Creating & documenting a standard
for
District H Council Office’s
Constituent Services Process



Project Detalls

Department — CNL-District H Constituent Services

Problem statement — Due to unreliable/inaccessible data, the
Constituent Services group is unable to provide real time information to
the Council Member on the number of cases being reported per month
to the office and on the average length of resolution. This has led to
delays in follow-ups and inability to accurately track cases from intake
to completion.

Mission statement — To develop a system that will enable the
Constituent Services group to report meaningful data to the Council
Member and incorporate a process that will ensure continuity into the
next administration with a focus on meeting Council Member needs and
proactive communication/follow-up with city departments.



Project Charter

PROJECT CHARTER

City Council Constituent Services

Date: 12/15/2014

Project Title: “reating & Documenting a standard process for City Council Constituent Services

Project Leader: Thomas Pom micr('_

Sponsor: ICM Ed Gonzalez

Department District offices, District H
mescription:EF
fTeam Member [Function ; % Time
[Thomas Pommier Policy Analyst ( J >
Jerry Peruchini [Chief of Staff (CNL) % s A
Marvin Callies Public Safety Supervisor (HAS) A7
Laura Thorp Director of Constituent Services (CNL)
(Carla Hulsey Deputy Chiel of Staff (CNL)
“ady Miller Council Aide (CNL)
Michelle Alcocer Council Aide (CNL) Wy W\_e_
Brenda Gareia Council Aide (CNL) /,? ﬂ_ﬁ ]

Problem Statement: X number of cases being reported per day and recorded at the l\'l.'l‘:\gl‘ rate of Y cases per
[day and within Z days of being reported, resulting in unreliable records, as well as delays
fin follow-ups.

[Case resolutions are communicated to Council Office within ... days, on average, resulting
fin unreliable data collection.

Mission Statement: [increase the average rate of case recording to X cases per day and decrease batching so
!Iul cases are recorded within 0 days of being reported, over the next # months (by

..), resulting i in reliable records and timely follow-ups.

]mp:o\c cumlm ation with City Departments so that case resolutions are

1 within 0 days, resulting in reliable data collection.

Fukdmlderl: District office, employces, City Departments, Council Member, constituents.
Project Scope
Process Start: [When a constituent calls or emails his/her District office to report an issue or cmnpl;ml

about delays in the resolution of an issue reported to 311,

[Or when a District H stalf member personally reports an issue to 311,

Process End: (When issue has been Ived amd said i has been I to confirm his/her
satisfact
{Or when issue has been resolved and constituents in the arca were made aware of the
office’s involvement in the resolution.

IIn Scope:

Out of Scope:




Voice of Customer (1/3)

- Interview -
with Council Member Ed Gonzalez

e The Council Member was identified as the sole
customer of Council Office’s Constituent
Services process.



Voice of Customer (2/3)

o Outputs identified:
— Number of cases/month (with yearly aggregate).
— Average speed of issue resolution.

— Possibility to break down aforementioned data
geographically and by department and/or issue-type.



Voice of Customer (3/3)

e Other requirements identified:

— Built-in time frame expectations and thresholds by
types of issue.

If the threshold is reached, the Chief of Staff must be
alerted.



Baseline Measurements

e No reliable data available — due to lack of
standard.

— Multiple record methods existed simultaneously.

— Batching happened both before creating tasks on
Asana (resulting in unreliable creation dates),

— and before generating letters (resulting in unreliable
completion dates).
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Constituent Services — Current State Process Map
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CITY OF HOUSTON
WORK INSTRUCTION

PurposE
The purpose of this procedure s instructions and for
11 Dealing with constiouent concerns (via phone, smai, o in person)
12 opriate Gty L
13 Recording consttuent cases

Netifying constituents of updites

45 Notying constituents of completion
score
This procedure applies to District M Constitent Services, from issue referral through issue resolution.
31
32 Project 3
a1
asans, togan shoukd
51 Constuent notfes CNL - District H of concern via phone, emal, or in person.
511 Constituent input Form.
s111 sownshon
5112 procedure.
512 amm
5121 soeenshon
5122 procesure
sz oy
521 seesnshon
522 mrocetur
53 oy notfes c
531 sceenshon
532 Promaue
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Standard Work (1/3)
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CITY OF HOUSTON
WORK INSTRUCTION

1.0 INSTRUCTIONS

Constituent Input Form, Asana, MyCityMap and Lagan should be open and ready to access at all times.

