
City of Mentor: Mission State-
ment and Goals 
 

 provide service of outstanding 
quality to our citizens 

 provide services that assist in 
complementing programs 

 provide an information technol-

ogy infrastructure that contributes 
to the competitive position of the 
city 

 provide services at a reasonable 

cost 

 minimize costs that are borne by 

the taxpayers of the City of Men-
tor 

Information 

The City of Mentor began using Crow Canyon 
Systems’ Service Request software in its IT 
department in 2007. Prior to implementing the 
software, all work dockets and tickets were filed 
manually using pen and paper. The tedious 
nature of this system resulted in high costs and 
hindered productivity. 
 
The city implemented Crow Canyon Systems’ 
software to remodel its processes from paper to 
digital. Jay Luteran, Manager of the City of Men-
tor’s Information Technology department, ex-
plained, “We started with Crow Canyon just to 
relieve us of the paper process. It worked out 
very well. The user community really loved it. It 
was a giant step forward for us”. After imple-
menting CCS Service Request, Luteran said the 
staff noticed better response in customer ser-
vice. “The time-frame was greatly reduced,” he 
stated. “It was all paper before; the user would 
fill out a paper form and sometimes it would be 
mailed to us. By the time we got it, it could be 

days later. If it was something urgent 
they would call us, but there was no 
way of tracking it. We just didn’t have 
any metrics at all.  
 
“With implementation of the software, I 
was pleasantly surprised, “Luteran 
continued. “The end-users picked up 
on it really quickly. There was minimal 
training. Screens are very easy to navi-
gate. The users understood very 
quickly that you’re going to get better 
response if you submit a ticket online 
versus calling. I thought that would 
take a little longer but I was very sur-
prised that the community really picked 
up on it”.  
 
The software was such a success that 
the department moved forward to intro-
duce the software to the rest of the 
city. 

 

Snapshot:  
City of Mentor,  Ohio 
Population: 51,000 
Median Income: 
$57,230 
Per Capita Income: 
$24,592 
 
Departments using 
CCS Service Request 
 

 IT 

 Police 

 Fire 

 Parks & Rec 

 Facilities 

 Building  

 Public Works 

Service Request Tracking for Municipal Services 

Leveraging Microsoft Office, Outlook and the Web 

Customer Success Story 

City of Mentor 

Crow Canyon  
Systems  

Powering Service Productivity 
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Track all types of Services: 

 

 Facilities work orders 

 Equipment maintenance 

 Custodial requests 

 HR and Admin 

 Supply requests 

 Travel requests 

 IT incidents  

 Capital requests 

 Police/Fire equipment 

 Parks and Recreation  

 Public Works 

 Permit processing 

 Grant requests 

 Business license  

 Event and meetings  

 Inspection requests 

 Landscape, roads  

 

 and many more... 

Crow Canyon  
Systems  

Powering Service Productivity 

The City of Mentor decided to expand use and purchased additional service areas and seats, 
implementing CCS Service Request in its Parks & Recreation and Facilities departments.  Lut-
eran stated,  “We purchased licenses for Police, Fire, Building and Public Works.” 
 
Within the Police Department, it is used for records, evidence, mugshots, dispatch, and patrol. 
The Fire Department uses Crow Canyon Service Request to support deployment of a new safety 
system software. As people find bugs within the new system, they are recorded in the Crow Can-
yon program and reported back to the vendor. 
 
With great improvements in productivity and customer service through internal use of Crow Can-
yon’s Service Request,  the City of Mentor is moving into the next phase of software implemen-
tation: allowing the public to enter in requests.  
 
Currently, if citizens have a request, they must either make them in writing, by phone, or in per-
son. The city will use Crow Canyon’s Service Request to streamline citizen communication, us-
ing online forms to process, track, and complete citizen requests. Luteran says “The goal there 
is, using the software, we can update them on every step to the final completion of their request. 
That is something that we don’t have right now”.  
 
Citizens with a request for the city will be able to fill out forms online to submit their request.   For 
example, if a citizen notices a malfunctioning traffic signal, he or she can fill out a form on a web 
page to notify the city. The request then becomes a work order, which can be tracked both by 
city staff and the citizen who made the request. Citizens can use the software for all kinds of 
requests, from clearing backed up storm drains to requesting police to keep an eye on their 
house when out of town. 

 
 Benefits 

Over 2000 organizations 

worldwide use our appli-

cations, including: 

 

City of Bradenton,FL 
City of Decatur, GA 
City of Hoover, IL 
City of Menlo Park 
City of Mentor, OH 
City of Safford, AZ 
City of Westminster, MD 
 
Champaign County 
Harford County  
Goochland County 
Prince William County 
 
Canadian Embassies 
American Embassies 
U.S. Dept of Energy 
  
 

Next Steps 

Crow Canyon Systems 
www.crowcanyon.com        Benicia, California               925 478-3110     

 Improve level of service and communication to citizens 

 Increase efficiency and productivity across your organization 

 Better communication and coordination of city staff 

 Visibility into response times and costs for service requests 

 More return out of your existing Microsoft technology investment 

Learn more about Crow Canyon’s Service Request for City Services by viewing a 
flash demo or walk-through at http://www.crowcanyon.com/City-Services.html. If 
you would like to bring your team together for a live online demonstration, contact 
sales at sales@crowcanyon.com 

Customer Success Story 

City of Mentor 


