CITY OF RIVERSIDE, CALIFORNIA

311-CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
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	Y
	N
	A
	R
	C
	D
	COST

	5.0

FUNCTIONAL REQUIREMENTS
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	5.01
CUSTOMER MANAGEMENT FUNCTIONS
	
	
	
	
	
	
	

	CUSTOMER FILE
	
	
	
	
	
	
	

	5.01.01
Provide a unique identifier for each customer, so that all requests and contacts from a customer may be linked (e.g., for the purpose of providing a history for that customer) 
	
	
	
	
	
	
	

	5.01.02
Provide quality customer search facility which is not case sensitive and which includes wildcard searches and short string searches; allow searching on full or partial name, full or partial address, phone number, prior contacts, etc.
	
	
	
	
	
	
	

	5.01.03
Provide administrative tools for name correction, duplicate checking, and merging of contacts.
	
	
	
	
	
	
	

	5.01.04
Provide separate fields for storing first name, middle name, last name, and title of the requestor
	
	
	
	
	
	
	

	5.01.05
   Provide for at least three phone numbers and type designators per customer.
	
	
	
	
	
	
	

	5.01.06
Provide for at least two email addresses and type designators per customer.
	
	
	
	
	
	
	

	5.01.07
Allow for input of a company or department associated with the customer.
	
	
	
	
	
	
	

	5.01.08
Ability to record a customer type or category such as citizen, business, contractor, elected official, agency, etc.
	
	
	
	
	
	
	

	5.01.09
Ability to associate a customer with more than one customer type (e.g., resident and business, resident and elected official).
	
	
	
	
	
	
	

	5.01.10
Ability to track additional information about the customer depending on type. Example:  track a contractor’s license information.
	
	
	
	
	
	
	

	5.01.11
Provide the ability to record the first language of a customer and any translation requirements.
	
	
	
	
	
	
	

	5.01.12
Provide maintenance of a list of translators, within or without the City, and the languages they translate.
	
	
	
	
	
	
	

	5.01.13
Provide users with the ability to link service records if they are inter-related, which will allow access to each profile from the other.
	
	
	
	
	
	
	

	5.01.14
Ability to view a high level summary of a customer’s history, with the ability to drill down to view details of individual service requests.
	
	
	
	
	
	
	

	5.01.15
Ability to record and view all updates to a customer’s service requests and personal data.
	
	
	
	
	
	
	

	Customer Self-Service
	
	
	
	
	
	
	

	5.01.16
Ability to provide instructions for non-English speaking individuals.  
	
	
	
	
	
	
	

	5.01.17
Allow the customer to create (and change) a personal password for the purpose of submitting or tracking requests.  
	
	
	
	
	
	
	

	5.01.18
Allow the customer to inquire on the status of requests submitted by that customer.  
	
	
	
	
	
	
	

	5.01.19
Allow the customer to update personal contact information.  
	
	
	
	
	
	
	

	5.01.20
Ability to automatically send an email to the person that submits a request through the website to acknowledge receipt of request.
	
	
	
	
	
	
	

	5.01.21
Allow the City to determine content of automatic emails based on type of request.
	
	
	
	
	
	
	

	5.01.22
Provide ability to submit requests anonymously.  Allow based on type of request.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	5.02    SERVICE REQUEST MANAGEMENT
	
	
	
	
	
	
	

	GENERAL
	
	
	
	
	
	
	

	

Record basic service request details:
	
	
	
	
	
	
	

	5.02.01

Contact channel (phone, web, email, etc.)  from a drop down list of options
	
	
	
	
	
	
	

	5.02.02

Service Request category from a drop down list (may be multiple levels in the list)
	
	
	
	
	
	
	

	5.02.03

System-generated unique service transaction  number
	
	
	
	
	
	
	

	5.02.04

Status – including but not limited to Open, In Progress, Suspended, On Hold, Complete.  Ideally, this field may be updated manually or automatically through integration with other applications.
	
	
	
	
	
	
	

	5.02.05

Descriptions, short and long (unlimited)
	
	
	
	
	
	
	

	5.02.06

Type (allow to distinguish between initial or follow-up inquiry)
	
	
	
	
	
	
	

	5.02.07

Customer preference for contact:  telephone, mobile, email, etc.
	
	
	
	
	
	
	

	5.02.08

Summary of actions taken
	
	
	
	
	
	
	

	5.02.09

Summary of actions to be taken to resolve the request
	
	
	
	
	
	
	

	5.02.10

Comments/notes
	
	
	
	
	
	
	

	5.02.11
Ability to define and maintain transaction types and department and division codes (e.g. route transaction to correct dept/person).
	
