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CHAl RPERSON LANDAU. Good
norni ng, everyone. | note the
hour -- | now note the hour has
conme. This is the Commttee on
Technol ogy and I nformation Servi ces.
Wednesday, March 19th, 2025.

And, Ms. Hartman, will you
pl ease call the roll to take
att endance?

And nmenbers that are in
at t endance, please indicate you are
present when your nane is call ed.

CH EF CLERK: Chair Landau?

COUNCI LMEMBER LANDAU
Her e.

CH EF CLERK: Counci | nenber
Squilla?

COUNCI LMEMBER SQUI LLA:
Present.

CH EF CLERK: Counci | nenber
O Rour ke?

COUNCI LMEMBER O ROURKE

Present.
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CH EF CLERK: Counci | renber
Driscoll?

COUNCI LMEMBER DRI SCOLL:

Present.

CH EF CLERK: Counci | menber
Phillips?

COUNCI LMEMBER PHI LLI PS:
Present .

CH EF CLERK: Counci | menber
Harrity?

CHAI RPERSON LANDAU:  On hi s
way .

Thank you. A quorum of the
commttee is present and the hearing
Is now called to order.

This is the public hearing
of the Commttee on Technol ogy and
I nformati on Services regarding
resol ution No. 250059.

Ms. Hartman, will you
pl ease read the title of the bill?

CH EF CLERK: Resol ution
No. 250059, resolution authorizing

the Coomittee on Technol ogy and
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Information Services to hold a
hearings regardi ng the operation of
t he Phil adel phia 311, non-energency
hotline, and its engagenent with
City Departnents.

CHAI RPERSON LANDAU:.  Thank
you.

| just wanted to open with
good norning. Thank y'all for being
her e.

Today we exam ne a cruci al
part of our operations, Philly 311
system This hearing isn't about
checking in on the hotline for
non-energency inquiries, it's about
ensuring that when residents reach
out for help to their |ocal
governnent, they get answers, not
frustration

Technol ogy is not just
conputer prograns and futuristic
har dwar e, technol ogy and how all
policy is inplenmented. The best

i deas for how to inprove our
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governnment easily breaks down and
can't be acconplished if you don't
have t echnol ogy systens and
processes to make t hem worK.

As Chair of Technol ogy and
Informati on Services Commttee, |'ve
cone to learn that if the systens we
rely on do not work efficiently, our
city does not work efficiently. A
responsive and reliable 311 system
Is essential to a well run city
allowi ng residents to report
probl ens, seek information and see
their daily lives and the
envi ronnment around them i nprove.

Everyone here has endured
the long wait tines, inconsistent
responses and a di sconnect between
requests and resol ution.

The 311 service system
shoul d be designed to bridge the gap
bet ween residents and city services,
not becone anot her process to

navi gate. W expect our
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constituents to trust us and they
need to be able to trust that their
peopl e needs are nmet with sol utions,
not sil ence.

A stream |l ine responsive
governnent is not just a goal, in
2025 it is a need. Reporting an
abandoned vehicle, a m ssed trash
pi ck up, a Philadel phian in need, or
any other urgent quality of life
program it doesn't matter. Every
request deserves to be handl ed
efficiently and effectively.

I f we check an Amazon
package down to the door step, we
shoul d be able to see where our city
service request is. The
conmuni cation in your 311 system
should match the real status of your
I nquiry and what the solution is.

Today we exami ne the
barriers that are holding Philly 311
back from being a transparent and

responsi ve service. Investing in
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better technol ogy, clearer

conmuni cati on and stronger
accountability nmeasures will not
only in prove 311, it wll inprove
the entire city of Phil adel phia and
the future of the city.

I"d Iike to thank
Counci | mrenber Driscoll for
introducing this hearing. | |ook
forward to | earning from our
W t nesses today and working with ny
col | eague to ensure that Philly 311
lives up to its prom se.

Let's make sure governnent
wor ks the way it shoul d,
effectively, transparently and with
the people at the center of
everyt hing we do.

And with that | will ask if
anybody el se has openi ng remarks?
Counci | mrenber Driscoll.

COUNCI LMEMBER DRI SCOLL:

Thank you, madam chair.

And good norning, council
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col | eagues, and those testifying
today technol ogy and i nformation
service, regarding the operations of
Philly 311 system

| want to thank ny
col | eagues for supporting the
resolution that | introduced earlier
this year to hold this hearing, and
| also want to thank Chai rwonman
Counci | renber are you Landau for
hosti ng today.

Philly 311 was established
in 2008 as a non-ener gent
i nformation hotline to address a
variety of quality of life issues.
It's inportant that we reference it
a non-energent because one of the
core mssions of the systens was to
al | evi ate non-energency calls that
were flooding our 911 system

Today the npbst conmon
concerns reported to 311 are
abandoned vehicles, illegal dunping,

m ssed trash coll ection, and
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property mai ntenance i ssues.
Thousands of these concerns are
reported nonthly through 311.

The 311 systemis the
reporting tool, not the enforcenent
agency. Once the request is
submtted it is then transmtted to
t he appropriate departnent and 311
I s supposed to update the
constituents with any devel opnents.

However, a cl ear disconnect
has energed between resi dents and
city services with Philly 311
despite the 311 Philly website
prom sing residents to inprove your
community. Report an issue to watch
it get fixed. They still experience
long wait tines, unclear responses
and unresol ved i ssues. And have
criticized for failing to neet
service |l evel agreenent tinelines or
not addressing issues at all.

The city invests mllions

of dollars annually into the 311
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system And | think it's inportant
that we have this discussion today
as we are in budget season again.
It's inportant that it
wor ks effectively and efficiently
for all Philadel phians and enpl oyees
who rely on it daily. W do not
want residents to feel like their
concerns are not being addressed and
reverting to using 911 as their
primary |ine of non-energing calls.
Qur goal is to nmake assure
everyone that the non-energency
hotline is working for them So |
| ook forward, Madam chair, to
t oday' s di scussi on.
Thank you.
CHAI RPERSON LANDAU.  Thank
you, Council nmenber Driscoll.
Does anybody el se have
anynore opening remarks? No. Ckay.
Wth that, M. Hartnman,
will you please call the first pane

we have to testify this norning on
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resol ution No. 250049.

CH EF CLERK: Jocel yn
Jones, executive director for Philly
311. And available for questions is
Ri ch Montanez, Scott and Ral ph
Di Pietro.

M5. JONES: Good norning.

CHAI RPERSON LANDAU.  Good
nor ni ng.

Pl ease state your nane, for
the record, and proceed with your
testi nony.

M5. JONES: My nane is
Jocelyn Jones and |'mthe executive
director of Philly 311.

Good norni ng, Chairperson
Landau and Vi ce Chairperson Squill a,
and nmenbers of the Comm ttee of
Technol ogy and I nformation Servi ces.

As stated, ny nane is
Jocelyn Jones and |'mthe Philly 311
executive director. And |
appreciate this opportunity to

testify regarding resolution 250059
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I ntroduced by Counci | menber
Driscoll.

The Philly 311 cont act
center serves as Phil adel phia
custoner service hub for
non- ener gency inquiries supporting
the Mayor's vision in making the
city of Phil adel phia the safest,
cl eanest and greenest big city in
the nation with econom c opportunity
for all.

Philly 311 offers nultiple
conmuni cati on channel s where
custoners ask questions and report
I ssues which are submitted to the
respective departnments as service
requests.

Philly 311 can be reached
through a variety of communication
channel s for inquiring, reporting
I ssues or service request
subm ssi ons when custoners need
assi st ance.

The npbst used nethod is the
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t el ephone, however, you can submt a
request through -- contact us

t hrough our nobile app, using our
web application as well.

Philly 311 responds to an
average of 1,600 calls a day.
Managi ng nore than 60 types of
service requests across eight city
departnents. Those departnents
i ncl ude License and | nspections,
Phi | adel phi a WAt er Depart nent,

Phi | adel phia Fire Departnent,

Phi | adel phi a Pol i ce Departnent,
Community Life |nprovenent Program
better known as CLIP. And

Phi | adel phi a Parks and Rec and the
O fice of Transportation and
Infrastructure systens.

Each day approxi mately
2,400 cases are entered responding
-- into Philly 311's custoner
rel ati ons managenent system Qur
teamis not only responding to calls

and inquiries, but we are al so going
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into the community to neet people
where they are.

Last year, Philly 311
comuni ty engagenent team
participated in approximately 200
community events across the city.

To provide callers wth the
nost accurate and up-to-date
i nformation, relevant city
departnents supply 311 with
essential details to create and
mai ntain what we refer to as our
knowl edge based articl es.

