. More search fields are
available such as the Entered By employee, the Topic, Close Date, Customer Address and phone
number, department etc...

To operate the advanced find feature, select the Advanced Find button in the Request Log view.
This will display a dialog box (See Figure 6). To begin selecting search criteria, select a field from
the “Choose Field” column. This will display and activate choices to search, on the right (See
Figure 7).
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Advanced Find Criteria

— Choose Field
Select field

Azzigned to ﬂ
Clozed by

Dspﬂr@mlsnt Add =elected field
De=cription

Entered by
Entered via ﬂ

Current Fislds
Fisld Set to

Hemove zelected field

CIF:l Cancel |

Figure 6 — Advanced Find Dialog Box

1. Choose Field:

Topic Field

Advanced Find Criteria 2. Topic Field . 3. Click Add selected
— Choose Figld —~ Giastitiot | field 1o display i
By / Reauest tonic mufiole seloct populates list o ield to display in
peect T S bl topics to choose from Current Fields Section

Transportation Services
Adminiztration
Bus Maintenance
Bus Never Showed
Bugs Qperator Courtesy
Bus Overloading ;I

| Add selected field

Topic Type
“alid

Date closed LI

Current Fislds
Figld

Setto

e Remove =elected fisld

4. Current Fields: System
will search Requests for the
Topic Bus Never Showed.

DKl Cancel |

Figure 7 — Adding One Field to the Search Criteria

Figure 7, sets the search criteria for one field. First, select the “Topic” field (from the “Choose
Field” column on the left)(step 1). This will populate a list of Topics on the right (step 2). In this
case, “Bus Never Showed” was selected for the Topic. (Note: To select multiple topics at once,
hold down the CTRL key). After selecting topic(s), click the “Add selected field” at the right (step
3), to add this field to the search box. Your search criteria will appear in the Current Fields

Section (step 4).

Click OK at the bottom to view your search results. (Note: The system will only return requests
you have permissions to access).
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Figures 8 & 9 show a search across two fields that will find requests that are “Assigned to You”
and requests that are entered in the system “Last Week.”

In Figure 8 the “date” field will display a pick list of dates to choose from. The dates are
parameters instead of actual dates (i.e. 2010 for “Last Year”) so the date values in the drop
down menu can be used again. For example, selecting the date “Yesterday”, will always display
search results for the day before today.

To remove a field from the search criteria, select the field in the “Current Fields” area and
select the “Remove selected field” button.

1. Selected 2. Selected “Last
“Entered Date” Week” as the Date

/ Advanced Find Criteria /

Choos=e Field
Select field Date request was entered

Date clozed ” Date; | &l /V
Entered date All -~ \4
Expected clozed Previous 7 Days D
A_I:Itlress “esterday
City Through Yesterda
Contact department » Today
Current Fields Through Today
= Tomorrow
Aszzigned to | After Today
Through Tomgrrow Remove zelected field
Through Me=x{ 7 Days
Cuztom
Week

La=t Week

3. Click “Add Selected

Field” to Add to
Search Criteria Below

L Last Week-to-date Figure 8 — Selecting Two Fields to
o A§S|gned to Last Two Weeks & & .
You” is selected This Week Search — Advanced Find

as search criteria This Week-to-date
Through End of Week
Next Week
Month
Last Month
Last Month-to-date
Month ago-to-date
Thiz Month —
Thiz Month-to-date
Next Month
Quarter
La=t Quarter
Lazt Quarter-to-date
Thiz Quarter b

Government Outreach© 2011. All Material proprietary and Confidential Page 12 of 38



Employee Training Manual

Advanced Find Criteria

Chooze Field
Select field
Azzigned to e
Bekinz request
Closed by
Council District System will search
Department Requests Assigned
Description b to & Entered Date

Current Fields
Fisld v Setto
Az=igned to "ou’
land Entered date  |Last Week

Figure 9 — Search Criteria is Set across Two Fields “Assigned to” And “Entered Date”

Entering a New Request

Overview

The Employee New Request Screen is where employees can enter incoming requests into the
system, from a phone call, email, or in person. This screen is divided into three main sections:

1. Customer Contact Information

2. Request Classification

3. Request Description

To view the New Request Screen, simply click on the New Request Command at the Request
Log screen. The Request form will then appear, shown in Figure 10.
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Check box_ if Short/Long
anonymous citizen Form

Add/Edit Request { Update aExt | Update | cancel }
New Request & Shortform © Long form
CUStomer = Customer Information @Check for Anonymous Citizen. Leave Fields Blank for Jessica Taylor)
ContaCt Lastname:| Firstname:l Phone:| Altphone:| Email:l
Information - Address:| City':l State:| Zip code:l—
Req 1 Classification
‘Topic:||njured."~'.nima| j

Requesttﬂ:e:lm

Request Entered via:[Phone 7]
Classification * Problem Location: | W
Time of Da'y':l—
License Plate:l—

)

Instructions for Topic

Flease advise the caller notto approach the injured animal.

Record the following information:

1. What type of animal? 2. What type of injury? 3. 15 the animal maoving or stationary? 4. What is the location of the animal? Create a Request, and contact Animal Control
immediately (Speed Dial AC1 or AC2).

* Description: 0 Attachments to this Request

" o | =
Description of This field is used to
describre the problem or

TOpiC/ Issue question. Customer will
see this field. o s

\ Update &Exit | Update | Cancel }
N -

Figure 10 — Employee New Request Screen

Customer Contact Information

The top part of the screen is the customer contact information area. Fill in as much information
as the customer will provide. Some fields may be required such as the Last Name, or Phone
Number depending on the topic selected in the Request Classification section (Described in the
next section). Required fields are indicated by a red asterisks, next to the field. The system will

prompt you with a message after updating the request if a required field on the form is not
filled out.

If the citizen would like to be kept informed about the request, certain fields are beneficial to
record (even if they are not required), such as their email address and phone number. Email is
especially useful as the system provides several forms of communication with the citizen.

With a citizen email address, the system will....

1. Automatically send an email notification to the customer when the request is closed.
The email notification to the citizen will display the information in the Reason Closed
box with a satisfaction survey link to report on the service.

2. Log all email communication with the citizen onto the Request Screen by using the
Collaboration Tools. See Page 24 for more information.
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Type in last
name or part of it.
Name look-up

list will

automatically
appear if citizen
last name is in

the system.

