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 Strengthening resident trust
 Service accessibility
 Operational efficiency

Photo: RATIO/Henning Larsen



• ask.raleighnc.gov
• Customer Experience Center

• Phone
• In-person

How Residents 
Connect with Us
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Service Requests

• Trackable work requiring 
departmental action

• Used for: performance, 
staffing, budget analysis

What is a Request?







Feedback and Insight

• Faster resolution
• Clearer expectations
• Fewer handoffs
• Easy self-service
• Accessibility across channels

What Customers Want



Dashboard Tour

https://ral.maps.arcgis.com/apps/dashboards/54adb38aba1c4781927e6245dd1409d0


Phone Pilot: Improving Efficiency

• Customer Insights: understanding call drivers
• Essential Channel: optimize phone experience
• Unified Access: streamline numbers, smart routing
• AI Integration: pilot for efficiency and accuracy
• Continuous Improvement: feedback-driven, data quality

Customer Engagement Tools



3rd Qtr.
CY 2026

1st – 2nd Qtr. 
CY 2027

Ask Raleigh 
External 
Launch

3rd  Qtr.
CY 2027

Training for staff & External Comms Plan

July 
2025

Additional 
updates to 
Ask Raleigh

Consolidated 
phone 

Solution

City Hall
Customer 

Experience
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Questions?
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