5.1 Constituent notifies CNL - District H of concern via phone, email, or in

5.1.1 Constituentinput Form

5.1.1.1 Screen shots 5.1.1.2 Procedure
> . Answer the phone (before the 3 tone):
“Helio, (or Good Morming, Good Afternoon)
Council Member Gonzalez' Office, this is [your name], how may | assist you?”
*  Let the constituent explain the issue first.
# Then tell the constituent you will need to fill out a form for them
) and that you will be asking them specific questions.
Open the email template - saved on your desktop - and fill out the form, as
follows:

sw

Start with the subject line.
Ask the constituent if the issue was reported to 311 and ask for the
Service Request number (SR#).
IF constituent did not report to 311:
o Ask constituent to call 311 and save form as Draft
(File/Save).
IF Constituent refuses:
o call311
IF constituent does not remember the SR#:
- Search case in Lagan, and retrieve SR#.
- Verify District (eForms/double-click on green band).
IF in District H: IF ot in Distri
- Continue procedure. - Refer constituent to the
appropriate Council office.
- Discard email and end
procedure.




Standard Work (2/3)
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CITY OF HOUSTON
WORK INSTRUC

TION

Search Asana using the address of concern (to avoid duplicates).

IF a completed task exists: IFan gpen task exists:
- Uncheck the box. - Verify the information and
- Change the SR# - in the title  give the constituent an
only! update (if applicable).
- Add a comment. - Add a comment and notify
- Notify the assignee (if  theassignee (if necessary).
necessary). - Discard the email and end
- Delete BCC field before procedure.
continuing procedure.
IF no task exists:
- Continue procedure.

Ask the constituent to provide you with the rest of the information
and finish filling out the form.
Fill out the due date by referring to the guidelines — saved on your
desktop.
If you are unsure, ask the Director of Constituent Services.
IF you are waiting for guidance from the Director of Constituent
Services:

o Save form as Draft (File/Save).
send to appropriate City Department Liaison.

O

CITY OF HOUSTON
WORK INSTRUCTION

512 Asana
5.1.2.1 Screen shots

5.1.2.2 Procedure

Since is blind copied (BCC) in th il, o taskis
- (———_______\—__— the email subject os the title and the email body as the description.
This taskcan be found under “My Tasks” in the “Constituent Coses” workspace.

* Move the case into the corresponding department project folder.

Look up the super neighborhood of the address of concern in My
City (Locate Address/Locate/lurisdiction Info),

ORinLagan,

AND tag the project accordingly.

Type the first letters only and select from dropdown menu
(otherwise you will create a duplicate tag).

Make the due date the same as what you sent in the emall (unless
you were given a prior date by the City Department Liaison).
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CITY OF HOUSTON

WORK INSTRUCTION

5.2 City Department Liaison gives an update
5.2.1 Screenshots 5.2.2
= T —— R

Procedure
Use the comment section to enter additional information or follow-
ups on the case
Attach any pictures or emails as needed.
Call the censtituent to keep him/her informed of the developments
(if applicable).
Change the due date (if applicable).
Never overpass the due date stated in the description (initial email
to the City Dpt. Liaison).
IF the case was not resolved by the due date stated in the
description, notify the Chief of Staff.

Standard Work (3/3)
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CITY OF HOUSTON

WORK INSTRUCTION

53  City Department Liaison notifies CNL - District H of completion

5.3.1 Screen Shots

53.2

Procedure

Once the case is resolved, call the constituent to make sure that
he/she is satisfied.

Move the task under the “Ready for Letter” section.

Write a letter to the constituent, using the template saved on your
desktop.

Print both the letter and the envelope and place them in the red
folder, in the Council Member’s box, for signature.

Move the task under the “Letter Pending” section.

Once the Council Member has signed the letter, scan the letter and
attach the scanned document to the task in Asana.

Seal the envelope and deposit it in the outgoing mail drawer, in the
lobby (reception).