;E gommach

3. Provide the citizen with their account information, so they may sign-in online to submit
and track the status of their own requests.

Employee Training Manual

Anonymous Requests

Some topics will allow the citizen to submit an anonymous request if the contact fields are not
required. To submit this section blank, you must check the box at the top labeled “Check for
Anonymous Citizen.” (See Figure 10). If you leave the Customer Contact Information blank
without checking this box, the system will automatically fill in your own contact information
and as an employee you are now the requestor.

Name Look-up List

Citizens will often have other requests in the system. If this is the case, a Name Look-up List will
automatically appear on the screen once you type in their last name.

To use this feature:

Start typing the first few letters of their last name and press the TAB key or click on the next
field on the screen. The system will automatically perform a search for names that begin with
those letters. For example, if the citizen’s last name is “Jones”, type in the entire last name or
just the letters “jon.” A pop-up window will appear with a list of possible citizens. Select the
correct citizen’s first or last name and the information will be copied over to the request screen
(See Figure 11).

Leave Customer
Fields Blank if you

are submitting the
Request for yourself

Check Box for
Anonymous Citizen

Add/Edit Request Update & Exit | Update | Cancel |

A

y New Request * ® Shortform O Long form

/\ Customer Information (I" Check for Anonymous Citizen. Leave Fields Blank for Jessica Tafoq
&stname:h".‘ilson 2 Firstname:l Phone:| Alt phone; Email:l

————

Select person below or click here if person not listed <

| First Name | Last Name | | Address | Phone If _person is not
|M |Wilson |citizen | | listed, select

Jenny |Wilson |citizen 123 Main St [(972) 876-3728 link and enter
|Sabrina |Wilson |citizen  [200 S Main St (972) 293-1931

contact info

Update & Exit | Update | Cancel |

Figure 11 — Name Look-up List
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Combining Accounts for same Citizen

It is important to use the Name Look-up list to keep requests for the same citizen on the same
account. Choosing to ignore the Name Look-up list when the customer already has an account,
will create two accounts and their new requests will not be linked to their previous requests.
Exception: If the same email address matches their previous account, their requests will
automatically link together.

Tracking Requests for a Customer

While you may use the Quick Find or Advanced Find search tools to find requests for a citizen,
the New Request screen will also track the total number of requests for a citizen. If the citizen
has more than one request filed, a link will appear next to their contact information (See Figure

12).
Request Link —
Tracks number of
requests for customer.

Click link to view.

Fdit/Add Request Update & Exit | Update | Cancel | |
New Request * Shortform ¢ Long form
Customer Information [ check for Anonymous Citizen. Leave Fields Blank for Jessica Tayfor) (5 otherr i —
*Last name:lr-leil First name:lTim * Phone:l253—852-98?6 Alt phone:l mai | eil@vahoo.com
Address:|23501 Lakeview Dr City':lr-.-l-:nuntlake Terrace State:|-.-‘-.-‘_i. Zip code:l—

Figure 12 — Request Screen Displays link to Customer’s requests

Clicking on the request link for the customer will display a dialog box (See Figure 13). Click on
the Request # to view the details of the request.

(*Note — You may only view the customer’s other requests if you have permissions to view
them. Otherwise, the system will display the message “You do not have permissions to access
the request”. The message will let you know the employee’s name that can access the request,
so you may forward the caller to the appropriate employee. See Figure 14 to view the message.
If you do have permissions to view the request, the system will take you to the request screen
for that request).

Click here to close

| Request | Status | Topic | Date Entered
Ciok R ” B (Closed  Debris or Material on Road 19/18/2009
ick Request
e o 12 (Closed | Water - Discolored Tap Water 19/18/2009
Request for 28 (Open  |Junk Vehicles on Private Property 19/23/2009
customer
|ﬁ |Dpen |Barldng Dogs or Dogs at Large |10-"1-"2009

Figure 13 — Customer Display list of Requests
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Edit/Add Request
You do not currently have the necessary permissions to access Reguest 9
Request 292731 has a topic of Debris or Material on Road (handled by the Public Works - Street department)
Status is Closed and was submitted by Tim Neil
It is currently assigned to Tuan Ho
ﬂl Contact Employee assigned

request for more information

Figure 14 — Display message if you do not have access to view request

Request Classification

The Request Classification area is the section in the middle of the New Request Screen. It
contains the details about the request, including the Topic name, Request Type, and how the
request was entered. Depending on your agency’s preferences for specific topics, various fields
will automatically appear for additional information. In Figure 15, the topic “Water Main
Break” displays the “Problem Location” and the “Time of Day” fields. Required fields display a
Red Asterisks next to them. Other topics may display different fields to prompt the employee
or citizen for the necessary information. These fields may include: License #, Park Name,
Facility Name etc...

Classification

] —> Topic:l"."."aterr-.-1ain Break j

Request ty'pe:lm
Entered 'v'ia:lm

* Problem Location:lzng = Main St @
—————————— (2 other requests at this location)
Problem Location: Tirme of Day: |5 pm Map displays after typlng
in exact address and
TABBING out of field

Tracks # of requests
for Location

Instructions for Topic

Water\Wastewater responds to all water main breaks immediately.

An onsite inspection is made to verify the main break. Call for franchise utility locates. Motification will be made to the customers and City Departments of water turn off.
Maotification will ke made to other appropriate City Departments if hazardous conditions or extreme loss of water exists. Water may be turned off temporarily to make
repairs.

Questions forthe Customer:

1. Is ittrickling or high flow? {Compare flow to water hose) Emp|oyee

2. Isitcoming out near a house or closer to the street? . .
3. What is the location of the mainbreak? Instructlons fOI’ TOpIC

4. |z street damage noticeable?

Contactthe Operations Secretary at ext. 2808

Figure 15 — Request Classification Screen

Each field is described below:

e Select a Topic — Select the topic of the concern that best fits the citizen’s complaint or
problem. Selecting the correct topic is important as it allows the request to be assigned
to the correct employee.

e Request Type — Select Problem, Question, Compliment or Complaint to indicate the
type of request.

e Entered Via — Select how this request was entered. The default is Phone. Additional
choices are Web, Email, iPhone, Android, or Other.
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® Problem Location: The problem location will display a Google map if an exact address
(200 S Main St. Cedar Hill, Tx) or cross streets (ex. Houston & Cedar St) are typed in this
field.
® Tracking Requests at a Location: The system will track all requests that have already
been submitted at a location. In Figure 15, a blue link next to the Problem Location field
will appear. By clicking on this link, a dialog box will display all the requests submitted at
the location (See Figure 16). Clicking on one of the blue request numbers on the left,
will display the request screen for that topic. Note: You may not have permissions to
view other requests submitted at the Problem Location and a message in Red will
display telling you which employee has access to it. See Figure 14 to view message.
1. Note: If you think you need access to a request that you do not have
permissions to view, please contact your IT department or Government
Outreach Support at Support@govoutreach.com.