	
	
	
	
	
	

	5.02.12
Ability to automatically assign department code based on transaction type.  Allow override.
	
	
	
	
	
	
	

	5.02.13
Ability to automatically assign a priority code, based on transaction type.  Allow override.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	ADDRESSES
	
	
	
	
	
	
	

	5.02.14
Ability to provide entry for multiple addresses per transaction.  Provide at least 4 addresses per transaction, each able to be assigned a type code (e.g., reporting, mailing, billing, problem location, etc.)
	
	
	
	
	
	
	

	5.02.15
Ability to verify (flag) addresses or locations as City of Riverside addresses or locations, where applicable.
	
	
	
	
	
	
	

	5.02.16
Ability to verify address entry against a master address list for consistency.
	
	
	
	
	
	
	

	5.02.17
Ability to enforce the use of standard abbreviations for roads against a master address list.
	
	
	
	
	
	
	

	5.02.18
Ability to suggest street name spellings against a master address list, if a possible incorrect spelling is detected.
	
	
	
	
	
	
	

	5.02.19
Ability to allow and validate partial address or location entry against a master address list.
	
	
	
	
	
	
	

	5.02.20
Ability to record a non-address-specific location, such as intersection, corner, etc., against a master address list
	
	
	
	
	
	
	

	ACTIVITY NOTES
	
	
	
	
	
	
	

	5.02.21
Ability to record activity notes related to a request.  These notes may differ from notes that may be entered for a work order.  Note entries may be unlimited in length, and must provide scrolling capabilities for viewing.
	
	
	
	
	
	
	

	5.02.22
Ability to date/timestamp note entries.
	
	
	
	
	
	
	

	5.02.23
Ability to record person making note entry based on user ID.
	
	
	
	
	
	
	

	5.02.24
Ability to display notes in reverse chronological order.
	
	
	
	
	
	
	

	5.02.25
Ability to sort notes dynamically by date or by person who made the note.
	
	
	
	
	
	
	

	5.02.26
Ability to provide an import feature from Microsoft Outlook to copy the contents and envelope information from an email into the notes area.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	SUPPORTING DOCUMENTATION
	
	
	
	
	
	
	

	5.02.27
Ability to store scanned document images and attach the images to a specific transaction.
	
	
	
	
	
	
	

	5.02.28
Ability to attach electronic documents to a specific transaction.
	
	
	
	
	
	
	

	5.02.29
Ability to date/timestamp attachment entries.
	
	
	
	
	
	
	

	5.02.30
Ability to record person attaching document based on user ID.
	
	
	
	
	
	
	

	TRANSACTION MANAGEMENT
	
	
	
	
	
	
	

	5.02.31
Ability to automatically determine duplicate requests by type, date range, and location (in order to minimize follow-up/verification trips for the same problem and/or location).
	
	
	
	
	
	
	

	5.02.32
Ability to link or delete duplicate requests.
	
	
	
	
	
	
	

	5.02.33
Ability to maintain recurring requests that may be automatically entered into the system based on dates set up in a recurring request schedule.
	
	
	
	
	
	
	

	5.02.34
Ability to count occurrences of a transaction, rather than store each call transaction taken during an extraordinary event( e.g., power outage) where detailed information does not need to be recorded. 
	
	
	
	
	
	
	

	5.02.35
Ability to record an expected completion date for the request based on business rules.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	APPOINTMENT SCHEDULING AND MANAGEMENT
	
	
	
	
	
	
	

	5.02.36       Ability to set and appointment and automatically inform the customer via customer’s preferred mode of contact including phone, email, fax, or letter.
	
	
	
	
	
	
	

	5.02.37
Ability to change an appointment time and automatically notify the customer via preferred mode of contact.
	
	
	
	
	
	
	

	5.02.38
Ability to set limit of appointments based on configurable parameters (i.e. limit special bulk trash pick-ups to 25/day based on size, content, & liability concerns).
	
	
	
	
	
	
	

	5.02.39
Ability to automatically track events and flag missed deadlines and appointments.
	
	
	
	
	
	
	

	5.02.40
Ability to alert user of scheduling conflicts as appointments are made.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	5.03    WORKFLOW
	
	
	
	
	
	
	

	GENERAL
	
	
	
	
	
	
	

	It is expected that the proposed 311-CRM solution will provide the ability to follow up on all customer inquiries entered into the system – whether or not these require a follow-up service maintenance or work order request.  The workflow of service requests and work orders (e.g., pothole repair, electric outages, graffiti, etc.) generated by the 311-CRM system are normally handled by their respective application through the integration process (as described in this Requirements section).  The proposed solution should also be able to monitor, route, and report on other requests for information or transactions that do not have another existing application to handle them.
	
	
	
	
	
	
	

	5.03.01
Describe any electronic work flow tools that are incorporated into the application, such as, electronic routing and approval.
	
