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Addison, Tierra

&

A Customer Service Representative Using over 2,000 Guides/Knowledge
answers the phone and provides a Base articles an interview is conducted.
one-on-one personal service. The customer’s responses to the

They acknowledge the customer’s interview determines how the service
concerns and answer questions. request is routed and the information

given to the customer.

Once the service request is created in
the system it is routed to the
responsible division to act and follow-

up.
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Q&A

Ql - What kind of accountability/folloW—up is there?
AL - The divisions are accountable for the service requests and follow-up. The customer service representative
documents the inquiry within the Mylax System. The system routes the request to the designated division. There are

many reports within the Mylax system enabling divisions to monitor performance. Divisions are to report, on a weekly
basis, their past due service requests in their Situational Report.

Qz-When an issue remains open for a long time, who follows up on it?

AZ - When an issue remains open for a long period of time, it will appear in the division’s past due log.

Q3-Is there a mechanism to elevate to supervisors or make priority?

A3 - Yes, each service request can be escalated within the system up to 4 times. Emails are sent to the escalation

path established in the system, directed by the divisions. Additionally, a call can be escalated to a 630-CITY
supervisor. The 630-CITY supervisors works with the designated point of contact and follows up with the customer.



Q&A

Q4 - Do you circle back with those who place a concern?

A4 -The system was designed to send updates to customers via email. Our understanding is the person responsible
for the escalation follows up with the customers. When a 630-CITY leader works an escalated service request, they

follow-up with the customer as well as document information within the system.
Q5- How do constituents know when issues have been handled?

A5 - The customer receives an email when the service request has been updated or closed. They can also go online
to myjax.custhelp.com and view the status of their service request.

Qﬁ-ls there a mechanism to elevate to supervisors or make priority?

A6 - Yes, each service request can be escalated within the system up to 4 times. Emails are sent to the escalation

path established in the system, directed by the divisions. Additionally, a call can be escalated to a 630-CITY
supervisor. The 630-CITY supervisors works with the designated point of contact and follows up with the customer.
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