Click here to close

| Request ‘ Status | Topic | Date Entered
|ﬁ ‘Dpen |Bar1cing Dogs or Dogs at Large |9 30/2009

41 Open  |Abandoned Vehicles 110/6/2009

|

Open  |Traffic Concerns 110/6/2009

hS ||

Click on Request Number to

view request details — Must have
permissions to view request

Figure 16— Requests Listed at the Problem Location

Short and Long Form — Request Screen

In Figure 17 at the top right corner of the New Request Screen, the request may be viewed as a
short or long form. The Request screen defaults to the Short Form. Selecting the Long form
will display additional fields, which include: Assigned to, Status, and Priority.

Long form additional fields:

* Assigned to — The topic selected will automatically assign the request to an employee
after the request is updated. However, you may type in an employee’s name to
override automatic routing. The system will perform a name look up if you type in part
of the employees first or last name and TAB out of the field or click on the next field. For
example, if the employee’s name is Jennifer Canter, typing in “Can” will find all
employee names in the system containing these three letters such as Canfield, Duncan
or Canter.

e Status — The status of a request may be Open or Closed. This field defaults to “Open”
when a request is initially submitted.

o Some employees may have a status option of “Work Done” instead of “Closed.”
A work done status means the request will be reassigned to their manager to
review their response before the request is sent back to the citizen. For more

Government Outreach© 2011. All Material proprietary and Confidential Page 18 of 38



G
Employee Training Manual

Additional Fields
Displayed on
Long Form

“Expected Closed
Date” displayed on

Long Form

information about “Work Done” see page 31, “Validate Mode”.
Priority — Select Normal, High or Low. High priority requests will display a Red
exclamation point (!) next to the Request Number on the Request Log. Low priority
requests will display a downward arrow next to the request number (~L).
Reason Closed — A message is required to be typed in the Reason Closed box when the
request has been resolved. For more information about the Reason Closed Box, see
Page 25 & 26.

Short / Long Form
lAdd/Edit Request | Update aExit | Update | cCancel | Print

New Request {7 shotiorm © Lang farm \
Customer information [T Check for Anonymous Citizen. Leave Fields Blank for Jessica Taylor)
Last name;| First name;| Phane Alt phone| Email
Address city) State] Zip code:l
R t Classification

& Topic:l (Please select) j
Requesttﬂ:e:lm
Enteredvia:lm
Assigned to I— Do not enter for automatic routing
Status:lOpTLl
Priority':lm

* Description: 0 Attachments to this Reguest

This field is used to _I
describe the problem or

guestion. Customer will

see this field. = i

Reason Closed (Contents sent to customer ): 0 Attachments to send

This must be filled in to ﬂ
close service request; Reason Closed Box

contents of field are e- .

mailed for customer displayed on Long Form

notification. j f‘}_’J

—» Expectzd Close Date:l Leave Blank for automatic calculation Insert Reason Closed: | (Select message from list) |

Update 8Exit | Update | Cancel |

Figure 17 — New Request Screen: Long Form
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Request Description

This is the last section of the New Request Screen. This field is used to describe the problem or
guestion. A description about the Topic is required before you Update & Exit the screen. If the
citizen has provided an email address, the citizen can view what you write here, when they log-
in to their own account online or receive an email notification from the system.

Add/Edit Request | Update &Exit | Update | Cancel |
New Request & Shortform ¢ Long form
Customer Information [T check for Anonymous Citizen. Leave Fields Blank for Jessica Taylor)
Last name:| First name:| F'hone:| Alt phone:| Email:|
Address City) State Zip code:l—

Request Classification

* Topic | (Please select) =l
Requestt-,-‘pe:lPr-:lhlem 'l documents if necessary
Entered'v'ia:IPh-Jne 'l

Add attachments, such as photos or

* Description: 0 Attachments to this Reguest

e problem or
] . Customer will
zee this field.

Update 8Exit | Update | Cancel |

Figure 18 — New Request Screen: Request Description

e Description — Enter a detailed description for the request.

e Spell Check Button — The ABC button will check the spelling of any text in the
Description field. It is important to use proper spelling as the citizen can view what is
typed into the description field if they provide an email address.

e Attachments to this Request — You may attach jpeg photos, Word documents, scanned
letters, PDF files etc... to a request by clicking on this link. The citizen can view the
attachment if their email address is provided. The attachment may be hidden from the
citizen by checking the box “Hide from Citizen.” The employee assigned the request will
also receive the attachment(s) when they open the request (Figure 19).

* Description: 1 Anachments 1o this Request

Attachments Close attachments

Hide
Delete? Attachment Description (defaults to file name)  from File
citizen?

r |_.-'a,h;3n|:|-:|ned Vehicle

M  File name:|C:‘.Ducuments and! Browse.. "

r I r Filename:l Browse.. ||

Figure 19 — Attachments
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@mmenf
Outreach
Update & Exit Command Buttons — What They Do

The command buttons at the top of the Request Screen include Update & Exit, Update, or
Cancel. Both Update buttons will:
1. Save all the information on the request to a database
2. Send an email notification to the Employee assigned the request
3. Send an email confirmation to the citizen (if citizen provided email address). If it
is the Citizen’s first time submitting a request, the email will contain their
account information to sign-in online.
4. The cancel button will exit the screen and not save the request.

Update & Exit Command

The Update & Exit commands will save the request and return to the Request Log screen. If the
request description was just entered, a dialog box will display the request number and the
number of days to resolve the request (See Figure 20). You should communicate this
information to the customer as the request number is one way the citizen can call back to check
on the status of the request.

Microsoft Internet Explorer E]

'T Your last Reguest has been assigned £ 621,

Itis targeted to be resolved within 7 days.

Figure 20 — Request Message

Update Command

The Update button will save the request and keep you on the same request screen. The request
screen will change slightly, after Updating, by displaying extra fields and buttons (See Figure
21). Notice the request number and the expected close date are displayed on this screen as
well. This information can be given to the customer, so they may track their request.

