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Difficulties of Communicating 

– Call center
• Hard to identify trends and technical issues
• Hold times during peak periods

– Email
• Managing shared email boxes
• Oversight of content, timeliness, accuracy

– Website 
• Long lists of FAQs
• Hard to promote information 
• Difficult to update quickly



Communicating 2.0: Revenue Help 
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Revenue Help: Solving a Ticket

• T – Take It 
•A – Answer It
• T – Tag It
•R – Redact It 
•S – Submit It
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Revenue Help: Customer Satisfaction

Customer Service 
Rating 

Tickets 
Received

Article 
Views

2015 
(Jan – Dec) 96.9% 9,782 159,894

2016 
(Jan – Dec) 97.3% 13,328 377,670

2017 
(Jan – May) 84.8% 25,638 494,251



Revenue Help: Positive Comments

• “Robert was very direct and helpful with explaining my question and offering 
solutions while being personable and polite. Thanks!”

• “The response time was AMAZING! I really liked the carefully drafted response. I 
appreciate this service! Way to TN DOR! ”

• “I was very pleased to have received a response to my question so quickly.  This 
was unlike any other state website I have encountered where they offer a response 
in 5-7 business days.  Very refreshing. Thank you.”

• “The support was outstanding.  My questioned was answered quickly.  This has by 
far been the best experience with emailing states.  I have sent emails to  many 
states with questions and none have provided such great service.”
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