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A RESOLUTION ENTITLED

A COUNCIL RESOLUTION concerning

Informational Hearing: “Closed Means Closed” — Clarifying 311 Services’ Approach to
Resolving Requests

FOR the purpose of inviting representatives from 311 Services, the Department of Public Works,
the Department of Transportation, and the Department of Housing and Community
Development, the Department of Recreation and Parks, BGE, and the Mayor’s Office of
Performance and Innovation to appear before the City Council to discuss the effectiveness of
311 resolving complaints and referring tasks to other agencies.

**The introduction of an Ordinance or Resolution by Councilmembers at the

request of any person, firm or organization is a courtesy extended by the
Councilmembers and not an indicaticn of thsir position.
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CITY OF BALTIMORE
CoUuNcCIL BILL 19-0163R
(Resolution)

Introduced by: Councilmembers Pinkett, Dorsey, Bullock, Henry, Bumett, Cohen, McCray,
Stokes, Reisinger, President Scott, Councilmembers Schleifer, Clarke, Sneed, Costello

Introduced and read first time: September 9, 2019

Assigned to: Budget and Appropriations Committee

Committee Report: Favorable
Adopted: October 28, 2019

A CoUNCIL RESOLUTION CONCERNING

Informational Hearing: “Closed Means Closed” — Clarifying 311 Services’ Approach to
Resolving Requests

FOR the purpose of inviting representatives from 311 Services, the Department of Public Works,
the Department of Transportation, and the Department of Housing and Community
Development, the Department of Recreation and Parks, BGE, and the Mayor’s Office of
Performance and Innovation to appear before the City Council to discuss the effectiveness of
311 resolving complaints and referring tasks to other agencies.

Recitals

Baltimore pioneered the use of centralized call centers for non-emergency complaints, as the
first city to launch a 311 service in 1996, that went on to serve as a nationwide model. The
expansion of 311 to include a much broader range of services around the turn of the century,
under Mayor Martin O’Malley, and the introduction of a free 311 smartphone app for reporting
and tracking service requests continued Baltimore’s path-breaking role in the field. During its
existence, the 311 system has created over 13,000,000 service requests on behalf of Baltimore
City residents, businesses, and visitors.

However, citizens still raise concerns about the efficiency of 311’s centralized complaint
system and their ability to track the City’s progress towards resolving complaints. Some feel that
the current system does not provide sufficient transparency as to who is responsible for a
particular complaint or exactly what has been done to “close” a service request. In other
instances, citizens are simply not made aware of what tools are available for tracking service
requests and are left in the dark about the results of their calls.

All of this raises the simple question — is 311 working? How many service requests are
satisfactorily resolved and how many instead go unanswered or are “closed” by the system but
then require follow-up requests by residents who aren’t satisfied by the initial response? When
service requests are referred to other City agencies, are customers connected to the proper people
at those agencies to follow-up on their requests? Does 311 Services make repeated efforts, if
necessary, to determine whether agencies have fulfilled service requests? If 311 Services directs
a service request to the wrong agency, does it have a system in place so that similar service
requests will be reported to the correct agency in the future? The City Council is interested in
learning the answers to these and similar questions at an informational hearing.

ExpLaxation: Underhining indicates matter added by amendment
Strrkeeout indicates matter stnicken by amendment
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Council Bill 19-0163R

NOW, THEREFORE, BE IT RESOLVED BY THE CITY COUNCIL OF BALTIMORE, That the
Baltimore City Council invites representatives from 311 Services, the Department of Public
Works, the Department of Transportation, the Department of Housing and Community
Development, the Department of Recreation and Parks, BGE, and the Mayor’s Office of
Performance and Innovation to appear before the City Council to discuss the effectiveness of 311
resolving complaints and referring tasks to other agencies.

AND BE IT FURTHER RESOLVED, That a copy of this Resolution be sent to the Director of 311
Services, Director of the Departiment of Public Works, Director of the Department of
Transportation, the Commissioner of the Department of Housing and Community Development,
the City Arborist, BGE’s Vice President of Support Services, the Director of the Mayor’s Office
of Performance and Innovation, and the Mayor's Legislative Liaison to the City Council.
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NAME & TITLE Steve Sharkey, Director CITY of
AGENCY NAME & | Department of Transportation (DOT)

ADDRESS 417 E Fayette Street, Room 527 LIS
SUBJECT Gity Council Bill 19-0163R|[) E G |E | W_E-‘-‘{m
0
TO: Mayor Bernard C. “Jack” Young L ocT 4 2019 ATE: 10/22/19
TO: Budget & Appropriations Committee
FROM: Department of Transportation

; COUNCIL
POSITION: Support BALTIMORE CITY ouik
RE: Council Bill - 19-0163R PRESIDENTS O

INTRODUCTION - Informational Hearing: “Closed Means Closed” - Clarifying 311 Services’ Approach to
Resolving Requests

PURPOSE/PLANS - For the purpose of inviting representatives from 311 Services, the Department of Public
Works, the Department of Transportation, and the Department of Housing and Community Development, the
Department of Recreation and Parks, BGE, and the Mayor’s Office of Performance and Innovation to appear

before the City Council to discuss the effectiveness of 311 resolving complaints and referring tasks to other
agencies.

COMMENTS - As the agency responsible for Baltimore City’s roads, footways, alleys and city-owned right-
of-way, the Baltimore City Department of Transportation (DOT) is heavily impacted by citizen initiated service
requests via Baltimore City's 311 system. Currently, there are 55 unique service request options that are
specifically linked to Baltimore City DOT. The fifty-five service requests are assigned to individual Divisions
within Baltimore City DOT based on the nature of the request for service. To date, there are roughly 11,500
open service requests assigned to Baltimore City DOT. A breakdown by Division is provided below:

Transportation Engineering & Construction (TEC) Division
Division Service Request Categories: 3

Division Open Service Requests: 6461

Division Description: DOT’s TEC Division manages the engincering design and construction administration of
capital improvement projects (CIP) for the agency. Division 311 service requests include alley & footway
complaints and reconstruction. Street repairs and road resurfacing projects that exceed the capabilities of
DOT’s Maintenance Division are rerouted and assigned to the TEC Division.

Right of Way (ROW) Division

Division Service Request Categories: 2

Division Open Service Requests: 0

Division Description: The Right of Way Division provides right-of-way permits, special events permits, street
vendor licenses, minor privileges, easements and other agreements that allow usage of the City's roads, alleys,

and sidewalks. Division 311 service requests include right-of-way permits as well as street & mobile vendor
licensing complaints. DOT’s Youth Snow Program related SRs are categorized under the ROW Division due to

sidewalks being in the public right-of-way.






Automated Traffic Violation Enforcement System (ATVES) Division
Division Service Request Categories: 2
Division Open Service Requests: 150

Division Description: DOT’s ATVES Division manages Baltimore City’s automated red light, speed, and truck
camera program. Division 311 service requests include ombudsman review of automated camera citations as
well as requests for new automated camera locations.