These al | ow nenbers of the
Philly 311 teamto provide callers
with information they are inquiring
about. The know edge based system
al so provide the call agents with
the SLA, service |evel agreenent,
that the departnents have provi ded
us with. And that allows us to set
a level of expectation with the
caller.

The knowl edge based
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articles serve as a key resource for
addressing custonmer inquiries. Both
i nformation requests and service
request dates are stored wthin our
cust onmer rel ati ons managenent
system

To uphold quality
standards, Philly 311 perforns agent
weekly call nonitoring sessions,
nmonthly calibration sessions and we
recently inplenented and | aunched a
cust omer survey, satisfaction survey
at the end of calls that custoners
can take, which allows themto rate
their interaction with Philly 311

In 2023, Philly 311 nade
several inprovenents to the service
i nfrastructure, including automatic
case routing, adding six new request
types, inplenenting a new cell phone
based tel ephone system which is a
sof tware program used for naking the
t el ephone calls over the Internet

opposed to using a tel ephone
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i nprovi ng call managenent and
overal | efficiency.

Additionally, Philly 311
has upgraded both its interactive
voi ce response | VR system which
allows us to route calls which have
new pronpts to assist callers with
i nquiries.

For exanple, during the
2024 Presidential election season,
the Ofice of Gty of Conm ssioners
and board of el ections forwarded
their incomng calls to Philly 311.
Sel ection -- we made a cue, election
support cue. This enhancenent
hel ped to streanmine call routing
and reduce the volune that was goi ng
to the Ofice of City Conmm ssioners
and the Board of Elections ensuring
constituents received tinely and
accurate information.

To put that into
perspective, during the 2024

Presidential election, Philly 311
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handl ed 20, 862 calls over a three-
week period of tine.

We recogni ze that many
times when residents call Philly 311
it is usually because there's a
quality of life issue inpacting them
or their comunity, which can | ead
to frustration. That frustration
can later lead to a passionate cal
to Philly 311.

Being mndful of this, in
2024, Philly 311 delivered to its
staff an enotional intelligence and
cust oner service essential training,
whi ch was geared towards
recogni zi ng, understandi ng and
managi ng ones enotion while defusing
a frustrated caller froma
constituent in order to find a
solution on the call while ensuring
we are providing exceptiona
custoner service to the residents of
Phi | adel phia. Philly 311 has since

provi ded these trainings to nultiple
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departnents at their request.

Thank you very nuch for the
opportunity to address you today.
My col | eagues and | are happy to
answer any questions that you may
have.

CHAI RPERSON LANDAU:  Thank
you very much

First, I'dlike to
recogni ze that Jimmy Harrity --
Counci | renber Jinmmy Harrity joined
us. 1'd like to wsh hima very
happy birthday today. Thank you for
comng to your commttee hearing on
your birthday, | appreciate that.

Thank you so nuch for your
testinony, | appreciate it. |
wor ked for the city for many years
and had nultiple tours of the 311
call centers. And understanding --
| was here when it was created
actually so | understand it was --
what was the intent when building it

fromthe ground up.

Page 18

Lexi tas Legal Phil adel phia
215-504- 4622




Conmittee on Technol ogy and Informati on Services
03/ 19/ 2025

© 00 N oo o b~ w N P

NN NN R R R R R R R R R
A W N P O © O N O O A W N B O

| have a couple of just
basi c questions to start with. In
your testinony you said you get
1,600 calls a day, but you enter
2,400 cases into the system

Can you expl ain the
di screpancy i n those nunbers, where
the rest of themare comng fronf
And then I'l|l stop there and go into
t he next.

M5. JONES: The renaining
of that nunber is the cases we get.
We call them non-call cases. Those
are the cases that cone over the
nobi | e app, through the Internet,

t hrough web. So we are not only
just answering the phones, we're

al so taking -- as your nobile app
and as |'msure many of your
constituents can tell you about the
nobi | e app, you can submt a request
to us that way, too. So that's the
di fference in the nunbers.

CHAI RPERSON LANDAU.  So
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about 800 of those each day and
1,600 calls a day.

MS. JONES: Correct.

CHAI RPERSON LANDAU:  Ckay.
So what kind of data do you have of
t he usage of the systemthrough the
phone call center versus on the app?
What's the break down of the
contacts you have versus the phone
versus the app? And do you have any
denogr aphi ¢ data between the two
groups, phone versus app?

M5. JONES: | can give you
in the cal endar year of 2024. | can
gi ve you what we received as service
requests. Not necessarily the phone
versus the non-calls, but | can get
that information for you.

CHAI RPERSON LANDAU:. One of
nmy questions is what do you track?
Do you as a nmatter of practice on
your end track and keep the data of
the distinction between the calls?

What they're asking for, where are
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they coming from which counci

district, versus the app, where are
they coming from Any denographics
on that? What are they asking for?

M5. JONES: Yes. W do
keep that information and | can get
that for you. W also have, |
believe | ast year started giving --
sendi ng to each council person,
their district, what happens wthin
their district. And in that report,
| believe it's outlined the calls.
How much come in online for us, and
then what are the type of service
requests or information requests
bei ng asked.

CHAI RPERSON LANDAU. And do
you follow through on that request
to see what the result was? So you
can tell a district council person,
you know, we got 100 calls about
these three things. Do you as a
call center follow through to make

sure that when they went to L& and
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Parks & Rec and Streets, that they
wer e resol ved.

M5. JONES: Unfortunately
we do not do that because we rely
upon the servicing departnment once
they get the information, we send it
i mredi ately over the themthat they
will assign it out to sonmeone within

their departnent. And then they

will -- once it's been conpl eted,
they will close out that ticket for
us.

If it's an information
request, sonething which sonmeone is
cal ling and inquiring about
sonet hing, then we are just
docunmenting it for you.

CHAI RPERSON LANDAU.  Ckay.
Al so, when you send it to the
department -- |I'msorry, yeah. Wen
you send it to the departnent or
agency, you mark it's a cl osed,
right?

M5. JONES: No, we do not.
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The departnent and agency marks it
as closed. So once they are

fini shed doi ng whatever the service
Is, they mark it closed, and they

al so put a comment in the system
which if the constituent or custoner
has given their email address, that
is howthat is generated and it
tells them what ever the servicing
depart nent has provi ded.

CHAI RPERSON LANDAU. Do you
mark it as transferred over to
system-- to the departnent or
agency?

M5. JONES: Yes, there's a
way for us to | ook at the system and
we know it's been sent over and it's
been received -- received by the
depart nent.

CHAI RPERSON LANDAU.  Ckay.
And do you -- maybe I'l| stop here
and let -- I'"'mgoing to stop here
for a mnute and | et sonebody el se

ask questions. |'ve got a |ot.
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Counci | menber Driscoll?

COUNCI LMEMBER DRI SCOLL:

Thank you for your hard
work. A couple things that | just
wanted to wrap ny hands around a
little bit. So the Mayor started
this new community outreach in every
district.

Is there any interaction
bet ween your departnent and these
new units in each of the ten
councilmatic districts?

M5. JONES: Wen -- they
have a partner portal. So whatever
they submt cones into the 311 as
well. And it -- excuse ne, |I'm
sorry. Can | just ask Christine to
cone up for a nonent? Because |
want to say this absolutely correct.
She set this up.

So it actually goes over to
311, and then 311 sends it over to
the servicing departnent that it

should go to. That's the
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i nteraction that we have the Mayor's
community team

COUNCI LMEMBER DRI SCOLL:

" mjust wondering if
there's a -- as this evolves, if
there's a way that the conmunity
outreach offices can sort of be part
of your quality control. Like if
they get a list of council district
of what you're working on, you know,
what's cl osed, what's not cl osed,
maybe they can put that within their
spear sonmehow, w thout interfering
wi th what you're doing. | don't
know.

M5. JONES: You know, that
sounds, Council man, reasonable and
it's something | can definitely | ook
into. It is not sonething we
currently do right now, other than
the fact that when they take a
service request and they're out in
the coommunity, it does go through

our systemand that's where it's
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tracked. | do not know whet her they
have their own tracking system or
not because they we don't interact

i ke that. However, | know they're
in our partner portal.

COUNCI LMEMBER DRI SCOLL:  So
let's say they get a conplaint or
see sonething in the counci
district, are they entering it into
311 or are they contacting different
departnents thensel ves?

M5. JONES.: No, they're
entering it into 311, right?

M5. MCDONALD: They have
the option to enter cases into our
partner portal.

