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OUTLINE
• ACDPW Responsibilities
• Recap of 2018 Events
• Need for Program
• Implementation
• Opportunities for Growth/Improvement
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ACDPW Responsibilities
• Allegany County Department of Public Works

• Roads
• Utilities
• Engineering
• Transit
• Maintenance
• Fairgrounds
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Recap of 2018 Events
• Rain…
• ….Rain….
• ….……Rain.
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Recap of 2018 Events
• No single, major events in Allegany County.
• Repeated, sustained rain events caused water 

damage in ways not seen in many years.
• Water table was high; further ground recharge 

was not possible.
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Recap of 2018 Events
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Need for Program
• Calls began flooding in to County offices

• Roads, Engineering, Permits, Commissioners
• How to Track?

• Was this call returned?
• How many different offices were contacted?
• Whose court is this in?
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Need for Program
• Initial Tracking done via Excel spreadsheet

• Sufficient for calls w/in Engineering only
• Not sufficient for calls received in other divisions
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Researching a Solution
• Need a basic call tracking system

• Bare bones will work FINE
• Ability to log a call/complaint/meeting/e-mail
• Ability to alert appropriate parties of needed action
• Central location to view received complaints

• Collaborate w/ ACDPW – Utilities
• iWorQ system already being used
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Implementation
• Informational webinars setup w/ iWorQ

• Needs discussed
• Web-based tracking system developed to meet our 

needs

• https://www.iworq.net/iworq/index.html

Maryland Association of Floodplain and Stormwater Managers (MAFSM) 2019 Spring Conference | June 19, 2019

https://www.iworq.net/iworq/index.html


Implementation
• Life-Cycle of a Complaint

• Initial Data Intake
• Assignment
• Follow-up/Updates
• Tracking
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Initial Data Intake
• Who

• Who has the issue?
• What

• What is going on?
• Where

• Where is this occurring?
• When

• Is this a recent problem? Recurring? History?
• What (should happen)?

• What does the caller/visitor want done?
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Assignment
• Who

• Who is responsible for dealing with this?
• When

• How soon does this need resolved?
• E-mail Generation (to ALERT PARTIES)
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Initial Data
Intake &
Assignment
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E-mail Alert
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Interface
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Follow-up/Updates
• What

• What has been done since complaint was assigned?
• Status Update

• Open, Work In Progress, On Hold, Scheduled, Completed
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Tracking
• How are we doing?

• How many complaints are still open?
• Has initial contact/response been made for each complaint?
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Opportunities for Growth
• How can we get better?

• Periodic reviews of open complaints
• Regular queries of complaints by garage, employee, type, etc.
• Follow-up w/ notes, photos, etc.
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Contact Information
Daniel S. DeWitt, P.E.
County Engineer
Allegany County Department of Public Works
ddewitt@alleganygov.org
301-876-9560
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