Conduit Division
Division Service Request Categories: |
Division Open Service Requests: 1

Division Description: The Conduit Division is responsible for the operation, maintenance and construction of
Baltimore City’s over 700 mile underground municipal conduit network. The 311 service request assigned for
this agency is tied to conduit repairs. Depending on the nature of repairs required, this request can at times be

referred to other entities including the Baltimore City Department of Public Works or private companies such as
Veolia.

Maintenance Division
Division Service Request Categories: 27
Division Open Service Requests: 1945

Division Description: The Maintenance Division is responsible for managing Baltimore’s network of over
72,000 street lights as wells as road maintenance and facility repairs to our city's infrastructure. DOT’s
Maintenance Division is comprised of ten sections and an internal milling & paving operation. With over 27
SR options, the Maintenance Division handles a variety of different citizen generated requests including snow
removal on city streets, potholes, crosswalk striping, street light repairs and more. Depending on the nature of
repairs required, Maintenance Division inspectors work to determine whether or not requests have been
properly assigned. The reassignment of SRs from the Maintenance Division to the TEC Division ar Baltimore

Gas & Electric is a common occurrence.
Safety Division
Division Service Request Categories: 3

Division Open Service Requests: 491

Division Description: The Safety Division provides transportation enforcement services to Baltimore City
residents, businesses, and visitors to ensure safe traffic flow and curbside parking availability. Division SRs are

primarily focused on parking related complaints and violations, such as the city’s 48 hour parking rule and bus
lane enforcement.






Traffic Division
Division Service Request Categories: 12
Division Open Service Requests: 1035

Division Description: The Traffic Division is responsible for providing an efficient and safe flow of vehicular,
pedestrian, and bicycle traffic. Division SRs include requests for new crosswalks, new traffic signals, new
sipnage, traffic calming, traffic studies, and changes to individual traffic signal timing. The Traffic Division
works with a variety of other DOT Divisions, including ATVES, Maintenance and TEC to successfully close
out various citizen generated requests.

Towing Division

Division Service Request Categories: 1

Division Open Service Requests: 0

Division Deseription: The Towing Division is responsible for removing abandoned and illegally parked
vehicles. The unit also operates the city's impound lot and manages the storage and disposal of thousands
abandoned vehicles annually. Citizens can call 311 to have DOT’s Towing Division remove abandoned
vehicles.

Youth Senior Snow Program

Program Service Request Categories: 3

Program Open Service Requests: 1257

Program Description: DOT’s Youth / Senior Snow Program provides Baltimore City senior citizens the
opportunity to register their property to have snow removed on their sidewalks by Baltimore City youth.
Baltimore City youth who register and participate receive a stipend for their services. To date 739 city seniors

and 518 city youth have registered to participate in the program for the 2019 / 2020 winter season.

AGENCY/DEPARTMENT PQSITION - The Department of Transportation supports City Council
Resolution 19-0163R.

If you have any questions, please do not hesitate to contact Liam Davis via email at
Liam.Davis@baltimorecity.gov or by phone (410) 545-3207.

Sincerely,
a7,
A L 1'r_..--'""

Steve Sharkey
Director






MAYOR'S OFFICE OF

PERFORMANCE & INNOVATION
CitiStat | i-team

Memoradum

To: The Honorable President and Members of the Baltimore City Council
Bu and Approppiations Committee

fegtor, Mayor's Office of Performance and Innovation
Date: October 20, 201

Re: City Council Bill 19-0163R

The Mayor’s Office of Performance and Innovation (OPI) has reviewed City Council Bill 19-0163R and
looks forward to hearing from the City Council about the specific issues identified in this bill as well as to
discuss the effectiveness of 311 at resolving complaints and referring tasks to City agencles.

OPI believes that there are ways to make 311 even more useful to residents, including by improving how
information is communicated through 311. For instance, in some cases, the language used by 311 could
more clearly describe the status of a resident’s request and could clarify that a request may require

. multiple steps or multiple agencles prior to resolution.

OPI sees this in our work with city agencies to improve cleanliness throughout the City. OPI regularly
convenes DPW and DHCD for CleanStat and through our work with leadership at each of these agencies
QP! has identified opportunities to provide clarity and transparency to citizens about 311 requests:

* Working with DHCD to adapt the messages residents receive from 311 related to two Code
Enforcement requests. This new language will clarify that an Inspection has occurred, and that the
cleaning request has been forwarded to DPW. We expect this change to be in place in the next few
weeks.

s The development of a CleanStat dashboard that will be available to all residents. Using service
request data, the dashboard will help residents better understand the City’s cleaning operations and
performance and will llustrate the multi-step process for cleaning-related service requests —
including target timelines for completion. We will communicate with the City Council a timeline
around its release.

We look forward to hearing from members of this committee during this hearing about specific issues of
concern and discussing potential improvements with the goal of delivering better service to Baltimore

residents,
ECEIVE
. :
MAYOR'S OFFICE OF PERFORMANCE & INNCVATION Citistat | team . OC"' A 2 2019

Com I’MA’D BALTIMORE CITY COUNCIL
PRESINFNT'S OFFICE







CITY OF BALTIMORE DEPARTMENT OF LAW

ANDRE M. Davis, CITy SOLICITOR
100 N. HOLLIDAY STRELT

SUITE 101, Cr1y Hadl.
BALTIMORE, MD 21202

BERNARD C. “JACK" YOUNG
Muayor

October 22, 2019

The Honorable President and Members
of the Baltimore City Council

Attn: Executive Secretary

Room 409, City Hall

100 N. Holliday Street

Baltimore, Maryland 21202

Re:  City Council Bill 19-0163R - Informational Hearing - Closed Means
Closed

Dear President and City Council Members:

The Law Department has reviewed City Council Bill 19-0163R for form and legal
sufficiency. This resolution is for the purpose of inviting representatives from 311 Services, the
Department of Public Works, the Department of Transportation, and the Department of Housing
and Community Development, the Department of Recreation and Parks, BGE, and the Mayor’s
Office of Performance and Innovation to appear before the City Council to discuss the
effectiveness of 311 resolving complaints and referring tasks to other agencies.

A resolution is an appropriate way for the City Council of Baltimore to conduct an
investigative hearing. See, e.g., Inlet Assocs. v. Assateague House Condominium, 313 Md. 413,
428 (1988). Therefore, the Law Department approves this Resolution for form and legal
sufficiency.

Very truly yours,

Ashlea Brown
Assistant Solicitor

cc:  Andre M. Davis, City Solicitor
Matthew Stegman, Mayor’s Office of Government Relations
Caylin Young, Director of Legislative Services

Elena DiPietro, Chief Solicitor

Victor Tervala, Chief Solicitor ‘f@r[E CEIVE

Hilary Ruley, Chief Solicitor l j‘\\l! 0T 2 219

)

o SRE Y COUNCIL
( B ESIDENT'S OFFICE _
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Response to Council Bill 19-0163 R
“Closed Means Closed” - Clarifying 311 Services’ approach to resolving requests

Submitted by 3-1-1 One Call Center

311 was originally implemented in the City of Baltimore in conjunction with the Department of Justice in
1996 to determine if instituting a non-emergency number would reduce calls and free up 911 to take
“true” emergencies.