COUNCI LMEMBER DRI SCOLL: So
It's an option.

M5. MCDONALD: Yes, they
have user profiles created in your
partner portal so they do have
access to it.

COUNCI LMEMBER DRI SCOLL:

Okay. And then | guess the
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ot her -- you nentioned during the
Presidential election, now that we
have an office in every counci
district, nmy hope is that those sort
of requests wouldn't go through 311
that they would go right to the
conm ssioner's office and they woul d
be staffed properly. So that -- it
seens |ike you' re busy enough
I nstead of getting involved in every
el ection. So | appreciate what you
did, I"'mnot sure that was the right
way to go there, but we can revisit
that |ater.

CHAI RPERSON LANDAU:.  Thank
you.

Counci | renber Ji nmy
Harrity?

COUNCI LMEMBER HARRI TY:
Thank you, Chairwoman.

Good day. How are you
doi ng?

M5. JONES: Hi, I'mfine.

How about you? Happy birthday.
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COUNCI LMEMBER HARRI TY:

Thank you. Thank you.
Thank you so much.

Just kind of follow ng up
on ny colleague. In ny office on
mul ti pl e occasi ons, conplaints
pl aced by constituents -- service
requests placed to 311 have cone
back unfounded.

How do representatives
determ ne that a case is unfounded?
And how do we respond to
constituents when there is no
expl anation provided for the type of
case resol ution?

M5. JONES: Wen a
constituent gets it they can al ways
call. In fact, we encourage themto
cal | 311.

COUNCI LMEMBER HARRI TY:  But
these were requests that were called
into 311, but cane back unfounded,
but the issue is still going on.

MS. JONES: | understand
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that, but we're not to one who puts
in the unfounded. So if the
constituent gets sonething |ike
that, then we encourage themto cal
311. And what we will do is

escal ate and say, hey, this
constituent is saying that the issue
is still there.

We have very good wor ki ng
rel ationships with the servicing
departnments and we will escalate it
and ask, can you please go out and
see what's going on with this.

| believe, for exanple, in
Counci | mrenber Driscoll's district,
we had a conpl ai nt where sonebody
was saying there was a pat hway being
bl ocked by bushes and they call ed.
And we actually investigated to see.
We asked CLIP to please go back out
and see because the constituent is
saying -- your constituent is saying
no, no, it's not cleaned up. And it

actually was reading for constituent
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that it wasn't founded. And CLIP
went back out and sent ne sone
pictures to show it wasn't. And |
sent to it the individual in your
of fice, those pictures.

So we encourage people to
call us if what they are seeing not
what the reality is.

COUNCI LMEMBER HARRI TY:  So
our protocol would be to call you
back when we get a result that says
unf ounded.

M5. JONES: And we will
escal ate for you.

COUNCI LMEMBER HARRI TY:

kay. And you wi ||
escalate. Al right. Geat.

What' s the average turn
around tine on 311 requests?

SPEAKER:  Each depart nent
has their service type, has their
own service |level agreenent, so it
varies. And that's sonething that

the servicing departnent deci des how
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long it should take for a particular
service to be conpleted fromthe
time that we put it in to the tine
they conpl ete that service.

COUNCI LMEMBER HARRI TY:  So
that woul d be the departnent?

M5. JONES: Yes. W don't
nmake the service | evel agreenent.

COUNCI LMEMBER:  Who i s
service? \What departnent or does it
depend on what it is?

M5. JONES: Right. It
really depends on what it is.

COUNCI LMEMBER HARRI TY:

Ckay. And then they would
be responsi bl e.

M5. JONES: Yes.

COUNCI LMEMBER:  Al'l right.
That's what |'mgetting at. All
right. | think that will due for
now. Thank you, Madam Chair. |
have a | ot of questions al so.

CHAl RPERSON LANDAU: We're

going to cone back, too. In the
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nmeanti nme, Council nenber Ant hony
Phi li ps.

COUNCI LMEMBER PHI LLI PS:

Thank you, Chair Wnman.
Thank you, Jocelyn, for com ng here
t oday.

M5. JONES: You're wel cone.

COUNCI LMEMBER PHI LLI PS:

This is a very inportant
topic anong residents in the city of
Phi | adel phia and | think we have the
ability to get it right.

Clearly what's happeni ng
with 311 is not working all the way
and we have to find a way to nmake it
work better for residents. | think
even in our office, you know, | want
us to be at 95, 99 percent nost of
the time. And | think that with
311, I'"'mnot sure if we're at 95, 99
percent all the tine.

So one of the questions |
have is about transparency. |Is

there a tracking systemthat allows
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Philly 311 to nonitor whether
departnments are neeting their
service | evel agreenents?

M. JONES: You know,
that's a great question. So we're
getting ready to inplenment with the
vari es departnents to have them | ook
at articles of know edge for us,
whi ch include the service |evel
agr eenent .

We're going provide them
wi th what their current service
| evel agreenent is and what is the
aver age busi ness day to cl ose, and
then ask themto please | ook at it
and see if this is reality

realistic, or if they would like to

change it. |If they do change it,
then we will change it in our system
as wel | .

But right now we know what
it is, we just -- we're not -- |I'm
not saying we're not, but there's

nothing that's officially tracked.
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So | really want to change that as
we go forward -- nove forward.

Because | think what needs
to be done is the SLAs need to be
revi ewed again, so we're working
along with Philly Stat 360 to do
this as well.

COUNCI LMEMBER PHI LLI PS:

Geat. And actually | see
what you're saying, but | just want
to quickly followup with the fact
that -- once they cone up with their
service |l evel agreenents and they
m ght say what's nore realistic, we
still need the tracking system
that's going to be there that's
going to be for them

M5. JONES: The tracking
system I|I'msorry | didn't say that.
That's why we would do it and want
to launch this because there will be
a tracking systemin place.

COUNCI LMEMBER PHI LLI PS:

kay. There will be.
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So the next question is
what consequences, if anything, is
there for departnents that
repeatedly fail to follow through on
servi ce requests?

M5. JONES: |'mgoing to be
conpl etely honest with you,
Counci | person, I'mnot working in
t hose departnents. Wat | woul d be
doing is going right to the head,
here, here's what we are seeing.

COUNCI LMEMBER PHI LLI PS:

Got you.

M5. JONES: And is there
anything we can do to hel p? But
that's out of -- 311, we are not an
operati ons departnent. So,
therefore, for us to step in and say
you should be able to do this in X
amount, that's not us.

COUNCI LMEMBER PHI LLI PS:

That's sonething to think
about. Right? W as public

of ficials, we have consequences, our
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staff nenbers have consequences.
It's just the idea of, you know, |
think that even the folks that are
supposed to be serving folks
publicly in these adm nistrative
departnents there needs to sone sort
of | evel of consequences as well.
That's not something for you to work
on, | guess, per se.

M5. JONES: Can | interject
this right here? | will say this,
since | have been with Philly 311, |
do see where the service departnents
are really concerned about neeting
those service | evel agreenents and
trying to nmake sure that they hit
t hem

So I just want to nmake sure
that I'mconveying that it's not
sonmething that | think they don't
want to do. You know, it's just for
what ever reason -- and sonetines
they are very good at neeting them

There are sone things that are under
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the service level. So if it takes
five days, they may be able to do
that in three days, and that's the
average. Because we do | ook at that
i ndi vidually sonmetine just to pul
it to see where the city is at.
Ckay.

COUNCI LMEMBER PHI LLI PS:

Thank you. And | just have
one nore question. Can you provide
data on how frequently service
requests are conpleted within the
expected tine frame versus those
t hat experienced delays. And also
311 custoner satisfaction is
important. Are there ongoing
efforts to i nprove custoner
satisfaction if someone is upset?
Do we call them back or how do we
evaluate? |If they're telling you
they' re not happy, how do you reach
out to themor do you conpile that
data on your own and figure out what

to do?
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M5. JONES: So the latter
first. W get the survey results
everyday fromthe day before. And
right now!l think we're at a 91
percent -- 93 percent satisfaction
rate within the city of
Phi | adel phi a.

If we do find that there's
a call that's rated, you either get
a l for yes, they liked the
experi ence, or no, you do not, they
disliked it,

Then that call is |listened
to by one of the supervisors, that
person's supervisor, the agent's

supervisor. They nonitor that call

they score the call. If they find
that the agent -- there was
sonething wong with the call, the

agent is then coached.

If this is consistent then
a disciplinary action, that path
starts with the agent. |If it's a

yes, we do the hooray, you did a
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great job.