The other fields displayed include the employee’s name assigned the request, and a gray button
called “Create another Request for Customer.” Selecting the “Create another Request for
Customer” this will open a new request screen for the same customer. The customer contact
info will be copied from the existing request to the new request for your convenience. Simply
select a new topic and fill out the description of the issue. This is useful when a citizen calls in
for two or three different problems at once. Each request must be submitted under a separate
topic, so the correct issue is routed to the correct employee.
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Create another
Request Request for

Request # Entered By Customer
IAdd/Edit Request Update & Exit Update | Cancel Audit Trail
Assigned to: Jessica Taylor 2} ered on: 011172011 11:26 AWM By: Jessica Taylor v * Shortform Long form
Customer Information Create another request for customer | (3 other requests for customer)
Lastname:l"."."ilson Firstname:lJenn‘f F'hone:l[El?Zj: 876-3728 Altphone:l Email|".‘\"i|son2@'y'ahoo1.com
Address {123 Wain St city[Cadar Hil StateTx zipcode] |
Reg Classification
*Topic:lDehris in Roadway j
Requestty'pe:lm
Enteredvia:lm
*lssue of Location:lm-]_.]gg Carr St @

Instructions for Topic

The City will remove all debris in the roadway = This includes debris resulting from traffic accidents, storms, etc. We will remove debris from frontage roads
if it impedes the flow of traffic. For debris located on Hwy 67 and all non-emergency issues related to the frontage road please call TxDOT at 972-263-

1387.

Questions for the customer:

1. What is the street where the debris is located?
2. What is the debris in the street?

3. What is the closest address to the debris?

Contact the Street Department immediately advising of the location of debris.
* Description: 1 Attachments to this Request

. i Debris in roadway at this location. Tires, and cardboard. ;I
This field is used to
describe the problem or
question. Customer will
see this field. =l (0
R Closed (Ci sent to ): 0 Antachments to send
This must be filled in to d
close service request
contents of field are e-
mailed for customer
notification =l ‘"\ZJ
Expected Close Date]01/21/2011 Leave blank for automatic calculation Insert Reason Closed: | (Select message from list) j

Update & Exit | Update | cancal
(OPTIONAL) You may add an internal note to this request or send an email

Add your notes/message here:  Insert message: | (Select message from list) j

_‘J;' Email Customer Clarification/netification nesded; message sent to customer

CO”aboratlon Add Internal Mote Content added as internal notation: not seen by customer

Tools

LI Email Employee(s). Send to other emp ) for assistance/:

Figure 21 — Request Screen after Updating
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A Request Assighed to You

If a request has been assigned to you, there are two ways to view the request:

1) Email notifications are sent for every request that is assigned to you. The email includes
a request summary, the request number, the due date and a link to access the request.
Clicking on the request link in the email will open the request screen and by-pass the
Request Log. If you are not currently logged in, the system will prompt you to Sign-in
before you can proceed (Figure 22).

2) The second way to access a request assigned to you is at the request log. Click on the
Request to view the details. (Figure 23).

File Edit Wiew Insert  Format  Tools  Actions Help -

CoReply EiReplytodll W Forward & W 7 =

EF add Email =) Add Case

From; City Help Line [noreply @user.govoutreach, com] Sent; Wed 12/6/2006 3;25 PM
Ta: Kendall@Gowvoukreach.com
o

cque Subject:  CRM: You have been assigned a new FRequest & 44529

»
L €

equest # 44529 ¥rom the Government Outreach System has been assigned to you.

Request type: Problem Topic Name
Request Request area: Abandoned Velicle

Description Citizen name: JTack Green

» Description: There 15 an old car that has not moved for weeks at this location.

Expected Close Date: 12/20/2006

_ Link to access request directly
Chcl: here to access the request

Mote: This message 15 for notfication purposes only. Please do not reply to this email. Email replies are not
monttored and will be ignored.

Figure 22 — Employee Email Notification

Req uest LDg View FAUsl New Raquestl Repurtsl Administratiunl [Sign Out, &E’:ﬁ;ﬂfﬁiﬁm
View Requests: Assigned to you | All Quick find: | | [a’-‘xd‘—'ﬂnﬁ:—d Find] Show: Open Only | Open & Closed
1 Records
uest # Topic Status Date Entered Expected Close Assigned To Request By
Downtown Parking Complaints Open 03/25/2009 04/09/2009 Taylor Jessica Smith,Andre

229818 Location: 10 J st
There are too many cars parked in front of my house that do not belong to ne.

1 Records

New Request

%‘ & 2004-2002 Government Cutreach, Inc.

Figure 23 — New Request in Request Log
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Opening a Request Assigned to You

Figure 24 shows the different sections of a submitted request “assigned to you”. Notice this
screen has additional sections compared to the initial intake of the issue on the New Request

Screen.

Number of Requests for

Customer— Click Link to View

Frint | Audit Trail

Update & Exit Update Cancel

IAdd/Edit Request

Audit Trail

Assigned to: Jessica Taylor Request: 9 Entered on: 01/11/2011 11:26 AM  By: Jessica Taylor @ Shortform ¢ Long form

\

Customer Information Create another request for customer 3 other requests for customer’ ~
Last name:l".“."ilson First name:lJenn‘y Phone:|[9?2j: 876-3728 | Altphone: Email|".“."ilson2@'y'ah001.com
Address:[123 Main St city]Cedar Hill State|Tx zip code

Customer

Contact

Classification

@ i
Filuel?

% Topic:lDehris in Roadway
Requesttfpe'lPrDhlem 'l
Enteredvia:lPhone 'l

Issue of Location:lm.]_mg Carr 5t

.

The City will remove all debris in the roadway . This includes debris resulting from traffic accidents, storms, etc. We will remove debris from frontage roads
if it impedes the flow of traffic. For debris located on Hwy 67 and all non-emergency issues related to the frontage road please call TxDOT at 972-263-
1387.

Instructions for Topic

Questions for the customer:

1. What is the street where the debris is located?
2 What is the debris in the street?

3. What is the closest address to the debris?

Contact the Street Department immediately advising of the location of debris.

Information

* Description: 1 Attachments to this Reguest
Cehris in roadway at this location. Tires, and cardboard.

This field is used to
describe the problem or
guestion. Customer will
see this field.

