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History of BTX 311

• The city identified the need for a centralized system to 

handle non-emergency calls:

• First-call resolution

• Tracking customer requests to completion

• Dynamic communication and engagement

• Transparency and tracking

• Improved internal efficiency and accountability

• The City identified a 311 system as the most effective 

solution for addressing non-emergency customer needs.

• September 2022 – BTX 311 Project Initiated.

• March 2023 – BTX 311 launched to the public.



Community Outreach – FY 2024-25
•Community Events

•Presenting to Community Organizations

•Presenting to Boards and Commissions

•Sponsorships

•Social Media and City Newsletters

•Postcards

•311 Decals on City Vehicles
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Slide 31

All Citizen Non-Emergency Interactions

BTX311
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Customer Service Representative responds, 

assigns tasks, works with proper  

departments, and communicates information 

until the issue is resolved.

CRM System collects data, analytics 

and SLAs for reporting. Management 

analyzes and makes improvements 

to increase efficiencies.

311 and Customer Relationship 
Management

Call Center Operations – M-F 8:00am – 5:00pm

After Hours – 24/hour Online Submittal & App

Email:  311@burlesontx.com

After Hours (Urgent Non-Emergency) - 817-426-9903
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Street Maintenance

• Street Repair (i.e. Potholes)

• Tree Limbs or Debris Removal in street

• Street Lights

• Traffic Signal Concerns

Services You Can Access Through BTX 311

Water and Sewer

• Water Leak

• Meter Leak

• Water Pressure/No Water Issue

• Replace Meter Box Lid (Damaged or Missing)

Parks and Recreation

• General Recreation Requests (BRiCK Recreation Center)

• Park Maintenance Concern (Park Signage, Damaged

Equipment)

• Litter Concerns

Code Compliance and Environmental

• High Grass/High Weeds on Private Property or City

Property

• General Code Concern

• Illegal Dumping

• Mosquito Control

Animal Services

• Barking Dog/Noisy Animal Complaints

• Loose Animal

• Live Trap Animal Requests

Water and Solid Waste Bill Services and Inquiries

• 311 is also Utility Customer Service

• Solid Waste and Recycling Requests

*311 also assists customers by directing them to the appropriate department for service.
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City of Burleson - BTX 311 App.
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City of Burleson Website
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City of Burleson Website - Continued
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• Top 5 requests:

• High Grass/Weeds

• Missed Solid Waste

• Meter Leak

• Street Repair Concern

• General Code Concern

• First Call Resolution: 87.1%

• Total inbound calls: 29,347

• Average Hold Time: 15.56 seconds

BTX 311 Stats
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• A single, easy-to-remember phone number for non-emergency

inquiries, giving citizens quick access to government services

and information.

• Enhances customer service through transparency, tracking,

communication, accountability, reduced wait times, and

streamlined issue reporting.

• Centralizes internal processes to boost efficiency, accuracy,

and response times.

• Data gathered helps the City make more informed decisions

about resource allocation to enhance and improve city

services.

Benefits of BTX 311
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BTX 311

Questions or Comments?


