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ICON KEY

Symbol Meaning

&  Box Inbox
’p Service requests

Wrench
~I— Community Issues

Scales

Constituents

B Person

Organizations
— Pillars

vl Pending Tasks
! Check box

4}3 Settings, contact info, preferences, response templates
Clock wheels
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ANSWERING AN INQUIRY FROM SERVICE REQUEST:

1. Click on wrench in top left corner, then click on “Assigned To Me”

H SERVICE REQUESTS x

,(, My Team

Assigned To Me
N

2. Select the service request and go to the conversation tab.

4 Request for street sweeping signs at end of Ridgewood © Request Recedve
SR 8, Cict 300k at 4:09 P
Croaiwim Tareicz I Cerveations

TITLE

3. Click on the arrow on the far right of the message you want to reply to.

-

4. Aninquiry requires action from DPW, create a service request (for instructions on how to create a service

request see “Service Request”).

] 4—

E Send an email to bernsrBBEgmail.com
Change contact methad

B I u = % E =

% Add Arachment

m Rply anad dachiva Insars semplata... =

5. Toinsert an automated response, hit the “Insert template” drop-down menu at the lower right corner of
the respond message. Select the desired template from the list to insert in the response box. Hit reply to

send message.
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Q
Department of Public Works Templates
Graffit (private property)
Graffit (public property)
Tree Trimming/Pruning
Hlegsl Dumping
Trea Pianting Request
Sidewalk Repeir - Low Income
SRP Pre-Construction Inspection Template
SRP Next-Stape Reminder
SRP City signed agreement
SRP Finel Notice
Private Tree Removal Letter
llega! Dumping (near apartment compiex)

Street Tree Removal Letter

2 Add Antachment

ADDING NOTE TO CONVERSATION:

e Notes are added to service request or inquiry messages to update others on CP Connect about the
inquiry.

* Respond CJ add Staff Note

3]
i
i

B I U =2 % [0

If you are in the process of researching an answer, add it in the notes to update others on the DPW Team.
It’s also helpful to add if you have emailed another staff member requesting a response for the resident.

Jason Madayag added & note on Dec th at 5:22 AM:

Ermnailed Aaron Tubbs
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EXPORTING CONVERSATION:

1. Inquiries may be exported into a pdf if you need the conversation in a file. To export click on “Other
Actions” drop down menu, select “Export Conversation,” a pdf of the conversation will pop up.

Richard Bernstein
CT-0103405 ariment of Public Works # Add Tag * % Follow Other Actions =

181h at 03 PM

Create Task

Change

Conversation Tasks Team/d=signes

Change Privacy m

Archive

‘I Export Conversation I
* | Staff email sent on Dec 19th at 10:61 AM:
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TRANSFERRING CONVERSATIONS:

There will be times when a constituent’s request belongs to another department. When this occurs you will need
to transfer the conversation to another department. There will be no need to create a service request unless this
case also involves DPW.

1. While on the conversation. Click the pencil icon and a new menu will appear.

We found 4 conversations.

® Linda Garb £&43 Geremy Cohen

Nallely Manriques sS1 CT0 9 « Department of Public Wor

Last ¢ y on Jan 22nd at 3:42 PM
Depanment of Public Works
Jan 22nd at 6:58 PM
Conversation
W AULOITIHEU IMESSaye

@ Geremy Cohen £41 10 Geremy Cohen ¢

Department of Public Works s

Jon 22nd at 3:42 PM Message from City of San Rafael (CT-0105029)

® Jeffrey Wilson &En Thank you for your message. We value your input and strive to 1
John Shindelus s 2

Thomas Wong
Nallely Manriques

Christine Foster Department of Public Works
e 01 City of San Rafael

@ Jennifer Mitchell-Basilio B35
Mark Wright S1
Talia Smith + # Respond [J Add Staff Note
Nallely Manriques
Depanment of Public Works
Jan 17th at 5:26 PM 03

9 Send an email 1o geremy.cohenégmail.com
Change contact method

2. Choose the appropriate team that should own the conversation and, if known, you may also choose the
appropriate staff member, or you may leave it blank. Then click save.

Change Team/Assignee x

Which team owns this conversation?

i Department of Public Works + —

Who is assigned to this conversation?

Select user... - —
| Q) J—
Cance R—
Start typing to search...
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CREATING SERVICE REQUESTS:

EXTERNALLY (FROM A RESIDENT WRITING IN):

Below is a service request table to guide you in knowing who to assign service requests to. There are 7 division
tags: Admin, Engineering, Garage , Parks, Streets, Traffic, ,and DPW non-division.

When creating a service request for the Facility Division, you will need to change the assigned team to “Facilities.”

