
Overview

Since its inception, 311 has continued to serve as the primary channel of communication between 
local governments and their communities. And, although the original 311 phone number is still in 
use, the system has been augmented by additional data collection and reporting methods such 
as online forms, social media, email, phone calls and walk-ins. Synthesizing all of the information 
that comes in through these various channels is a manual process, and places extra strain on staff 
while causing delays. Plus, there was no integrated way of generating work orders once issues or 
requests were documented. There was also no efficient means of assigning and tracking work 
orders as they progressed through the workflow. Similarly, the public was often kept out of the 
loop when it came to tracking the status of their own requests. 

Problem

The Town of Trumbull is located in Fairfield County, CT and is home to more than 36,000 
residents. Like so many other municipalities, it found managing the influx of Citizen Service 
Requests to be a challenge. This was mainly because it lacked an efficient way of tracking 
requests as they progressed through the Workflow. In fact, the Town was still using Excel 
spreadsheets to do this. Not surprisingly, it recognized the advantages of adopting an automated 
method of routing reported issues—these were to be tracked according to issue type. Relying on 
Excel spreadsheets also contributed to a lack of internal transparency between departments when 
it came to determining work order status. The Town was already using a system to capture the 
service  requests, but it lacked the Workflow and tracking functionality. 

Solution

Veoci’s Citizen Service Request solution was adopted for usage across multiple departments 
including: Public Works, Engineering, Parks & Recreation, Tree Warden, WPCA, and Zoning. 
Veoci’s Citizen Service Request solution provides a way for both members of the public and 
internal team members to enter service requests through an online Form. This Form features 
multiple fields for entering information such as issue description, contact information, and issue 
category. There is also the opportunity to attach photos and other support documentations to the 
original request. Once a request is received, a Workflow/Work Order is automatically triggered 
and assigned to the appropriate department, based on the category selected. For requests that 
are received via the 311 Telephone line, staff will document the information and input it directly 
into a Workflow in Veoci. 

Veoci provides a convenient way for the Public Works staff to instantly escalate public service 
requests into work orders. These can then be assigned to crew supervisors who, in turn, can 
assign crew members and issue instructions for resolving service requests. This system gives the 
Town of Trumbull the ability to view metrics about different issue types and the time required  to 
resolve issues. Dashboards give crew supervisors and public works staff visibility into resource 
availability across departments.

The Town of Trumbull Revamps 311 and 
Work Order Management with Veoci

veoci

The Town of Trumbull expands their Citizen Service Request 
process to multiple departments and handles over 800 requests 
from its residents using a new digital solution built using Veoci.

Veoci also provides a way to keep the public informed as to the status of their service request. 
Using the system’s Notification feature, the Public Works Office can send updates to the service 
requester. These are standard communications alerting the individual if the issue has already been 
reported; if the issue isn’t on town property, as well notifications that the request has been received 
or complete.
 

Outcome

To date, the Town of Trumbull has been able to initiate over 800 work orders through Veoci’s Citizen 
Service Request solution. 

The Town appreciates that issues are automatically routed to the appropriate department to review 
before being routed to a supervisor’s work order queue. All of the work orders generated by the 
system remain in one place, with communication about each work order saved in the submission 
comment thread and in the notes fields in each work order. 

The Town also benefits from the system’s automatic escalation and reminder functionality, so that, 
when a service request is submitted and not processed within a set number of working hours, the 
system will automatically notify additional members of the staff, as well as the crew supervisors. This 
will ensure that a request can be processed in a timely manner. Additionally, Veoci provides 
functionality for deferring seasonal requests, which helps crew supervisors manage their work order 
queue. For example, certain road work tasks that cannot be completed while the ground is frozen, 
are able to be deferred until a later scheduled date. At this time, the tasks will automatically come 
back into the work queue and remind supervisors to reevaluate what work can be completed.
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Veoci also provides a way to keep the public informed as to the status of their service request. 
Using the system’s Notification feature, the Public Works Office can send updates to the service 
requester. These are standard communications alerting the individual if the issue has already been 
reported; if the issue isn’t on town property, as well notifications that the request has been received 
or complete.
 

Outcome
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The Town also benefits from the system’s automatic escalation and reminder functionality, so that, 
when a service request is submitted and not processed within a set number of working hours, the 
system will automatically notify additional members of the staff, as well as the crew supervisors. This 
will ensure that a request can be processed in a timely manner. Additionally, Veoci provides 
functionality for deferring seasonal requests, which helps crew supervisors manage their work order 
queue. For example, certain road work tasks that cannot be completed while the ground is frozen, 
are able to be deferred until a later scheduled date. At this time, the tasks will automatically come 
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Dashboards present a complete view of open requests, at 
what steps requests are sitting out, and additional resources.


