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Department of Motor Vehicles
Service Request Management
Problem Code Layout

Driver/Vehicle

Problem
Driver's License/ID Card |7roblem Code Description Response Time Request Type Script Remarks
oUID If customer has proof from the bank their check

Dishonored Check

General Inquiry

did not bounce, refer them to 301 C St. NW to
submit the proof. No Hanson entry required.

Site visit required.

Ask if the caller has moved. IF the caller HAS
moved: site visit required to show proof of address.
IF the caller HAS NOT moved: verify that the

Service requests should only be taken if the

DL/ID - Never . payment is reflected received. caller has made a verified payment and still has
DMVO01 . 3 days Service Request . - \
Received *What is your driver's license/ID/ or SSN? not received the DL/ID. This includes Learner's
* When was the application/payment submitted? Permits that have not been received.
* How was the application/payment submitted? (by
mail or online)
Troubleshoot the problem to determine if there is
* What is your driver's license/ID/or SSN? user error or if there are any outstanding issues
DL/ID - Renewal that need to be resolved before being able to
DMV02 Problems 3 days Service Request [* Why was your renewal application and payment register. SRs for Learner's Permit issues can be
sent back to you? taken only if the requestor is UNDER 21.If the
* What letter did you receive from the DMV stating  [issue is with making a payment online refer to
Jthere was a problem? DMV58.
Problem code being removed and colsolidated
DL/ID - . ’ ) PR
. . with DMV08. Most issues require a site visit to
Suspension/Revoc] General Inquiry . . )
ation resolve however if there is an issue that needs
DMV attention use DMV08.
DL/ID - Senior . .
packet Service not provided.
DL/ID - Error Site visit required.
Correction
Ask if the caller has moved. IF the caller HAS
moved: site visit required to show proof of address.
IF the caller HAS NOT moved: verify that the Service requests should only be taken if the
DMVOG DL/ID - Duplicate 3 davs payment is reflected received. *What [caller has made a verified payment and still has
Requested 4 is your driver's license/ID/ or SSN? *When [not received the DL/ID. This includes Learner's

\was the application/payment submitted?
* How was the application/payment submitted?
J(by mail or online)

Permits that have not been received.

DL/ID - Learner's
Permit

IProbIem is consolidated in DMVOL1.




Department of Motor Vehicles
Service Request Management
Problem Code Layout

DL/ID -
Reinstatement/Su

* What is your DL/SSN number?

* Did you pay the outstanding tickets for
IDC/MD/VA etc...? (Unless
suspension/revocation is for another problem
such as points, DUI/DWI or child support)

* Did you complete your

JUse only if customer has issues that need to be

IDMV13

*What is the specific problem you are having?

bMV08 spension/Revocati 3 days Service Request suspension/revocation period? addressed by the Driver Improvement Program.
ons * Did you successfully complete an alcohol
treatment program? (If applicable)
* Did you contact the child support
enforcement office? (If applicable)
* Did you pay the reinstatement fee?
* Did you receive your clearance letter?
Troubleshoot the problem to determine if this is
DL/D - Out of _ an emergency situation. (?ustome_rs _who are out
State General Inquiry of state and have not received their license need
to be referred to DMVO01. Refer emergency calls
Jto 727-2200.
DL/ID - CDL JRefer calls to CDL office.
. This code should only be used if the problem is
* ?
DMV11 DL/ID - Misc 3 days Service Request What.|s your DL.“P/SSN' . related to DL/ID issues that do not fit any other
*What is the specific problem you are having?
category.
Problem )
loriving Record Problem Code SeeeroiEn Response Time Request Type Script Remarks
If the caller lives within 200 miles of DC they
must do a site visit to request and receive a copy
* Do you reside in the DC Area? * |s Jof the driving record. Only take requests for
DR - Co this record for you or someone else? * What]people living beyond 200 miles AND have a
|DMV12 Re uestz)(lj 3 days Service Request is your DL/ID/ISSN? * Did you [credit card OR have already made a payment
q already submit payment and proof of name, DOB Jand still have not received the driving record. IF
and SSN by mail? (if out of state) Jthe caller is requesting for someone else verify
that all of the requirements have been met to
satisfy the request.
% H i
DR - Dispute 3 days Service Request What is your DL/ID/SSN*




Department of Motor Vehicles
Service Request Management
Problem Code Layout

|DMV14

DR - Bar-Exam No
Record Record

5 days

Service Request

* Have you ever had a DC license/ID card before?