In 2001 the city created a professional call center expanding 311 to city service request to increase
customer satisfaction and use the data from 311 to measure the performance and the successfulness of
service delivery from the agencies.

311 is the intake center for requests. The call center monitors call center and customer service metrics
to ensure the call center is providing excellent customer service. These metrics include but are not
limited to the average hold time, the average answer times as well as the abandonment rate. Along with
a stringent monitoring program, 311 delivers excellent customer service to all callers.

The partnership between 311 and city agencies require the agencies to follow a process to track
customer responsiveness by utilizing our CRM taol (Salesforce) to track the progress of every request.
Once the service request is entered in the system by 311 the agency is then responsible for providing
the service and closing the service request in the system. The service level is tracked to determine if the
service requests was completed by the agency in accordance with the service level agreement (SLA)
specified by the agency.

311 has always used the phrase “closed means closed” to indicate that the service requested is
complete and the customer’s request has been totally resolved. It is imperative regardless of the agency
process to get the request done, that they do not close the request before it is done. 311 does not close
requests, it is the responsibility of the agency to determine what needs to be done, how the work will be
done, inspect the work to ensure it is done and then close the request.

Is 311 working?

311 provides customer service — agencies provide service delivery

Your telephone call is answered professionally in a timely fashion providing excellent customer service
Your request is recorded and tracked by a neutral agency

311’s answer rate is well above industry standards

Our goal is to answer 90% of our calls under 30 seconds which is measured in real time and reviewed
daily

311 works by providing exceptional customer service E @
Comtren D ' ‘ 0CT 22 2019

l BALTIMORE CiTY COUNCIL







When service requests are referred to other city agencies are customers connected to the proper
people at those agencies to follow up on their request?

The system was configured in partnership with every agency. During this process we met with each
agency and walked through the SOP for each service request. From this exercise we developed scripts
for 311. After intake the service requests are routed to the appropriate agency queue to be worked and
closed by the agency.

Does 311 services make repeated efforts, if necessary, to determine whether agencies have fulfilled
service requests?

Given 311 agents are not in the field we are unable to monitor the progress or completion of the service
request. Our processes rely on the agencies for this information. Service requests that require more
than one step, should be updated by the agency to allow 311 to communicate any notes or progress
until the job is complete.

If 311 service directs a service request to the wrong agency, does it have a system in place so that
similar service requests will be reported to the correct agency in the future?

The 311 Customer Service Agent interprets what the customer is requesting from the description given.
It is very rare that a 311 agent will put the incorrect service request in the system. However, if an agency
determines that the service request belongs with another agency, they should use the proper process to
transfer the request to the appropriate agency. If a service request needs attention from two or more
separate agencies, the proper process would be to link the original service request to the next agency
that has to perform that task. The service request should not be closed by the first agency it should
either be transferred or linked to prevent a premature closing and to prevent the customer from
receiving an email indicating the work was complete.

How many service requests are satisfactorily resolved and how many instead go unanswered or are

closed by them system but then require follow up request by residents who aren’t satisfied by the
initial response?

For the period January 1, 2019 - October 3, 2019 83% of service request across all agencies were

entered as closed on time. We cannot track if service requests were closed improperly or before the
work was completed.

For additional information or questions, please contact Lisa Allen at Lisan.Allen@baltimorecity.gov.






Rudolph S. Chow, P.E. Director
8%
Department of Public Works | g §
600 Abel Wolman Municipal Building \
1e7
City Council Resolution 19-0163R
E @ IE I] M E JPt=:1'18,2019
TO: D )
Budget and Appropriations Committee 0CT 22 2019
INTRODUCTION BALTIMORE CITY COUNCIL
= PRESIDENT'S OFFICE

I am herein reporting on City Council Resolution 19-0163R " infroduced by Council Members

Pinkett, Dorsey, Bullock, Henry, Burnett, Clarke, Cohen, McCray, Stokes, Reisinger, President
Scott, Council Members Schleifer, Clarke, Sneed,and Costello.

PURPOSE

The purpose of the Resolution is to invite representatives from 311 Services, the Departments of
Public Works, Transportation, Housing and Community Development, Recreation and Parks, BGE,
and the Mayor’s Office of Innovation to appear before the Council to discuss the effectiveness of
311 resolving complaints and referring tasks to other agencies.

BRIEF HISTORY

Baltimore's 311 system was initiated in 1996 as a means to provide a centralized point for non-
emergency service calls. Later enhancements to the system allowed for Service Requests (SRs) to
be gathered via a free application for smartphones and other electronic devices. Requests for
services are assigned (o certain categories, which allows 311 call agents to direct those requests to
appropriate agencies for their investigation and resolution. The Department of Public Works handles
SRs related to its functions under the Bureaus of Water/Wastewater/Stormwater and Solid Waste.
The numbers of SRs for certain categories can fluctuate with the seasons, such as water main or
water service breaks during severely cold weather,

In general, SR calls generate a referral to the Department via Sales Force to investigate an issue.

The results of the investigation are entered into the SR and, if required, one or more “child” werk
orders are created and assigned to a crew. Once the crew work is completed, the information is
entered into the work order and marked as completed. When all child work orders are completed
and closed, the parent SR will automatically be closed, as will the Sales Force SR. Some SRs are
investigated by other agencies before Public Works receives a referral, as in cases such as illegal
dumping or problem vacant properties needing cleaning or boarding. In these cases DHCD performs
the investigations. Sales Force sends a work order to DHCD's CHP program. Once the inspection
is completed and closed in CHP, a process is followed to generate an SR. for Public Works action,
and a work order is created in CHP. When the work order is completed by Public Works, it is closed
out in CHP, which will then close out the Sales Force SR.

(-om/hmb






The Honorable President and Members
of the Baltimore City Council
October 18, 2019

The Bureau of Solid Waste closed 318,662 SRs in FY'19. These SRs included not only reactive work
but alse proactive cleaning, rat abatement and graffiti removal. The Bureau of Water, Wastewalter
and Stormwater closed 33,386 SRs in FY'19 for such issues as exterior water leaks, low water
pressure, dmaged storm drain inlets, and leaking hydrants. This SR total does not reflect the number
of work orders generated by the SRs.

AGENCY/DEPARTMENT POSITION
The Departmentof Public Works will attend the hearing on this resolution to provide maore detailed

information and to answer any questions the Council Committee may have on City Council
Resolution 19-0163R.

Should the Committee have any questions prior to the hearing, please do not hesitate to contact Ms.
Marcia Collins at 410-396-1960, or via email at Marcia.Collins@baltimorecity.gov .

