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Switchboard History 

Was a 24hr service until April 2010 when it was 
reduced to 8am -5pm Monday – Friday 
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Switchboard Decommission 
Business Case 

• Efficiency Reduction in FY 13/14 Budget 
• 3 FTE answer ~240 calls/day, M-F, 8a-5p 
• Replace with Interactive Voice Response 

(IVR) System saving ~$250K annually  
• Top 10 call types account for 80% of volume; 

these are on the IVR 
• Opt-out callers transfer to PW-Solid Waste 

contact center, PIO and CMO 
• IVR Live September 9 
• Full Transition September 30 

 



4 

          Call Volume Data  
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Avg. call volume by hour 
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Switchboard Service Levels 

Note 



7 

Calls Categorized by call type 
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Categorized by call type v2 

Officers 
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This IVR went LIVE 
April 2010 

Avg. 900 calls per 
month to 8/2013 

Call volume now: 
Sep 2013 = 1,026 
Oct 2013 = 1,156 
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Spanish “9” 

Live Agent “5” 

Our estimated 
call volumes 
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Go Live – Tier 1 Results 

Spanish 
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Go Live – Tier 2 Results 
Solid Waste Agents 
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Go Live – Tier 2 Results 
PIO / CMO Agents 
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Results vs. Estimates 

System Estimated 
Weekly Call 
Volume 

Actual 
Results 

% of calls 
going to 
Live 
Operator 

ACD “Live” 385 138 9% 

91% reduction in calls redirected by LIVE agent. 

No complaints from citizens so far. 
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Questions 
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