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Command Center Guide

Command Center: Provides oversight and enforcement of the electoral process in the State of Nevada. Elections oversight provided by the Secretary of State (SOS) Elections Division, and the enforcement of elections law violations is provided by the Election Integrity Task Force.


County Liaisons


The Secretary of State Elections Deputy, in conjunction with the Chief Deputy Secretary of State will assign liaisons to serve in each of the county elections offices throughout the state. 

Timeline


Following is a proposed timeline of activities that should occur regarding the assignment of liaisons to the county offices for both the primary and general elections which will be modified to address any special election:


· 2-3 months prior to Election Day: Chief Deputy Secretary of State, Elections Deputy, and members of the SOS Elections Division meet to identify counties with special circumstances involved in the upcoming election and determine the number (if any) of liaisons to be assigned to the county on Election Day. Special circumstances may include, but are not limited to: highly contested races, new clerks serving in a jurisdiction, or a clerk appearing on the local election ballot. At this time, an estimated budget should be determined to account for anticipated travel expenses for county liaisons, as well as confirming identifying which liaisons will receive a laptop from SOS-IT, and which laptops require air-cards. 

· 1-2 months prior to Election Day: Chief Deputy Secretary of State or the Elections Deputy will begin recruiting for persons to serve as a county liaison on Election Day.


· 4-6 weeks prior to Election Day: Once liaisons have been identified to serve as county liaisons for the upcoming election, the Elections Deputy determine who will be serving in which county. The SOS Elections Division staff will begin confirming contact information for each of the identified liaisons, and updating training materials for the liaison training session.

· 3 weeks prior to Election Day: SOS Elections Division staff will conduct the liaison training session, covering the specific duties and responsibilities of the liaisons and a training session on using Track-it.   SOS Elections Division staff will also continue working with SOS-IT on the distribution and shipping (if necessary) of laptops to the identified liaisons. 

· Travel accommodations should also be made for any liaisons that will be traveling to locations that require overnight stays as identified in Attachment 1.  

· 1 week prior to Election Day: SOS Elections Division staff will notify the counties of their assigned liaisons. Verify configuration of laptops.

· 3 business days prior to Election Day: Chief Deputy, Elections Deputy and SOS Elections Division staff will have last-minute update session with liaisons to go over any outstanding issues and answer any questions.  Deliver laptops to respective liaisons. 


· Day before Election Day: Liaisons traveling to distant county locations leave for their assigned location.


· Election Day: Liaisons expected to arrive at the county elections office by 6:45 a.m. on Election Day, prior to the 7:00 a.m. opening of the polls throughout the county. Liaisons should remain at the county elections office until the county office has been confirmed by the SOS Elections Division staff to have completed submitting all required summary reports for the evening approximately 11pm but will vary according to county

· Day after Election Day – Travel day for those liaisons in counties where overnight stays were required.  

· Overtime – pursuant to SoS policy, overtime for SoS employees will be earned as accrued comp time (ACT) unless paid overtime is budgeted.  SoS liaisons may also flex the time if they so choose and it is approved by their supervisor.


Duties and Expectations of County Liaisons


Following is a list of the duties and expectations of persons serving as county liaisons for the Secretary of State’s office:


· Arrive at the County Clerk/Registrar of Voters office by 6:45 a.m. on Election Day, prior to the 7:00 a.m. opening of polling locations throughout the county.

· Ensure that the SOS Elections Division is notified when all polls are confirmed Open through the Track-It system.

· Serve as the liaison between the Clerk/Registrar and the SOS Elections Division staff and maintain constant communication throughout the day by providing updates of how voting is going in the assigned county


· Monitor Election Day activities and report any polling location issues occurring within the county through the Track-It reporting system. Issues reported in Track-It may include:


· Equipment problems, failures, or power outages


· Poll observer conduct


· Voter conduct


· ADA accessibility issues


· Media questions


· Exit polling


· Long lines at polling locations


· Any other complaints coming into the county offices


· Ensure that the SOS Elections Division is notified when all polls are confirmed Closed through the Track-It system, or if polls still have people waiting in line to vote at 7:00 p.m., reporting how many people are waiting, and an estimate of how long the Clerk/Registrar thinks it will take to complete voting


· Monitor the conduct of the vote tally process and any issues occurring through the Track-It reporting system. Issues reported may include:

· When results are being sent to the SOS prior to posting on county website or released to the media


· Notifying SOS when results are released to the public or the media


· Conduct of tally observers


· Any other issues arising during the tally procedure


Track –It!

