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HistoryHistory

19951995

Tax Amnesty Web SiteTax Amnesty Web Site

19961996

Department of RevenueDepartment of Revenue
websitewebsite
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19971997

Expansion andExpansion and
PromotionPromotion

Over 2,500 emailsOver 2,500 emails

19981998

Taxpayer Service andTaxpayer Service and
Information CenterInformation Center

3,349 emails3,349 emails
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19991999

Mustang Message CenterMustang Message Center

17,091 emails17,091 emails

2000-20012000-2001

2000 2000 –– 32,533 emails 32,533 emails

2001 2001 –– 42,747 emails 42,747 emails
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20022002

Vendor support forVendor support for
Mustang endsMustang ends

Over 59,000 emailsOver 59,000 emails

GoalsGoals

•• Improve Service Improve Service

•• Reduce inquiries Reduce inquiries

•• Leverage web site Leverage web site
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Knowledge BaseKnowledge Base

•• Central location for all Central location for all
website Q&Awebsite Q&A’’ss

•• Easy to search and Easy to search and
navigatenavigate

•• Ability to track what Ability to track what
customers are asking aboutcustomers are asking about

ChangesChanges

•• Remove email address Remove email address
from forms andfrom forms and
publicationspublications

•• Direct all customers Direct all customers
through the websitethrough the website
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The SolutionThe Solution

RightNow RightNow TechnologiesTechnologies
eService eService CenterCenter

How It WorksHow It Works
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How It WorksHow It Works
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How It WorksHow It Works

                                                                     

Submitting aSubmitting a
QuestionQuestion
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Submitting aSubmitting a
QuestionQuestion

                                                                     

Answering theAnswering the
QuestionQuestion

•• Routed to appropriate Routed to appropriate
staffstaff

•• Standard Responses, Standard Responses,
knowledge base, free-knowledge base, free-
form repliesform replies
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Expanding theExpanding the
Knowledge BaseKnowledge Base

Agents propose actualAgents propose actual
Q&AQ&A’’s to add to thes to add to the
knowledge baseknowledge base

Follow-UpFollow-Up

Follow-up surveysFollow-up surveys
emailed to percentage ofemailed to percentage of
customers to providecustomers to provide
feedbackfeedback
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ChallengesChallenges

•• Increased Increased
administrationadministration

•• Knowledge base Knowledge base
managementmanagement

WhatWhat’’s Next?s Next?

••Account specific inquiriesAccount specific inquiries

••Self-service accountSelf-service account
maintenancemaintenance
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WhatWhat’’s Next?s Next?
Total CustomerTotal Customer
Relationship ManagementRelationship Management

•• Web/email Web/email

•• Phone Phone

•• In person In person

QuestionsQuestions


