
 

THE CITY OF WINNIPEG 

REQUEST FOR PROPOSAL 

RFP NO. 192-2008  

APPENDIX B – SERVICE AND INFORMATION REQUEST MAPS  
 



Pothole Report
Public Works Central
PWK-01-V01-2B
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Advises of 
pothole in 
roadway

Obtain 
information on 
pothole location

Obtain caller name, 
address, phone info 
and vehicle damage 

information

CSR documents 
pothole info into 

Synergen

Advise caller the pothole 
issue has been 

documented and will be 
dealt with appropriately

Was vehicle 
damage  

reported?

Advise caller to 
call City Claims 
during business 

hours

CSR documents 
vehicle damage 

information into 
Synergen. Info 
sent to Yard

Request 
Complete

YES

NO

CSR Searches 
Synergen by 
address for 

matches

Is location 
already in 
Synergen

No

CSR updates 
Synergen and adds 
additional report 
to existing update 
forwarded to YardYes

Contact Roads 
Supervisor/ 

Yard

311
FULL

Legend: Task completed by 311 Task completed 
outside of 311

Transfer of request 
control



Animal Services
Renew Dog License
AML-02-V01-2B
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Need to renew 
an existing Dog 

License

CSR queries 
Client file in 

ASIS

Verify Phone 
#’s, Address and 

Dog Info on 
Client File

ASIS is the Animal Services 
Information System

CSR updates 
information 

in ASIS Client 
file

Ask Client if they still 
have existing Dog 

Tag

Have existing 
Dog Tag?

Advise an 
additional $2 is 
charged for a 

replacement Dog 
Tag

Advise that existing 
Dog Tag is still 

valid

Is dog 
sterilized since 
last License?

Advise of reduced 
License fee amount for 

sterilized Dogs

Advise of License fee 
amount 

Request Address 
or existing License 

Tag #

NO

Advise caller they can get 
copy of Spay/Neuter 

Certificate from the Vet 
who performed the 

procedure

YES

YES

NO

A

Request caller to provide 
a copy of Spay / Neuter 
Certificate (bring in, mail 

in, or fax in)

A manual List is created of Dog Licenses 
requiring copy of Spay / Neuter Certificates. 
Once per month, one of the CSRs is assigned to 
follow-up with these customers.

311
FULL

Legend: Task completed by 311 Task completed 
outside of 311

Transfer of request 
control



Animal Services
Renew Dog License
AML-02-V01-2B
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A

CSR puts Dog Tag, 
Receipt and Dog 
License Cert into 

window envelope to be 
mailed out

Call terminated

Ask for Credit Card 
information (to pay 

over phone)

Advise Client that Receipt 
and Dog License 

Certificate will be mailed 
to them (and Dog Tag, if 

applicable)

CSR enters Credit 
Card information 
into Credit Card 

Processing 
Machine

Request 
Complete

Provide Client with 
Credit Card 

authorization # (and 
Dog Tag # if 

applicable)

If required, walk to 
counter and pick up a 
Dog Tag from box at 

Counter

CSR prints 
Receipt and, if 

applicable, enters 
Dog Tag # into 

ASIS



Public Works Central
Snow Removal Request 
PWK-04-V01-2B
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Advises of snow not 
yet removed or 

driveway entrance 
impassable

Caller advised the 
appropriate steps are 

being taken

Request 
Complete

Obtain name, phone
(day & Work), 

address date/time

CSR takes 
report in 

Synergen if 
previous report 
may duplicate

CSR checks
Synergen for 
other reports 
from address

Is there a report 
in Synergen

Yes

No

New reports 
follow up with 
supervisor or 
Yard Clerk

CSR 
updates
Ticket

Give ETA

Sent to yard 
to action 
through 
Synergen

When did plow go by
What is the Estimated Time 
of Arrival
How far behind are the 
machines to clear the 
driveway

Call 
Tracker 
Scored

311
FULL

Legend: Task completed by 311 Task completed 
outside of 311

Transfer of request 
control



Taxation
Property Tax Notices
TAX-06-V01-2B
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Unique information can include: when did 
they purchase home, enrolled in TIPP or 
cheque account number, amount of last 
payment. If power of attorney has been 
issued than use associated calling line id

Request for tax 
notice 

information

Authenticate 
caller through 
call line id and 

unique 
information 

Look up 
tax account 
by name, 
address or 

roll no.

Is caller referring to 
main tax bill, replot, 
supplemental or tax 

statement?

Provide 
explanation of 
tax bill, amount 
owed, due date, 

TIPP

Main Tax Bill

Investigate on Manta 
if tax bill covers land 
or building and land, 
and for what period 

of time

Replot

Replots can require investigation of the history of the assessment of the replot to understand the current tax 
situation. Property Assessment can either put the building and land tax together on a single assessment (and 
therefore a single tax bill) or may issue an assessment for just the land (as it converts from one use to another e.g. 
farm to residential) a re-assessment will occur and an additional supplemental tax bill will be issued for the house/
building. In some cases, a piece of land may go through several re-classifications each generating new assessed 
values with an associated property tax established.  