Track-it is a system that has been modified to manage resources, information and complaints related to the election. Track-It is the Secretary of State’s communication tool in an effort to streamline the sharing of information between local election officials and the Secretary of State’s office (SOS) offering:


· A resource center hosting equipment manuals, forms, laws, procedures, and other written material used for elections


· Instant notification and tracking of election issues or concerns to the SOS via work orders 


· One click communication to the Secretary of State’s office that all polls are open/closed


Track-It serves as a centralized “command center” and automates the process of clerk-to-Secretary and Secretary-to-clerk communication without having to make phone calls and streamlines issue tracking for the SOS and jurisdictions.  

A separate User Manual has been created for Track-It!.   The SOS Elections division maintains the list of assigned users and passwords for both the counties, SOS staff and county liaisons.  Issues with Track-It should be raised to the HAVA staff who will intern work with SoS-IT to resolve any issue.
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Secretary of State Election

Command Center
Track-It! 8.5

Login Locate Information Let Us Know

Track-It is the Secretary of State’s newest communication tool in an effort to streamline the
sharing of information between local election officials and the Secretary of State’s office
(SOS) offering:

. A resource center hosting equipment manuals, forms, laws,
procedures, and other written material used for elections

. Instant notification and tracking of election issues or concerns to
the SOS via work orders

. One click communication to the Secretary of State’s office that all
polls are open/closed

Track-It serves as a centralized “command center” and automates the process of clerk-to-
Secretary and Secretary-to-clerk communication without having to make phone calls and
streamlines issue tracking for the SOS and jurisdictions.

A Resource center ensures that everyone is looking at the most recent version of a
document as it hosts necessary information in one location online where users can view
and download printed material such as Sequoia manuals and Secretary of State forms.

Additionally, users may track internally and submit to the SOS a work order to notify of an
election problem or issue such as a power outage at a polling location, comments from
voters or notification that all polls are open or closed.

Please take a few minutes to review this manual which features instructions on how to:

Locate manuals and forms
Search for manuals and forms
Fill out a work order

Send a work order

Review open/closed work orders

The Command Center is available so that users can spend a week getting familiar, finding
manuals and forms, and sending real-time issue requests.

QUESTIONS?
& Ryan High (775) 684-5650






Login

1. Visit http://167.154.9.54/CommandCenter/ - be sure to bookmark this link in your
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Enter Password

- CLICK Sign In button

Enter User Name — User Names are case specific. (Note: different login names allow
for different levels of access, with the County Clerk login being the highest)

Enter Password - passwords are case specific.

CLICK Sign In.
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Locate Information

This is the HOME PAGE for Track-It after you Sign In.
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Election Information and Resources
There are currently nnﬁnnunoements ¢ Search the Election Information and Resources Database for a =olution that pertainz to
your current problem. With a few simple keywords a list of related problems and
solutions can be at your finger tips in =econds.

R View Summary/Status of Issue Tickets
ﬂ Check the status of izsues you have submitted or submit a new issue work order for

S0OS action.
Announcements from SOS
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minutes.
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Locate w=.J Election Information and Resources such as manuals, forms, equipment

information, Federal and State Statutes, Candidate Information and Election Calendars
and Guides by clicking on one of two hyperlinks (see above screen shot).





Let Us Know % — Submit a Work Order to the SOS

To get to this page from the HOME PAGE, CLICK on Work Orders on the

tool bar or View

Summary/Status of Issue Tickets under the WELCOME Section.