1. To create a new service request, click the "add to service request" button.

I & Add to Service Request I L& Add to Community lssue

estimate time side walk repair program for those in Terra Linda? We were told our side walk would be repaired between August to October.

t 30th at 3:42 PM:

walk repair program

@rragon Dr
afeel, CA 94903

2. Title the service request in the following format: address/location of service request — followed by
service needed (i.e. 111 Morphew St — graffiti on building door).

3. If you do not wish to tie the current communication to an existing service request and you simply wish to
create a new request, start typing the new title, you'll see an option for "add 'blah blah blah' as a new
service request”, select this option. Note: If you do not see this option it may be because there are many

service requests with the same title. Simply scroll down to the end of the list and you will see “Add “....." as
a new service request.”

4 Add to service reguest x

Select a service request =

What a silly design flaw] Q

Add "What a silly design flaw!” as a new service reguest...

Comment

Contact Public Works form submission
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4.

5.

3.

Assign to staff member — use Service Request Guide for guidance

L Select service request type

)  Assigned Staff Member

Sclect usar., =

= Request | |

=

ga Q

Omar Garcia (Facilities Supervicor - Facilities)

— Gabe Dias (Street Maintenance Supervisor - Department of Public Works)
Marlena Gallegos (Administrative Assistant Il - Community Development)

Laraine Gittens (Legal Assistant - City Attorney)

Am e mmrmeim Thhess

Click “save” to submit service request

& Creae Service Reguest *

Tide
™ Morphew St -- graffiti on building door
Description
Contact Public Works form submission
et
£ Select service request type

) Assign to staff member

ance! —

After service request has been submitted add appropriate division tag to service request. Division tags are
used to generate monthly reports for DPW.
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A~ Intersection Deer Park Ave and Higland Ave - Requesting Yield Signs

& Reguest Received

5 e 9 Has Location
ic 5
— CID €25
averdew T ) converzation B
-
TITLE #

Intersection Deer Park dve end Higland Ave — Regquesting Yield Signs
4. Once the service request has been created you and the assigned staff member will automatically be
named followers. To add additional followers, click the “+Add Follower” icon located on the lower left side

of the service request.

FOLLOWER] + Acd Follower | ¢—

= Lauren Davini (Department of
Public Works)

= Kathryn Nelson (Department of
Public Works)

INTERNALLY (FROM AN EMAIL OR PHONE CALL)

1. Click on the “Create” tab, and then on the drop-down menu, click on “Service Request”.

e Connect  Create«

all conversations which belong to my team, are not archived

14 conversations. @ View Map

r Dear Thomas, Thank you so much for

L Community lssue wong there, Yours,Marilyn On Monday, July i

Assigned To Me

Unassigned & Taek it of Public Works wirot
04 AM
Followed
& Constituent
Everything & Organization derry Hi Glenn, We can come grab the car t
. s that works. Thanks, Ryan Montes Sho
Archived

Department of Public Works
Jul 9tn at 7:24 AM

@ E.l Levy

Department of Public Works
Jul 8th at 8:48 PM

& richard hlarkman

a PD VEHICLE REPAIR

| drove by today and there is still evide
something soon. Take care.
<publicworks@mail.con

1 anran The stan sinn is inl Thank w
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2.

A box will pop up. Under “Requestor”, type in their name or phone number (phone number is usually
easier). If they have written a request before, their contact information will come up. Click on it. If they
have not, add them by typing in their name, scrolling to the bottom of the drop-down menu, and clicking

on “Add as a new constituent”. Another form will pop-up; fill it out accordingly. If they are adamant
on remaining anonymous, type in “Anonymous Constituent”.
# Create Service Request x £ Create Service Request

Requester Requester

Click to select a constituent... =
First Name

[Mani

Mani| Q)

© Middle Name

Last Name
Lizzi Kitaen
C-1013100

B4 lizzi@hoffmaninstitute.org

. (415) 816-4500 Q@ suffix

9 1299 4th St F1 6, San Rafael CA 94901-3040 E: © Date of birth
Phone Number

Shar Zamani

C-1022266

E4 shahlazt@hotmail.com
Phone Number Extension

Deb Bethany
C-1024003

b4 deb@hoffmaninstitute.org Email Address
Add "Mani" as a new constituent...

T Select service request type

Cancel Add New Constituent
cance!

Title the service request in the following format: address of service request — followed by service needed

(i.e. 111 Morphew St — graffiti on building door). Type in any additional or detailed information in the
“Description” box.

m— [
m— [

Assign to staff member by clicking on the “Select user” drop-down menu — use Service Request Guide for

guidance.
Assigned Staff Member

Select user.. «

Start typing to search...

£+ Select service request type

Cance'
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5. Click “Save” to submit service request.