Request

Description

Reason Closed {Contents sent to customer ): 0 Attachments to send

This must be filled in to
close gervice request;
contents of field are e-
mailed for customer
notification

Expected Close Date]01/21/2011 Leave blank for automatic calculation

Reason Closed

Description

Insert Reason Closed: | (Select message from list) =

Update & Exit | Update | cancal |

Prewritten

(OPTIONAL) You may add an internal note to this request or send an email

Ldd your notes/message here:  Insert message: | (Select message from list) j

=

Email Customer Clarification/natification needed; message sent to customer

Employee

Content added as internal notation; not seen by customer

Add Internal Mote

Send to other employee(s) for assistance:

ﬂ Email Employee(s)...
sy _J

Figure 24 — A submitted request “Assigned To You”

Closed

Responses

Collaboration
Section
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Field Descriptions for Figure 24 — A Request “Assigned to You”

Collaboration Tools

The Collaboration Tools allows you to communicate or collect more information from the
customer and/or other employees by email before closing the request. You may also add notes
to the request in this section.

To use these tools, type your question or message in the box provided to the left and then
select one of the buttons to the right: Email Customer, Add Internal Note, or Email Employee’s
(See Figure 25). If you selected the Email Customer, your question will automatically send an
email to the citizen. If the customer responds to the email, their response will be displayed on
the Request Screen. If the customer did not provide an email address, the “Email Customer”
button will be disabled.

Adding Internal Notes are a useful way to record general notes regarding correspondence with
the customer or reminder notes to track the progress of the request. To add notes to a
request, type your message into the box, and select the “Add Internal Note” button. Your
comments or questions will display on the Request Screen. The citizen, however, will not see
the Internal Notes in any email notification or on their online account.

You may also email other employees by using the “Email Employee(s)...” button. This allows
you to correspond and obtain information from employees in other departments. The customer
will not see this correspondence with other employees through email or on their online
account.

Update &Exit | Update | Cancel |
#3: 03/25/2009 1:15 PM - Added internal information by Jessica Taylor
What is the procedure for removing a car from a parking space that has been parked there for more than 72 hours? 3. Messages
#2: 03/25/2009 1:13 PM - Added internal information by Jessica Taylor sent/received
I asked the Citizen which type of cars and what time the cars were parked there. We should also ask what color the cars are. display on
#1: 03/25/2009 1:12 PM - Email Message sent to customer by Jessica Taylor Req u eSt
Can you pleas give us details about where these cars are parked and at what times? Screen
(OPTIONAL) You may add an internal note to this request or send an email cree
RE N
ﬂ Add your notes/messaae here:  Insert message: | (Select message from list) b

-
I called the citizen and Andre said that there

2. Select Email Customer,
are three cars continuously parked outside his .
house. Colors are: Red, Blue, and Black. Add Internal Mote - Internal NOte or Emall

e Employee to send message
1. Type message first

Figure 25 — Employee Collaboration

Email Customer

Important: Any time you enter or change information about a Request, it is not saved until you
press one of the Update buttons at the top of the screen.

Reason Closed box

The Reason Closed box is a required field to close the request (Figure 26). When you update the
Request with text in the Reason Closed box, the system will automatically prompt you with a
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dialog box to change the status of the request to “Closed” (Figure 27). Be sure to click OK to
this message if you want to close this request to send an email notification (if provided) to the
citizen. If you select “Cancel” on the dialog box, the request resolution will be saved, but the
request status will remain “Open” and the citizen will not receive an email notification until you
manually change the request status to “Closed” and select “Update.”

Fields the Customer can see in an Email Notification

Customers who provide an email address will see the Description, Reason Closed, and Email
Customer of the Collaboration Tools. A spell check button, labeled ABC, is available next to

each of these fields.

Add/Edit Request [ Update &Exit | Update | cancel | Print|  Audit Trail
Assigned to: Jessica Taylor Request: 2 Entered on: 1216/2010 6:54 P @ Shortform ¢ Long form
Customer Information Create another request for customer |

Last namewilsan Firstname;Bob Fhone Alt phone| Email|wilscn@yahoot.com
Address:| Cih‘:lCedar Hill State:|Texas Zip code:l—
Reg Classification
* Topic: | Street Repair j m\
Request type lm J L *1
Entered via lﬂ ;
* Address Location |255 Uptown Blvd @
(1 other request at this locatior)
Instructions for Topic

Alfter a work order is received, street depariment staif will schedule the repair to be completed by staff. For hazardous situations, the repair will be completed
immediately.

Questions for the Customer:
1. What is the address of the street repair?

2. Is the street concrete or asphalt?
3. What is the problem?

* Description: 0 Attachments 1o this Request

% i There is a pothole right across the street from the City Hall ;I
This usedto
o e the probiem or
] Custormer will

: e
- ¥
R Closed (C sent 1o ): 0 Artachments to send
This must 5efilled (110 [The pothole has been repaired. =]
close service request
Elda oba Reason Closed Box
mailed for customer
rictification. ;I g]
Expected Close D3t91l12-"2'3-"2010 Leave blank for autematic calculation Insert Reason Closed: | (Select message fram list) j
Update 8 Exit | Update | Cancel |

(OPTIONAL) You may add an internal note to this request or send an email

Add your notes/message here:  Insert message: | (Select message from “St_‘j

LI Email Customer Clarification/notificstion nesded; message s=nt to customer

Add Internal Note Content added as internal notation; not seen by customer

ﬂ Email Emplayee(s)... | S=nd to other smoloyes(s) for sssistano=/questions

Figure 26 — Request Assigned to You: Reason Closed Box
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Message from webpage ﬂ

\?/- There is text in the Reason Closed field and the status is not Closed,
-

Press QK to change the Status of this Request ko Closed, Cancel to leave as set,

; Cancel |

Figure 27 — Dialog Box: Closing Status of Request

Pre-written Responses — Insert Reason Closed field

If you receive the same questions or issues from citizens frequently, it is useful to create and
save a standard or pre-written response. These pre-written responses are stored in a list called
“Insert Reason Closed” on a Submitted Request (See Figure 28). When a pre-written response
is selected from the list, the response will be inserted into the “Reason Closed” box.

To create a custom “pre-written response” find the “Insert Reason Closed” field toward the
bottom right on the Submitted Request screen.” Select the drop down menu, and choose
“Add/Delete Message.” A dialog box will appear (See Figure 29) (*Note — Be sure to enable
pop-up windows for your browser). Give your response a Name and write a message to
respond to a frequent question or issue from the citizens. When you are finished, select “Add
Message.” You will now be able to select this message from the list to insert into the “Reason
Closed” box.