Managing work orders:

fj Track-It! Web - Microsoft Internet Explorer provided by Secretary of State = IEllil
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CLICK to Add new Work
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CLICK to Open Work

Add a new Work Order.

There are currently no announcements My Open Work Ordersg 1 en Work Ers Recenthy Closed Work Orders

Add a new Work Order —

[T Make this page my default view
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Summary Priority \
»

Orders

\CLICK to view Recently

Closed Work Orders

This page allows you to CREATE and MANAGE Work Orders. Note the three (3) tabs in the
center section under Manage Work Orders. The first tab opens a new work order, the

second tab shows all work orders you have submitted, and the third tab
recently closed work orders.

allows you to view

From both the ALL OPEN and RECENTLY CLOSED tabs, submitted Work Orders can be

opened and viewed.

If you want to make any of these three tabs your DEFAULT page, use the checkbox.

Also on all three tabs, there are two (2) places where you can Add a new Work Order by

clicking on Add a new Work Order.






Filling out a work order:

f,'; Track-It! Web - Microsoft Internet Explorer provided by Secretary of State - |E| 1[
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- Caller Name = First, Last Name &

type of caller — media, voter, clerk,
poll worker, etc

Click the Submit button aﬁernocumentingtV call Back Nurmber _Comp|8te
Back to Your Work Orders H H
There are currently no announcements Caller Name: / 1 / # InCIUdIng area COde
| &~ 2
Cal Back NurM
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) 5 e INFO ONLY — No action
TYPE of issue =l 7
4 N
= COUNTY
Attachment:
Browse... Submit g
—
(*) Denotes a required field 4 9 .SlJR MIT
8 B
] Done I O O O = T A —

Add Attachment

1. “Caller Name” - FIRST then LAST Name and specify type of caller (Media, Voter, Poll
Worker, etc).
2. “Call Back Number” — include AREA CODE. This is a required field. If caller refuses,
please indicate.
3. Select a “Priority” from drop down menu. This is a required field.
O HIGH = immediate need or resolution needed
O LOW = non-immediate
O INFO ONLY = provided for tracking/information purposes only
4. Type concern/issue in “Notes”. Get as much of the initial information while caller on
the line and finish details after hanging up if necessary.
Select “Type” of issue from drop down menu. This is a required field.
Select “Subtype” from drop down (Note: you will not be able to select a “Subtype”
unless you first select a “Type”). This is a required field.
Select “County” in which issue occurs from drop down menu. This is a required field.
To add an optional “Attachment” click browse and locate file to attach and send with
work order.
9. Select “Submit” once completed. (Note: for updates on your work Orders, check the

Recently Closed Work Orders folder).





Type and Subtype drop down menu selections

Type of Issues: Start here with broad
issue.

Subtype: Narrow down by subtype to
specific issue.

Candidate

Ballot

Other

Poll Place Activity
Sighage

Equipment

ADA

Card Activator
Desktop

Edge

Laptop
Optech
Printer

Server

Voting Card
WPAT

Media/SOS

Exit Polling
Laws/Regulations
Litigation

Other

Poll Location

Poll Observers
Reporting
Statistics

Website

Polling Place

ADA

Campaign Activities
Exit Polling

Facility Problems
Long Lines

Not Open

Other

Parking

Poll Worker Complaint
Signage

Voter Intimidation







Office of the Nevada Secretary of State Ross Miller


Project Title: 


Nevada Election Integrity Task Force


Description:


Members of the Nevada Election Integrity Task Force, a multi-jurisdictional partnership, target election fraud, intimidation and other election-related violations by investigating complaints regarding questionable voter registration practices and potential voter fraud at the polls in Nevada’s elections. The collaborative effort created in 2008 to help ensure a fair election continued through the 2010 primary and general elections.


Subject Area: 


Elections


Contact: 


Catherine Lu, Public Information Officer

p. (702) 486-6982


clu@sos.nv.gov

Executive Summary


History (including length of time in operation) – Describe the factors that led to the development of the program, including problems that it sought to address and program goals.


