
Citizen Relationship Management 

(CRM) Service Request System



Background

 Previous CRM software developed by IGS

 CDA Divisions and General Category

 No ability to download additional information

 No ability to auto-assign to responsible parties

 No ability to track and monitor request status

 Inability for residence to track request status



New CRM Wish List
 How do we improve transparency and accountability?

 Improved access through website and mobile devices

 Easy to use employee/resident reporting and monitoring

 Ability to provide additional information

 Auto-assign tasks to responsible departments / parties

 Robust tracking, alerting, and reporting abilities

 Scalable

 Reasonable Cost



2016
 Selection of Accela’s ‘Public Stuff’ 

 Annual product cost of $15,000 (enterprise)

 July 25, 2016 DPW ‘goes live’ with a soft launch

 Integration of other CDA Departments and Divisions

 Agriculture, Code Compliance, Environmental Health, Solid 

Waste, Transit, Wastewater

 Other Countywide Departments

 General (catchall for all other county requests)

 Available for expansion at any time



2017
 Official Branding of ‘Ask Nevada County’

 Mobile Apps Available – May 16, 2017

 Official Launch – August 2017



Submitted Request

 Internal website (phone calls and emails)

 External website

 Mobile platform (Android and iPhone)



Internal Website Submittal



External Website Submittal

 Integrated into new website design



Mobile App Submittal 

 Available on both iPhone and Android Devices



 Available on both iPhone and Android Devices

Mobile App Submittal 



Reports and Data

 Wide Variety of Data Available:

 Performance 

 Overdue Requests

 Request types

 Manage and Add Users

 Manage Request Types (scalability)



Total Requests by Type

 1,142 requests since July 2016

 93% of all requests are for Road Maintenance



Completed Requests By Person

Nevada City

Penn Valley

Alta Sierra / LOP

North San Juan

East County and Road Districts 



Requests By Month



Near Due or Overdue Request



Request Interface Since September



Summary
 New online and mobile CRM system 

 Improved transparency and accountability

 Engage with their local government

 Gain insights into community issues

 Monitor how the county is working to resolve their 

problems

 Track and monitor performance



 IGS (Steve Monaghan, Diana Carolan, 

Cynthia Soskza, Tom Narramore, Sebastian 

Roberts, Mark Brady, and others)

 Information System Steering Board (ISSB) 

 Accela (Public Stuff) Staff

 Taylor Wolfe (CEO’s Office)

 Department and Division Heads and Staff

 Roads Administration Staff

 Road Maintenance Crew 

Thank You



End of Presentation