* Description: 0 Attachments to this Request

Customer reports the bus never showed at 1pm on 1/2/2010. ;I
This field is used to
describe the problem or
question. Customer will
see this field. = s
Folfow up C ication to Ci (C Sent 1o Ci ): 0 Antachments to send

This must be filled it [Thank you for reporting this. We will promptly talk with the driver on this route.
close service request:

“Insert Reason

ntents of field - e i i
maled for customer Message is inserted into Closed” Menu
notification. Reason Closed box

Expected Close D8191|U1-"1-7-"2011 Leave blank for automnatic calculation Insert Reason Closed: | (Select message from list) |
(Select message from list)
| Saved Messages
[ Bus Never Showed Response
Add/Delete Message

Update &Exit | Update | Cancal |

Pre-written
Response: Select
Add/Delete

Figure 28 — Request Screen: Creating a Prewritten Response to Citizen

Message to create
custom message
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/2 add Stock Reply - Windows Internet Explorer - |I:I|£|
Iﬁ, hkkpsffkest, govautreach. com/mauntlakenewreply . php?field=caseFaorm. reasonClosed .

Name: |Concrete Repair

Create Title for Pre-

Written Response Write Pre-Written

Message: Response Message

Mr/HMr=s/Hi=s=,

Thank yvou for u=sing the new GORequest system and
informing us of the concrete repair needed at the
mentioned address. hd
Add Message | Delete Existing Message... | Cancel |

Iil_l_l_l_l_l_r Intermet [%a - [R100% - 4

Figure 29 —Prewritten Response Dialog Box
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Deleting a Pre-Written Response

To delete a pre-written response from the list, select the “Add/Delete Message” from the
“Insert Reason Closed” field (See Figure 28). A Dialog Box will appear (Figure 29). Select the
“Delete Existing Message” button. Another dialog box will appear to delete a message (Figure
30). Select the pre-written response you want to delete from the menu. Then select the Delete
button. (*Note — Only messages saved by you can be deleted. There may be “system” pre-
written responses that your entire department can view or the entire agency can view. These
are set by an administrator).

/= http:/ user.govoutreach.com; ?forceSave =&formMode _ (0] x|
Select Message to Delete: |- |

Select Message
to Delete

‘Bus Never Showed Respon

Figure 30 — Deleting a Pre-Written Response
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Audit Trail

The Audit Trail tracks all the changes made to a request after the Request Screen is Updated. A
description of the changes are recorded with the time, date, and the employee’s name who
made the change. To view the audit trail, click on the top right corner on the request screen
(Figure 31). The Audit Trail is shown in Figure 32.

Add/Edit Request Update & Ext | Update | Cancel | Print|  Audit Trail
Assigned to: Jessica Taylor Request: 2 Entered on: 12M16/2010 6:54 PM * Shaortform Long form
Customer Information Create another request for customer |
Lastname:|'."'."ils-:|n Firstname:|El-:|rJ Phone:| Altphone:| Email:|'."'."ils-:|n@-,-'ah-:|-31.c-:|m

Address:| City| Cedar Hill State:|Texas Zip code:l—

Figure 31 — Request Screen: Audit Trail Command

Audit Trail - Request: 8

Action Taken
Column Changed byv: Jessica Mason On: 09/29/2009 4:24 PM

r N Before
phone ——
After |925-765-9876

Changed by: Jessica Mason On: 09/29/2009 4:25 PM

Before |Tavlor, Jessica

Assigned To —
After |Smith, Kendall
Changed by: Jessica Mason On: 09/29/2009 4:25 PM
Before |10/13/2009
dateExpectClose =oTE -
After |10/15/2009
Changed by: Jessica Mason Omn: 09/29/2009 4:26 PM
Before (What is considered illegal dumping?
description What is considered illegal dumping? The customer wants to know if there is a

After

violation that occured in his neighbors vard?

oK

Figure 32 — Audit Trail

Re-Assigning Requests to another Employee

Occasionally, a citizen or another employee may submit a request under the wrong topic. If
this happens, simply select the most appropriate topic under the topic menu of the request
screen. Then select one of the Update buttons. This will route the request automatically to the
employee who normally handles the topic.

You may also manually reassign the request to the appropriate employee. To re-assign a
request, simply type in the employees name into the “Assigned To” field and Update the
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Request. This employee will receive an email notification about the request. (Note — The
“Assigned To” field is located under the Long Form of the Request Screen. For more
information, see Pages 18 and 19.

Validate Mode

Why can’t | close a Request?

Employee Training Manual

If you cannot close a request, it may mean your profile is set to Validate Mode. Validate Mode
means your request status will be changed to “Work Done” and the request will be reassigned
to a manager or a designated reviewer after you write a message in the “Reason Closed” field
and Update. Once you update the request, the system will display a dialog box to change the
status of the request to “Work Done” (See Figure 33). Click OK and the request will be sent to a
designated reviewer to review your response to the citizen. The reviewer will then close out
the request for you and an email notification will be sent to the citizen (if customer email is
provided).

Your manager (or reviewer) may re-assign the request back to you if s/he wants you to edit
your final response. Make any changes necessary to the Reason Closed field and click one of
the Update buttons again. Your manager will receive your request again, and close it out.

Message from webpage ﬂ

P There is text in the Reason Closed field and the status is not Work Done.
\-_"'\]/

Press QK to change the Skatus aof this Request to Work Done, Cancel to leave as sek,

Zancel |

Figure 33 — Changing the Status to Work Done

How do | know if | am in Validate Mode?

You are in Validate Mode if your request status options display Work Done instead of “Closed”.
You can view the status of a request from your request log or you may view the status field on
the request screen.

Not in Validate mode.
Closed Status
Priority; displays

In Validate Mode. Status: Status:

Work Done Status
displays Pricrity:

Figure 34 — Request Status Menu: Work Done vs. Closed
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How do | know if | am a Validator/Designated Reviewer for an Employee?

You will receive an email notification letting you know that the work for a Request has been
completed by an employee and you need to verify and close it. The email notification will
provide a link directly to the request for your review. Review the request and the Reason
Closed response written by the employee. If you are satisfied with the response, then change
the Status to “Closed” and Update the request. An email will automatically be sent to the
customer (if an email address was provided) with the Reason Closed message.

