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Call Center Launch 
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•Located at 911 District to leverage existing 

infrastructure and telephony 

• Integrates with 911 dispatch and OEM 

• Started answering non-emergency calls 2011 

• Faneuil Inc. hired to provide staffing, training and 

management services 

• Started with one, now seven lines being supported by 

call center 

 



Call Center Services 
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Department Phone Number Average Monthly 

Call Volume 

Police Non-Emergency 832-4400 21,360 

Fire Non-Emergency 832-4439 909 

Animal Control 842-1000 3,342 

City Hall 541-4000 6,238 

Code Compliance 599-6290 1,948 

Department of Transportation 621-6750 623 

Graffiti 621-6789 273 

Environmental Services 621-6700 9,026 

TOTAL 35,841 



Call Volume Since 2011 
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Successes 
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• Call center answers a high volume of calls for various 

departments 

• Seamless process for citizens to obtain information or 

address complaints 

• Provide service from 7:00 am – 11:00 pm 7 days a week 

• Continuous service during holiday closures 



Areas Addressed 

• Emphasized use of Outlook Directory for inter-agency calls  

• Ended use of 541-4000 as receptionist 

 

• Learning curve, adapting to large organization  

• Name recognition of elected officials, executives and 

department heads 

• Routing Accela Service Requests to proper departments 

 

• Continuous training reinforced 
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3-1-1 Service 

• 311 is a dedicated abbreviated dialing code regulated by the 

Public Utility Commission 

• Specific for non-emergency and city services and programs 

• Only one local provider – AT&T 

• Tariffs regulated by the PUC ($0.05 per incoming 311 call) 

• Calls are free to customer 

• 311 also accessible via other telecom providers (Time 

Warner, Vonage) 
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3-1-1 Service Fees 
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Year 1 Year 2 Year 3 Year 4 Year5 Year 6 Total 

Service Installation 

(one-time charge) 

$7,185 

Monthly service 

charges 

$32,340 $32,340 $32,340 $32,340 $32,340 $32,340 

Per call usage     

(40K calls/month) 

$24,000 $24,000 $24,000 $24,000 $24,000 $24,000 

TOTAL $63,525 $56,340 $56,340 $56,340 $56,340 $56,340 $345,225 

Per every 5,000 increase in call volume = $250 increase in expense 



Telcom Costs 
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Department Phone Number Annual Telecom 

Costs  

Animal Control 842-1000 $3,200 

City Hall 541-4000 $12,500 

Code Compliance 599-6290 $1,200 

Department of Transportation 621-6750 $19,000 

Environmental Services 621-6700 $22,000 

TOTAL $57,900 

• Goal is to eliminate individual lines  

• 311 call volume increases / individual line volume decreases 

• Telecom costs wash each other out 



• Easy to remember phone number – “311” 

• 311 is available 24/7 

• Call center is 7am-11 pm daily 

• After 11pm, calls would reach dispatch 

• Better 911 response  

• Public Safety Communications divert non-emergency 

calls and focus solely on emergencies 

• AT&T staff on-site at call center 

Benefits 
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• AT&T will notify PUC of City’s intent to provide 311 service 

• Only one entity can provide this service per region  

 

• Move call center into new built out space at 911 District 

• From training room to 2nd floor 

 

• Faneuil will continue to monitor call volume and tracking 

• Continuous hiring/training of call takers 

 

• AT&T Mobility and other wireless provider access 

Next Steps Running Concurrently 
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City Services & 
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Public Education 
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Burning Question? 

311 
Burning Building? 

911 

Garbage Pickup? 

311 
Armed Stickup? 

911 

I want to recycle. 

311 
I want to confess. 

911 

Minor Annoyance 

311 
Major Emergency 

911 



Questions / Comments 
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