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FY 2015 Proposed Budget

$5.04 Million
IT Support,
Utilities, Insurance
$1.11
22%
Pers?nal —s Contractual
Services .
Services
$3.74
S0.17
74%
3%

Commodities
$0.02
1%

FY 2014 FY 2015
General Fund S4.38 S5.04 S0.66
Positions 63 61 (2)
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311 CALL CENTER
How the Intake process works

TRAINING DEPARTMENT DELIVERY
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+~ Customer Service Reps

+~ City Council
+ Web Portal

QUALITY
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-~ Mobile App

~ Emai

- CRM Reports

FY 2015 Proposed Budget — City of San Antonio


http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&docid=tOLy8gIPMW10cM&tbnid=wQxuvqdCYPNpAM:&ved=0CAUQjRw&url=http://www.ethos-marketing.com/case-studies/mt-ascutney-prevention-partnership/web/35&ei=RLX_U9m4LNKdygTGuIKAAQ&bvm=bv.74035653,d.aWw&psig=AFQjCNHGZDwHBoEJV9NqnICoQdWi1u8Rdw&ust=1409353405465787�

311 CALL
CENTER

CRM
Sample
Report

COUNCIL DNISTRICT

TOTAL SERVICE REQUESTS BY DEPARTME HT

WEEHK OF MOHTH OF
Department AUGUST &-14, 2014 JULY 1-31, 2014
Open Closed O pen Closed

Animal Care Services 28 117 42 613
Zode Enforcem ent Serdces J6T 245 361 2072
Cevelopment Services 1 0 47 0

Parksz and Rec 33 15 24 170
Solid Waste Management 93 182 5 1281
Transp & Cap lmprovmrts LTy 138 65 689
Total: 5849 697 522 4826

TOP 5 SERVICE REQUESTS OPEHED FOR AUGUST &-14

DEPARTMEHNT
D=DiCode Enforcement
D=DiCode Enforcement
Solid Waste Management
D=0 ACode Enforcement

D=0z ode Enforcement

COUHCIL DISTRICT .

SERVICE TYPES
Alleynay Maintenance

Creerg o YarcdiT rash

Mo Pickupg

finim um Housing-2wner Oocupied
Junk Yehide On Private Property
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Weekly CRM Reports

TOP 10 CLOSED SERVICE REQUESTS — (OCT 1 to AUG 27)

DEPARTMENT SERVICE REQUEST TOTAL
1. DSD/Code Overgrown Yard/Trash 34,455
2. SWMD Dead Animal-Cat/Dog/Other 29,853
3. SWMD No Pickup 29,289
4. ACS Aggressive Animals 18,194
5. DSD/Code Bandit Signs 16,842
6. ACS Stray Animal 12,700
7. SWMD Damaged Cart 11,509
8. DSD/Code Graffiti (Corridors) 9,689
9. DSD/Code Junk Vehicle On Private Property 9,002
10. SWMD 1st Call Bagged Leaves 7,936

FY 2015 Proposed Budget — City of San Antonio



311 CALL CENTER
Enhancements

SAN ANTONIO

311

311 BRAND

311 SPECIALISTS
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CITY Ol

SAN ANTONI

RESIDENTS VISITORS BUSINESS YOUR GOVERNMENT GET CONMECTED

GET CONNECTED

. Caorw’ H o

311 Service Requests

Click to togoke the visibalty

of the vanous senice

requestis

Al Serace Requests
Animal Care

_ | Brush/Cnoergrovm vards
Code Violations
Garbage'Recyciing -

Legend

E T E Freguently Asked Questions
N R E""' 0 Argwers 1o commonly asked guestions eoanding oy serdces @ CIOQIEmMS

~  Top Service Request
§_ Most popular self-senvice requests, senvice information links, and online payments
*——| | Don't see your issue listed? Please call 311 between 7:00am - 7:00pm for assistance; Saturday and Sunday from 8:00am - 5:00pm.

Top Online Self-Service Request Top Service Links Top Online Payments
0¥ Vacant Lot Overgrown/Trash, Code Dead Animal Pickup $ Misdemeanor Citation

[ ]

Violation ® Brush & Bulky-lterm Collection $ Parking Citation
O Yard: Qvergrown or Trash, Code & rMon-Emergency Number, Police $ Traffic Citation/Tickets

Wiolation -

. © Immunizations Featured

¥ F'avelrnen.t_ F'-:ntn-.:.le Repair © Srall Business Services © ot Adoption
Q¥ JunkVehicle: Private Property, Code ) N o o

vialation Electric bill (CFS Energy) U Checkthe Status of my Reguest
¥ Signal: Operations and Maintenance - o Pr-:nperty' Tax . o & Immunizations

Man Emergency O water/Sewer Bill (SAWS) @ wWater: Wasting Water/Leaks
O Garage Sale: No Permit, Code © water/Sewer Bill (BexarMet)

Wiolation & Passports
U Brush, Out Of Cycle Code Viclation

Legend: [[J Service Request | § Online Payment | o informstion | Fom

Animals
Pet Ownership, Problems with Animals, Rodents & Pests

Business
Certificates & Registrations, Licensing & Permitting, Complainfs, Doing Business with the Cify

Education & Employment
Certificates & City Jobs, Schools, Library Resources, Intemships & Volunteering

Elections, Government & Records
Voting, Contact Elected Officials. Personal Records (e.g.. Births & Deaths )
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311 CALL CENTER
Enhancements

o~

City of San Antonio 311 Call Center
Monthly Average Wait Time
August, 2013 - July, 2014
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311 CALL CENTER
Customer Service Focused

DESIGNATED

Citizen-Engaged

Community
2013-2015

' 201’!atyof8an ﬂntmuoanmumuy Survey
- 311 Call Center
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Community & Employee
Volunteers
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