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Situation
The City of Avondale sought an IVR platform solution that would address ever-growing 
constituent calling volumes, improve access to family assistance resources, and reduce utilities 
disconnects in the community. The City sought to make these improvements without requiring 
costly capital investments in capital hardware, software and staffing. 

Working under tight constraints, City officials examined costs and opted to seek out a platform-
as-a-service (PaaS) solution rather than an internally staffed function to meet its voice and call 
handling needs. The solution sought required a product and services that were flexible enough 
to handle a heavy constituent calling load, and robust enough to deliver on both current and 
future needs, such as mobile integration and increased analytics. 

Solution
The City of Avondale selected Genesys Cloud inbound and outbound IVR solutions to help the 
city build – in less than 90 days – a consolidated IVR platform solution designed to support a 
range of services. The City first implemented a Family Assistance Registration inbound IVR 
solution that helps manage and prioritize constituent call loads in its Neighborhood and Family 
Services Department. Next, the City’s Utilities Disconnect Notification outbound IVR solution 
was implemented to allow callers to make immediate payments or set up payment plans to 
help avoid utility service disconnects, primarily during summers that see high temperatures of 
110°F and higher. 

After a few months using Genesys Cloud services, the City’s Customer Service staff built an 
outbound IVR service to provide garbage pick-up service reminders to citizens and businesses 
around holidays to ensure they know when pick-ups occur. Just as impressive: The staff did 
this on their own with nominal technical assistance.

AT A GLANCE

Organization 
City of Avondale 

Overview 
The City of Avondale, Arizona, 
is one of the fastest growing 
cities in the state and a 
two-time Digital Cities of 
America honoree. As is typical 
for most cities across the 
U.S., the need to do more 
with less while also improving 
municipal services are 
essential goals. 
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Results
Since implementing the Genesys Cloud IVR services platform, utility disconnections have been cut 
by almost half and the City’s Bad Account ratio is under 1%. The improvements save the City 
significant utilities staff time, improves cash flow, and minimizes scenarios where customers lose 
essential services. Outbound call reminders have nearly eliminated costs and time associated with 
re-running garbage collection routes for City Public Works crews.  

The Family Assistance Registration service allows constituents to call in to request financial relief 
and other services for families in need. City officials have detailed strong operational improvements 
generated by Genesys Cloud and the IVR solution in enabling the City to render services with 
more focus and time for customers. 

About Genesys
Genesys, the world’s #1 Customer Experience Platform, empowers companies to create exceptional omnichannel experiences, 
journeys and relationships. For over 25 years, we have put the customer at the center of all we do, and we passionately believe 
that great customer engagement drives great business outcomes. Genesys is trusted by over 4,700 customers in 120 countries, 
to orchestrate over 24 billion contact center interactions per year in the cloud and on premises.
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