In 2008, Nevada Secretary of State Ross Miller spearheaded a collaborative effort among multi-jurisdictional agencies to rectify a weakness in Nevada’s electoral system. The Nevada Election Integrity Task Force investigates election fraud, intimidation and other election-related violations by investigating complaints regarding questionable voter registration practices and potential voter fraud at the polls in Nevada’s elections. Prior to the task force’s formation, the Elections Division lacked coordination and a structured protocol to deal with complaints. Individuals were unsure of their roles and responsibilities, which often led to inaction when an election-related complaint was filed and eroded the public’s confidence in the integrity of elections. The collaborative effort is intended to ensure fair elections in Nevada.

Members of the Nevada Election Integrity Task Force include the Secretary of State’s office, the Attorney General’s office, the Federal Bureau of Investigation, the U.S. Attorney’s office and local law enforcement agencies throughout the state.


Significance – Discuss how the program exemplifies best practices in state government, including its unique, innovative or cost-effective aspects. Please consider how it supports the public policy goals of your office and assists your state office in executing its responsibilities.


The Election Integrity Task Force organized and implemented a statewide system that included on-site polling observers at centralized support centers; a technological system that allows workers to log and share voting incidents expeditiously with elections officials; and a safe and easy way for anyone to file a complaint about election law violations.

Command Center


On the day of the general elections, the task force staffs three facilities in the north, south and rural parts of Nevada with liaisons from the Secretary of State’s office and the county clerks’ offices. They are supplied with resources to address any election irregularities. The command centers work with a statewide network of election clerks to respond quickly to complaints, and on-site whenever possible. Liaisons maintain constant communication with the Secretary of State’s office throughout the day and monitor Election Day activities, such as the following:

· Election irregularities 


· Signage issues


· Equipment problems/failure including power outages


· Poll observer conduct


· Voter conduct


· ADA issues


· Media questions 


· Exit polling 


· Long lines at polling location


· Nature of complaints coming into county offices


· Any court actions in the jurisdiction


Track-It System


The Election Integrity Task Force created a statewide system called Track-It to log complains and incidents, which greatly assists law enforcement agencies throughout the state, including the FBI and DOJ when they produce incident reports. Track-It is the Secretary of State’s communication tool in an effort to streamline the sharing of information between local election officials and the Secretary of State’s office. It offers the following features:

• 
A resource center hosting equipment manuals, forms, laws, procedures, and other written material used for elections.

• 
Instant notification and tracking of election issues or concerns to the Secretary of State via work orders.

• 
One-click communication to the Secretary of State’s office that all polls are open/closed.

Track-It serves as a centralized “command center” and automates the process of clerk-to-Secretary and Secretary-to-clerk communication without having to make phone calls and streamlines issue tracking for the SOS and jurisdictions.

The resource center ensures that everyone is looking at the most recent version of a document as it hosts necessary information in one location online where users can view and download printed material such as Sequoia manuals and Secretary of State forms.

Additionally, users may track internally and submit to the SOS a work order to notify of an election problem or issue such as a power outage at a polling location, comments from voters or notification that all polls are open or closed.


Law Enforcement Partnerships

The Election Integrity Task Force is assisted by local and state law enforcement representatives, who regularly meet for training and briefings regarding election law violations. They are informed on procedural issues, such as how to appropriately handle specific situations and who should be notified when instances occur. Law enforcement represents are present at the command centers on general election day.

Because task force members are constantly communicating during the period leading up to elections, they are able to respond quickly to any election-related allegations. Their immediate response to any formal complaints reassures the public that its government is doing everything in its power to ensure a fair and honest voting process for all citizens, who should be able to exercise their right to vote without fear of fraud or intimidation. Existing resources are used to investigate claims and do not require additional funding. 

Filing an Election Law Violation Complaint

The Election Integrity Task Force investigates complaints about election law violation when it is filed with the Secretary of State’s office on its website, www.nvsos.gov. The complainant is asked to provide specific information, including their name, contact information, the date and location of the incident, and a detailed description of the circumstances surrounding the complaint. All complaints are kept confidential, and a state or federal investigator is dispatched immediately to interview the complainant and gather all the facts in the case.