# Create Service Request

Titla

M Morphaw 5t -- graffiti on building door

Description

Contact Public Works form submission

£ Select service request type

) Assign to staff member

Cancel + Save

6. After service request has been submitted, you will be taken to this screen. Add appropriate division tag to
service request. Division tags are used to generate monthly reports for DPW. Add any additional tags
describing the service request (e.g. stop sign request, pothole, vegetation, etc.)

Create ¥

Recently Viewed ¥

Quick Reference ¥ Iman Kayani

e SERVICE REQUESTS x

My Team >
Assigned To Me
Unassigned

Followed

Everything

Archived

We found 399 service requests.

/& PD Vehicle 273-20190708-Needs Service
SR-0082981, Jul 9th at 7:19 AM
Department of Public Works

/& 353 Hyacinth - possible sinkhole, wants
DPW to take a look
SR-0082968, Jul 8th at 2:28 PM
Department of Public Works

/& Pothole on Professional Center Parkway
SR-0082966, Jul Bth at 2:10 PM
Department of Public Works

& Coleman and Fair Dr Intersection -
Vegetation Removal
SR-0082949, Jul 8th at 11:40 AM
Department of Public Works

/& Non-PD Vehicle 8203 20190708 - Dead
Battery
SR-0082926, Jul 8th at 8:26 AM
Department of Public Works

4 Lincoln and Hammondale - Traffic Signal
Timing
SR-0082924, Jul Bth 3t 8:22 AM
Department of Public Works

& Maria B Freitas old boat park - Vegetation
SR-0082923, Jul Bth at 8118 AM
Department of Public Works

4 PD Vehicle 232-20190708-LHeadlight,
Turn Sig, TPS Fault.
SR-0082914, Jul 8th at 6:48 AM
Department of Public Works

/& PD Vehicle 236-20190708-Trans Issue
SR-0082913, Jul 8th a1 6:16 AM
Department of Public Works

CECTOC TR Toke Action ~ Add Tag = % Foliow

& 353 Hyacinth - possible sinkhole, wants DPW to take a look

SR-0082968, Jul Bth at 2:28 PM
Department of Public Works &

STREETS DVISION

Overview
o
- e
-* LasiG
_ iyt
Sroce Paik
F
PR 2
LOCATION TERRA Lut
ot T
ioe s Sy,
<
&
£
Terra Linda
[naptod L)

LOCATIONS + Add Location

No locations have been added yet.

CONSTITUENT LOCATIONS

LOCATION

353 Hyacinth Way
San Rafael CA 94903-2401

FOLLOWERS + Add Follower

g Mark Wrignt (Department of
Public Works)

g Talia Smith (Department of Public

X Close

B Archive

@ Request Received

Conversation

Tasks €3

TITLE &
353 H th - possible sinkhole, wants DPW to take a look
STATUS (£ Visit Public Page

Request Received

REQUESTED BY
& Sean Organ

ASSIGNED STAFF MEMBER ¢
[& John Shindelus (Department of Public Works)

DESCRIFTION #
Homeowner called - worried about possible sinkhole in street adjacent to curb and gutter. Says curb and
sidewalk are caving into space. Resident would to know if there is a sinkhole and what next steps are -
wants to meet DPW staff out there when they take a l0ok. Please call him at 415-307-8003 when you think
'you might be able to go out there — he would like it to be sometime this week

ATTACHMENTS & Upload

No files have been attached yet.

STAFF NOTES + Add Note

No staff notes have been added yet.
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7. Toenter a location, click on “Add Location”. A screen will pop up and you can type in the address.
Alternatively, you can click on the Map to select a location from there (this is helpful when referencing

intersections).

— Edit Location

P N Street Address
Change Status v Take Action ¥ + a
| Santa Venetia |
- 1 Wounisin Open
4 353 Hyacinth - possible sinkhole, we R P SpecoBieagiee
SR-0082968, Jul Bth at 2:28 PM A v A Street Address 2 (Apt., Ste., Unit, etc.)
larry A Barbier
Department of Public Works ¢ Mematial Park
e
o < =
=z Coordinates Label
2oy o No coordinates to display. :
2y San Rafael £ Location
= ul=sd
3
&
& § Sra 5
o o 3

&
5
o

o ¥

(O)irapbox (i B

[}
Click anywhere on the map to change pin location.
CONSTITUENT LOCATIONS
Cancel Save Location

LocaTioN

353 Hyacinth Way
San Rafael CA 94903-2401

8. Once the service request has been created you and the assigned staff member will automatically be
named followers. To add additional followers, click the “+Add Follower” icon located on the lower left side

of the service request.

FOLLOWER] + Acd Follower | —

o= Lauren Davini (Department of
Public Works)

= Kathryn Neison (Department of
Public Works)
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ADDING STAFF NOTE TO SERVICE REQUEST:

Note: This is different than adding a note to a Conversation (as shown above). Staff notes is a useful tool to inform
everyone on the case. Any staff notes that are written will be sent to the assigned staff member, as well as, the
followers.