If it's a no, we wll also
-- the manager, the supervisor or
the agent, if we feel you need to
call that person back and you need
to make this right.

COUNCI LMEMBER PHI LLI PS:
Thank you. Thank you.

M5. JONES: kay. That's
what we' re doing.

COUNCI LMEMBER PHI LLI PS: |
want to say | appreciate you com ng
out today. Hopefully, you know,
fromthis we can find ways to
getting better. Because even a | ot
of our offices are constantly
figuring out like, hey, we did right
for this nonth. How do we get
better next nonth? Every tinme this
is about inproving for residents in
the city.

And our hope is that you
and your | eadership and the rest of

your team can take this and figure

Page 39

Lexi tas Legal Phil adel phia
215-504- 4622




Conmittee on Technol ogy and Informati on Services
03/ 19/ 2025

© 00 N oo o b~ w N P

NN NN R R R R R R R R R
A W N P O © O N O O A W N B O

out how to continue to get better.

Because I'll tell you with
t he unfounded situation, | had --
years ago before council, | had an

i ssue. You know, paint spilled in
my driveway, sanitation did it and |
put a 311 request and it did cone
back unfounded. | think it's only
because nmaybe it was the wong
address, it mght have been one
house over. Are these people --
like -- the reason | had the wong

address, if you | ook at the

vicinity, like just -- | feel if
it's not the exact T, they'll say
unfounded. It's like are we being

efficient in that particul ar way?

So | feel Iike there needs
to be a conversation between 311 and
t he departnent saying, hey, there's
going to be tinmes where our
residents may not have the exact
address or the exact corner, but

just do your best to do the entire
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area. GCircunvent the entire area
for the issue so we don't have to
call you to go back out there again.
So that's it. Thank you.

CHAI RPERSON LANDAU:  Thank
you. Just a real quick point of
clarification before | nove onto
Counci | mrenber O Rourke. For the 311
survey data that you' re saying
happens with the calls, are you
aski ng people are they satisfied
with 311 services or the resolution
of their problenf

M5. JONES: 311 services.
And the reason that when | went that
way because when | started there
because nothing to ask how 311 is
doing. So we're citizens of the
city, these are our neighbors, these
are our friends, these are our
famly nmenbers and we al ways heard
sonet hi ng negative. | know for
nyself it was always sonething very

negative for 311.
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And then once |I got into
this position and started working
for 311, | said, wow, these guys
really do do a | ot during the course
of the day. So | wanted a way to
nmeasure what is your interaction, is
nmy agent professional? Wen they
answer your question, do they
st at emrent have the know edge they
are supposed to? Wat is your wait
time? That's the question we kind
of tank on a lot, but it depends on
when you take that survey because
our wait tinmes vary based on the
time of day.

So from11:00 to 2:00, you
may have a wait because a | ot of
peopl e are on lunch and they're
trying to get to the 311, so there's
this influx of calls comng in.
However, you may call at 2:30 and 3
o' clock, and get right through to
us. Because people are at work and

not as many people are trying to get
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to 311.

Also, if there's a city
event, like a large fire, and then
they are saying call 311. Anything
that happens in this city and it is
said call 311, it inpacts our caller
vol une, and those we have no contro
over. So that's why |I put in place
the -- and we just |aunched this.

So it's very, very new, but
"' m happy with the 93 percent
because a ot of -- |'ve been doing
call centers for a long tine.

Ei ghty-five to 90 is usually where
people wll probably end up at. So
I'"'mvery happy with the 93 percent
and we're working towards making it
better. That's why we listen to
these calls that we're not getting
scored well to find out what the
problemis. 1Is it an agent problem
I nformati on problemor the person on
t he phone. Because people don't

|ike to hear no or don't like to
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hear us say we can't do this, but,

because we always try to give them
an option. Here's what we can do

for you so...

CHAI RPERSON LANDAU:.  Thank
you very much. The Chair recognizes
Counci | mrenber O Rour ke.

COUNCI LMEMBER O ROURKE

Thank you, Chairperson
Landau. And good norning, Director
Jones. It's a pleasure to have you
here with us today.

Menber Phillips already
kind of hit on ny first question.
But if you could, if you don't m nd,
coul d you actually wal k us through
the procedures around the service of
agreenents for updating these
agreenents and any tinelines and
policies that are involved.

M5. JONES: The servicing
departnent wll reach out to us and
say, okay, here's a change to our

knowl edge based admi ni strator.
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Here's a change, this is what we
want to update. And then we update
it alnost imediately, as quickly as
we possibly can. Send it back to
and many tines send it right back to
the servicing departnent for
approval. And then it is put into
our know edge base as a live
article.

We have sone that are
archived that are older articles
that no | onger applicable, however,
we don't want to | ose that
information, so we'll keep them as
an archive article and that's how we
updat e.

If it's sonething where its
new, they will get in contact with
Christina. Christina wll get all
parties together, let's figure out
what it is you want to do, what do
you want that article to say, we
need the key conponents. Because

our agents, for the nost part, are
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on the phone, so they can't have 50
pages of one thing.

So, like with trash pickup.
My trash shoul d have been picked up
on Tuesday, it's been m ssed. And
the agent is witing this down.

It's now Thursday, it was m ssed,
everybody el se on the bl ock trash
was picked up.

That is then sonething we
put into the article really quickly
for know edge based article. And
t hen when the agent goes to use it,
we have drop downs, we have every
way that we can possibly hel p that
agent to go through a script.

And they just kind of have
to read it and check off what's
correct, what's accurate, and at the
end of their call we will recap what
you told us. And | know |I'm going a
little bit further than what you
asked. But at the end of the call

we recap, the caller, exactly what
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it is you told us and we wll give
you the service request nunber.

Now the inportant thing I
think for us to knowis that if a
cust omer decides they want to stay
anonynmous or do not want to give us
an emai | address, there's absolutely
no way for themto get updates other
than calling 311. You can al ways
call in if you have the service
nunber, we can give you an update.

COUNCI LMEMBER O ROURKE

It's never too nuch to give
nore of an answer. It's helpful in
terms of clarity what we're | ooking
for. So thank you for that.

Qur office hears and the
data plainly shows that 311 ticket
closure rates are seasonal, wth the
| onest rates coming in the sumrer
and wi nter nonths.

Can the panel talk or
anyone really tal k about how data

from31ll is used in their departnent
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to identify goals and address
chal | enges?

M5. JONES: To identify
goal s for us?

COUNCI LMEMBER O ROURKE

Yes. Yes, related to the
I ssues being raised in terns of what
we are hearing.

M5. JONES: Good question.
| have to really think about --

MS. MCDONALD: | can say
that when it cones to sone w nter
nonths as far as calls --

CHAI RPERSON LANDAU:.  Excuse
me, I'msorry. Can you state your
nane for the record?

M5. MCDONALD: Ch, |I'm
sorry. M nane is Christina
McDonal d.

COUNCI LMEMBER O ROURKE

Hell o, Ms. McDonal d.

M5. MCDONALD: So there's
certain times of the year where we

get specific calls. For exanple, in
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February we get a |lot of calls
related to licenses and renewal s
based off of when the |icense and

I nspections -- |license renewal
process is taking place, we nmay get
an influx of calls.

So we know that so it wll
allow the call center to prepare and
make sure that our know edge based
articles for that specific thing are
updated in preparation to take those
calls.

M5. JONES: And this year
when t hat happened we cross-trained.
And we will do that, cross-train
ot her agents so they can junp on.

We have an L& Iline. Those calls,
for instance, can be 20 m nutes |ong
because people want us to handwal k
them through. And we're fine with

t hat because we realize that License
& I nspection is revenue driven.

It's going bring in revenue into the

city.
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So we wi |l handhol d, wal k
you t hrough the systemif you cal
in. Because nost people who call in
are contractors or people about to
do work so. Not that we don't treat
our other custoners with the sane.
But a ot of tines people | ook at
how | ong does it take to do a cal
for License and | nspection.

COUNCI LMEMBER O ROURKE:  So
thank you for that. And if | may,
the part around the closure rates
happening in the fall or wnter
nont hs speak to us because it
probably has to do with heat or
addr essi ng sonme physical concern
that | think should be, | think
wei ghted al ong the sane |ines of
revenue driven matters.

So to the degree if |
could, if | could be so forward to
advi se or suggest, that you do use
all that information to figure out

how best to formfit your services
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to all the issue that citizens are
cal l i ng about .

Thank you just the sane for
your work and all that you do for
our city.

Madam Chai r ?

CHAI RPERSON LANDAU

Chai r recogni zes
Counci | menber Squill a.