Impact/Results – Explain how this program has contributed to the improved functioning of state government (you may highlight both financial and administrative/pragmatic impacts), including (where relevant) its benefits to citizens and other government agencies/units.

Since its formation, the Nevada Election Integrity Task Force has investigated several cases of election abuse, one that led to a guilty plea by a national organization.

In 2009, Miller and Cortez Masto filed charges against the Association of Community Organization for Reform Now, Inc. (ACORN), an organization that works to improve the societal situation of low-income residents, after a three-month investigation into a formally filed complaint that included 26 counts of voter fraud and 13 counts for compensating registering voters. The task force’s investigation found that ACORN employed canvassers for $8-9 per hour and required them to register at least 20 voters per shift. Canvassers who failed to register 20 voters per shift were fired. ACORN also instituted a “Blackjack” program that provided canvassers with a $5 bonus if they signed up 21 or more voters per shift. ACORN’s corporate officers were aware of the program but did not terminate it.


State investigators searched ACORN’s Las Vegas office in October for evidence of voter registration fraud, seizing eight computer hard drives and 20 boxes of documents. Allegations of falsified voter registration applications led investigators to ACORN’s office with a search warrant. ACORN pled guilty in the 2010 court case. The task force’s actions and the case’s subsequent results lead the public to believe in the integrity of the electoral process.


During the 2010 election cycle, the task force investigated several allegations, including complaints from the Nevada Republican Party regarding differences in the number of votes cast on the machine versus paper voting logs and irregularities regarding the voting machines. The task force conducted a thorough investigation, which resulted in a comprehensive report addressing the allegations that was released prior to Election Day.


The Nevada Election Integrity Task Force is used as a national model by the Federal Bureau of Investigation, and the U.S. Department of Justice is teaching it as a “best practice” model at the National Advocacy Center at the University of South Carolina. The U.S. Attorney’s Office works in concert with the U.S. Justice Department’s Public Integrity Section to handle any complaints of election fraud and voting rights abuses in Nevada. Minnesota and Wisconsin’s elections divisions followed in Nevada’s footsteps and launched their own Election Integrity Task Forces in 2010.


With multiple government agencies working together to ensure an honest voting process, the Nevada Election Integrity Task Force protects the integrity of elections through a coordinated, aggressive enforcement of Nevada's elections statutes. 


Office of the Nevada Secretary of State Ross Miller


Nevada Election Integrity Task Force – press clips


http://www.lasvegassun.com/news/2009/may/04/criminal-charges-filed-against-acorn-two-employees/

http://www.fbi.gov/lasvegas/about-us/our-partnerships/partners

http://www.nevadanewsbureau.com/2010/10/27/nevada-secretary-of-state-says-no-evidence-of-vote-fraud/

http://www.nevadanewsbureau.com/tag/election-fraud/

http://www.lvrj.com/business/some-lawmakers-plan-to-return-contributions-from-tainted-gambling-company-120139609.html

http://www.huffingtonpost.com/2011/03/05/rory-reid-son-harry-reid-contribution-limits_n_831760.html

http://www.foxnews.com/politics/2010/11/02/angle-files-voter-intimidation-complaint-with-justice-department/

http://www.8newsnow.com/story/13399682/secretary-of-state-calls-voter-fraud-allegations-non

http://www.lasvegassun.com/news/2010/oct/27/election-officials-say-fraud-allegations-unsubstan/

http://www.kolotv.com/home/headlines/92921384.html

http://www.lasvegassun.com/news/2010/may/05/task-force-established-tackle-voting-election-irre/


Command Center

Breakdown of Calls 


· COUNTY CLERKS

Last time, calls from clerks automatically came up to an assistant and depending on if it was a voting machine question or not, were routed to the Elections Deputy and DAG (stayed in one office together election night). Calls regarding voting machines were handled and coordinated with Lani if IT involvement needed for follow up from counties. Otherwise we had one person handling calls on voting machines so only one consistent person was dealing with Sequoia as needed. 

