




















City of El Paso

Customer Service Call Center

Award for Staffing and Management

1



• Consolidate various call intake functions and phone numbers into 

one single central point of contact for non-emergency City services

• Eliminate unnecessary multiple phone contacts

•Enhance services thru expanded hours of operation

• Provide support to non-emergency 911 calls

Proposal for 311 Call Center

(Summer 2010)
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• Industry Trend

• Increase of non-emergency calls creating response problems

• Combined call intake function hampered by staffing shortages 

and excessive training required for new CAD system

• Hired temporary agency to support non-emergency calls

Combined 311/911 

Communications Center
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• Set up as contractual, turn key operations vs. in-house setup

• Allows more flexibility to staff up and down to accommodate work 

flow

• Eliminate overhead support for recruitment, training, etc (all 

included in contract)

• Allows for elimination of certain internal functions and reduces 

911 staffing demands

• Ability to expand for other services such as water utility, transit 

scheduling, etc.

Methodology
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RFP Responses

• Eighteen (18) bids received

• Nine (9) from local firms

• Top 5 scoring bidders included 1 local firm

• Top 5 scoring bidders made formal presentation to committee 

• Communications Division Management

• Human Resources

• City Manager’s Office

• 911 District Management
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Evaluation Criteria

• Employee Recruiting/Screening for only 311 Call Center Representatives

• Background checks to COEP standards

• Bilingual skills assessment

• Customer service skills assessment

• Account Management

• Supervision and support for 311 Call Center staff (payroll, benefits, etc)

• Develop On-going Training Program Based on City’s Requirements

• City services and operations

• Software and equipment

• 311 Call Center Monitoring, Tracking and Performance Measurement

• Establish Local Office

• Access for employees (recruiting, training, support services)
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Recommended Firm

Faneuil, Inc.

• Over 18 years call center management experience

• Diverse mix of private and government sector experience ranging from

• Transportation

• Aviation

• Workforce support

• Private automotive

• Cellular phone

• Consumer and electronic industries

• Experience in staffing and managing both client-owned and company-owned 

facilities and infrastructure

• National workforce of over 2,800 employees
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Highest Rated

• Conduct all hiring processes

• Recruiting, screening, testing, bilingual skills, background checks

• Staff a mix of workforce necessary to support changes in call volume

• Full time and part time schedules to support peak and low times

• Incentives for working critical demand periods/holidays

• Implement on-going training program – Train- the-Trainer

• City will provide 1 training to Faneuil; they will customize and develop 

ongoing method and pipeline of ready-to-work staff

• Call volume tracking, monitoring and performance management

• Account management including supervision and staff support (payroll, 

benefits, discipline, etc)

• Willing to hire existing temporary employees (already trained in most areas)

• Downtown office providing for easy access for employees 8



• Annual contract value of $2.5 million

• Estimated annual expense of $1.8 million 

• Average of 50 Customer Service Representatives

• 50 FTEs (mix of full and part time)

• Projected growth based on historical call volume

• Includes Administrative Support (Lead CSRs, Supervisors, 

Account Manager)

• Difference of $700K allows for growth, additional departments

• Sun Metro transit scheduling

• After-hours water utility services

• Others

Base Contract Value
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Options
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Service Level Annual Cost

1,830,000$      

•
Complete turnkey of staffing and management for non-

emergency and 311 Customer Service Call Center

7am-11pm, 

all week

• Includes 50 FTE Customer Service Representatives

•
Includes administrative overhead (recruiting, training, 

management)

2,815,732$      

• Setup as in-house operations
7am-11pm, 

all week

• Includes 50 Public Safety Call Takers 2,666,687$               

•
Includes in-house management staff (HR, Payroll, 

Supervisors, Training, Management, Indirect)
149,045$                  

4,431,573$      

•
Existing staff will revert to answering 911 and non-

emergency calls and will require temporary contract 

support

7am-11pm, 

all week
4,082,528$               

•
Includes in-house management staff (HR, Payroll, 

Supervisors, Training, Management, Indirect)
149,045$                  

• Status quo customer service in other City departments M-Th, 7a-6p 200,000$                  

OPTION 2: DO NOT AWARD CONTRACT

OPTION 1: AWARD CONTRACT

OPTION 3: DO NOTHING



Savings
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Savings

Holding positions vacant and avoid 

overtime expense (606,928)$              

Savings Telecom and capital equipment (96,873)$                

Savings Avoid expense of existing contract (236,075)$              

Cost New contract 611,936$               

(327,940)$              

Savings Holding positions vacant (926,458)$              

FY2011 Savings (5 months)

FY2012 Additional Savings 



Budgeted Staff

Public Safety Communicators 49

Dispatchers 69

Supervisors 16

Admin/Management 6

Public Safety Communicators 

(vacancies) 20 Holding vacant / reduction in FY12

Other 2

Total 162

Existing Vendor 20

Opportunity for other 
reductions based on 
actual implementation 

impact.
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• Enhanced Customer Service (7 day/16 hour operation vs. 8/5 or 4/10 access)

• Better 911 response - Public Safety Communications can divert 

non-emergency calls and focus solely on emergencies

• Public has easy to use point of contact vs. having to look up various 

City departments

• Stabilize 911 staffing, adjust scheduling and reduce overtime

• Better metrics to monitor trends, problems and service demands

• More service for less cost

• Lays groundwork for other possible changes and savings

Benefits
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Questions / Comments
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