COUNCI LMEMBER SQUI LLA:

Thank you, first of all, |
want to thank you for the nonthly
reports that we received. | think
it's inportant for our district to
under st and the nunber of calls that
are com ng, what they are for

We know there's chal | enges
sonetinmes with either duplicate 311
calls, people calling several tines
for the sanme issue or people calling
back for the sanme issue. But what
we try to do is when we do get that
or get that conplaint is actually

share the 311 nunber with the
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departnent al so. So the depart nent
knows, all right, they closed this,
yet the people say it's still there
or unfounded, but it's still there.
Because sonetinmes as a reporting
agency you see it's closed, you
think it's closed, you don't know
what the departnent did. But the
people think 311 closed it so it's
their fault, right?

M5. JONES: Absol utely.

COUNCI LMEMBER SQUI LLA:  And
| think we need to work closer with
the departnents that are closing
t hose things and how we can
coordinate better with 311 and the
end result for the client at the end
of the day to see what happened.

Because, all right, let's
see what happened first before we
start casting blane, right? |Is
there a way when that issue is
cl osed or you sent it to Streets

Departnent or you sent it to L&,
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right? And then they have a way of
t hen sayi ng unfounded, got there.
You don't know -- can we require
themto say unfounded, couldn't get
in the location. Wen it says

unf ounded, we don't know what
happened. D d they just go there
and nobody was there, they coul dn't
get in. Say it was a rental
|icense, for instance. They knocked
on the door and nobody was hone, so
they don't know whether they still
have a rental license, right?

M5. JONES: That is
sonet hi ng and great observati on.
That is sonmething we are worKking
towards and going to work towards
wi th our servicing departnent.

To make the conment
cl earer, because if you think it's a
chal |l enge for you to have sonebody
scream ng on the phone, and ny agent
Is -- | don't know what this is.

And we're running around trying to
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figure out, okay, what does this
mean? Do we need a little nore
clarity on it?

So we are working and the
servicing departnents are great.
They know we have to get it a little
nore detailed for the custoner.

COUNCI LMEMBER SQUI LLA: O
do you have to add a field? Do you
have to add anot her option for the
service departnent to put sonething
in? Alot of tines when you see
sonething closed it can say "filled
pot hole - closed," or sonething
i ke that. Because you don't know
-- if it's closed, did anything
happened, did they not find it?
Soneti nmes you don't know.

M5. JONES: What we're --
actually the first thing you said,
we are asking for nore clarity. W
will be asking for nore clarity in
the comment. And then we are al so

asking if you did do sonething, tel
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us what it was when its closed. And
we know because we go through those
200 engagenents | said we do. These
are the sanme questions that we get
fromyour constituents when we're at
that the community events.

So for us, also education
is a bigthing. And this is why we
go out in the conmunity so often so
we can educate your constituents.
kay. |If you do see it's closed and
don't understand why, call us, cal
us. You can always call us back.

And once we expl ain that
peopl e are |ike, oh, okay, | didn't
realize | could. Yes, you can
al ways cal |l us back.

CHAI RPERSON LANDAU. | want
to followup on this |ine of thought
here because | think this is -- what
we're looking at here is the key to
hel pi ng make 311 even nore -- oh,
the Chair recogni zes |sai ah Thomas,

Counci | mrenmber, |sai ah Thonms.
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This is the way in which we
can make this nore efficient. So
when we tal ked about your survey
that you're doing at the end of the
calls, and that's to see how 311 did
during the call process. | would
suggest nost people don't really
have a probl em except the wait tine,
with how friendly you are on the
phone or to help wal k themthrough a
process, people are very frustrated
after they | odge a conpl aint either
through calls or online that their
situation is not resolved, and it's
been deened to resolve in the
system

So there they are | ooking
at the pothole, the pothole has been
found as unfounded. The only word
t hey have is unfounded and they're
still looking at a pothole at the
end of the day.

| think for the city of

Phi | adel phia, the way to nake the
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systemthe nost efficient is for

you, as 311, to have the information
fromthe departnent i medi ately upon
the resolution of the request, that
“found pothole, will have it filled
in one week." Done. And that way
also it gets imediately tracked

t hrough the service -- the service
nunber to the resident part.

The reason why is we keep
saying -- you keep saying "they can
call us back." You already have
1,600 calls a day, you don't need
2,000. And, in fact, maybe those
1,600 calls can go down to 1, 200,
maybe even a thousand, if there was
a good way to have the information
at their fingertips.

And | really do think this
is how the city needs to nove
because if not, we are double
tracking data. W have the Streets
Depart nent counting how nmany

pot hol es they have, how many they
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filled. And you've got 311 that can
| ook up, these are how many calls we
had for pot holes, sone call it

resol ved whether or not it is. Do

t hose nunbers match? | don't know.

If they don't match, we're
m scounti ng and doubl e counti ng
sonet hing that can so easily be put
in one particular place.

M5. JONES: | believe -- |
believe that as things are closed --
maybe not in real tinme, like if you
cl ose a pothole right now, that
person, who's in the Streets
Departnent, w thout any sone sort of
technol ogy. | think you have to get
back to the office. | do not know,
| do not work for the Streets
Departnent, but | do know that this
information is entered into the
system And that's how, you know,
for real tinme, they would need sone
sort of technology. This is just ne

sayi ng that they would need to have
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sonething to enter into the system
that this pothole has been filled
and it would tinme stanp it or

what ever and it would cone in, too.

And the other thing to
remenber if the constituent decides
that they don't want to give us
their contact information, they
won't give any information. That's
the only way for us to do it.

Once the servicing
departnent says that it's closed for
what ever reason it is closed, if we
have an emmi| address, that email
goes out and generates an enail
stati ng what happened. That, too,
| ooks like it's comng from311. So
you're right on tine, they call 311
So it's 311's problem If it wasn't
done, it's 311's fault. But that
email is the other thing that
notifies the custoner that, hey,
this was closed and for whatever

reason it was cl osed the servicing
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depart nent provides.

So I would say it would be
sonme technology in play. And I'm
not in any of those departnents so |
don't know budgetary, none of that,
but that's how you would get it rea
time where |'ve seen other places
done. \WWhere people have an i Pad or
sonet hing that they can wal k around
with. And when they fulfill
what ever the request is, they can
right then put it in the system

CHAl RPERSON LANDAU:  Seens
li ke a perfect opportunity to hear
to sone of the departnents.

Coul d you pl ease state your
name, for the record?

MR, PONERS: Good norni ng,
Chair. Aubrey Powers, | am deputy
managi ng director for conmunity
service wth the managing director's
office. And one thing | wanted to
share with the conmttee is that we

are exploring ways in which we can
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I nprove that coordination between
departnments. And |I'm hearing the
t hemes, you know, just as you have
seen in regard to that next step
that, foll ow up.

So we are in the process of
expl ori ng mechani sns for those sort
of urgent, non-emergency services
which really heavily inpact the
quality of life for our
constituents. So just as you stated
at the very top, you know, how can
you better ensure that our
constituents are receiving help
i nstead of frustration.

So that's sort of a I|evel
above of where 311 is at this very
nmonment, but it's worth that right
now. We're heavily involved in
expl ori ng what can work best here.

CHAI RPERSON LANDAU.  Thank
you for that. | think it would be
hel pful if we had sonme of the

departrrents cone up now soO we can
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under stand what's happeni ng when t he
request gets to their end.

MR. POAERS: Thank you

CHAI RPERSON LANDAU:  Thank
you.

MR. MONTANEZ: Cood
norni ng. R chard Montanez, deputy
conm ssi oner of Streets.

So as stated, we do receive
311 depending on the problem W do
have specific SLAs for each one of

those. For exanple, potholes are

within three days. | do want to
remnd council, not all potholes are
t he sane.

Most of the tine when we
get conplaints are not potholes, are
actually plunber stitches that were
inproperly filled w thout the
Streets Departnents notices. So
that does takes us longer to do. As
a matter of fact, on ny ride here
today fromour traffic shop, | ran

into five of them so it is not
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uncomon to see.

But we do want themto
call, we're not denying it. W do
swtch it on our system when they do
conme in. Wiat we do is every
norni ng we generate our work | og,
the crews get routed a certain way
and those probl ens get fixed.

Whet her it be pothol es,

streetlights, traffic signals,
signage, line stripping, paving. So
we |ineup the work everyday and we
utilize the 311 systemto do our

wor K.

CHAI RPERSON LANDAU: Do you
have one person who is the liaison
to 311 from Streets?