· In general will call SoS/Command Center if:


· They have already done what  they can do regarding a particular issue and it is not being resolved or person is not cooperating


· They have a problem with the voting equipment/tally function/ENR


· Problems getting law enforcement out there and need help getting someone over to a particular location


· Problems getting a hold/response from Sequoia regarding voting machine issue/Need us to follow up


· Need clarification on statute/procedure 

· Do not agree with their DA and want to see where SoS/AG stand


·  They feel media or voter will be contacting SoS regarding particular incident and want to provide background

· They see something that could affect all counties/be a statewide problem


· What they should tell us, but usually don’t:

· Problems with polling locations


· Problems with staffing


· Where they feel they are at fault/made a mistake


· If their own poll workers complain regarding the level/lack  of training/support  they have received from the clerk or their staff


· SEQUOIA

For same reasons discussed above, we need one point of contact to communicate with Sequoia to ensure follow up and consistency. We had IT support last time depending on the nature of calls and what needed to be done on our end or county end (specifically with tabulation/ENR) and that was very useful. We had them set up close to where Lani and I were so we could assign specific IT related county inquiries to IT support staff to handle. 

· Remember:


· There will be someone from Sequoia at every county and they will know about certain problems before the clerks call and tell us. (Ex. told us last time that polling sites didn’t open in time in Washoe before media or Dan told us.)

· In General:


· Voting machine issues specific to particular location/county


· Coordinating a fix


· Help dealing with an upset clerk


· Complaints regarding clerk/staff


· Polling locations not opening on time, etc. 


· What they should tell us, but usually don’t:


· If a particular voting machine problem is going to affect us statewide


· What national issues are they dealing with throughout the country that we should be aware of?


· Admitting if something is a Sequoia mistake versus blaming SoS/clerks


· Inform us of a problem when it is still relatively small versus waiting until they have no choice but to let us know.


· Will never call us with a particular problem because would prefer to “resolve” without getting SoS involved and don’t want information shared with other counties. Usually clerk will call us and we then follow up with Sequoia anyway and let other clerks know if it might be a statewide issue. 

· DISTRICT ATTORNEYS

These calls have gone to the Elections Deputy and DAG b/c usually need quick legal analysis and quick decision turn around. The Elections Deputy would share info with Chief Deputy and PIO so they remain in the loop.


· In General:


· Some will call and get clarification on specific statutes, hopefully get the input of our DAG


· Notify SoS/DAG for issues that are turning into complaints at local level


· Back up/coordinating  if they are pulled into court election day or early voting

· Usually when they call, it is a high priority problem that will either lead to a legitimate compliant or sudden court appearance and media will be involved

· When they should call us, but often don’t (specifically rural counties):


· Before clarifying a statute for the clerk if they are unsure about how it should be interpreted


· If there is disagreement between the clerk and DA regarding a particular interpretation


· Before making a decision on how to proceed on a particular matter that will involve SoS/DAG


· CANDIDATES

I don’t think we had someone specific to deal with the candidates. These calls were sent up to Elections Deputy/Chief Deputy depending on whether minor inquiry, possible complaint, whether statewide candidate or local candidate, etc. 

· In General:


· Complaints about other candidates (very broad)


· Electioneering concerns 


· Clarification on something reported by the media/clerk


· Speed/consistency of ENR reporting 


· Concerns regarding outside groups supporting local candidates (especially opposing candidates)


· Specific Areas of Complaints:


· Other candidates electioneering/doing something wrong that SoS needs to investigate

· Setting up “grounds” for a recount request (voting equipment, disenfranchised voters, tally, polls not opening in time, etc.)


· Status of ENR tally for their specific race (which precincts have reported, which haven’t, expected times, etc.)


· POLLWORKERS

As discussed yesterday, these calls should be going to the respective clerk’s office to handle. We may have disgruntled poll workers contacting us to complain about specific county clerk and how they were trained/treated. Usually, there isn’t too much we can do about this on Election Day and we make sure proper intake is done so we can follow up with specific counties post election.  Depends on what time of day we get the call. 