MWW for

dolph S. Chow, P.E.
Director

RSC:MMC

Visit Our Website @ www.baltimorecity.gov
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BALTIMORE CITY . D E @ E “__
DEPARTMENT OF HOUSING & ]

BALTIMORE CITY COUNCIL

MEMORANDUM B NS OFFiCE

To:  The Honorable President and Members of the Baltimore City Council
¢/o Natawna Austin, Executive Secretary

From: Michael Braverman, Housing Commissioner @

Date: October 21, 2019

Re:  City Council Bill 19-0163R Informational Hearing: “Closed Means Closed” - Clarifying
311 Services’ Approach to Resolving Requests

The Department of Housing and Community Development (DHCD) has reviewed City Council Bill 19-
0163R for the purpose of inviting representatives from 311 Services, the Department of Public Works,
the Department of Transportation, and the Department of Housing and Community Development, the
Department of Recreation and Parks, BGE, and the Mayor's Office of Performance and Innovation to
appear before the City Council to discuss the effectiveness of 311 resolving complaints and referring
tasks to other agencies.

DHCD provides a variety of services for Baltimore City residents. When a complaint comes into the 311
system it is routed to the appropriate agency for investigation. DHCD’s Housing Code Enforcement
inspectors are the “eyes for the City,” they respond to a variety of issues including but not limited to;
property code enforcement issues like high grass and weeds, trash and debris, vacant properties and
abandoned vehicles on private property. DHCD does not control the outcome of a request but are the

first to respond to a complaint. DHCD has 79 Housing Code Enforcement inspectors who respond to
266,000 SRs last year.

DHCD has 10 Special Investigations investigators. They respond to complaints such as; illegal dumping,
use permits, zoning enforcement, alarms and property registration. DHCD’s Special Investigations
inspectors respond to an average of 10,000 SRs a year.

DHCD has reviewed City Council Bill 19-0163R and believes that the terminology used to describe the
status of SRs should be updated to more accurately reflect the progress of a request. For instance, rather
than “Closed,” language such as “Inspected” could be used, along with providing additional resources
for tracking the request. DHCD recommends that the Baltimore City Office of Information &
Technology and the Mayor’s Office of Performance and Innovation lead the effort to upgrade the
pioneering 311-service system to more effectively meet the needs of Baltimore City residents.

MB:Sm C oy ral M’ﬂ

CC: Mr. Nicholas Blendy, Mayor ‘s Office of Government Relations






City of Baltimore City Council

City Hall, Room 408
100 North Holliday Street
. . . Baltimore, Maryland 21202
Meeting Minutes - Final

Budget and Appropriations Committee

Thursday, October 24, 2019 2;30 PM Du Burns Council Chamber, 4th floor, City Hall

CALL TO ORDER

INTRODUCTIONS

ATTENDANCE

Present

Absent

19-0163R

6 - Member Eric T. Costello, Member Leon F. Pinkett Ill, Member Banielle McCray,
Member Sharon Green Middieton, Member Isaac "Yitzy" Schleifer, and Member
Shannon Sneed

1-  Member Bill Henry

ITEM SCHEDULED FOR PUBLIC HEARING

19-0163R

Yes:
Absent:

Out-Chamber:

ADJOURNMENT

Informational Hearing: “Closed Means Closed” - Clarifying 311 Services’
Approach to Resolving Requests

For the purpose of inviting representatives from 311 Services, the Department of
Public Works, the Department of Transportation, and the Department of Housing and
Community Development, the Department of Recreation and Parks, BGE, and the
Mayor’s Office of Performance and Innovation to appear before the City Council to
discuss the effectiveness of 311 resolving complaints and referring tasks to other
agencies.

Leon F. Pinkett, lll, Ryan Dorsey, Jehn T. Bullock, Bill Henry, Kristerfer Burnett, Zeke
Cohen, Danielle McCray, Robert Stokes, Sr., Edward Reisinger, President Brandon M.
Scott, Eric T. Costello, Shannon Sneed, Mary Pat Clarke, |saac "Yitzy" Schieifer

A motlon was made by Member Middleton, seconded by Member McCray, that
City Council Resolution 19-0163R be recommended favorably. The motion carried
by the following vote:

4 - Member Costello, Member Pinkett |Il, Member McCray, and Member Middleton
1- Member Henry

2 - Member "Yitzy" Schleifer, and Member Sneed

City of Baltimore

Page 1 Printed on 10/24/2019






CITY OF BALTIMORE

B

HEARING NOTES

Resolution: 19-0163R

Informational Hearing: “Closed Means Closed” — Clarifying 311 Services’ Approach to
Resolving Requests
Committee: Budget and Appropriations - =
Chaired By: Councilmember Eric Costello

Hearing Date: Thursday, October 24, 2019
Time (Beginning): 2:30 PM

Time (Ending): 4:05 PM

Location: Curran Conference Room
Total Attendance: Approximately 80

Committee Members in Attendance:

Eric Costello Isaac "Yitzy" Schleifer
Leon Pinkett Sharon Green Middleton
Danielle McCray Sharon Sneed

Bill Synopsis in the file? ... yes [Ino [n/a
Attendance sheet in the file? e yes [Ino [Jn/a
Agency reports read? ...cceieesnsaissississsissssnssssisssnssasssssssssessasssansssansasansas [Zl yes |:| no |:| n/a
Hearing televised or audio-digitally recorded? ..........cooeerenees Llyes Xnoe [In/a
Certification of advertising/posting notices in the file?.....cccceoccrririsrinenne Oyes [lno Xn/a
Evidence of notification to property owners? .........cceensirennas (yes [no n/a
Final vote taken at this hearing?. e T T v yes [Ino []n/a
MOtIONEd DY: covciiiiiisnisinsissnssssssnssssssssnssssssssssssessssssssssasssssassssssssnsssssssassssassase Councilmember Middleton
Seconded DY: ...ccieeesrsassacsressrassasssnssnssrassassnassansrasorasssasnasnsesse ernnsnsessrssnsanssess COUNCIlMember McCray
| T | N 4 P e o e e P T P P P T TP T CE T S T T Favorable

Major Speakers

(This is not an attendance record.)

e Matthew Stegman, Mayor’s Office
o Lisa Allen, 311 Call Center
o Dan Hymowitz, Mayor’s Office of Performance and Innovations

®



e Jenny Morgan, Department of Recreation and Parks

¢ Eric Dihle, Department of Recreation and Parks

e Liam Davis, Department of Transportation

e Stephanie Murdock, Department of Housing and Community Development

¢ Todd Carter, Baltimore City Information Technology (BCIT)

¢ Reginald Moore, Department of Recreation and Parks

¢ Marcia Collins, Department of Public Works

e Jason Hessler, Department of Housing and Community Development

¢ Several other representatives from City agencies; names not stated and/or listed

Major Issues Discussed

1. The Chairman informed the attendees about how the hearing would proceed.

2. The primary sponsor of the Resolution talked about his concerns pertaining to the 311 Call Center
and showed a brief PowerPoint Presentation which outlined some of his concerns. A copy is in
the bill file. Some highlights of his conversation were:

= History of the Call Center
e (Created in 1996
¢ Is anational model
= Talked about the role of the 311 System
= Concerns:
e Accuracy of the System
¢ Lack of coordination across agencies
e Once service requests/work orders are closed it should mean the problem
have been addressed
¢ And, all requests/orders must be addressed immediately!
¢ Word orders closed without being completed
= Comments
s If I was a constituent, I would begin to think city government don’t care;
especially if they don’t know the do’s and don’ts of the city system!
e Integrity, accountability, etc. should be the way the system works; a
system that constituents can trust!
e Stated, “The purpose for presenting this Resolution was not to bash
agencies! The point is: the 311 System helps up and if any deficiencies are
within the System we must address them; making sure it is operating in a
way it was designed.”

