












“Delivering Outstanding Services” 

City of El Paso Customer Service 
Call Center 

Goal 5: Strategy 5.2 and 5.3 

Goal 6: Strategy 6.5 
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“Delivering Outstanding Services” 

Purpose 

• Centralize incoming calls for information and 
City services 

 

• Allow for improved customer service to 
citizens 

 

• Allow for call and case tracking  
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“Delivering Outstanding Services” 

Stakeholders 

• Citizens 

• Multiple City Entities 
– City Hall 

– PD 

– Environmental Services 

– Code Compliance 

– Streets/Transportation 

– Health 

– Animal Control 

– Fire 

• 911 District (facilities, phone systems and 
data) 
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“Delivering Outstanding Services” 

Current Vendor 

• Faneuil  

  

• Original contract from March 1, 2011 to 
February 28, 2013 

 

• 2 year extension period, ending in March 2015 

 

• Currently under Month to Month option 
pending contract award in August 
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“Delivering Outstanding Services” 

Current Operation 
• 34 Full-time/ 5 Part-time employees 

– Current Wages: 
• Customer Serv. Rep $15.27/hr 

• Lead Customer Serv. Rep $17.06/hr 

• Supervisor/Trainer $19.60/hr 

 

• Supported by the General Fund and Environmental 
Service Fee (FY16 estimated $1.49 million) 
– Fire 68 %   

– ESD 32% 
• FY12 Actual:  $1,123,474 

• FY13 Actual: $1,173,168 

• FY14 Actual:  $1,258,233 

• FY15 - July:  $1,191,683   
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“Delivering Outstanding Services” 

Call Processing 

• Accela  and City Works  as 
documentation/service request tools 

  

• Calls are tracked and analyzed by Department/ 
District 

 

• PD/Fire Non-emergency calls 
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“Delivering Outstanding Services” 

User Entity by % of call volume 

Grafitti, 0 

Environmental, 20 

Health, 1 

PD NonEm, 46 

Fire NonEm, 3 

Animal Control, 8 

311, 14 

City Hall, 3 
Code, 4 

Streets
, 1 

% of Call Volume 
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“Delivering Outstanding Services” 

Solicitation Results 

• Finalized RFP process 

• DataMark Highest Rated Vendor 

– Local Vendor with 25yr Industry Experience 

– Clients: Transportation, Financial Svc, Healthcare 
• FedEx Ground  Young America 

• Excentus  American Express 

• Credit One  United Healthcare 

• ABF Freight  R&L Carriers 

• 3 year Contract with 3, one year extension option 
– Annual Cost Estimate $1.49 million 

– 3 Year Term Estimate $4.49 million 
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“Delivering Outstanding Services” 

On-Boarding  

30 Day Implementation Plan 
• On-Site Assessment 

 

• Train the Trainer 

 

• Re-Badging Existing Employees 

 

• Re-Assigning and Hiring to fill gaps 

 

• New Agent Training  

 

• Process Stabilization 
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“Delivering Outstanding Services” 

Questions? 
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