Mark the task as complete.
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Due Date Guidelines

CNL - DISTRICT H
DUE DATES GUIDELINES FOR 311 SERVICE REQUEST
[Use thisindex to help you report an issue or problem to City Department Liaisons
or to entities outside the City) and request an answer by a certain date
- updated 3/24/2015
Department Issue Types Daysto
BARC
Dog bite / Animal attack 1
Live Animal inStorm Sewer 2
Stray dogs / animals 5
DON
Ap. Complex
Building Concern ina Multi-Family Habitation 180
ICode Violation Report for Multi-Family Housing with 3 or More Units 180
Landlord Violation ina Multi-Family Habitation 180
Unregulated Boarding House 180
Unsafe Boarding House 180
D_ﬂsroussuildinir
[Neighborhood Danger or Nuisance 180
Dangerous Building on Private Property 180
[Dangerous Building Openand Vacant 365
Building Code Violation 7
[Construction Code Violation 7
Violation of the Minimum Standards Housing Code for Single Family Buildings 180
[Trash related Concern
ISchedule Neighborhood Clean-up 10
[Dumpingin Ditches, Inletor Bayou 30
Heavy Trash Violation 30
|0ther Ce
Junk/Inoperable Vehice 180
INuisance on Property - Trash, Substances, Weeds 180
Remove graffiti on Private Residential or Commerdal Property 30
HPD
INeighborhood Safety
Report a Break-in 1
Report Disturbances 1
Report lllegal Activity 30
[Traffic
ISpeeding / Traffic Enforcement 30
[Truck Enforcement 30
] I(_Sylv‘xa.srumimv@HousmnPoﬁne.Or:)
Dumpingin Drainage System 30
Litter R | From /Media: 14
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Measurement System (1/3)

« A staff member has been assigned the following tasks:
— Regularly check Asana records.

— Produce a monthly report including:
 Number of tasks created during the month.
 Number of tasks completed during the month.

* Year to date aggregate.
» Average speed of completion.

13



Measurement System (2/3)

February Month to Date Tasks
April Month T:
u Cpen
u Cosed® mcpen
u Closed®
BARC DON PSR PWE SWM
BARC DON PER PWE SWM
*NOTE: Tasks close d denotestasksthat were closed inthe
month; it does nat necessrily mean that tasks were started *NOTE: Tasis ciosed de notestasis that were claged inthe
in this month. month: it Soe 3 Nt necesmely mean that tasks wete Ranted
in this month.
March Month to Date Tasks
0 TOTAL Tasks
25
25
70
20
&0
15 u Cpen
w 1 u Closed® so
10
7 7 40
uCpen
5
20 nclosed
e
20
*NOTE:T: osed inthe 10
manth: it dets At necesmely mean that s were Zanted
in this manth. 2
[}
BARC DON PER PWE SNM
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easurement System (3/3)

Greater Heights Washington Avenue
Population: 14,764 Coalition/MemoriaI Time to Complete Task from Call in Date to Letter Sent (March 30)
Populaion: 7,419
m BARC
e S Overall Time to Complete:
uPER s
wPRR Mean: 20.36 days
uPWE s Median: 20.5 days
uSWVM
-SVM BARC Time to Complete:
Mean: 21.8 days
Median: 19 days
Nonhs|dg[ Northline Independence Heights DONTime to Complete:
Populaion: 58,837 Populaion: 12,913
Mean: 21.3 days
mBARe BARC Median: 21 days
=DON =DON P&R Time to Complete:
mPER =P&R
i Ve Mean: 14.5 days
. - Median: 14.5 days
SNM mSWM
PWETime to Complete:
Mean: 19.16days
Median: 17.5 d
Northside Village Second Ward o i
Population: 26,789 Population: 13,469 SWM Time to Complete:
Mean; 21.46 days
" eaRe meaRe Median: 15 days
= DON mDON
uPER mP&R
" PWE =PWE
uSWM mSWM
Denver Harbor Eastex-Jensen
Populaion: 17,088 Populaion: 17,739
mBARC = BARC
mDON =DON
HP&R HPER
mPWE mPWE
ESWM SWM
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Future State Process Map

Constituent Services — Future State Process Map
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Recommendations
e

In view of the upcoming implementation of InFor
citywide, we recommend that Council offices
request the following functionalities:

— Direct access to case reports.

— A way for Council staff members to follow cases referred to them
without having to contact department liaisons and wait for their

ansSwers.

