
 

Rapid Response 311 
 
Can your agency resolve any 311 issue with just a few clicks? 
 
Salesforce.com’s one-stop 311 solution empowers agencies to provide a convenient and user-friendly 
way for citizens to connect with their government. Whether they prefer to call, text, email or tweet, 
citizens can submit their inquiries, requests, ideas and feedback over any channel and know that they 
are being heard. 
 
With Salesforce, agencies are quickly able to deploy a 311 portal that serves as a single point of entry for 
constituents, whether they would like to report a pot hole, request a permit, file a noise complaint or 
find out about assistance programs. 
 
Integrated websites and mobile apps give citizens clear visibility into the status of their inquiry as it 
moves through the system. This is made possible by the agile Salesforce Platform, which provides a 360-
degree view of each citizen, extensive service analytics, and a secure internal collaboration network that 
helps agents get the information they need to serve citizens faster. 
 
The heart of an effective 311 solution is customer service. As the leader in the 2012 Gartner Magic 
Quadrant for CRM Customer Service Contact Centers, salseforce.com has been proven to deliver 36% 
improved agent productivity, 36% decrease in support costs, 37% faster case resolution and 34% increased 
citizen satisfaction.   
 
Salesforce.com’s 311 solution helps city, state and local government agencies delight citizens with 
outstanding service, faster inquiry resolution, and all the benefits of the world’s most trusted cloud 
computing platform. 
 
 
 
 



 

 

 

 

No complicated setup,  

just the service metrics that 

are important to you. 

Customizable dashboards 

provide instant access to  

real-time data and analysis. 

Only Salesforce gives users 

step-by-step wizards that allow 

you to pull critical metrics from 

many departments and 

programs into a consolidated 

view. Easy-to-use data 

visualization tools enable  

end users to identify  

trends using charts, tables,  

and other graphics. 

A unified agent console 

with integrated solution 

management provides a 

single desktop view of 

relevant information 

about the current case. 

Intelligent case routing 

and escalation rules 

enable agents to swarm 

around inquiries  

and quickly resolve 

 citizen issues. 

 

 