Reports

The Reports section is a very useful tool to obtain and measure information about the requests
in the system. Several types of reports are provided as bar graphs and charts. To view these
reports, select the “Report” button at the top at the Request Log Screen shown in Figure 3. The
Reports screen will list reports that you have access to view into two or more categories:
Reports for External Requests, Reports for Internal Requests, and Detail Request Reports etc...
See Figure 35. When you create your own custom reports, a list of Your Request Reports will
appear at the top on the main report screen. (See Figure 38 on Page 35 to learn how to create a
new report). An “Exit Reports” button will also be displayed at the top of the reports screen.

Rep{jr‘ts Exit Repurtsl

Create Mew Request Report
Create a New Custom Report
ur Request Reports
'@ Feguests Entered Last Week
Click on Trash Reports you Created and Saved
Reports for External Requests

Can to delete YLy Closed Time Distribution - Graphical report showing how leng requests opened during a date period took to close and ifthey are on time.
Custom Reports Counts of Opened Reguests - Table report showing number of open requests for each topic for the date range specified
5 FACQ U=sage - Graphical report showing counts of topic view and request submission
Standard ~ HowRequests are Reported - Graphical report showing how requests are submitted in pie format
(%) Meeting Expected Time Requirements - Graphical report showing percentage of requests on time by department

External One Year Analysis by Department - Takle report showing open, closed, backlog for each depanment, each month
System Reports One Year Analysis by Topic - Table report showing open requests far each topic, each month
~ Open Requests by Department - Graphical report showing open requests by department name
—» | ") Open Time Distribution - Graphical report showing ontime and overdue requests
Clock Indicates Openvs. Closed by Maonth - Graphical repart showing open, closed and backlag far each manth
Scheduled for Openvs. Closed Requests - Graphical report showing total open, closed by department over time period
Email Delivery Survey Results - Detailed - Table report showing details of surveys for requests you closed, or if you are a manager, for your department

Survey Resulls - Export to Excel - Excel report with details or survey and request information

Survey Results - Summary - Graphical report summarizing survey results by area and response

Reports for Internal Requests
Standard Internal Counts of Cpened Bequests - Table report showing number of open internal requests for each topic for the date range specified

Internal Cne Year Analysis by Topic - Table report showing open requests for each topic, each month

Internal SyStem Internal Open Reguests by Depattment - Graphical report showing cpen requests by department name

Reports Internal Spen vs. Closed by Maonth - Graphical report showing open, closed and backlog for each month

Internal Open vs. Closed Requests - Graphical report showing total open, closed by department over time period

Internal Requests - Closed Time Distribution - Graphical report showing how long requests take to close and ifthey are on time.

Internal Reguests - Meeting Expected Time Requirements - Graphical report showing percentage of requests on time by department

Internal Feguests - One Year Analysis by Depatment - Takle report showing open, closed, backlog for each department, each month

Internal Reguests - Open Time Distribution - Graphical report showing ontime and overdue requests

Detail Request Reports
IMost Frequent Reguestars - Displays total count of requests submitted by a requestor
IMost Freguent Submitters (Emplovees) - Displays total count of requests submitted by employee

Figure 35 — Reports Screen
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Running Standard System Reports

To run a standard report, select a report from the list shown in Figure 35. The report will run
immediately and display current results if there is data in the system (See Figure 36). The
results screen will contain Command Buttons at the top for manipulating the report. You may
Select a Different Report, Exit Reports, Save/Schedule this report, Export the Data to an Excel
file, or Print the report. Depending on the report selected, there may be different command
buttons displayed.

Select Different Repurtj Exit Repurts} Command Buttons Save/Schedule...| Export to Excel Print

Topic| Al Departments =

View Topics Open Requests by Department

report by
Department | O complaint [ Problem @ Question [ Compliment [

Figure 36 — Example Report — Open Requests by Department
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A Detailed Description of the Commands are provided below:

¢ Select Different Report — Selecting this button returns to the main Reports Screen.

e Exit Reports — Selecting this button returns to the main Request Log view.

e Save/Schedule — Selecting this button allows you to name, rename and to schedule the
report for email delivery (See Figure 36).

e Export to Excel — Selecting this button will perform a file download and prompt you to
open the file in Excel.

® Print — Print the report results to your printer.

Save and Schedule a Report

The Save/Schedule Report button is displayed at the top of any report and it will allow you to
Save and/or email a report on a scheduled basis. To save a report, click on the Save/Schedule
Report button and a dialog box will appear shown in Figure 37. Give the report a logical name,
and provide a description (not required). Click on save at the bottom of the dialog box and the
report will be listed on main reports screen at the top under the heading “Your Request
Reports” (See Figure 35).

To schedule a report for delivery to your email, continue filling out the Save/Schedule dialog
box shown below. Check the box “Email this report to me on a scheduled basis.” Below, choose
the frequency in which you want the report emailed; on a weekly, monthly or quarterly basis
(See Figure 37). Selecting “No” for the “Email if No Data” field will tell the system not to email a
report if there is no new data for the report. Selecting “Yes” will deliver an email even if there
is no new data. Select the Save button at the bottom when you are finished and this report will
be marked with a picture of a clock to indicate it is scheduled on the main reports screen (See
Figure 35).
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Name and Description

SavelSchedule Report

Report name: |D|:|en Requests by Department |
Check to Description: |Graphica|repurt showing open requests by department name |
Email Report
Email this report to me on a scheduled basis
o r.'I|:|n||:Ia'_.r DTuesda'_.r DW&dnesda'_.r |:|Thurs:|:la'_.r
> (&) Weekly
Select when to [JFriday []saturday []Sunday
email report Email Frequency:
{:} Monthhy |First day of the month

() Quarterly | First day of the quarter

Email if No Data

Save || Cancel

When this field is set to

“No” an email will not be
sent if there is no data

Figure 37 — Save/Schedule Reports

Creating a New Report - Your Request Reports

You can create your own report by querying the system to search for requests you want to
view. To create a report, click on the Create New Request Report button on the Main Report
screen shown on Page 35. You will then see Figure 38 shown below.

