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At Your Service 

A customer service representative 

(CSR) creates a new job on the 

PeopleSoft CRM system and assists 

with the request. A case number 

allows customers to check the status 

of the work and gives the city the 

ability to track service quality and 

generate performance metrics.

Citizens and 

businesess submit 

requests for service via 

several channels.

Knowledgebase

Customer Service Agent

If the CSR cannot resolve the problem, the 

job is pushed to a case analyst who 

searches the knowledgebase for 

known solutions to the issue.

Case Analyst

If a solution does not exist in the 

knowledgebase, the case analyst refers the 

job to an agency specialist in the responsible 

department. Once the job is closed, the 

resolution is added to the knowledgebase. 

Additionally, CSRs are trained to address the 

issue in the future.

Agency Specialist

Service Requests

Case Solved

Callers get faster resolution of issues.

Work is shifted from city employees 

to operators.

Knowledgebase continuously grows 

to support new issues.

Performance metrics are created to 

track quality of service.

Benefits

How work gets done with Denver 311