3. The representative from the Mayor’s Office gave a brief overview of what agencies planned to present
at the hearing. He also talked about the history of the 311 System; the types of service requests
received and about some of the ways complaints are addressed.

4. Lisa Allen, the 311 Call Center Director began by citing the role, responsibilities and some of the
processes of the Call Center. She also talked about the processes for “City Works Sales Force.”
Thereafter, each agency representative talked about how his/her agency interacted with the 311
Call Center, processes associated with service requests and/or work orders and about their
partnerships with other city agencies. Some highlighted topics and/or comments were:
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» The importance of how services to residents get delivered (communication and
the type of language that is communicated)
» Partnerships within city government
* Upcoming changes and timelines for same
= A representative from the DPW stated that the agency handles a mass number of
complaints from the 311 system and gave statistical data about same
= A representative from the DOT stated that their agency handled just under
100,000 service requests last year
« DCHD talked about:
» Types of enforcement
Number of employees available for enforcement
Types of requests received
Stated — “We look forward to and getting updated language for the 311
System™
=  Wastewater Division
o The Director for this Division stated that the they receive so many service
requests that it is alarming! “We don’t have staff to keep up! We are

struggling!
o The Director also talked about the role of investigator when addressing
complaints.
= Street Failures
e Sinkholes

o Concern — service requests for sinkhole repairs are frustrating for
residents and councilmembers

o Suggestion: to create a service request category for sinkholes.

o Concemn: accurately identifying the infrastructure in a timely
manner (when a street starts to collapse it could be from a variety
of reasons)

o Water breaks, sewer line breaks, etc.; the residents don’t
understand the infrastructure for same.

o What is currently happening is not working for addressing
sinkholes.

o Representatives from the DOT and the DPW talked about their
processes for addressing street repairs

» Weuse CCTV for the pipes
»  We listen for leaks
= Suggestions by DPW Representative:
e  We need to work on a process to cut down on wait
time
e We need to ask more questions from residents
(series of questions); anything to help agency to be
more effective.
=  Owners of Lots (Mowing)
e  What is the Comptroller’s Office inveolvement in this process?
* A representative from DHCD talked about the processes used to address
service requests and stated that their Department is working with the
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Mayor’s Office of Performance and Innovation to review how work orders
are closed out.
®  Work Orders
e Concerns:
o Communication lines needs improvement
o Work orders not going to the correct agency(s)
¢ Reluctance of some agencies to do the work needed.
o Suggestion: Having the status of work orders available online.
» Comment: What is the purpose of Open Baltimore if the
status of work orders is not available?
= 311 System
o [t seems like the System is “a system of competition instead of operation!”
o We like to hear more about the process for inspections and resolving
complaints! Why can’t some employees have duel responsibilities?
= Code Enforcement
e A representative from the DHCD talked about code enforcement
guidelines to include citation authority.
e Is there an alarm system in place to tell if a complaint(s) have surpassed
thirty (30) days?
e Some discussion regarding some of the code enforcers not having
adequate technology to do his/her job while out in the field.
e Technology
o A committece member talked about the importance of getting
updated technology for Inspectors to help expedite his/her job
= Falling Trees
e What is the process and/or who is involved in these types of complaints?
s Per a representative from the Department of Recreation and Parks, the
Department only respond if a tree(s) is blocking traffic.
= Comments/Closing Remarks/Other Questions/Etc.
e Per a committee member, “Is there anything that can be done to:
o Walk people through the processes?
" Suchas:
e Changing language
e Having better communication
e How do we go about resolving these complaints and problems? And,
identifying where the gaps are?
e More information available is just better for people.
e The 311 System needs adjustments for traffic calming measures
* We need to improve the System all the way around!
= Remarks from some of the agency representatives:
o We will work on:
o Getting better information to people
o Working on an improved system
o Getting teams (agencies together) to say how can we do things
better; better insight.
o There will be a whole body of changes underway!
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5. Vote taken.

Further Study

Was further study requested? [lYes X No
If yes, describe.

Committee Vote:
E. COStEllO: uuuurrereressrsrsnserersrnssssesssssensresassssssssassassassars .Yea
| I 51 11 (=1 t S e, S Yea
B H NIy i o, o o tretarrersserssnsserrasrstarsnsiasssssesersesesnanarsnsesseserasassessessnsssirere Absent
D.MCCTaY: corvesssessenserescsransseserense . cv s s s e SR o DT s 0 cxtsveesroins Yea
S MIQA)EION: eevvrerereriierererernsnssrsssrsrsiserssssssssrssassssserssassssssersssssnsssnssessseses Yea
) BT 11 (55 1 ) - Out of Chamber
S OMIEEA: ceuuirrererernessseseneecosnssssssssssesesssssasssasssssaseonsasasasssassssansssassssasasasses Out of Chamber

Marguerite M. Currin, Committee Staff Date: October 28, 2019

cc: Bill File
OCS Chrono File
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“Closed Means Closed”

Clarifying 311 Services’ Approach to Resolving Requests
19-0163R

Thursday, October 24, 2019

Councilman Leon F. Pinkett, l1I; 7t District
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Exhibit # 1

1390 - 1392 W. North Avenue
Vacant properties that need to be boarded in the rear and have
illegally dumped trash removed

Baltimore 311 Service Request Numbers
19-00472097
19-00615468
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Exhibit # 2

2203 W. North Avenue
Vacant property that has failed porch and illegal dumping

Baltimore 311 Service Request Number
19-00302237
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Exhibit # 3

1807 N. Dukeland Sireet
Vacant property that has failed porch and illegal dumping

Baltimore 311 Service Request Number
19-00400157




Owner: BAILEY, CONWAY T BAILEY, NANCY
1| Owner-Occupied: No
Sale Date: 07/20/118Y
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Ci1TY COUNCIL HEARING ATTENDANCE RECORD

CIiTY OF BALTIMORE

Committee: Budget and Appropriations

| Chairperson: The Honorable Eric T. Costello

Date: Thursday, October 24, 2019

Time: 2:30 PM

Place: Clarence “Du” Burns Chambers

Subject: Resolution-Informational Hearing: ““Closed Means Closed” — Clarifying 311 Services’ Approach to Resolving Requests

Number: CC 19-0163R
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. H City Council
C|ty Of BaltlmOI"e City Hall, Room 408

100 North Holliday Street
Baltimore, Maryland 21202

Meeting Agenda - Final

Budget and Appropriations Committee

Thursday, October 24, 2019 2:30 PM Du Burns Council Chamber, 4th floor, City Hall

CALL TO ORDER

INTRODUCTIONS

ATTENDANCE

19-0163R

ITEM SCHEDULED FOR PUBLIC HEARING

19-0163R

§EQIISOFS.'