Call type is 
logged in 

Call 
Tracker

Request 
complete

Provide explanation 
of replot – taxed 

only for land or for 
land and buildings

Replots can require investigation and research to determine the current tax situation. This can 
involve tracing the assessment history of replot for land and buildings. A simple example is if 
the house is not currently shown on the replot assessment, in this case the agent would 
inform caller that the property will be reassessed to include building/house and a 
supplemental tax bill will be issued with the bill due by the end of the following month

Cold transfer and provide 
telephone no. for Property 

Assessment for further 
information on assessment

A

Supplemental

Caller refuses 
transfer/
referral?

Does caller 
require to speak 
with Property 
Assessment?

Yes

Note 
placed on 

tax account 
in Manta

No

No

Call Property 
Assessment from 
private line and 

ask for 
clarification and 

inform caller

Yes

Legal description (lot, block and plan) 
and Certificate of Title may also be 
used to locate tax account in Manta

B

Tax Statement

311
FULL

Legend: Task completed by 311 Task completed 
outside of 311

Transfer of request 
control



Taxation
Supplemental Notice
TAX-06-V01-2B
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A

Request 
complete

Check 
Manta for 

supplement 
notice

Call type is 
logged in 

Call 
Tracker

Refer caller to 
Property 

Assessment for 
further 

information on 
assessment

Provide general 
explanation of 
supplemental 

notice eg. due to 
renovation, 

garage added

Yes

Does caller 
require to speak 
with Property 
Assessment

Call Property 
Assessment from 
private line and 

ask for 
clarification and 

inform caller

Query caller on 
changes to 

property e.g. 
added garage

Note is 
placed on 

Manta

Caller refuses 
transfer/
referral?

Yes

No
No



Taxation
Statement Notice
TAX-06-V01-2B
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Yes

No

B

Call type is 
logged in 

Call 
Tracker

Query caller to 
confirm City services 
performed e.g. weed 

cutting

Note is 
placed on 

Manta

Provide general 
explanation of the tax 

statement/City 
charge process/
reason for the 

statement

Check Manta for 
tax statement, 

determine what was 
done and confirm 

the charge

Request 
complete

Refer caller to 
appropriate 

department e.g. 
Public Works, 

Water and 
Waste, Police

Does caller require 
to speak with dep’t 
initiating charge?



Transit Information Line
Bus Schedule 
TRA-01-V01-2B
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Caller requests 
schedule for bus 

leaving times from 
a specific bus stop

CSR queries 
Transit Intranet 
Stop Schedule 
for bus leaving 

times

Provide Bus Schedule 
information to caller Request Complete

Gathers bus stop 
number, street and 

cross-street 
names, direction 
and which day of 

week

CSR process steps in Transit Intranet Stop Schedule:
- select appropriate service type
- select weekday / Saturday / Sunday
- type in stop number or click on stop number

311
FULL

Legend: Task completed by 311 Task completed 
outside of 311

Transfer of request 
control



Transit Information Line
Trip Planning 
TRA-02-V01-2B
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Requests best bus 
schedule to get 
from point A to 

point B

Request Information 
from Caller:

- Location where 
catching bus
- Destination
- Desired time of arrival

CSR Queries 
Transit Intranet 
NAVIGO site 
by entering 
‘arrival’ time

Does caller have 
set arrival time or 

departure time

CSR types in 
Route / Stop 
# in Transit 

Intranet 
NAVIGO site

Provide information to 
caller

- bus stop location
- time to be at bus stop
- arrival time at destination

Does caller have 
another trip or leg 

of trip to plan?

Request Complete

Types in major roadway intersection to narrow 
down closest bus stop
Provides list of buses / times at that stop
Provides connecting buses (if required) 

Has Set
Arrival Time

Has Set
Departure Time

NOYESGather trip 
information

311
FULL

Legend: Task completed by 311 Task completed 
outside of 311

Transfer of request 
control



Water & Waste Emergency
Watermain Break
WWE-17-V01-2B
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Advise water is 
coming out of 

ground

Emergency Crew 
Dispatched

CSR creates service 
request in Synergen 
under ‘Watermain 

Break’

Advise caller the 
issue has been 

sent to the 
emergency crew

Request 
Complete

Call terminated

Synergen 
forwards 

service request 
to local water

Obtain location 
where water is 

flowing and how 
much water

Is this a new report

No

YES

Name
Location
Tel Number
Gushing or Dripping?
Is there damage

Synergen 
Updated

Phone Fire Dept

Verify Leaks 
Running Book

Fire dept called if pressure 
reduced 
Hydrant out
Main Off
Sprinkler system out

311
FULL

Legend: Task completed by 311 Task completed 
outside of 311

Transfer of request 
control
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