	
	
	
	
	
	

	5.03.02
Provide workflow tools that integrate with Microsoft Outlook for automated notifications.
	
	
	
	
	
	
	

	ROUTING
	
	
	
	
	
	
	

	5.03.03
Ability to establish work queues for each department for routing of requests.
	
	
	
	
	
	
	

	5.03.04
Ability to integrate web entry forms with multi-queue workflow.
	
	
	
	
	
	
	

	5. 03.05
Allow tasks to be automatically routed to the appropriate work queue based on user-defined business rules.
	
	
	
	
	
	
	

	5. 03.06
Allow tasks to be routed or re-routed manually to work queues.
	
	
	
	
	
	
	

	5. 03.07
Allow a transaction to be routed to one or more work queues at a time.
	
	
	
	
	
	
	

	5. 03.08
Allow notification to a work queue (or member(s) of group) via email  or dynamic refresh of the work queue display.
	
	
	
	
	
	
	

	5. 03.09
Ability to provide multiple approval paths based on item to be routed.
	
	
	
	
	
	
	

	5. 03.10
Ability to escalate requests manually, or automatically based on predefined expiration rules.
	
	
	
	
	
	
	

	5. 03.11
Ability to override automatic escalations.
	
	
	
	
	
	
	

	5. 03.12
Ability to create and update reminders that are time triggered and defined for each query type.  Allow manual or automatic reminders.  
	
	
	
	
	
	
	

	5. 03.13
Ability to create reminders as personal reminders, that are only made available to the user who created them.  
	
	
	
	
	
	
	

	5. 03.14
Ability to provide flexible and on demand sorting of the work queue and reminders by fields such as transaction type, date, and priority.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	APPROVALS
	
	
	
	
	
	
	

	5. 03.15
Ability to set up approval authority based on request type or task.
	
	
	
	
	
	
	

	5. 03.16
Ability to allow a secondary approver to see items needing approval when primary approver (or system administrator) indicates primary is unavailable.
	
	
	
	
	
	
	

	5. 03.17
Ability to set up escalation process according to the level of the problem and corresponding levels of authority.
	
	
	
	
	
	
	

	5. 03.18
Ability to re-route approval authority based on predefined escalation process.
	
	
	
	
	
	
	

	5.03.19
Provide a real-time message routing capability for broadcasting information to all or a selected portion of users.
	
	
	
	
	
	
	

	5.04
MOBILE REQUIREMENTS
	
	
	
	
	
	
	

	GENERAL
	
	
	
	
	
	
	

	5.04.01
Ability for the CRM application to run on Microsoft Windows-based mobile devices.
	
	
	
	
	
	
	

	5. 04.02
Ability to support multiple types of wireless devices:  Dell, Compaq, and Blackberry.
	
	
	
	
	
	
	

	5. 04.03
Ability for mobile messaging functionality to allow users to send and receive messages to and from the CRM system.
	
	
	
	
	
	
	

	5. 04.04
Ability for citizen to perform proximity search for city maintained objects (i.e., parks, schools, etc.) on the web.
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	5.05
CUSTOMER SELF-SERVICE/INTERNET ACCESS
	
	
	
	
	
	
	

	GENERAL
	
	
	
	
	
	
	

	5.05.01
Ability to provide a public web site with a single entry point that will be accessed from the City of Riverside home page.
	
	
	
	
	
	
	

	5.05.02        Services provided are, at a minimum, to access the public knowledge base and FAQs, make formal complaints online, receive automatic acknowledgements, and request feedback from the system.  Indicate system capabilities and business benefits.
	
	
	
	
	
	
	

	5. 05.03
Ability to tailor the web entry forms for public use to a subset of transactions used by the City of Riverside.  The City will determine which transactions are available for public web reporting.
	
	
	
	
	
	
	

	5.01.04
Ability to provide instructions for non-English speaking individuals.  
	
	
	
	
	
	
	

	5.01.05
Allow the customer to create (and change) a personal password for the purpose of submitting or tracking requests.  
	
	
	
	
	
	
	

	5.01.06
Allow the customer to update personal contact information.  
	
	
	
	
	
	
	

	5.01.07
Allow the customer to inquire on the status of requests submitted by that customer.  
	
	
	
	
	
	
	

	5.01.08
Ability to automatically send an email to the person that submits a request through the website to acknowledge receipt and subsequent completion of request.
	
	
	
	
	
	
	

	5.01.09
Allow the City to determine content of automatic emails based on type of request.
	
	
	
	
	
	
	

	5. 05.10
Ability to provide, on the public web entry forms, detailed instructions or information, based on type of transaction.  Such information should be retrieved from the knowledge base.
	
	
	
	
	
	
	

	5. 05.11
Ability to simplify customer entry through use of intelligent defaults, drop-downs, and similar techniques.
	
	
	
	
	
	
	

	5. 05.12
Ability for web entry forms for the public to use the same business-defined editing rules as transactions entered by a City operator.
	