ADJOURNMENT

Informational Hearing: “Closed Means Closed” - Clarifying 311 Services’
Approach to Resolving Requests

For the purpose of inviting representatives from 311 Services, the
Department of Public Works, the Department of Transportation, and the
Department of Housing and Community Development, the Department of
Recreation and Parks, BGE, and the Mayor's Office of Performance and
Innovation to appear before the City Council to discuss the effectiveness of
311 resolving complaints and referring tasks to other agencies.

Leon F. Pinkett, lil, Ryan Dorsey, John T. Bullock, Bill Henry, Kristerfer Burnett, Zeke

Cohen, Danielle McCray, Robert Stokes, Sr., Edward Reisinger, President Brandon M.
Scott, Eric T. Costello, Shannon Sneed, Mary Pat Clarke, Isaac "Yitzy" Schigifer

THIS MEETING IS OPEN TO THE PUBLIC

City of Baltimore
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BALTIMORE CITY COUNCIL
BUDGET AND APPROPRIATIONS
COMMITTEE

Mission Statement

On behalf of the Citizens of Baltimore City, the mission of the Budget and Appropriations

Committee is to analyze and oversee the continuing operations, efficiency, and functions of
Baltimore City government.

The Committee provides regular oversight of the funding and spending practices of City agencies.
periodically analyzes the budget reports and activities of those agencies. and maintains a high
level of fiscal accountability in City government.

As a result of its analysis and oversight. the Committee will recommend reforms to improve the

operations of any of these agencies; through legislative, administrative, and/or budgetary
improvements.

The Honorable Eric T. Costello
Chairman

PUBLIC HEARING

THURSDAY, OCTOBER 24, 2019
2:30 PM

CLARENCE "DU" BURNS COUNCIL CHAMBERS

Council Resolution #19-0163R
Informational Hearing: “Closed Means Closed” — Clarifying 311
Services’ Approach to Resolving Requests
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CITY OfF BALTINORI

BILL SYNOPSIS
Committee: Budget and Appropriations

Council Resolution 19-0163R

Informational Hearing: “Closed Means Closed” — Clarifying 311 Services’ Approach to
Resolving Requests

Sponsor: Councilmember Pinkett, et al
Introduced: September 9, 2019

Purpose:

For the purpose of inviting representatives from 311 Services, the Department of Public Works, the
Department of Transportation, and the Department of Housing and Community Development, the
Department of Recreation and Parks, BGE, and the Mayor’s Office of Performance and Innovation

to appear before the City Council to discuss the effectiveness of 311 resolving complaints and
referring tasks to other agencies.

Effective: Upon enactment.

Agency Reports

Law Department

311 Service Center

Baltimore City Information Technology (BCIT)
Department of Public Works

Department of Transportation

Department of Housing and Community Development
Department of Recreation and Parks

Mayor’s Office of Performance and Innovation

__-—_-_'-——————.—.___—___——_-_———u__—
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Analysis

Background

The 311 Call Center is under the Office of Information and Technology. Fiscal Year 2020 budget
allocation for the Center is $5.16 million; including sixty-eight (68) positions: and is funded by
General Funds. Sce attached.

On Thursday. October 24, 2019 the Committee will hold a hearing to discuss the effectiveness of
the 311 Call Center resolving complaints and referring tasks to other agencies.

Additional Information
Fiscal Note: None

Information Source(s): Council Resolution 19-0163R and Fiscal Year 2020 Budget Books.

Thaaguect T Thsnss,

Analysis by: Marguerite M. Currin Direct Inquiries to: 443-984-3485
Analysis Date: October 21, 2019
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Difice of Information & Technology

Office of Information & Technology

Budget: 538,871,721

Positians: 150
Dollars by Fund
Actual Budgeted Recormmended
FY 2018 FY 2019 FY 2020
General 17,714,979 22,172,162 23,356,382
Internal Service 6,990,838 8,961,420 16,515,339
AGENCY TOTAL $24,705,817 $31,133,582 $39,871,721
Overview

The Baltimore City Office of Information and Technology {BCIT) is responsible for providing information
technology leadership to the entire City, utilizing and leveraging information technology to enhance
productivity, broaden the capabilities, and reduce the operating costs of Baltimore City government, thereby
improving the quality and timeliness of services delivered to the citizenry.

In Fiscal 2020, BCIT wilt continue working toward a shared service model which will help to reduce duplicative
services, improve interoperability for enhanced inter-agency digital workflows, streamline data management
for business intelligence and analytics, as well as improve the City’s overall tyber security posture, Moreover,

shared services will result in greater access to information across agencies, resource savings as economies of
scale are realized, and enhanced business continuity.

BCIT is also continuing to modernize the IT environment to keep up with the ever increasing demands of a
digital society. To this end, BCIT will continue moving workioads to the cloud when it makes sense and using
virtualization technology whenever possible. From projects that help to improve broadband access to
increasing the city’s mobile application postfolio, BCIT will continue to make partnerships and investments

that continuously improve service delivery to replace aging infrastructure such as switches, storage and
networks.

Fiscal 2020 Budget Highlights:

* The Fiscal 2020 Capital budget includes $9.7 million for BCIT projects. Funding will be used to replace
3ging infrastructure such as citywide switches, storage hardware, network ports, network cabling and
wiring, and uninterrupted power supply upgrades. Additional funds were provided to expand City capabil-
ities such as: virtual private netwark, cyber-security system, fiber project, data center fiber divergence and
data center internet upgrades. Finally, the Capital budget supports new City capabilities: installing a virtual
desktop, upgrading to Microsoft Office 365, enabling a cloud hybrid model, upgrading data warehouse
capabilities, implementing a disaster recovery plan, and creating a command center,

The Capital budget also includes $6 million in capital funding to start phase 1 of an Enterprise Resource
Planning (ERP} project. ERP software is a suite of applications that manages core business processes, such

as human resource management, purchasing payroll, accounting, and budgets. Currently, the City oper-
ates with standalone systems that are 10 to 20 years old.