1. Click add note

STAFF NOTES + Add Note

2. A new window will open. Type any information that you would like to share with everyone on the case.
3. Once finished click “add note”

Note: This is assists relaying information to the public when they are asking for updates on their case.

CHANGING SERVICE REQUEST STATUS:

1. If you have received a service request, you must “change status” of the request:

a. Request Received — indicates that the service request was created.

b. Work in Progress — currently working on service request and add “staff notes” if the request may
take longer than one month or if there is any information that can be shared to the resident (and
staff members) if they were to call again.

c. Service Completed —service request has been completed and no follow-up is needed.

1. If this option is chosen you may now archive the case.

Change Status ~ | Add Tag = % Follow

Request Received ree trimming
Work In Progress (Current) 329 PM
rks &

Service Completed m
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CREATING A MESSAGE TEMPLATE:

1. Go to settings

2. Click “Response Templates”

©c

onnect Create~

ACCOUNT

Contact Details

Change Password

MY PREFERENCES

I Response Templates I >

3. Click “Create Template” at upper right-hand corner of screen

Smart Lists

CHANNELS

Email

Forms

Create ~

&g Connect

ACCOUNT

Email
Contact Details

Changs Password

Facebook

> Email

Text Message

Personal Templates @

Twitter

MY PREFERENCES

Response Templates >

Smart Lists

CHANMELS

Email
Forms

Facebook

No response templates were found.

Department of Public Works Templates @
NAME

‘Graffiti (private property)

Graffiti (public property)

liiegal Dumping

Create New Response Template

o"
1]
fii

Who is tis iemplace for? ® Only me

CREATED BY

Christine Foster

Christine Foster

Christine Foster

Quick Reference «

CREATED AT
Apr 24th at 51 PM
Apr 24th at 5:H PM

Apr 24th at 5:12 PM

Cnly Daparimant of Public Worls

Cane!

Recently Viewed ~

— [ ]

Nallely Manriques ~

LAST UPDATED

Apr 24th at 5:1 PM P |
Apr 24th at 5:H PM FA |
Apr 24th st EA2 PM F 2 |
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Insert the body of the message in the box

Click “Only Department of Public Works” at the bottom of the body section to share with DPW CP

Connect Team or “Only me” if a personal template.

Click “Create Template” to save.

The template should appear in the Department of Public Works Templates list. Use the pencil to edit the
template should you need to make changes.

Personal Templates @

No respanse templates were found.

Department of Public Works Templates @
NAME

Graffiti (private property}

Graffiti {public property)

lllegal Dumping

Tree Trimming/Pruning

Tree Planting Request

CREATED BY
Christine Foster
Christine Foster

Christine Foster

Christine Foster

Christine Foster

CREATED A
Apr 24th at B:H PM
Apr 24th at B:H PM
Apr 24th at B2 PM
Apr 24th at B:AZ PM

Apr 24th at B:A3 PM

Apr 24th at B:H PM
Apr 24th at B:H PM
Apr 24th at B2 PM
May tith st 1:55 PM

Apr 24th at B:A3 PM

L .Y

b

8 8 8 8 8

15|Page



SERVICE REQUEST GUIDE

ASSIGNED STAFF

Appropriate staff
member according
to inquiry request

DIVISION TAG

ADMIN

RESPONSIBILITIES

General inquiries that do not fall into
any of the other categories

Jason Madayag

ENCROACHMENT PERMIT &
ENGINEERING

Encroachment Permits
Construction Inspection
Construction complaints

Jason Madayag

ENCROACHMENT PERMIT &
ENGINEERING

Construction Inspection
AEC Account Set-up

Omar Garcia

FACILITIES (change assigned team)

Usually automated through employee
website

Pest control

Facility Issues

Gerardo Paredes

GARAGE DIVISION

Vehicle repair

Matthew Pepin

LAND DEVELOPMENT &
ENGINEERING

Land development
Grading
Water Course

Gabe Dias

STREETS DIVISION

Street and Curb Paint and signs
Street sweeping

Graffiti

Illegal Dumping

John Shindelus

STREETS DIVISION

Paving

Pump maintenance

Vegetation removal in certain locations
Storm drainage & emergency response

Aaron Tubs

PARKS DIVISION

Ball fields
Islands/medians
General park questions
General questions
Safety (Aaron, Brendan)

Brendan Mitchell

PARKS DIVISION

Pools
Trees
Parkettes
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ASSIGNED STAFF DIVISION TAG - RESPONSIBILITIES

Lauren Davini TRAFFIC DIVISION - Traffic lights
- Stop sign request
- Crosswalk/midblock request
- Tamalpais bike lane

Willie Lagleva TRAFFIC DIVISION - Traffic control devices (traffic lights,
- pedestrian signals)
Streetlight Shields
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