* What is your SSN? *
Would you like to obtain a record stating you
Jhave no record in DC? *

\What is your mailing address?

If the caller lives within 200 miles of DC they
must do a site visit to request and receive a copy
of the driving record. Only take requests for
people living beyond 200 miles AND have a
credit card OR have already made a payment
and still have not received the driving record. IF
Jthe caller is requesting for someone else verify
that all of the requirements have been met to
satisfy the request.

Report

How was the application submitted? (fax, mail, in-
person)

Problem ’
Ivedical JProblem Code Description Response Time Request Type Script Ramials
Med - Extension Site visit required.
Request
+ What is your DL/ID/SSN? + [Only use this fqr requests where the appliation
. - . has been submitted but the placcard has not
Med - Handicap . When was the application submitted? * . . .
|DMV16 5 days Service Request o . .. Jarrived. Replacment placcards require police
Placcard How was the application submitted? (fax, mail, in- S L
reports or CCN and a site visit. Applications for
person) new placcards should be put under DMV63.
+ What is your DL/ID/SSN? + [This code should onl;_/ be used for applications
Med - Med/Eye \When was the application submitted? N that have been submitted and not processed. If
IDMV17 5 days Service Request ) the caller is requesting a med/eye report use SR

code DMV63 for forms and applications that
need to be mailed.

If the caller checked a disorder in error, they must

Registration

IDid you request the registration by mail or
online?

ngiézlswte General Inauin obtain a new medical report and have the doctor
Restrictions quiry correct the error. Requesting the med/eye report
Jmust be done using DMV63.
Problem :
[registration [Problem Code | pegoription | ResponseTime | Rrequest Type Script Remarks
+ What is your tag number? « [Only take requests where payment can be
Reg - Never When did you submit the request? (Ensure 15 ngifllsg ;Z;hrisfosrt:n::ieTrZIsisi?eijt?oﬁail*fzg\j/e:rzor
IDMV19 Received 5 days Service Request days have elapsed before submitting SR) * 4 g '

we going to handle requests where the payment
lis not verified? Customers must provide front
and back copy of cancelled check.

Reg - Never
Received Tags

General Inquiry

Customers who have not received tags as part of
a package with the car dealer must contact the
dealer to determine the problem with receipt of
Jtags.

Reg - RPP

General Inquiry

Verify that the customer has paid for residential
parking. Determine if they have received their
registration sticker. Verify that the address is
eligible for RPP. IF the address is eligble but not
reflected in Destiny put in a SR under DMV60 to
report the technical problem.




Department of Motor Vehicles
Service Request Management
Problem Code Layout

* What is the personalized tag numer/name that

Only take request if the order date is over 8

- 2 *
DMV22 Egrgsonalized Tags 3 days Service Request )c/l?du requeizterdt.h rsonalized tags?  * Di\(/then weeks. Verify the customers address to ensure
Y you orae . € perso _a ed tags: you tags are listed to the correct destination.
Jreceive your pick-up notice? |
Historic tags can only be issued for vehicles 25
yers or older. Vehicles must be taken to the
Reg - Historic General Inauir inspection station for a one time inspection to be
Tags quiry classified historic. Advise customers that
\vehicles displaying historic tags can only be
driven on weekends, holidays and special events|
Reg - Surrendered General Inauin If a customer requests asistance with a
Tags quiry surrendered tag put in a SR under DMV69.
Reg - Motorcycle General Inquiry JUse DMV19 for motorcycle registration issues.
Reg - Inpection . Site visit required. Direct customers to the
g General Inquiry . -
Expired Inspection Station.
Verify that customers have requested ROSA
|omMv27 Red - R.OSA Service Request  |* What is the ticket number/tag number? ex_em_ptlon. Adwse_ customers that they can
Exemption adjudicate or pay tickets. Only take a request IF

customer has proof of ROSA exepmtion.

