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Phoenix Customer Contact Model 

• Decentralized Customer 
Service/Information 

• Tools on Employee Desktop 
• In home/business information 
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Phoenix.gov 

What the on-line 
customer sees 
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Where to Call? 

190 Unique Phone Numbers 
In Seamless Service 

On line and mailed 
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Employee Desktop 
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Current Volume and Staffing 

Non-police, Non-emergency 
  

• 200,000 calls/month  
• 2,400,000 calls per year  
• 236 Operators 

 
 
 
Police Non-emergency 
 

• 80,000 calls/month 
• 960,000 calls per year 
• 245 Operators (also take 911) 
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Impacted Departments 

90% of Calls go to 
12 Phone Numbers in 

11 Departments 

Water Services 

Municipal Court

Public Works

Planning & Development 

Information Technology Services 

Police

Neighborhood Services 

Library

Housing

Human Services 



City of Phoenix - Existing Customer Contact System 

Current Departmental Practice 

Each department has separate 
procedures, and processes 

 

Public Works – Solid Waste 

ITS – Switchboard 
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Misplaced Calls 

Departments with phone numbers on 
bills receive high volumes of calls 
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Citizens may have difficulty determining what 
number to call to access city services.  

The Problem 
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