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Next Level Customer Service

Since February 2018, the Indiana Department of Transportation has
operated a centralized customer service call center to receive, manage
and resolve customer ’

concerns received by

phone, through a

dedicated website, or

via social media, email

and U.S. mail.

In its first month, the
TSCC resolved more
than 8,600 customer
concerns, involving
such issues as pothole
repair, permit
management, right-of-way questions, drainage, traffic signal
maintenance, and dead animal removal. Since its launch, the
TSCC has received and investigated more than 157,000
customer concerns.
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Transportation Services Call Center

INDOT has publicly branded
the Transportation Services
Call Center as INDOT4U and
disseminated the center’s
toll-free 855-463-6848
phone number and
www.INDOT4U.com
website through posters
and fliers, news releases,
websites and social
media.

“Last night | was coming
home on 465 north on the
west side. From right before
the 38th Street exit to the
curve before where 65 and
465 meet was the smoothest
patch of road | have ever been
on. It was weird. | remember |
didn’t feel one bump, one
vibration...nothing! It made me
realize that these guys did an
amazing job!”

— Kevin M.

“I would like to take the time to
compliment INDOT on the speedy
repair of the recent sinkhole repair on
I-265 just east of Charlestown Road.
The urgency and speed in which
INDOT mobilized and completed the
repair was admirable.”




Service Level Agreements and ServiceNow

In conjunction with the opening of the TSCC, INDOT
unveiled new Service Level Agreements (SLAs) across
the entire agency. The SLAs established an expected level
of service for each type of service we perform. The SLAs
represent high standards for our customers and help us
meet those standards and service timeframes by providing
reminders and service level tracking to appropriate
personnel.

We also developed a comprehensive knowledge base and
service catalog that serves as the foundation for
addressing customer questions and concerns. The
knowledge base and service catalog include information
about the more than 100 different services provided by
every division of INDOT.

These tools help ensure that our customer service staff
has the information they need to resolve many customer
calls quickly.

The TSCC is powered by ServiceNow, an industry-leading,
best-practice service management software tool that
enables INDOT to track service levels for greater
accountability. The ServiceNow software, SLAs, and
knowledge base enable us to provide start-to-finish receipt,
management, resolution, and tracking of customer
concerns while streamlining the customer service process.

Service Level Agreement Completion

Since new Service Level Agreement parameters were
adopted in February 2018, 83% of customer issues have
been addressed within service-specific timeframes.

Customer Satisfaction Survey Results

More than 6,400 customers who responded to a survey
between February 2018 and December 2019 gave
INDOT’s TSCC a 97% satisfaction rating.

Customer Concerns
2018-2019

7,708
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Total

150,020

[l Customer Concerns Resolved Active Cases

Service Level Agreement Completion
2018-2019

83%

Customer Satisfaction
2018-2019

Top INDOT Customer Concerns
2018-2019

Pothole Investigation & Repair NN 14,266
Traffic Signal Maintenance I 10046
General Request IIIIEENEGEGEGNGNGNGNGEGNN 337
Roadway Issue Investigation |GGG 7.7sc
Dead Animal Removal & Disposal NN 7515
Litter & Debris Removal NG 7,179
Traffic Management Center Issues I © 445
Work Zone Management I 6429
Project Information Assistance N 65011

Signage Installation, Removal & Replacement |G 5213
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100 North Senate Avenue, Room N755
Indianapolis, IN 46204

www.in.gov/indot

8 o INDOT Customer Service:

gIND'T@%” 855-463-6848

e INDOT4U.com
855-463-6848 INDOT@indot.in.gov

n [ > ] N}, NextLevel
INDIANA
-

. .
& AppStore | P> Coogle play