Reg - Temp Tags

Site visit required.

JHas the check cleared/money order been traced?
* Have you received your clearance letter?

Problem )
lreinstatement JProblem Code Sesemitar Response Time Request Type Script Baiais
* What is your DL/ID/SSN? *
Reins - Fee \When did you mail your reinstatement fee? * Proof of payment required either in person or by
IDMV29 Payment 3 days Service Request What address did you mail it to? * mail. Only use if payment is reflected as cleared

and caller has not received clearance letter.

Reins - Record
Error

Title

JProblem Code

Problem
Description

Response Time

Request Type

Script

Remarks

JDMV31

Title - Lein Holder
Request

5 days

Service Request

* What is the VIN number of the vehicle?

(if the title info is not in the system, ask if there is
a tracking number or location of where it was
signed for, and by whom) * What
is the company name of the lein holder?

* What address do you want the title returned to?

JPut the return address and contat information in
the Primary Caller tab.




Department of Motor Vehicles
Service Request Management
Problem Code Layout

Title - Duplicate

An application is required to request a duplicate
or correct an error - use DMV63. If the Lein
Holder has an error correction advise that they
need to submit a letter within 60 days to the

residency)

|DMV32 5 days Service Request  |* What is the VIN/Title number? DMV. For requests that have already been
Request . ; - ;
submitted verify that the mailing adress is correct/
Only submit a SR when payment is verified and
15 days since the request have elapsed since the
Jpayment cleared.
Title - Error
Correction
* What is your address? (if the address in the Only submit a SR if customer has squltted the
. . : paperwork to DMV and has not received the title
Title - Lein . system is not correct caller must show proof of o N - -
IDMV34 5 days Service Request I ; within 15 days. Site visit required for original
Release residency) * . IR
\What is your tracking information? request. Advise customer to bring in lein release
’ aperwork to a Service Center.
Title - Original * What is your address? (if the address in the Only submit a SR if customer has submitted the
JDMV35 Request 9 5 days Service Request Isystem is not correct caller must show proof of |paperwork to DMV and has not received the title

within 15 days.

Title - Out of State

Consolidate with DMV34.

Problem ’
linsurance  [Fresiem et Description Response Time Request Type Script Remarks
* What is the tag number of the vehicle? *
Ins - Labse in What is the make/model of the vehicle? * Do
|DMV37 Covera pe 5 days Service Request you have coverage now? * Did
9 you or your insurance company submit proof of
coverage?
Supervisor Problem ’
JProblem Code Description Response Time Request Type Script Remarks
If the customer is requesting to speak to a
supervisor for a problem that requires a service
Super - DIV Sves Jrequest, put the request in using the appropriate
Iomvas Supervior Attn 1 da Service Request * What is the specific issue you are having? * Jcode and hit the "Customer Contact Requested"
Rep Y q \What is your Tag/ID/DL/SSN? check box on the Info tab. Only use this code for
q complaints against Service Center employees or
services that are not otherwise captured in a
service request.
Other Problem )
IProbIem Code Seceafen Response Time Request Type Script Remarks
I Send Forms, * What form/application/manual are you
DMV63 Applications, 3 days Service Request requesting?
Manuals *What is the mailing address?
) . * What kind of receipt are you requesting? *
IDMV64 Receipt - DV 3 days Service Request What is your mailing address?




Department of Motor Vehicles
Service Request Management
Problem Code Layout

Reg - Dishonored
Check

General Inquiry

If customer has proof from the bank their check
did not bounce, refer them to 301 C St. NW to
submit the proof. No Hanson entry required.

Site visit required.

Title - Salvaged
Title Inquiry (Auto
Squad)

General Inquiry

Refer callers to the Auto Squad.

DMV69

MISC - DV

7 days

Service Request

* What is your DL/ID/SSN/Tag number? *
What is the specific issue you are having?

