
 

  

Every government’s goal is to help their citizens feel 

heard and respond to their needs. The “Call-in” 

service request process burdens citizens with long 

wait times on the phone, and turns public servants 

into customer service employees.  

 

311 Service Agencies are adapting to the needs of 

their citizens by offering their public servants the 

support necessary to respond to the citizens’ 

requests. When a citizen seeks assistance, they want 

to feel heard. Giving citizens the visibility and ability to 

track the status and updates of their requests is key to gaining their trust. Keeping them in the loop with push 

notifications about announcements and emergencies encourages the collaboration and connectedness of the 

community. 

 

Today’s service management agencies know exactly what they want – a citizen request management solution 

that: 

• Allows citizen to submit requests online, remote, and mobile 

• Is easy for citizens and public servants to use 

• Provides analytics with accurate information about requests submitted and closed 

• Is mobile friendly 

• Provides departmental queues for employees for different service requests types 

• Can be adapted to meet their unique needs 

K e y  B e n e f i t s  

A solution that connects you to all 

those around you and enhances 

the 311 experience with: 

• Request submission 

• Request tracking 

• Visibility of all service 

requests through a heatmap 

• Information about parks and 

attractions in the community 

• Trash collection information 

by address 

• Categorization of requests for 

employees 

•  Push notifications for 

emergencies and 

announcements 

 

A  M o d u l a r  S o l u t i o n  

Our Citizen Request Management 

application is part of a suite of 

modules built for municipal and 

county government. Implementing 

multiple modules can lead to 

incredible efficiency gains as it 

enables collaboration and 

information sharing between 

agencies. We have modules for: 

• business licensing 

• building permits 

• short-term licensing  

• environmental health 

• occupational licensing 

• economic development 

• citizen request management 

• recreational licensing 

• right-of-way management 

• community portal 

 

Citizen Request Management (311) Solution 

 

Expedite the Citizen Request Management Process 

Solution Brief 



 

Our Citizen Request Management solution is built on the 

Salesforce platform and is created to help solve the 

problems of modern Citizen Request Agencies. Our product 

is user friendly, flexible, and best of all adaptable to account 

for the ever-changing landscape and needs. The best part of 

this solution is that it is turn-key and ready to use with 

minimal configuration or customization. 
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Meet our Citizen Request Management Solution 

A solution as unique as your community 

Unlike other CRM solutions, with our solution on the Salesforce Platform, you become part of a worldwide, multi-

billion-dollar ecosystem that offers a diverse global resource pool and expands your organization reach beyond a 

proprietary solution. However there’s no organization like yours, so why not configure a CRM solution that’s tailored 

to your precise needs? Here is a short list of what you can do with our Citizen Request Management (311) solution: 

• Automation: Cases creation and assignment to a department and its queue.  

• Records Update: Employees are offered workflows to easily change the priority or department of a case 

on the case page layout. 

• Case Management: Allow public servants the ability to assign a case to the appropriate person for 

servicing through the employee dashboard. 

• Citizen Portal: Provide a user-friendly and mobile-ready portal to citizens, one that is available for guest 

as well as registered users 

• Tracking: Allow employees more time to focus on resolving requests, as citizens and fellow employees 

can check the status and updates of a request without calling the 311 service. 

• Visibility: Facilitate a connection between the citizens of your city by providing visibility to requests 

submitted through the heatmap. 

• Push Notifications: Send notifications to the citizens of your city, using built-in templates or the custom 

option. 

• Dashboards: Compare departments through reports that show the number of cases open per 

department, how many cases were closed in the past month, and the average age of open cases. 

A b o u t  Z e m b r e t t a  

Zembretta is the government 

solution division of Summit 

Technologies – a Salesforce 

implementation partner. Zembretta 

enables organizations in the 

adoption of civic engagement 

solutions for government. Through 

the proper implementation of civic 

engagement, we help enable and 

improve core processes for city, 

town, state/provincial and federal 

governments. Zembretta 

implements solutions that uniquely 

address the diverse needs of 

government agencies and citizens 

by enhancing workflow and making 

publicly available information more 

accessible. We assess the needs of 

each government agency 

individually to determine the best 

technology, practices, and 

approaches needed to achieve their 

goals and objectives. 

 

Typical projects we engage include: 

• Economic Development 

• Land Management 

• Business and Occupational 

Licensing and Case 

Management 

• Asset Management 

• Finance & Administration 

• Environmental Health and 

Safety 

• Legislative Management 

• Recreation and Resource 

Management 

• Right of Way Management 

• Citizen Relationship 

Management 

 

We are a team of seasoned 

consultants and engineers that are 

ready to solve your business needs 

through low-code information 

system development services using 

the most robust, fit-for-purpose, 

cloud-based platforms. We are in 

the business of exceeding 

expectations. Our consultants are 

experienced in a range of cloud 

platforms and are required to 

maintain a high level of “freshness” 

with new technologies that can 

optimize go-to-market time. 

 

We bring experience in 

implementing government solutions 

that empower agencies to reduce 

workload, increase efficiencies, and 

provide their citizens and staff with 

easier, more convenient access to 

government services. 
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