MR, MONTANEZ: You're
talking to him

CHAI RPERSON LANDAU.  Ckay.
And at the end of the day, are you
-- how do you determ ne what exact
-- when do you consider an issue

resol ved?
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MR, MONTANEZ: So when we
close the tickets is when the issue
gets resolved. Once Streets
Departnent closes it on their side,
then 311 gets a close on theirs.
And within Streets it gets a little
conplicated, whether it's a state
road, whether SEPTA property, or
ot her issues that are out there.

But when we close it in our system
IS when 311 sees it closed on
theirs.

CHAlI RPERSON LANDAU. Do you
close -- we're using potholes as an
exanple. Do you close a pothole
concern when the pothole is filled
or when you determ ne there's a
pothole to be filled.

MR, MONTANEZ: Wen the
pothole is filled. The crews have
paperwork. So everyday they take
out the paperwork. There is a
clerical person in every one of our

districts that their entire job is
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to i nput and cl ose out those 311
requests on a daily basis.

CHAI RPERSON LANDAU.  Ckay.

Thank you. The Chair wll
recogni ze Counci | menber Ji nmy
Harrity.

COUNCI LMEMBER HARRI TY:

Hell o. How s everybody
doi ng t oday?

MR, MONTANEZ: Good.

COUNCI LMEMBER HARRI TY:  So
these holes are a problem

especially the ones done by

contractors illegally. | have a
bill that gets voted on final page
passage this week. It wll pass,

whi ch give us an avenue to go after
t hese bad actors, the contractors.
W know it's a big problem | just
was a little confused of you guys
didn't support the bill. Streets
Departnent actually testified
against it.

So I'm just wondering why
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you guys know that this problemis
ranpant and that nost of these

t hi ngs are being done by sonme of the
sane people over and over again. So
just curious to why you guys felt
the -- that this bill wasn't needed
when you're saying it's one of our

bi ggest probl ens.

MR. MONTANEZ: In reference
to your bill, nost of the bad actors
are the ones not getting the
permts.

COUNCI LMEMBER HARRI TY:

That's the whol e idea of
the thing. |If they get a permt,
that's why the bill fines them when
we catch them Because they're easy
to catch because nost of the
nei ghbors who actually they're doing
the work for paid for a permt in
their, you know, their contract.

MR, MONTANEZ: You're
ri ght, Council menber.

COUNCI LMEMBER HARRI TY:  |'m
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a hi ghway worker, too, you renenber
that, right?

MR, MONTANEZ: Yes. But
when we go and ask the resident who
had the work done, who did work,
they won't give us the contractor.

COUNCI LMEMBER HARRI TY:

Well, that's why we nade a
| aw and - -

MR. MONTANEZ: | need to
understand who the contractor is in
order to stop all the permts.

COUNCI LMEMBER HARRI TY:

It gives us an avenue,
that's what |I'msaying. |[It's okay.
Anot her day. Thank you.

CHAl RPERSON LANDAU. W
wi || hear from another departnent.
State your nane, for the record,
pl ease.

MR, DI PI ETRO.  Good
nor ni ng.

"' m Ral ph Dipietro, deputy

comm ssioner for the Quality of Life
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Depart nent.

Very briefly, L& uses --
utilizes 311 in a variety of
fashion. Not just as the front door
to our service, through the
conpl ai nt process, but we al so
utilize themto sort of answer the
typi cal and nundane questions about
how do | get a permt, where's ny
| ocal district office. So there's a
| ot of functionality and things that
311 provides for us.

Conpl ai nts are probably the
No. 1 for at least the quality of
life side of L& . Since we dea
with them we get the mpjority of
our departnents conplaints through
311.

If you'd like I can sort of
sumrari ze how our systens interact,
if it would be hel pful.

So basically a service
request cones into 311, whether cal

takers take it, or someone goes on
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the app or whatever. That's then
transferred to our system eCLIPSE,
as a conpl aint.

There's four, sort of,
steps or there's four points where
we go back to 311 with a status.
The first one we're going to do a
review. So the conplaint is going
to cone in, it's going to get
assigned to an inspector. And the
way that happens each conplaint is
given a conplaint code. A conpl aint
code may be property naintenance
exterior. That goes to one
I nspector. The conplaint code may
be working without a permt,

di fferent inspector.

The conpl aint code going to
cone and is going to be assigned,
goes to the inspector, inspector
does a review. Determ nes, yup,
it's an L& conplaint, it's
sonet hing we are responsible for.

And that's the first interaction, it
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let's the system know, okay, it's
been revi ewed.

The next step is its been
assigned, the inspector its been
assigned to. And the reason we have
that separate step is sonetines the
I nspector that receives it may not
be the person responsible for
followup on the conplaint. O the
conpl ai nt may have sone portions of
it -- areal common one i s soneone
will say, well, a building isn't
licensed, it's collapsing.

Vell, we don't want the
i cense inspectors to do that, we
want that to go to the inspectors
that handl e col | apse because that's
much nore pressing. So there's
this -- there's this assigned
process that happens.

And then the next one is
probably the one had a causes |
woul d think the nost anx for folks

because the next one is really the
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performinvestigation or the
conpl et ed process.

And this is where an
I nspector goes out and/or researches
and takes an action on the
particul ar conplaint. Wen | say
performinvestigation, that may be,
hey, we already have an existing
case that deals with this particular
conplaint. So we attach that
conplaint to existing case.

The i nspector may go out
and say this is unfounded. And I
think this is where the anx really
ranps up here. In that case it
returns back a status to 311 or to
sales force that the conplaint is
closed. And I'll get back to that
ina mnute. And the other one wll
be, yup, there's a violation here,
we're going to issue notices of
vi ol ati on.

So those notices of

vi ol ation, at that point the

Page 71

Lexi tas Legal Phil adel phia
215-504- 4622




Conmittee on Technol ogy and Informati on Services
03/ 19/ 2025

© 00 N oo o b~ w N P

NN NN R R R R R R R R R
A W N P O © O N O O A W N B O

anticipation is everything L& does
goes directly onto our website.

Al nost a hundred percent of our work
Is publicly available. It's
conpletely transparent. So fol ks
can go onto the L& website or even
the city's website, Atlasphilly.gov,
and plug in the address and see the
viol ations that have been witten.
They can sort of follow al ong.

| think it's probably
hel pful to spend sone tine on the
unf ounded because that's where the
anx is. Conplaints can be unfounded
for a lot of reasons. The comon
one i s an inspector goes out and
what ever that thing is, is not in
vi ol ati on of the code.

A very typical one will be
soneone says, hey, there's a | ot of
people living in this house, it nust
be an illegal room ng house. The
I nspector goes out and says, nho,

that's just a big famly. That's an
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unfounded. It could result in a
violation, it's a big famly, but
they don't have a rental |icense.

So that violation is not necessarily
tied to that conplaint, although the
conplaint is what initiated the

I nspection or the investigation.

So unfounded and for a
sense of scale, I'msorry | don't
have the actual nunbers, but about a
third of the conplaints received are
unfounded. For quality of life
that's around 20-sumthousand a
year. |'m happy to provide the
specific nunmbers, if you'd |ike.

But that's 20,000 or so conplaints a
year. So a third of those are
unfounded. And as long as |'ve been
with the departnent, that's been the
case.

And so we've done a | ot of
different things in order to try to
figure out how to better nanage

that. But for purposes of this |
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t hi nk the unfounded is where fol ks
say, hey, | can see there's a |ot of
people living in this house. Wy
didn't they wite a violation or
cease it or do sonme other thing.

CHAI RPERSON LANDAU:.  Thank
you for that. And we would | ove
that data, that would be very
hel pful for us.

Do you -- to both of you,
do you use the notes function in 311
to put in a short description of the
final resolution of the case?

MR, DIPIETRO. Well, | can
-- no, all the work we do -- in
fact, there's a subtlety here that's
important. Al the work we do with
respect to the conplaint we get from
311 is done on what's called the
case file.

So if you'll renmenber the
four stages | sort of |ayed out,
revi ew, assigned, perform

i nvestigation. At that perform
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I nvestigation the inspectors
determ ne, yup, this is an L&l
conplaint, yes, this is sonething
that | woul d handl e individually.
Let me go out there, they create a
case file. That case file can
result in no violations found or
actual notices of violation.

So all the work fromthat
point forward is done in our case
file in our systemeCLI PSE. And at
sone certain points, certain
benchmarks it's transferred over to
311. And | would be lying if | told
you what it looks |like on their end.
| haven't seen that in nmany, many
years. But it's transfer over to
say, hey, we issued a notice of
violation or there's been a cease
operation or sonething |ike that.