ONLY use this code for requests that fit no other
category. If there is a question about what
whould go in this code consult a supervisor.
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Management

Pre-Proposal Conference

May 9, 2008

»
*+
#+



OCtO Agenda

CCCCCCCCCCCCCCCCCCCCCCC

OOOOOOOOOOOO

Background

Major Issues
Objective

Current Configuration
Stakeholders

Value Proposition
Timeline

Questions

»
*+
#+



OC tO Background
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» The District has recently consolidated
all of its 311 operations into a single
point of contact for all government

provided services

 The new call center has required

merging of several District ca

Into one and integrating the resources,

| centers

data, and processes that eac
center handles.

N call-

» Multiple agencies have expressed the
need for a diverse set of citizen

management capabilities

»
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OCtO Major Issues
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The inability to A lack of a standard
specify and track integration channel
call flows and call (e.g. Web Services,

scripting integration tool kits)

No facilities to
expand functionality
or integration

*
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OC tO Objective

DC OFFICE OF THE CHIEF TECHNOLOGY OFFICER

To implement a single Citizen Interaction & Relationship Management (CIRM)
system for use District-wide.

Have the ability to fully streamline and manage a citizen's interaction with the
District

Ensure the District’s leadership can effectively monitor and support the service

flow between multiple agencies required to complete the response to a citizen's
question or service request

Procure a solution that provides a foundation for integrating disparate systems,
while still providing maximum adaptability for future needs

Deliver a robust Call Center application “right out of the box”

*
#*
*



OCtO Current Configuration

DC OFFICE OF THE CHIEF TECHNOLOGY OFFICER

Vipers DCRA

SERVES (ServTrak) DPW

Bulk Trash (Route Smart) DPW

UFA (CityWorks) DDOT

ISLIMS DDOT

DCStat (Mobile View) OCTO
SRC District developed web-front-end that

also provides the integration between
Hansen and the other systems



OC tO Current Configuration (cont.)

DC OFFICE OF THE CHIEF TECHNOLOGY OFFICER

GIS Address

DL.GOV Verification Service

Portal

DC Address Databasa

User Authantication  Address Verification

B, e e e -

; : |
Submit service requests -
and track stalis Public web face of the Hansan +

Imegration with Agency Applications
I

|
Add, Update and Close
Sarvica Requests

Citizen
Public Web User

|
I
: Agency
| Applications

Agency User Realtime=—""|
DC Government Worker | Data Read
s Service Request ; DPW, DDOTIUFA,
Tracking Systermn | DDOTASLIMS
] I
: |
Real-time
____________ Data Export
CAPStat
Call Center Operator Data Warehose

DC Government Worker



OCtlo

DC OFFICE OF THE CHIEF TECHNOLOGY OFFICER

Stakeholders

Several District agencies will be direct CIRM application
stakeholders and have expressed various requirements
for such a system. These stakeholder agencies include,

but are not limited to:

Executive Office
of the Mayor/City
Administrator
(EOM/OCA)

Department of
Consumer and

Regulatory Affairs
(DCRA)

Office of Unified
Communications
(OUC)

Department of
Public Works
(DPW)

District of
Columbia Public
Schools (DCPS)

District
Department of

Transportation
(DDOT)

Department of
Employment
Services (DOES)



OCtlo

DC OFFICE OF THE CHIEF TECHNOLOGY OFFICER

Value Proposition

Immediate
implementation of
the call center
application that
meets the needs of
the new

consolidated call
center while
providing the ability
to adapt and grow
with the call
center’'s expanding
role

Platform that
coexists with
legacy systems

versus requiring
the systems to be
replaced

Capability to track
and manage the
resolution of a
citizen’s request
across District
agencies

An application suite
that meets that
goes beyond
current needs




OCtO Timeline (approximate)

DC OFFICE OF THE CHIEF TECHNOLOGY OFFICER

Months

July August September October
Pre-Bid Conference
Bid Opening
Initial Evaluation I
Pilot
Final Evaluation A
CIRM Implementation m