Modify Search Modify Output

Select Different Report| Exit Reports| Save/Schedule | Modify Search | Modify Output | Exportto Excel | Print
Date: | Last Week | From: (3152008 |78 7o (32172008 |[TE]

To create a new report:

#» Click on Modify Search to choose fields you want to gearch on
# Click on Modify Output if vou want to change which fields are displayed

If wou want to save the report 20 you can run it again, click en Save/Schedule and enter a name and description of the reper. You may alzo
click on Email this report to be on a scheduled basis and specify an Email Frequency if vou alzo want thiz report to be run autematically
on a regular baziz and emailed to vou.

Figure 38 — Create New Request Report
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Using the Modify Search and the Modify Output Buttons

There are two additional buttons Modify Search and Modify Output that appear on the top of
the “Create your own report” screen. These commands are described below.
¢ Modify Search... - Allows you to select the search criteria for requests. For example, you
may search for requests with the Status “Open,” and the customer’s phone number. The
modify search command functions the same way the “Advanced Find” button does on
the Request Log screen. See Figure 6, 7, 8, and 9 starting on Page 10 for detailed
instructions on how to search for requests.
¢ Modify Output... - Changes how the search results are displayed. This is known as the
Output. The “Modify Output” changes the sort order of the results as well.

Once you have identified your search criteria using the Modify Search tool and your requests
are displayed on the screen, click on the Modify Output button to change the display of the
report (See Figure 39).

Output Template Click on Modify
Menu Output Template

v
Select Different Report| Exit Reports| Save/Schedule..| Modify Search...| Modify Output.| Exportto Excel | Print
Modify Cutput
Output template: | One Ling Summary e
» Sort on: Azzigned to s
Choose field to cmsgu by
sort Results Department Sort Orde_r of
De=cription ® Ascending (A-Z) selected field
Entered t:-'_y {:} Descending (Z-A)
Entered via
Location
Displays # of Priority b/
rows per page Rows per Page: | 100 |»
————>

Figure 39 — Modify Output screen

The Modify Output screen shown in Figure 39 allows you to make several changes to the
display of the report. Select the Output Template menu, and select one of the choices.

The Output template menu is set to “One Line Summary.” This means the system will return
the list of requests as one line summaries. See Figure 40 to view a Report displayed as a One
Line Summary sorted in ascending order by the Topic category. Figure 41 shows results sorted
in ascending order by Topic in a Two Line Summary.
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Select Different Report| Exit Reports| Sorted by Topic Category SaveiSchedule..| Mogify Search...| Mogify Output.| Exportto xcel | print |

in ascending order
4509Records << 12345678910 11 12 13 14 15 16 17 18 19 20 =4

Request # Topic Status Date Entered Expected Close  Assigned To Description

65728 Abandoned Yehicle Closed 06M14/2007 Reyes Ava Test Only

168369 Abandoned Vehicle Closed 08/03/2008 Roman,Tisha car parked on dirt at 551, 561 and 580...

30814  Abandoned Vehicle Closed 06/27/2008 Zamaora,Danny Black SUV has been parked on curb for almost..

7158  Abandoned Vehicle Closed 03/09/2005 Heiden Tim Black p/u with engine removed sitting on...

71048 Abandoned Vehicle Closed 071712007 Willbond Mary inop vehicle Mat tires

71049  Abandoned Vehicle Closed 07172007 Willbond Mary inop vehicles parked off driveway in yard in...
2814 Abandoned Vehicle Closed 03/21/2006 Heiden Tim Older Van License number 3AEX422 Tag expired...

Requests shown in One Line Summaries

Figure 40 — One Line Summary Request Output

Select Different Report| Exit Reports| Save/Schedule...| Modify Search...| Modify Output..| ExporttoExcel | print |
4509Records << 12345678910 11 12 13 14 15 16 17 18 19 20 >>4
|Request # Topic Status  Date Entered Expected Close Assigned To Request By
Abandoned Vehicle Closed 061412007 Reyes Ava Reyes Ava
65729
Test Only
162369 Abandoned Vehicle Closed 08/03/2008 Roman,Tisha Anonymous
car parked on dirt at 551, 561 and 580 frances dr.
20814 Abandoned Vehicle Closed 06/27/2006 Zarmara,Danny Anonymous
== Black SUV has been parked on curb for almost 2 weeks.
7158 Abandoned Vehicle Closed 03/09/2005 Heiden,Tim Anonymous
— Black p/u with engine removed sitting on street. Also check tan colored car parked directly behind this truck because it ..
Abaffoned Vehicle Closed 07M712007 Willbond, Mary =
71048 ) .
inop|vehicle fat tires

Two Line Summaries
Figure 41 — Two Line Summary Request Output

Additional display results for the Output Template Menu:

e Requestor Count: The system will display your requests by the number of requests each

citizen made.

* Yahoo Map — Request Location: Requests with a location will display on a Yahoo Map.
These are especially useful for viewing the location of graffiti requests or potholes

within the city and various other topics (See Figure 42).
® Select Your Own Fields: You will be able to view and sort the requests in any order.
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Select Different Repurtl Exit Reuurtsl

=l From[toes |8 1. [izz2008 | [F]

Date: | This ear

Save/Schedule.. | Modity Search...| Wodify Output..| Expert to Excel |

Print

* Map of: @ Government Qutreach Requests - 18 Results

Driving Directions: To Here - From Here

& Erintable Version @@ Link to this Map

AN

B MY Y !

&

18 Requests

“YaHOO! Displayed with a

PE RR:N\«':L;L;E

I
Lyn n\lvi.rood

Gy s ; Location associated
& |
a;{? %
<T
£
A

Blue square markers
represent the location
of the request

!
- --lssthSt-S\Iv\i-' Ga)

DARWVALLEY

23315 Cedar Way

23325 Cedar Way
Maountlake Terrace, WA
—| Directions: To here - From here

Closed Request # 31
Animazl Bites

reported Sep 25, 2009
assigned to Elena Mckee

= 220t silEW—

Click on Request #
to view request

Clicking on blue
square will display

See these business Id

DY e SR

023506 53rd Ave W

044tl| Ave WE&212th
5t SW

o 21426 48th Ave W

56th Ave
WE232nd 5t SW

023325 Cedar Wa
azugu
021502 52nd Ave
021502 52nd Ave
aﬁ?th Ave W
055th Ave W

023501 Lakeview Dr

My Locations: Sign In

I-- Iy Locations - vl

U.5. Addrass:

City, State or Zip:

Get Map I Canadian Map

address of request

Figure 42 — Yahoo Map Report: Creating Your Own Report
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