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Official 311 Service Launch on March 13, 2023

• One-stop, easy to remember phone number for non-emergency

inquiries offering citizens quick access to government services

and information without the need to navigate through multiple

phone numbers or decipher departments

• Provides next level customer service to citizens through

increased transparency, tracking, communication, engagement,

accountability, reduced wait times, and streamlined processes

for reporting issues

• Centralizes internal processes to streamline requests,

improving efficiency, accuracy, timeliness, and response time.

Able to track and analyze dynamic data helping prioritize

resources, drive decisions, allocate staff and cost containment.
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Key Focus Areas for 311 Launch

• Developing a next level customer experience 

• Abandoned Call Ratio 

• First Call Resolution 

• Dynamic communication and engagement

• Transparency and tracking

• Internal efficiency and accountability



Slide 31

911 for Emergencies – 311 for Service/Information

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

After Hours – 24/hour Online Submittal & App

After Hours – Urgent Non-Emergency Dispatch
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Marketing Campaign Plan

March 1st through 10th

• “Who You Gonna Call” Teasers

March 13th

• Launch Day Video and News Release

March through May

• Ongoing Weekly Posts “Call. Click. Connect.”

June through September

• Ongoing Bi-Weekly “Call. Click. Connect.”
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Questions or Comments?


