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CONSISTENT SERVICE ON DEMAND

The city of Gardena, California, with a population of more than 60,000, takes great pride in maintaining its small-town culture, in which all residents can get direct and personal assistance from city hall. When the city faced financial cutbacks and a reduction in its workforce, a customer service tool was needed that would dispense consistent information and service, whether a resident walked into city hall, called, or surfed the city's Web pages.

After considerable research, the management staff decided to use a composite system that integrated two components supplied by private sector companies, and Gardena-Direct was born. Gardena-Direct features an automated citizen information system (ACIS) with a service-request component powered by software from GovPartner, an ICMA Corporate Partner. The partnership between the two components allows citizens to use any communication preference to retrieve or request information and forms, make a service request, and receive feedback when the request has been addressed. 

Gardena-Direct is the first program of its kind with this type of integrated system, giving residents access to city services 24/7 without their having to spend time in city hall. Since the system has been in place, information has been centralized, and the transfer of information-based service calls has dropped by about 50 percent. 

If a citizen comes directly to city hall with a question or requires service, reception-staff members use Gardena-Direct to find the answer or to process the request. This kind of commitment to citizens is ongoing, and Gardena plans to expand its assistance to include multilingual support.

—D. Christine Hach
Assistant City Manager
Gardena, California
citymanager.web@ci.gardena.ca.us
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