MEMORANDUM

To: Mayor and Members of the City Council

From: Rich Olson, City Manager
Suzanne Tungate, Finance Director

Date: October 9, 2017

Re: Update/Discussion — Customer Service Division - TASCO Call Center

BACKGROUND:

During the Utility Billing Update discussion at the August 28, 2017 Regular Meeting, City
Council instructed staff to revisit our approach to customer service holistically. Among
the items suggested for review are the customer service telephone system, the
Customer Service Policy & Procedures handbook, staffing levels and service delivery. In
keeping with this directive, City staff researched and identified one firm, Telemessaging
Services, Inc. d/b/a TASCO Message Centers that operates a messaging and call center,
serving as a repository for incoming calls and messages to clients. The recommendation
was approved and engaged; and TASCO has been accepting forwarded phone calls and
supplying information for calls to be returned by City staff.

ANALYSIS:

Since being implemented on September 18, 2017, TASCO has received 285 calls at the
call center and has provided information allowing City staff to return calls. Two
additional part-time Customer Service representatives work from 5-8 p.m., Monday
through Thursday, specifically for the purpose of returning calls received by TASCO. As
of October 5, 2017, all calls have been returned. The total humber of calls received by
the City during this same time period was 4,718.

STAFF RECOMMENDATION:

For information only.
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