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Summary

Looking for ways to enhance customer interactions, the City continually and
actively searches out new and improved ways to do business and to engage our
customers. During the past year, the City of Tamarac has introduced Tamarac
TV, Tamarac Radio, Mobile Apps and Services, Smart Home Amazon Alexa
Skills, and a new omni-channel call center solution based on Amazon Connect
which has improved processes, increased efficiencies, and provided easier
means for residents and businesses to obtain information, and to communicate
with the City.

Background

In the City of Tamarac, technology is one of the key components in the efficient
delivery of City services. We are committed to our vision of ‘Excellence Always’,
and to continually improving the lives of our residents, businesses and
employees. Looking for ways to enhance customer interactions, the City
continually and actively searches out new and improved ways to do business
and to engage our customers.

Aligned with our motto ‘Customer Service, Second to None’, in 2023, the City
deployed several new methods for customers to obtain information, and to
interact with the City:

e Tamarac TV

e Tamarac Radio

e Mobile Apps and Services

e Amazon Alexa Skills

e Amazon (AWS) Connect Omni-Channel Call Center
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https://www.tamarac.org/TamaracTV
https://www.tamarac.org/TamaracRadio
https://www.tamarac.org/Apps
https://www.tamarac.org/AmazonAlexa

Tamarac TV

Tamarac TV is the official news channel for the City of Tamarac, Florida,
featuring City Commission meetings, news and announcements, upcoming
event information as well as emergency alert information.

Tamarac TV is accessible on streaming devices, smart TVs, web
( ) and more.

Smart TV apps include Amazon Fire TV, Roku, and Apple TV (with Android TV
planned for release in the next few months).

Tamarac Radio

Tamarac Radio is the official radio station for the City of Tamarac, Florida,
featuring City Commission meetings, news and announcements, upcoming
event information as well as emergency alert information.

Tamarac Radio is accessible via web, Apple 10S App, Google Android App, and
as an Alexa Skill as well as through multiple streaming services such as iHeart
Radio. Tamarac Radio can also be streamed via Apple Car Play and Android
Auto.

All audio content (meetings, advertisements, highlights, etc.) played via
Tamarac TV is also automatically played on Tamarac Radio.

Mobile Apps and Services

In order to better organize and help citizens identify the various applications and
services, and the channels in which they can be accessed, a portal page was
created showing all available apps, services and channels (how to access).
This portal page provides detailed instructions on how to access,
install/download, and utilize applications and services.
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https://tamaractv.org/

Amazon Alexa Skills

As more and more residents adopt smart home technologies, the City of
Tamarac endeavored to create an Amazon Alexa Skill. The City partnered with
a developer, USAN, to create the City’s new Alexa Skill, which makes it easy for
residents to learn about the City, have immediate access to news, events, and
other important information, and to easily connect with City departments or to
pay their water bill.

The allows residents to obtain information about upcoming events
(automatically retrieved from the City’s website calendar/RSS feed), initiate
conference calls (by phone) to City departments and additionally, and
automatically, relay any emergency alerts from the City’s website (alert
module/RSS feed) directly to the Alexa smart home devices (Echo Dot and
Echo Show will light up and alert whenever there is a new emergency alert i.e.
hurricane, etc.). The City is currently in the process of enhancing this skill even
further to integrate Amazon Bedrock Artificial Intelligence (Al) so that the Skill
can soon respond to any question based on any publicly available information
on the City’s website.

The City also separately deployed a new :
which enables residents to obtain City news and event information as part of
their . Information is directly, and automatically
provided/updated from the City’s various RSS feeds (for news, calendars,
emergency alerts, etc.).