	
	
	
	
	
	

	5. 05.13
Ability to validate data and automate processes within the web entry forms to assist customer self-serve access.  
	
	
	
	
	
	
	

	5. 05.14
Ability to post web entries as real-time transactions to the CRM database.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	5.06
KNOWLEDGE BASE
	
	
	
	
	
	
	

	GENERAL
	
	
	
	
	
	
	

	5.06.01
Provide for a seamless link into the CRM system on the City’s website so that the person does not feel they have left the City website. 
	
	
	
	
	
	
	

	5.06.02
Ability to configure to match the look and feel of the City website.
	
	
	
	
	
	
	

	5.06.03
Ability to create a centralized internal knowledge base for users containing reference text, hints, tips, how to information, telephone and service directories (e.g., data entry requirements on how to report a particular problem, what constitutes an “abandoned vehicle” problem, etc.).
	
	
	
	
	
	
	

	5.06.04
Ability to allow system administrators or other authorized personnel to update reference, topic, and keyword information.  
	
	
	
	
	
	
	

	5.06.05
Ability for non-administrator to notify administrator of a request or need to update knowledge base information.  
	
	
	
	
	
	
	

	5.06.05
Ability to provide flexible means to cross reference and search knowledge base information, including key words and phrases.
	
	
	
	
	
	
	

	5.06.06
 Provide ability to view and search information files by clicking on buttons situated on the screens for easy and quick viewing.
	
	
	
	
	
	
	

	5 06.07
Allow users with appropriate permissions to define the button “label” and the area of the screen for display.
	
	
	
	
	
	
	

	5. 05.08
Ability for internal users to subscribe to receive notification of changes to the knowledge base, based on subject/section, or in its entirety.
	
	
	
	
	
	
	

	5. 05.09
Ability for knowledge base administrator to manually or automatically send notification of changes to the knowledge base to internal users, based on subject/section, or in its entirety.
	
	
	
	
	
	
	

	5. 05.10
Provide method to broadcast messages to internal users, such as with a scrolling banner message display.
	
	
	
	
	
	
	

	5. 05.11
Ability to link to an external system to display knowledge base information maintained by another jurisdiction (e.g., being able to access/link to the County of Riverside’s Health and Human Services (web) site to help answer a customer’s query).
	
	
	
	
	
	
	

	5. 05.12
Provide audit trail to track changes to knowledge base, recording user and date/time of change.
	
	
	
	
	
	
	

	FREQUENTLY ASKED QUESTIONS  (FAQs)
	
	
	
	
	
	
	

	5.06.13
Provide a search and retrieval facility both of the knowledge base and associated information libraries to provide information and answers to FAQs.
	
	
	
	
	
	
	

	5.06.14
Provide a search facility/engine that uses natural language input and can prioritize results to give “best matches”.
	
	
	
	
	
	
	

	5.06.15
Allow FAQs to be sorted into categories and subcategories.
	
	
	
	
	
	
	

	5.06.16
Display top issues based on historical usage, ranked according to the most viewed.
	
	
	
	
	
	
	

	5.06.17
Allow override of order of the FAQs for set period.
	
	
	
	
	
	
	

	5.06.18
Provide a function for expiration date for FAQs which makes them no longer searchable.
	
	
	
	
	
	
	

	5.06.19
Allow numerous attachments to be associated with FAQs.
	
	
	
	
	
	
	

	5.06.20
Allow citizens to provide feedback on FAQs including textual feedback.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	SCRIPTS AND CHECKLISTS 
	
	
	
	
	
	
	

	5.06.21
Provide a facility to create process scripts, or a similar function, to guide users through a service request, prompting collection of all necessary information to process a request.
	
	
	
	
	
	
	

	5.06.22
Ability to create checklists, or a similar function, defined for each query type to assist users in answering queries.  The checklists or functions may contain steps to completion, next steps, dependencies, supporting documentation, etc.
	
	
	
	
	
	
	

	5.06.23
Ability to record the owner and/or author of the script or checklist.
	
	
	
	
	
	
	

	5.06.24
Ability to create, view, update, and delete scripts or checklists.
	
	
	
	
	
	
	

	5.06.25
Ability to set an expiration date for a script/checklist.  When an expiration date is reached, a reminder will be sent to the owner to ensure accuracy of the script/checklist.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	5.07
OTHER TECHNOLOGIES
	
	
	
	
	
	
	

	GENERAL
	
	
	
	
	
	
	

	5.07.01
Ability to integrate with an auto-attendant system to provide future voice and data to end users and citizens.
	
	
	
	
	
	
	

	5.07.02
List any other support tools (e.g., graphics, statistical packages) available with the system.
	
	
	
	
	
	
	


KEY:
Y = Yes, N = No, A = Alternate, R = Report Writer, C = Custom, D = Description attached,
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COST = Cost of custom modification