— A way to see who else is following the case to avoid duplication
of efforts.

— A way to extract reports.
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InFor (1/3)

Provides a great mechanism for entering work
orders.

Automated tracking of work orders
Follow up on work orders is simplified

Reporting is of a broad scope based on
departmental needs

Creates consistency throughout all districts.

City Of Houston owns INFOR currently using In
Houston Airport System.

18



INFOR (2/3)

Work Orders

© =

Work Matenals Equipment HAS Reports

Organization
Status:
Asset:

=)=y (=)&)

nts | Book Labor | Closing | Parts | Tools | Additional costs
My Open Work Orders - Work Order v || Contains - ﬁ
Tem'porarif Fix Promise
Work Order Date / Time Reported Description Tenant Charge Back A pment Description Status =
To Point

To Point Geographical
To Point Ref. Description
Trade

Trigger Event

Type

Type Code

Warranty

Work Address

Work Order

Work Package
esignature

eSignature Date N
eSignature Type

< >
Records: 0 of 0 [123]
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Infor EAM

INFOR (3/3)

Reports

Work Order: 99980 HOT**PROPERTIES/2ND FLOOR/NORTHWEST CORNER

()

e o ?

Matenals Equipment HAS Reportd

Organization: |AH

Status: Closed
Asset: IAH.BLDG.LS

List View SR ETI BTN | Comments | Book Labor I Closing | Parts | Tools Usage | Ad

All Work Orders Work Order | w | Contains v _— ﬁ
Work Order Date / Time Reported Description Asset Equipment Description -
99978 06/22/2012 14:50 LIQUID SPILL/PASSPORT CONTROL BY IAH.W190 Terminal FIS (W190)

BOOTH 53 ~
99975 06/22/2012 14:36 FIRE TROUBLE SIGNAL T/A NORTH IAH . W562 FIRE.SYST Terminal A W562.Fire Systems
99974 06/22/2012 14:32 Fire Trouble Signal T/C IAH W272 FIRE_SYST Terminal C. W272 Fire Systems
99973 06/22/2012 14:30 Test IAH AIRPORT IAH Airport (George Bush Airport)
99972 06/22/2012 14:27 door handle is brokne on door FIS #IA2.0418 LAH. W190 Terminal FIS (W190)
LOCATED NEAR RUBY'S DINER
99971 06/22/2012 14:25 door handle is brokne on door FIS #lA2.0418 IAH.W190 Terminal FIS (W190)
LOCATED NEAR RUBY'S DINER
99970 06/22/2012 14:20 LRR 144.3 PAPER TOWEL DISPENSER INOP 1AH.W290.144.3. RWOM Terminal D.W290.144.3 Restroom
Womens (By Break Room)
99969 06/22/2012 14:12 HOT**PDC AREA/2ND FLOOR/SOUTHEAST IAH.BLDG.LS.OWNED IAH.Building and Structure.LS.Owned
CORNER
99968 06/22/2012 14:09 Test IAH. AIRPORT IAH_Airport (George Bush Airport)
99967 06/22/2012 14:08 REMOVE BANNER FROM INBOUND JFK LANE |AH.ROAD.JFK.BLVD IAH.Road .JFK Bivd
99942 06/22/2012 13:11 Hang shelves, bullentin boards, and pictures in LIAH.E280 IAH E280.A&G Maintenance/Office (4500
new office Will Clayton Pkwy)
99939 06/22/2012 12:40 ASSIST TAG ELECTRIC/BASEMENT T/D IAH W290.ELEC.SYST Terminal D.W290.Electrical Systems
99938 06/22/2012 12:35 DOOR JAMS UNABLE TO CLOSE/SEE IAH W562 STRU.DOOR Terminal A W562 Structural Doors
DESCRIPTION v
< >

Records: 100 of 100+ [123]
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Control Plan
—

* InFor: We started discussing the early
iImplementation of InFor throughout Council
Offices with the Finance Department, as well as

with the other Council Offices.
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L esson Learned

e There Is opportunity for improvement in the way
that information is received and processed by
multiple city departments.

e Using one unified system with equal access to
data for all process participants would eliminate
redundancies and allow for faster flow of
iInformation.

« Elected offices should influence software/OS
decisions based on usabllity by not only their
offices, but also those responsible for process.
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Questions?
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