The recommended operating budget funds includes $3.7 million of hardware and software upgrades,

including transition to Office 365, City firewall upgrades, planimetric data updates, and other IT infrastruc-
ture improvements,

In Fiscal 2020 BCIT will implement a new staffing strategy across all services by replacing contract workers

with full-time staff. This shift is illustrated in the recommended’ s reduction of contracts funding and
creations of new positions.
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Office ol Infermation & Technelagy

Doltars by Sarvice

Actugzl Budgeted Recommended
FY 2018 FY 2019 FY 2020
B02 Administration 2,266,966 1,839,324 3,184,450
B03 Enterprise Innovation and Apalication Services 5,487,474 6,641,209 6,219,527
B804 311 Call Canter 4,795,213 5,178 B43 5,163,500
805 Enterprise iT Dellvery Services 12,156,150 17,474,206 25,294,204
N PR AGENCY TOTAL $14,705,817 431,133,562 533,871,721

Number of Funded Positions by Service
FY 2019 FY 2020 FY 2020
Budgeted Recommended Recornmended
Posltions Changes Positions
802 Administration 11 5 36
803 Entarprise Innovation and Application Services 21 4 25
804 311 CaiCenter &5 3 &3
805 Enlerprise IT Dellvery Servites 28 13 a1
: AGENCY TOTAL - 115 25 150

Dollars by Object

Actual Budgeted  Recommended
FY 2018 FY 2019 fY 2020
@ Transfers ~488,887 -3,218,311 -3,292,333
1 Salaries 7,042,038 9,233,175 13,151,002
2 Other Personnel Costs 2,851,902 3,266,060 3,828,331
3 Contractual Services 8,521,151 11,471,082 8,023,116
4 Materlals and Supplies 28,300 218,688 223,718
5 Equipment - 58,599 or less 5,756,989 7,762,801 15,471,082
€ Equipment - 55,000 and over 943,825 2,366,968 2,421,409
7 CGrants, Subsidies and Contributians 35,492 33,139 45,396
_ AGEHC'I TOTAL a 52_41705(!17 $31,133,582 $39,871,722
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Office of Infarmation & Tachnology

Service 804: 312 Call Center

Priority Outcome: Accountability & Transparency Agency: Office of Information & Technology

Fiscal 2018 Actual Fiscal 2019 Budgst Fiscal 2020 Recommended
Fund Name Dollars Posittons  Dollars  Positions Dollars Positions
General 4,795,213 65 5,178,843 &5 8,153,500 68

5,178,843

Performance Measures

Flscal 2015  Plscal 2016 Fiscal 2017 Fiscal 2018 Fiscal 2019  Fiscal 2020
Type Measure Actual Astual Actual Target Actuat Target Target
Output # of calls received in 311 843.049  B70523 748433 'ASO00C 709,276 - 890000 490,000
Effectiveness % of calls answeted within 50 1% 92% 2% 50% 1% 50% 50%
seconds in 311 : 7
Effectiveness  Aversge time to aaswer a call in 311 17 18 5 30 26 30 30
[In seconds }

* BOIT expects that the number of calls to go down as they improve the customer user experience of the cloud-first
and mobile-first 311 app.

Major Budget Items

= The recommended funding will maintain the current level of service.

Change Table - General Fund

Changes or adjustments Amount
Fiscal 2019 Adopted Budget 5,178,843
Changes with service impacts
Create IT Specialist || BOIT position 115,532
Create Call Centar Agent | position 59,657
Create Call Center Supervisor position 71,600
Decrease in contractual services expernses (296,086)
Adjustments without service impacts
Salary adjustment 60,962
Adjustment for other positional costs (51,862)
Change in inter-agancy transfer credits {25,193)

Increase in operating supplies and equipment

44
Fiscal 2020 Recommended Budget

048
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Office cfinfarmation & Tezhnclogy

AGENCY: 4303 M-R: Office of Information & Technology
SERVICE: 804 311 Call Center

SERVICE BUDGET SUMMARY
T Actual Budgeted Recommended Change in
FY 2018 FY 2019 F¥Y 2020 Budget
EXPENDITURES BY OBJECT:
0 Transfers [ -1,095347 -1,120,540 ~25,193
1 Salaries 2,806,245 3,385,734 3,635,803 236,069
2 Other Personnel Costs 1,264,603 1,326,270 1,343,163 16,893
3 Contractual Services 633,145 663,844 373,758 -250,086
4 Materlals and Supplles 11,560 35,685 32,529 B44
5 Equipment - 54,999 or fess 59,614 830,001 873,205 43,204
7 Grants, Subsidies and Contributions 19,945 17,656 20,582 2,926
TOTAL OBIECTS $4,795,213 §5,178,843 $5,163,500 5-15,343
EXPEND{TURES BY ACTIVITY:
1 311 Service 4,795,213 5,178,843 5,163,500 -15,343
TOTAL ACTIVITIES $4,795,213 45,178,843 $5,163,500 5-15,342
EXPENDITURES BY FUND;
General 4,795,213 5,178,843 5,163,500 -15,343
TOTALFUNDS $4,795,213 $5,178,843 $5,163,500 $-15,343
Clty of Baltimare
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Offica of Informaticn & Technclogy

AGENCY: 4303 M-R: Office of Information & Technology
SERVICE: BO4 311 Cal| Center

SERVICE SALARIES AND WAGES FOR PERMANENT FULL-TIME FUNDED POSITIONS

Fr 1013 Resommended

Budge Changes FY 2020 Budgey
Class Coda Pesition Class Titie Grade Humber Amourt  Number Amount  Number Amount

General Fund
1 Permanent Full-Lime

10741 1T D'vision Manager 942 1 123,578 ] 2477 1 126,305
31169 Operations Officer | 923 1 77010 [1} 1,540 1 78,550
33109 T Speciallst HBLIT 927 o 0 1 83,857 1 83,857
33361 Cak Center Agent | 080 52 1014378 1 £3,985 2 2,054,363
33352 CallCenter Agent il 084 2 76,219 [} 1,584 2 77,748
33365 Call Center Supervsor o] (] nsu 1 58,137 7 380,759
33366  Call Center Operations Manager 821 1 70,074 [} 1,428 1 71,502
33672 Trainer Dfficer 927 1 132,94 0 2,681 2 134,975
Total Civilizn Permanant Full-time 85 2,826 125 3 221,734 [~ ] 3,048,059
¥ B 5 S . Total All Funds ) _55“ 1,816,325 3 221,734 A o 3,048,059
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CITY OF BALTIMORE
CouNcIL BiLL 19-0163R
(Resolution)

Introduced by: Councilmembers Pinkett, Dorsey, Bullock, Henry, Burnett, Cohen, McCray,
Stokes, Reisinger, President Scott, Councilmembers Schleifer, Clarke, Sneed, Costello

Introduced and read first time: September 9, 2019

Assigned to: Budget and Appropriations Committee

REFERRED TO THE FOLLOWING AGENCIES: City Solicitor, 311 Service Center, Baltimore City
Information Technology, Department of Public Works, Department of Transportation,
Department of Housing and Community Development, Department of Recreation and Parks,
Mavor’s Office of Performance and Innovation

A RESOLUTION ENTITLED

A COUNCIL RESOLUTION concerning

Informational Hearing: “Closed Means Closed” — Clarifying 311 Services’ Approach to
Resolving Requests

FOR the purpose of inviting representatives from 311 Services, the Department of Public Works,
the Department of Transportation, and the Department of Housing and Community
Development, the Department of Recreation and Parks, BGE, and the Mayor’s Office of
Performance and Innovation to appear before the City Council to discuss the effectiveness of
311 resolving complaints and referring tasks to other agencies.

