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As customer service evolves, cities and 

municipalities need to keep up with the 

new demands and expectations. Mavenir 

can enable them to offer modern customer 

service capabilities. 

 

Modernizing Mobile Customer Service 

Consumer preferences continue to shift towards digital 

interactions in every aspect of life. That includes 

interacting with their city. Since the municipal customer 

service typically handles all communications for city 

departments, it is essential to be able to classify each 

interaction for billing purposes.  

The volatility of the current 

situation means that 

detailed reporting is critical. Municipalities need in-depth insight 

into the volume of daily, weekly, and monthly interactions to 

ensure appropriate staffing levels. There are legal requirements 

for call recording and chat transcripts. Cities need a system that 

can provide storage of each customer interaction as well as 

protect sensitive information such as account or credit card 

numbers. They also need a solution that can enable teleworking, 

enabling service representatives who cannot return to the office 

today and pave the way for flexibility tomorrow. 

MAVbiz CARE is a cloud-hosted, omnichannel contact center 

platform ideal to meet the challenges facing cities and 

municipalities. Omnichannel means that representatives have a 

single user interface for all communications. Whether citizens 

use voice, text, email, web chat, or social media, service 

representatives see everything in one place.  

Supervisors have access to detailed, real-time, and historical 

analytics—such as call metrics, summaries of campaign usage, 
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KEY BENEFITS 

• Omnichannel to allow citizens 

to communicate using their 

preferred method 

• Disposition capabilities to 

classify service interactions 

• Call and chat monitoring 

capabilities with the ability to 

hide sensitive or private 

information 

• Configurable reports for 

automated delivery of service 

metrics and representative 

productivity 

• Teleworking capabilities to 

allow anytime, anywhere 

access for service 

representatives with no 

sacrifice of reporting 
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and productivity reports of service representatives—to set resourcing plans that effectively and 

efficiently respond to customer interactions. With customizable disposition codes, each 

interaction can be tagged to ensure proper classification for reporting.  

All calls and chat interactions can be monitored in real-time and are stored in the cloud for 

easy access. Call recording can be stopped on-demand by a representative when obtaining 

sensitive information. For chat transcripts, there are sensitive information filters available to 

keep private customer information secure. 

MAVbiz CARE provides several mobile customer service experiences to enable teleworking. 

When away from the office, service representatives can route calls through a WebRTC client 

or a separate device, such as a mobile or landline. Regardless of how representatives handle 

calls, supervisors still have the same level of analytics and can monitor customer service 

conversations.  

And because it is delivered as-a-service, from the cloud, MAVbiz CARE evolves with customer 

preferences, offering a future-proof investment. 

 

 

 

 

For more on Mavenir Solutions please visit our website at www.mavenir.com 

About Mavenir 

Mavenir is building the future of networks and pioneering advanced technology, focusing on the 

vision of a single, software-based automated network that runs on any cloud. As the industry's 

only end-to-end, cloud-native network software provider, Mavenir is transforming the way the 

world connects, accelerating software network transformation for 250+ Communications 

Service Providers in over 120 countries, which serve more than 50% of the world’s subscribers. 
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