· In General:


· Clarification on procedures/how to do their job duties


· Troubleshooting problems


· Technical issues with voting equipment


· Needs for police back up/safety


· Problems/local complaints/disturbances involving:


· Voters


· Observers


· Candidates


· Media


· Exit pollsters 


· Specific parties


· MEDIA/OBSERVERS

The media calls were directed to the PIO.  This was somewhat easy to do because you can usually identify media calls. Observers will probably be more “masked” and coming in with general calls.  Depending on nature of complaint, these will either be general intakes by the initial group of individuals who will handle calls or if currently taking place/serious, would have to elevated up to the investigators/law enforcement network. Follow up will be needed with Clerk to assess if this is being handled at county level or ready to be escalated. 


· In General:


· Both generally deal with broader areas of concerns more so than specific individual complaints


· However, often likely to nit pik obvious violations such as ADA accessibility in general/signage requirements/posting requirements, etc. that are highly visible.


· Specific Areas of Complaints:


· Questioning how poll workers doing their job


· How poll workers are dealing with the public (Hispanic voters, etc.)


· Perceptions of people being turned away


· Questioning whether provisional ballots being distributed broadly enough


· Overall polling place accessibility and signage requirements


· Advocating for a particular voter if they witnessed an incident involving that voter


· Not being allowed to do their job/information is being kept from them:


· Observe within conditions they want


· Conduct exit polling under conditions they want


· Ask questions as they observe


· Questions regarding voting equipment and accompanying security/malfunction concerns


· OVERSEAS VOTERS/AGENCIES


These went to Lindy. These are usually not large volume calls and time can be saved by having the most knowledgeable person handle these directly/track them. Potential for some of these calls to be elevated to needing immediate attention, especially later in the day and ensuring return of ballots by 7:00pm deadline. Because these can be faxed back, we may need someone regularly checking the fax here at our office to make sure they are sent out to the respective counties in a timely manner. 


· Specific concerns dealing with individual voters 

· Eligibility to register & vote (loss of resident status, etc.)


· Usually need immediate attention/ last minute attempt to receive a faxed ballot

· Being able to have them fax ballots back will help

· GENERAL PUBLIC

Last time we had the “newer” staff do initial intake. They would log the call and then send it up to the person responsible for the particular topic area who would then do the actual intake. Because we have so few people in elections, we will probably need to train folks from customer service who would just be in taking elections calls so actual elections staff can be assigned to dealing with specific problems as they come up.   These calls probably need the most urgent response because the issues they are calling about can be resolved with a few phone calls and the person is able to vote. These calls peak between 4-8pm. 

· In General:


· Usually very specific concerns they are directly involved with and the ones most likely to develop into filed complaints


· Majority of the time can be resolved with a quick and speedy response (particularly between hours of 4-8pm). 


· The ones calling with a specific agenda/advocacy group will be unsatisfied no matter how you resolve the issue but the majority are callers who just want the problem fixed so they can vote and are more concerned with their particular circumstance versus a larger agenda goal.


· Specific Areas of Complaints:


· Problems using voting machines

· Received wrong ballot


· Voter card jammed/didn’t work

· Leave polling location before vote cast


· Poll worker cast my ballot when they were helping me with a problem and I voted for the wrong person

· ADA concerns


· Denied a provisional ballot


· Problems with absentee ballots


· Didn’t receive it


· Don’t know where to turn it in


· Questions regarding their eligibility status


· Questions regarding ID requirements/exemptions


· Questions regarding registration status 


· Confused about what county they are registered in


· Thought they had re-registered in a new county but no record of it (sometimes DMV issue)


· Harassed by:

· Poll workers (immigration status, etc.)


· Exit pollsters 


· Observers


· Candidates


· NOTE: will probably receive large numbers of calls regarding candidates calling them at home with pre-recorded messages


· Feeling obligated to vote for a particular candidate(supporters around, poll workers support them, candidate/staff around polling location)


· Advocacy groups