So we don't really input anything
directly into 311. It's done
through an interface between eCLI PSE

and Sal es Force.
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MR, MONTANEZ: Streets
Departnent uses City Wrks to track
all their work orders and there's an
interface between City Wrks and
Sal es For ce.

COUNCI LMEMBER HARRI TY:

What was that again? Cty Wrks?

MR, MONTANEZ: City works
is our internal database on how we
track our stuff.

CHAI RPERSON LANDAU:  Does
anyone fromeither of your offices
ever neet with 311 even an annual
basi s?

COUNCI LMEMBER HARRI TY: W
have nonthly neetings with 311.

MR. DIPIETRO. W do as
wel | .

CHAI RPERSON LANDAU. Al
right. The Chair recognizes
Counci | menber Driscoll.

COUNCI LMEMBER DRI SCOLL:

Ral ph, it's good to see you

again. 1've work with M. Mntanez
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nore than | get to interact with you
now. | guess, maybe both can answer
this separately. What's the volune
on say an annual basis of

conpl aints? Tickets that cone into
L&, what's the volune that cones in
to the Streets Departnent?

MR. MONTANEZ: Wat's the
annual intake?

COUNCI LMEMBER DRI SCOLL:

Li ke how many actual issues
are you working on per year on
aver age?

MR, MONTANEZ: | woul d have
you to look that up. | nean, we get
conplaints fromstreetlights to
pot hol es to plunber stitches to line
striping to traffic signals. So
each of them are tracked and we have
toreally add themup as to what we
respond. W also respond to 311
when it's an issue in the
right-a-way, | think it's classified

as others. A nore specific nunber |

Page 77

Lexi tas Legal Phil adel phia
215-504- 4622




Conmittee on Technol ogy and Informati on Services
03/ 19/ 2025

© 00 N oo o b~ w N P

NN NN R R R R R R R R R
A W N P O © O N O O A W N B O

don't have. | would have to go back
and run the nunbers of the previous
year to give you a count.

COUNCI LMEMBER DRI SCOLL: |
was just curious. Ralph, do you
have an idea?

MR, MONTANEZ: | could say
| ast year we were close to 60,000
pot hol es, correct, in the city of
Phi | adel phia, and we're trendi ng
that way right now.

MR. DI PIETRO And as |
mentioned, |'ll provide that data
and nore specifically for L& as a
whol e, and then we can break down
bet ween the two. But |'m confident
that it's in the 20,000. It's very
typically 25, 26,000, it goes up and
it is sonewhat reciprocal. As the
wntertine sets in we see fewer, as
Spring shows up, conplaints expl ode.

COUNCI LMEMBER DRI SCOLL:

Because your office is

getting the 311 notifications,
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you' re getting the council folks
notifications to your office. Now
you're getting the office of
community services -- comunity
engagenent, and they're reachi ng out
to you. And then sone of it is
probably duplicative. So when you
open that ticket you can
recognize -- let's say all three of
us. Say council office calls you,
of fice of community engagenent and
311, you'll know right away that
you' re al ready working on that
I ssue?

MR, MONTANEZ: Yeah, we
| ook at the address that got
provided. And if it's a simlar
probl em close enough address, we
tend to group themtogether. But
there's always an inspector that
goes to verify to make sure it's the
same issue. |It's not a clerk that
groups themtogether, it's actually

the field inspector who groups them
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t oget her.
COUNCI LMEMBER DRI SCOLL:
Ckay.
MR DI PIETRO And we do.
W see who the conplainant is, if
they provide that information. And
then the inspector typically
assigned to that area will then | ook
at the address as part of their
research of the conplaint and
they'll typically be able to see
there's an existing case file.
That's why we have t hat
functionality that allows us to put
conplaints to attach themto
exi sting case file, which is super
I mportant. | know we say it, all
the tinme calling 311 is inportant,
but in ternms of enforcenment for a
regul atory agency it's super
I nportant because it's very hel pful
to be able to -- many of these cases
becone | egal chall enges.

As | said, a third of the
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cases of conplaints are unfounded.
When we do issue case files, over a
third of those actually of the case
files we issue in total go to court.
So it's helpful to say, look, this
isn't just -- if you think about
what L& does, this is a very conmon
understanding. One of L& 's roles
is to address public nui sances,
right? |If | hate ny neighbor,
that's a private -- well, that's a
| ot of things, but that's a private
nui sance, right?

When we get conplaints from
15 different people and a council
person, that really hel ps our case
that this is an actual public
nui sance. |It's a |lot nore than just
this is a neighborhood dispute. And
to the courts that's inportant
i nformati on.

COUNCI LMEMBER DRI SCOLL:

And Jocelyn | think said it

earlier, that the folks that are
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callings us, they're our neighbor,
our friends, you know, they're
citizens. And we're all city

enpl oyees and we get bunched
together that the city is efficient
or the city is not efficient.
Right? And fairly or unfairly, we
get judged on that.

And so our intention today
wasn't to point fingers to agencies
or say we're not getting to things
qui ck enough. W just want to
provi de the resources that your
departnents need in comrunicating
with the 311 departnent as we nove
into this budget season. W want to
make sure that we're prioritizing
the city's dollars to nmake sure that
we can help L&, we can help the
Streets Departnment, when we help 311
where we can because the tine to
have that conversation is the next
coupl e nonths. So thank you for

bei ng here.
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CHAI RPERSON LANDAU:  The

Chair recogni zes Counci | menber Ji mry

Harrity.
COUNCI LMEMBER HARRI TY:
Thank you, again. Just a
question for L& . | get people

calling nmy office telling ne they
were kicked out of eCLIPSE. So what
woul d cause sonebody to be kicked
out of eCLIPSE, so that understand
that part.

And back then like if they
have nultiple properties or
sonething like nmultiple businesses,
i f they're kicked out of the system
they can't do anything w th other
stuff. Like, say, they have fines
on other properties that they're
trying to pay, when they're kicked
out of the eCLIPSE systemthey can't
even get to their other properties.
Can you explain how that works?

MR DI PIETRO Sure. So

there's a couple reasons, sone are
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techni cal reasons. You set up an
account, you forget your password.
Those sort of things. Typically
when fol ks -- at least in ny

experi ence when fol ks get a stop at
L& at eCLIPSE, it's likely because
iIt's a tax issue. In fact, the
overwhel mng majority of the tine
that's what it is.

The system was designed, if
you renenber for those
counci | renbers that have been here
for a bit. If you renmenber back in
the day it used to drive everyone
nuts, that we would be issuing
permts to sonebody that is insanely
tax delinquent. |It's a tough
expl anation to make. So eCLI PSE was
designed to sort of catch those
t hi ngs.

And one of the things we
didis we built into the systemis
this functionality that allows us to

sort of expand. Right? W had to
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nmake a decision very early on in the
eCLI PSE adoption that we were not
going to let perfect be the eneny of
the good. R ght? And that sounds
defeatist in sonme ways, but it's
necessary because a lot of the IT
projects derail because they try to
design the perfect systemand in
reality they drive thenselves into
just static and circular logic. So
eCLI PSE i s designed to check these
ki nds of things and very often
that's what happens.

In fact, | can tell you the
first year that we inplenented
eCLI PSE, just the licensing al one,
at last count it was about
$5-m | lion of back taxes brought in
just licensing. So you can inagine
what it is with permtting.

So nost of the tine it's a
tax or revenue issue. Super
conplicated. You know you have to

contact the Revenue departnent. 311
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has been very helpful in that in
bei ng able to give fol ks, hey,
here's how you get a new password.

If you | ost your password or forgot
it, whatever it may be. But revenue
is the nost comon one in ny

experi ence.

COUNCI LMEMBER HARRI TY:

Thank you.

MR DI PIETRO You're
wel cone.

CHAI RPERSON LANDAU: |
wanted to go back to, you said you
each neet with 311 once a nonth.
What do you discuss in those
neeti ngs?

MR DI PIETRO Well, |
bel i eve our neetings are actually
quarterly. But so there are a
couple of different things. One of
themis there's always a tine to
tal k about, hey, these are the
things we're seeing. And | think

soneone asked the question about how
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do we use 311 data in operating the
departnent? We use it a lot. W
use it -- and it mght surprise 311
how often do we | ook at that data
and say do we have enough personnel,
do we need to do sonething in terns
of a programinspection. W use
that data quite often.

And so we'll tal k about
sone of the things, like the trends
that are energing. Because 311 sort
of operates the front door, they got
a real good idea of what's going on
In various communities. So that's
the first thing.

