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Monitoring a Service Request

Dear Reader:
The following document was created from the MTAS website (mtas.tennessee.edu). This website is
maintained daily by MTAS staff and seeks to represent the most current information regarding issues
relative to Tennessee municipal government.
We hope this information will be useful to you; reference to it will assist you with many of the questions
that will arise in your tenure with municipal government. However, the Tennessee Code Annotated and
other relevant laws or regulations should always be consulted before any action is taken based upon
the contents of this document.
Please feel free to contact us if you have questions or comments regarding this information or any other
MTAS website material.
Sincerely,
The University of Tennessee
Municipal Technical Advisory Service
1610 University Avenue
Knoxville, TN 37921-6741
865-974-0411 phone
865-974-0423 fax
www.mtas.tennessee.edu
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Monitoring a Service Request
Reference Number: MTAS-1449
Most cities run a routine status check to monitor progress on each request or complaint. A community
service office or the central office that received the request usually is responsible for following up. When
a department takes action or completes the work, this information must be entered into the computer so
it won't continue to register the request as open.
Although several authorized staff members have the freedom to check the computer daily for the status
of requests, most cities use ARS that generates hard copies of status reports, which can be issued
weekly or monthly to keep current information in the hands of the city manager and council.
The leading automated request systems produce a variety of useful reports, including:
• The number of requests within a specific time period;
• Action taken and whether the problem is resolved;
• Who handled each complaint;
• How long it took to complete the work;
• The number of calls per department;
• The number of particular types of calls within a department; and
• The number of evaluation cards returned, and number of calls per city ward or district.
The number of calls per city ward can be useful in pinpointing geographic problems. The ARS can
match the locations of requests and complaints automatically against a citywide database, then
coordinate and merge multiple citizen requests from the same area into one entry. Analyzing data by
geographical area, along with the type of service request and responsible department, is helpful in
identifying trends and managerial problems. This information also comes in handy when predicting
where similar problems may occur in the future.
Ward information is a useful tool in election years. It allows the city manager's office to provide elected
officials with a list of all requests and complaints from their constituency, the names of the citizens, and
the actions taken.

DISCLAIMER: The letters and publications written by the MTAS consultants were written based upon the law at the time and/or a specific
sets of facts. The laws referenced in the letters and publications may have changed and/or the technical advice provided may not be
applicable to your city or circumstances. Always consult with your city attorney or an MTAS consultant before taking any action based on
information contained in this website.
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