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Presentation Goals

 Define 3-1-1 and the available 
options

 Outline the potential benefits 
of a 3-1-1 System

 Define a process for evaluating 
system options

Presenter
Presentation Notes
Chairman, members of the MAG Management Committee.  Today I am going to provide a brief overview of 311, talk about one proposed implementation and its benefits and a process for pursuing an implementation.
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Manned call center tries to resolve issues 
or answer questions with minimal 
transfers

Callers are transferred to a secondary 
routing system or central operator who 
can complete the connection to the 
correct location

Callers receive a recorded message 
referring them to a web site or external 
phone number

3-1-1

Reserved for non-emergency and
municipal services
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Presenter
Presentation Notes
MAG was contacted by Tempe who indicated they had been in meetings with the County about putting the 311 number, currently provisioned through Qwest via Maricopa County, into use.  MAG was subsequently invited to a meeting of interested agencies who wanted to bring the issue to MAG to discuss possible avenues to share costs and create a coordinated effort.  There are a number of possible ways to implement such a system.  311 is a number reserved by the FCC for non-emergency and municipal services. Preliminary discussions have envisioned a system with a simple Interactive Voice Recognition service that will allow callers to be redirected to the appropriate agency by indicating the agency they wish to contact. This is a step below the sports car which is a manned call center with every phone call answered by a live person who tries to directly resolve the issue.  This is really a distributed systems approach in the mode of our 911 system with each agency deciding how they will handle transferred calls.  Agencies could set up a call center of their own, like Tempe, direct calls to a central operator or a second level routing system or simply opt not to participate.  Those who do not participate  would still get the Vespa and be able to refer users to the web via recorded message.
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Benefits

 Citizen experience
 Efficiencies
 Potential reductions in 9-1-1 call 

volume
Reductions in First Year Call Volume* (Your results may vary)

*Source: Motorola, City websites
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Baltimore 42%

Chicago 15%

Austin 33%

Houston 35%

Buffalo 42%

Presenter
Presentation Notes
311 systems are typically used to improve citizen access, handle calls more efficiently and reduce the number of calls that go to 911.  I have some examples of reductions in call volume, but of course each agency will need to evaluate their possible reduction based on how calls are actually handled.
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3-1-1 Evaluation Process

3-1-1 Business Plan 
Committee

 Type of System
 Review Funding Options
 Participation by 911 

Oversight Team 
Representative

Technology Advisory Group
 Use existing MAG 

Committee
 Recommends 

appropriate technologies 
to Business Plan 
Committee

 Participation by Public 
Safety Answering Point 
Managers Group
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Presenter
Presentation Notes
The Management Committee approved  the creation of a 311 Business Plan Committee to evaluate the potential system and funding options.  The County has done some research on potential implementation and costs and could provide a starting point for additional research and analysis.  The existing Technology Advisory Group will be available to provide evaluations and recommendations for appropriate technologies as required.   A challenge in the past has been coordination of efforts with the 911 community.  To address those concerns and ensure good coordination, a representative of the 911 Oversight Team will serve on the Business Plan Committee and a representative of the PSAP Managers Group on the Technology Advisory Group for 311 issues.  If the Management Committee chooses to form the Business Plan Committee, MAG  has sent a memorandum requesting interested agencies to identify a representative.
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Questions?

Audrey Skidmore
Information Technology Manager

Maricopa Association of Governments
askidmore@azmag.gov
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