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O About

The single number 120 is a complaints handling system that
handles inquiries and complaints related to life in Seoul quickly
and accurately. Not only 24 hour telephone counseling, con-
sualtation using SMS, and SNS counseling, but also text chat
and sign language video chat counseling for people with dis-
abilities, and counseling in five languages for foreigners are
available.

O Major Performance

» Service satisfaction 90.6 points, over 67 million consulta-

tion cases(as of June 2014)
» Call center service management system acquired 1ISO9001 interna-
tional certification(31th Dec. 2008, NQA Korea)
» Dasan Call Center has facilitated a weekly program that introduces the
knowhow of running the call center

12/ 2-23. 120 Dasan Call Center: An Overview
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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O Major Expectations

Achieve equality of
access across various
platforms of voice call,
video call, SMS, chatting,
and SNS

Lessen the workload of the
integrated call center network
member agencies

Improve
convenience Improve living comfort y/
of public life for multicultural families, 4

. foreign tourists and workers

o o ©

12/ 2-24. 120 Dasan Call Center: An Overview
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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[ ]
120 Dasan Call Center System
Internal
customers

Citizens
CTl(clients’ information/call forwarding)
Citizens, c ling! dina inaui isteri laints. call f ding) n
foreigners ounselling(responding inquiry, registering complaints, call forwarding mmwm
IVR(code information) L
Record counselling
. ) Share voice of
5 ’ Manage counsellors(assessment, training, and quality control)
ounselling »
by phone FAX(in/out)
Counselling Manage PCMR(manage clients’ relation for marketing, support outbound) -
by SMS MMS(send) complant dota
Internet/ Chatting/widget(counselling by chat)
messenger
u-Counselling thus saving communication cost and dispersing phone calls) Feedback to
Counselling by policy making

video chat App (app search)

12/ 2-25. 120 Dasan Call Center: A Summary of System
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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120 Dasan Call Center

Always Will Be With You, everyone

oLITA
of N 6

VOICE CALL
COUNSELING

#oiz)

CHAT & VIDEO
COUNSELING

SHiIEs

mVOTING

SMS / MMS
COUNSELING

EUNG-DAP-SO

MAYOR’S
LIVE STORY

COUNSELING FOR

FOREIGNERS

7 Mgun

REPORTING
INCONVENIENCE

KEY TIPS

LIVING IN SEOUL

2HL M2

&l 2-26. 120 Dasan Smartphone Application: Compositions - Revised
Source. Seoul Metropolitan Government. (2014). Digital Seoul e-Government
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2/ 2-27. 120 Dasan Call Center: A Counseling Record Program
Source. Seoul Metropolitan Government. (2014). Seoul Metropolitan Government’
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L ] NYC Resources NYC311 Office of the Mayor Events Connect Jobs Search Q
How can we help you? [nrcs searcn Q]
) ) - ) Culture &
Make a Complaint > Business Civic Services Recreation
Check Status >
Education 4 Environment > Health >
Make a Payment >
Housing & +  Public Safety . Social Services
My Neighborhood > Development
Getthe N -
. Transpertaton b m m

D Service_ 5!?‘95,, . Upcoming Holidays

1 4 suBway
Alternste side
parking not in
effect

RAIL BUS BRIDGES & TUNNEL S

000

08/15/2016
Feast of the Assumption

®

Alternate Side
Parking
NOTIN
EFFECT

09/05/2016
Labor Day

000
@]

09/12/2016 - 09/14/2016
Eid al-Adha

Garbage,

@

Garbage and
Recycling
NOTIN

10/03/2016 - 10/04/2016

cling, and
gkl Rosh Hashanah

organics
collections not in
effect 10/10/2016
Columbus Day
Public schools not 10/12/2016
in session but Yom Kippur
open for plannad
activities

10/17/2016 - 10/18/2016
Succoth

© Notify NYC

GET MOBILE ALERTS >

8/14/2016 3:00:10 PM
Notify NYC - Mosquito
Adulticide Spraying
Notification issued
8/14/16 at 3:00 PM.
Weather pemitting, the
NYC Department of
Health and Mental
Hygiene will spray
adulticide to key mosquito
breeding locations in
residential areas of The
Bronx on Monday, 8/15,
between the hours of
10:00 PM and 6:00 AM
the following moming,
8/16. Adulticide will be
sprayed from a truck in
parts of the following ZIP
codes: 10451, 10452,
10453, 10454, 10455,

12/ 2-28. New York City Government 311NYC Website: Main Page
Retrieved from http://www1.nyc.qov/311/index.page
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@ NYC Today

[N Complaints
M Alerts

£ My Contact Info

™M Feedback to 311

() Tell a Friend

cco More

Make a Complaint

&/ 2-29. NYC 311 Smartphone Application: Main Page and Functions
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X Select Complaint NYC Today

QUALITY OF LIFE Sun Aug 14, 2016

N L
w Noise

gé Hot Water
Q‘ Rat Condition

LOST & FOUND

ﬁ ltem Lost - Taxi

VEHICLES & PARKING

@ llegal Parking

% Parking Meter
Parking Calendar

Alternate side parking
not in effect

Garbage, recycling, and
organics collections not
in effect

Public schools not in
session but open for
planned activities

® ®@

2/ 2-30. NYC 311 Smartphone Application: Complaints and Alerts
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