Amazon (AWS) Connect Omni-Channel Call Center

The City of Tamarac has utilized Cisco’s Contact Center Express application for
10+ years to handle calls into Customer Service (Utility Billing), Parks,
Transportation and Building. Cisco’s call center software is dated and currently
can only handle voice calls. Aligned with the City’s vision to expand our
customer engagement / capabilities, the City has begun migrating to a new
Omni-Channel Call Center Solution, called Amazon Connect.
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https://www.amazon.com/City-of-Tamarac/dp/B0CNPRFZ2L/ref=sr_1_2?crid=2Q5BX9GESLMNR&dib=eyJ2IjoiMSJ9.4AyNP1HzwRmFcmzqqSpM_nptYCQbFKKhOJjCi_MA3szMBW41zkday7vlqGPJIob0.X1aipqk8sr-SV78G5fwn_E2FukOGPe-TI5NRK4w4zI8&dib_tag=se&keywords=Tamarac&qid=1710946127&s=digital-skills&sprefix=tamarac%2Calexa-skills%2C76&sr=1-2
https://www.amazon.com/City-of-Tamarac-Flash-Briefing/dp/B0CSK3R7NH/ref=sr_1_1?crid=2Q5BX9GESLMNR&dib=eyJ2IjoiMSJ9.4AyNP1HzwRmFcmzqqSpM_nptYCQbFKKhOJjCi_MA3szMBW41zkday7vlqGPJIob0.X1aipqk8sr-SV78G5fwn_E2FukOGPe-TI5NRK4w4zI8&dib_tag=se&keywords=Tamarac&qid=1710946127&s=digital-skills&sprefix=tamarac%2Calexa-skills%2C76&sr=1-1
https://www.amazon.com/alexa-news-flash-briefing/b?ie=UTF8&node=21362891011&ref=hp_hub_news

Amazon Connect is an Amazon Web Services (AWS) cloud-based customer call
center service. Amazon Connect enables customer service representatives to
respond to phone calls, SMS text messages, web-based chat and video chats,
Facebook messages, Twitter (X) messages (and more).

Amazon Connect provides many features and benefits, with only just a few
highlighted below.

Omni-channel experience

O Voice

O SMS Text Message

O Web chat (from City’s website)

O Video (via web chat)

Multiple languages supported (automated translation) for voice prompts
and virtual agent.

Emergency Alerts pulled/played/translated directly from the City
website Alert Center.

Virtual Agent (through the use of Amazon Bedrock Atrtificial Intelligence
(Al), uses any public information available on the City’s website to
respond to customer questions).

Customer Profiles (customer data retrieved from ERP available to
customer service agents).

Amazon Q (which leverages Bedrock Al) provides customer service
agents with suggested responses/information using any public
information available on the City’s website, and more if desired.
Call Queues / Call Statistics / Allow customers to select automatic
callbacks while maintaining their place in line.

Analytics / Insights.

Post Call Surveys

All the above are examples of how we aim to make Tamarac Shine and to move
Tamarac to the next level in customer engagement.
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Live Streams

Tamarac TV

Wednesday, Dec 2

Tamarac TV is the official news channel for the City of Tamarac, Florida, featuring City Commission meetings, news and
announcements, upcoming event information as well as emergency alert information.
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https://www.tamarac.org/TamaracRadio

Mobile Apps and Services
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Amazon Alexa Skills

Amazon Alexa | Tamarac, FL-C %+
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Amazon (AWS) Connect Omni-Channel Call Center

City Main Number (Voice): (954) 908-2599
Transportation Main Number (Voice):  (954) 417-6764
SMS Text Messaging (Text): (866) 311-8815

on Connect - Flows X+ - X

< C @ = tamaracmy.connectaws/contact-flows ¥ n}

Amazon Connect (O AgemtWorkspace ', ComactComtolPanel @& -~ @ jamcst@umaracorg [»

Help us improve the new

perience

Flows

Flows Modules Views

T Searc

I S S Y

0-CallbackOutboundWhispher Outbound whisper Published Outbound whispher flow for callback calls. .

o 0-Disconnect Contact flow Published Primary Disconnect Call Flow to send caller to post call survey
0-Entry Contact flow Published Primary entry call flow for the City of Tamarac Main Number. City of Tamarac DID: (954)
< 597-3500 pointing to AWS Connect DID: (954) 908-2599
0-Entry-Chat Contact flo Published Store the chat channel used, for later purposes that need to determine the starting point
0-HowCaniHelpYou Contact flo Published Primary entry call flow for the City of Tamarac Main Number. City of Tamarac DID: (954)

597-3500 pointing to AWS Connect DID: (954) 908-2598.

0-Operator Contact flow Published Entry call flow for City of Tamarac Operator

0-PhoneTree Contact flow Published Primary entry call flow or the City of Tamarac Main Number. City of Tamarac DID: (954) oee
597-3500 pointing to AWS Connect DID: (954) 908-2598.

0-QueueFlow Customer queue Published Plays looping audio and offers a callback to the customer every two (2) minutes oee

1-8D Contact flow Published Entry call flow for Building City of Tamarac DID: (954) 597-3420 pointing to AWS Connect
DID (754) 300-4082

1-BD-InspectionRequestLine Contact flow Published Entry call flow for Inspection Request Line
1-BD-Permiting Contact flo Published Entry callflow for Permitiing
1-CA Contact flo Published Entry call flow for City Attomey's Office

www.tamarac.org
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