Recitals

Baltimore pioneered the use of centralized call centers for non-emergency complaints, as the
first city to launch a 311 service in 1996, that went on to serve as a nationwide model. The
expansion of 311 to include a much broader range of services around the turn of the century,
under Mayor Martin O’Malley, and the introduction of a free 311 smartphone app for reporting
and tracking service requests continued Baltimore’s path-breaking role in the field. During its
existence, the 311 system has created over 13,000,000 service requests on behalf of Baltimore
City residents, businesses, and visitors.

However, citizens still raise concerns about the efficiency of 311°s centralized complaint
system and their ability to track the City’s progress towards resolving complaints. Some feel that
the current system does not provide sufficient transparency as to who is responsible for a
particular complaint or exactly what has been done to “close™ a service request. In other
instances, citizens are simply not made aware of what tools are avatilable for tracking service
requests and are left in the dark about the results of their calls.

All of this raises the simple question — is 311 working? How many service requests are
satisfactorily resolved and how many instead go unanswered or are “closed” by the system but
then require follow-up requests by residents who aren’t satisfied by the initial response? When
service requests are referred to other City agencies, are customers connected to the proper people
at those agencies to follow-up on their requests? Does 311 Services make repeated efforts, if
necessary, to determine whether agencies have fulfilled service requests? If 311 Services directs

ExrrLaxation: Underlining indicates matter added by amendment
Stetiee-out indicates matter deleted by amendment
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Council Bill 19-0163R

a service request to the wrong agency, does it have a system in place so that similar service
requests will be reported to the correct agency in the future? The City Council is interested in
learning the answers to these and similar questions at an informational hearing,

NOW, THEREFORE, BE 1T RESOLVED BY THE CITY COUNCIL OF BALTIMORE, That the
Baltimore City Council invites representatives from 311 Services, the Department of Public
Works, the Department of Transportation, the Department of Housing and Community
Development, the Department of Recreation and Parks, BGE, and the Mayor’s Office of
Performance and Innovation to appear before the City Council to discuss the effectiveness of 311
resolving complaints and referring tasks to other agencies.

AND BE IT FURTHER RESOLVED, That a copy of this Resolution be sent to the Director of 311
Services, Director of the Department of Public Works, Director of the Department of
Transportation, the Commissioner of the Department of Housing and Community Development,
the City Arborist, BGE’s Vice President of Support Services, the Director of the Mayor’s Office
of Performance and Innovation, and the Mayor’s Legislative Liaison to the City Council.
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Introduced by: Councilmember Pinkett

A RESOLUTION ENTITLED

A COUNCIL RESOLUTION concerning

Informational Hearing: “Closed Means Closed” — Clarifying 311 Services’ Approach to
Resolving Requests

FOR the purpose of inviting representatives from 311 Services, the Department of Public Works,
the Department of Transportation, and the Department of Housing and Community
Development, the Department of Recreation and Parks, BGE, and the Mayor’s Office of
Performance and Innovation to appear before the City Council to discuss the effectiveness of
311 resolving complaints and referring tasks to other agencies.

Recitals

Baltimore pioneered the use of centralized call centers for non-emergency complaints, as the
first city to launch a 311 service in 1996, that went on to scrve as a nationwide model. The
cxpansion of 311 to include a much broader range of services around the turn of the century,
under Mayor Martin O’Malley, and the introduction of a frece 311 smartphone app for reporting
and tracking service requests continued Baltimore’s path-breaking role in the field. During its
existence, the 311 system has created over 13,000,000 service requests on behalf of Baltimore
City residents, businesses, and visitors.

However, citizens still raise concerns about the efficiency of 311’s centralized complaint
system and their ability to track the City’s progress towards resolving complaints. Some feel that
the current system does not provide sufficient transparency as to who is responsible for a
particular complaint or exactly what has been done to “close” a service request. In other
instances, citizens are simply not made aware of what tools are available for tracking service
requests and are left in the dark about the results of their calls.

All of this raises the simple question — is 311 working? How many service requests are
satisfactorily resolved and how many instead go unanswered or are “closed” by the system but
then require follow-up requests by residents who aren’t satisfied by the initial response? When
service requests are referred to other City agencies, are customers connected to the proper people
at those agencies to follow-up on their requests? Does 311 Services make repeated efforts, if
necessary, to determine whether agencies have fulfilled service requests? 1f 311 Services directs
a service request to the wrong agency, does it have a system in place so that similar service
requests will be reported to the correct agency in the future? The City Council is interested in
learning the answers to these and similar questions at an informational hearing.

* WARNING: THIS IS AN UNOFFICIAL, INTRODUCTORY COPY OF THE BILL.
THE OFFICIAL COPY CONSIDERED BY TIIE CITY COUNCIL IS THE FIRST READER COPY.

die 191094 ~intro 0459
ccres 30 System ar



NOW, THEREFORE, BE IT RESOLVED BY THE CITY COUNCIL OF BALTIMORE, That the
Baltimore City Council invites representatives from 311 Services, the Department of Public
Works, the Department of Transportation, the Department of Housing and Community
Development, the Department of Recreation and Parks, BGE, and the Mayor’s Office of
Performance and Innovation to appear before the City Council to discuss the effectiveness of 311
resolving complaints and referring tasks to other agencies.

AND BE IT FURTHER RESOLVED, That a copy of this Resolution be sent to the Director of 311
Services, Director of the Department of Public Works, Director of the Department of
Transportation, the Commissioner of the Department of Housing and Community Development,
the City Arborist, BGE’s Vice President of Support Services, the Director of the Mayor’s Office
of Performance and Innovation, and the Mayor’s Legislative Liaison to the City Council,
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g ACTION BY THE CITY COUNCIL

- .
FIRST READING (INTRODUCTION) "SEP D gn@

PUBLIC HEARING HELD ON O 4 4—'5 LU’—’/ Q 4‘ FQ_O / 7 20
N e 9SO T () GJLI) /O-Q’}/ e, g: O /C? 20

FAVORABLE UNFAVORABLE FAVORABLE AS AMENDED WITHOUT RECOMMENDATION
) Chair
COMMITTEE MEMBERS: COMMITTEE MEMBERS:

SECOND READING: The CouncH's action being favorable (unfavorable), this City Councll bill was (was not) ordered printed for
Third Reading on: OCT 2 8 =
20

Amendments were read and adopted (defeated) as indicated on the copy attached to this blue backing.

THIRD READING 20

Amendments were read and adopted (defeated) as indicated 'on the copy attached to this blus backing.

THIRD READING (ENROLLED)

20

Amendments were read and adopted (defeated) as Indicated on the copy attached to this blus backing.
THIRD READING {(RE-ENROLLED) : 20
WITHDRAWAL 20

There belng no objections to the request for withdrawal, it was so ordered that this City Gouncil Ordinance be withdrawn
from the files of the City Council.

President Chisf Clerk

1050-10.2



