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Make your life easier by requesting City
services online with innovative program

From reporting a barking dog

or vandalism, to learning about
sidewalk repair or how to sign up for
recreation classes in San Ramon, by
using the City’s electronic customer
service program on its Web site,
citizens can easily request city
services, track their
requests online, and

with the resident directly regarding
their request. All contact with the
resident is logged in the system to
ensure the request or issue has been
addressed.

Nearly 75% of the requests are
closed in one to five
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a default response time
of up to 10 days as the
“expected close date.”

To enter a service request online,

go to the “Contact Us” link on the
City’s Web site home page at www.
sanramon.ca.gov to access the form.

The customer relationship
management program, or CRM, has
been available in San Ramon for
about three years. To date, the City
has received over 9,800 requests
through this system.

Requests are automatically routed
to the appropriate City staff person
using software from Government
Outreach, the CRM provider. City
staff can also log citizen requests
made via the phone, in person

or mail. Citizens are advised of

the response time of requests and
receive a tracking number.
The appropriate City staff
person will review the
request and may follow up

Requests are viewed
and evaluated daily and then
prioritized.

General areas that people can
request assistance in, or report

a problem about, include: park
maintenance, street light repairs,
animal control, code enforcement
and neighborhood preservation,
parks and city facility rentals,
business licenses, police services,
recreation information and
programs. City staff also use this
system to make and track work
order requests between Departments
such as information technology,
building maintenance and city
vehicle repairs.

In addition to providing residents
with a better tool to
communicate with the

San Ramon City, the program provides
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several other benefits to

CELEBRATING
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City management, including the
collection, tracking and archiving

of requests, as well as allocating a
single point of contact for each issue.
City Department managers are able
to view their entire department’s
productivity and responsiveness as
well as the results of the customer
surveys. Once a request is closed, the
customer receives an email detailing
the solution as well as an invitation to
fill out an online survey about their
experience.

SAN RAMON PARKS
& COMMUNITY SERVICES

Creating Community through
People, Partnerships & Programs

¢ Winter Features:

# Get fit with dance,
jazzercize, yoga, pilates
& more!

¢ Healthy Cooking Classes
< Wii for Seniors
¢ New Restaurant Guide

www.SanRamon.ca.gov
or call (925) 973-3200

‘Rl o puunsusny sos 28