OC tO Questions
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e Questions must be submitted In
writing or online at cirm.dc.gov

e Questions due by May 16t

« Official answers will be posted
online at cirm.dc.gov

»
*+
#+



INTEGRATION POINTS

SRC Integration with Legacy Applications

MAR Citywide Data
Application ISLIMS (Master Address Warehouse CapStat/Mobile View RouteSmart Cityworks DPWSERVES Hansen
Repository) (CAPSTAT)
Agency/Department DDOT OCTO Citywide DW Citywide DW DPW DDOT DPW EOM/OUC
L Citywide Data S .
Application Name ISLIMS MAR MobileView Bulk Trash UFA-Cityworks DPWSERVES Hansen
Warehouse
Hansen
Application Vendor Cycon ocTo ocTo ocTo RouteSmart Tech. | Azteca systems, DPW Information
Publishing, Inc Inc Inc .
Technologies
Work . Provides quick and Collects bulk trash [ Tracks requests . T I .
L . . Reporting and easy access to - . Managing citywide |District-wide call
Application Business management and|Address/location . . service requests |for tree services .
: e performance information for DC ; works on different |center
Function performance verification trackin emplovees working “in and builds routes [such as fallen kinds of plants application
tracking 9 ploy 9 for trash trucks trees or limbs P PP

the field”

Application Operating

Windows 200x

Windows 200x

Windows 200x

Windows 200x

Windows 200x

Windows 200x

Windows 200x

Windows Server

System 2003
Application Database MS SQL MS SQL ORACLE MS SQL MS SQL Oracle MS SQL MS SQL
Current synchronization SRC WEb MAR Web Services| DB Replication SRC Web Services SRC WEb SRC WEb SRC Web Services SeeEeyqnd
approach Services Services Services Replication
The application
The application The application ~ |CO"NeCtS 10 SRC
PP SRC connects to | The application — P Web Services. The application
connects to SRC . The application connects to SRC
) MAR web services. |connects to SRC . SRC works only as|connects to SRC
Web Services. - connects to SRC Web|Web Services. . .
. - SRC acts as a Web Services. SRC ) a server it never  |Web Services.
Integration bidirectional orf SRC works only . Services. SRC works |SRC works only .
client to the works only as a acts as client to SRC works only as Two way

one way?

as a server it
never acts as
client to the
application.

application. SRC
never acts as a
server.

server it never acts
as client to the
application.

only as a server it
never acts as client to
the application.

as a server it
never acts as
client to the
application.

the application.
Application can
query for service
requests and close
a service request.

a server it never
acts as client to the
application.

C:\Documents and Settings\lic\Local Settings\Temporary Internet Files\OLKA4\Integration Points.xls
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SRC Integration with Legacy Applications

Web services supported

Yes

Yes

No

Yes

Yes

Yes

Yes

No

Specific functions the

SRC Web
Services are not
totally described

All addresses must
be check against

Provide service

SRC Web Services
are not totally
described by WSDL,

SRC Web
Services are not
totally described

SRC Web
Services are not
totally described

Create service
requests or work|
orders in legacy

systems and

100 requests a day

interface should by WSDL, the MAR which request and closure e by WSDL, specific [by WSDL, specific ;
; o . . . . specific XML should close service
accomplish specific XML contains all valid  |information XML should be XML should be .
L be passed as requests in the
should be passed|District addresses passed as passed as
parameter call center
as parameter parameter parameter -
application
Approxmate number of 5 Web Service |From 2to 26 web |1 table/54 12 web service 8 web service 12 web service 3-5 web service Implement two
data objects to be ) S
integrated methods service methods  |columns methods methods methods methods ways replication
Currently less than
Approximate volume of  |around 500 More than 1000 More than 1000 Approximately 600 |around 500 10 - expected to  |Average 1600
data per day requests requests a day requests a day requests a day requests a day increase to about |per day

C:\Documents and Settings\lic\Local Settings\Temporary Internet Files\OLKA4\Integration Points.xls
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SRC Integration with Legacy Applications
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SRC Integration with Legacy Applications
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DPW
Route
Smart

DDOT
iISLIMS

Hansen Workflow

DC Gov User

SRC Web
Application

See Beyond

OCTOQO Data
Warehouse

SRC Web
Services

/\

DPW " ppw DDOT DDOT CapStat

Route : : Mobile
S — Serves iSLIMS Cityworks ik