The ot her thing that
they' |l talk about are like
techni cal challenges. You know,
where to fund information, talKk
about buil ding the know edge base.
There's usually a section where
they'Il put in -- the result of this
is sort of a report that we | ook at

after the neeting is concluded, and
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there wll be a section where

they'll say, hey, here's sone sort

of random comments we've gotten from
the public about the perfornmance,
what happened, |ike what L& did.
Usual ly they're negative, but
surprising it's not that the city
agencies didn't perform it's that
they didn't get the right

i nformati on.

Now, that's not 311's
fault, sone of that is L& 's fault.
But it's also very difficult to
explain very conplex processes in a
short text box. So we're |ooking at
a couple different things to sort of
abate that.

But those quarterly
neeti ngs take that sane format, that
a docunent is produced that's sent
out and we use that for
deci sion-making. |s there sonething
goi ng on here that we need to be

considering? Do we have the right
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people in the roon? Because |ike
for a departnent like L& it's very
di verse, right? On one side you
have the construction and pl anni ng
view, a whol e separate set of
problens. On the other side you
have the quality of life stuff. The
conpl aints, rental property stuff,
things like that. So sonetines you
need to get different people in the
roomto brainstormor figure out
what this neans or what's happeni ng.

So it's an ongoi ng
conversation and it's valuable to us
both as a departnent and
i ndividually, so that we can get a
better understandi ng of what the
public perception is and public
concerns are.

CHAI RPERSON LANDAU

Conmi ssi oner Mont anez?

MR, MONTANEZ: Yeah, we use
it for the sane thing, Ralph. W

tend to look at trends. We do know
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the upticks of pothole season, bl ock
party permts, things. W use our
nmont hly neetings just to conpare
this nonth to last nonth to | ast
year, just to see where we stand.
What's trendi ng up, what's trending
down.

An interesting one was when
we were having issues getting
material for our streetlights, that
we saw an uptick of streetlights
that we had over 10,000 streetlights
out in the city of Phil adel phia.

That was a nonthly di scussion with
311 and what we were trying to do is
obvi ously reduce the 311 calls.

Al t hough we have 10,000 |ights out,

| think 311 saw over 20,000 calls
cone in for streetlights being out.

So we do tend to take a
| ook at that. And |ike Conm ssioner
Ral ph said, it also shows where we
need manpower or where we need

addi tional help to neet our service
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| evel .

CHAI RPERSON LANDAU.  Thank
you. Any questions? Thank you so
much. Can we have Director Jones
back up then? Thank you.

Thank you so nuch for
com ng back up, Director Jones. Can
you pl ease state your name for the
record, again?

M5. JONES: Jocel yn Jones,
executive director of 311.

CHAI RPERSON LANDAU:.  Thank
you.

| wanted to talk a little
bit nore about -- let's go back to
the questioning that we heard with
the departnents. You have these
neetings with them Wo do you
report -- do you have nonthly
nmeetings wth sonebody in the
adm ni stration? Wo do you report
to and who do you bring your
findings to?

MS. JONES: W all are in
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these nonthly neetings. | believe
on both sides, it's nostly the
managenent teans of the various
departnents. And so there isn't one
person that | neet with personally.
["'min those neetings, |istening or
interjecting froma 311 perspective.

| al so have soneone who
facilitates these neetings who is
very, very good at what he does, and
that is our know edge based
adm ni strator who knows what these
articles talk about. And he's also
the one who's putting decks, because
we literally do a deck every nonth,
and send it out, and then ask for
agenda itens or tell -- let the
departnents know this is what we're
going to be tal king about. So short
answer, no, not directly with one
person.

CHAI RPERSON LANDAU: Do you
neet with the Mayor's office?

M5. JONES: No, | do not.
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Not as of now.

CHAI RPERSON LANDAU. Who do
you report --

MR POVERS: l''msorry,
Aubrey Powers, deputy nanagi ng
di rector for managing director's
office. Jocelyn and the team and
our servicing departnents as well
have been working with our Philly
Stat 360 team out of the Mayor's
of fice that has been exam ni ng these
I ssues to see just how we can
i nprove our ticket closure.

MS. JONES: |I'msorry, |
m sunder st ood t he question. Ckay.

' msorry.

CHAI RPERSON LANDAU.  And
before Philly Stat 360 was com ng
into place, who did you report to
before Philly Stat 3607?

M5. JONES: The managi ng
director's office and directly into
Tumar and Ol ando Rendon was for me

orby for ne.
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CHAI RPERSON LANDAU: |
realize now | was asking the wong
trajectory up to answer the
qguestion. Ckay.

I"mreally |ooking for
who' s overseeing 311, which is our
call center for the city of
Phi |l adel phia. It's so inportant
that we launch this entity where
anybody can call in and their
probl em can be sent to the right
departnment or agency to handle it.
There's -- it should, you know,
resol ved and a nessage com ng back
to them And | was curious how you
were reporting that information up,
who was overseeing your work?

MR, PONERS: Ch, great.
Well, thank you. In terns of chain
and conmand, |, nyself, neet
regularly with Jocelyn. So where
I ssues need to be escal ated, | can
escal ate those nyself or directly

fromthe managi ng director's office
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or with the managi ng director
hinmself. So that's basically how
that chain of command operates or
wor ks.

CHAI RPERSON LANDAU. That's
very hel pful. Thank you.

| wanted to get back to the
app again, because | think we do
have a generational difference
bet ween who's using the app and
who's nmaking the calls. | wanted to
know does your -- how does that work
on your staff end? If we can dril
down a little bit for the requests
com ng through the app versus the
phone, and how they are al so getting
sent out to departnents or agencies?

M5. JONES: The phone, you
know, you're calling, you're telling
us what you want. The app, the
citizen has to go through and fill
out the different fields that are on
t he app.

So one of the things for
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us, Christina wll probably |ove
that | say this to you, the app does
not allow us to do everything you
can do on the phone. So you have to
do ot her and then kind of descri be.
So that app, once you do it through
the app, then it conmes into our
system and then an agent works it.

W have agents who that's
all -- and in our hierarchy, those
are agents who are nore skilled,
they' ve been with 311 | onger, they
know t he system So those agents
will actually work those cases and
make sure that they go to the
correct departnent. Wi ch our goal
Is to make sure that we are no nore
than 24 hours behind. So |ike
today, we are today's date of
wor ki ng t hese cases.

Sorry, | don't know exactly
how many we have, but | know
yest erday when we wal ked in we had

maybe about 600 that were
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yesterday's date. And we neasure
this by the date and the actual
hours fromthe ol dest case that
we' re wor ki ng.

Once that case is put in it
generates an enmnil that goes out, as
| ong as the custoner has provided
was contact information. And it
will go -- it will go out to that
person and email telling them what
your service request nunber is and
exactly what we did.

Now, say, a case conmes in
and the agent is |looking at it and
saying |"'mnot quite sure what this
person is saying. |If we have a
phone nunber, we wll call or we
will email and say, you know, we got
your request here's -- we have
questions. And if they do it in
emai |, they' Il ask what the question
iIs. If they end up having a call,
we prefer to do it via email because

we find that people who use that
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nobi | e app, that's their conputer
that's the technology, this is what
younger people are using today, so
we know that it's very, very
popular. So we try to stay with the
same commruni cati on channel that you
reached out to us wth.

CHAI RPERSON LANDAU: And so
sonebody creates the request in the
app, includes their enmail|l address.
And is there -- you'll send an enail
i ke you woul d al so for the call as
well. You' re asking in the cal
center for people's emails. You'll
give them a basic ticket nunber and
an update through the email, right?

How does sonebody fromthe
app escalate their request?

M5. JONES: Chris, do we
have a certain -- | need her because
| don't want to say the wong thing.

CHAI RPERSON LANDAU.  Thank
you. Please state your nane, for

t he record.
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M5. MCDONALD: Christina
McDonal d. For the app nobile or
web, if a custoner receives that
cl osed emai|l alert stating that
their case was cl osed and they' ||
get the last comment that was put on
the case. |If they reply to that
email or if they put a comment on
the nobile app, on their ticket,
that comment will cone back into 311
and get routed -- that case is then
routed to an agent to review that
comment and then respond.

CHAI RPERSON LANDAU:. Do you
ever keep the sane agent on the sane
case?

M5. MCDONALD: We do not.
Cases are routed based off of
availability. So the agent who is
avail able to take that ticket wll
respond to that case.

M5. JONES: And that all ows
us to nake sure the cases are

fl ow ng, you know, quickly through
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the system so there's no wait or
lag tine. Because if | put a ticket
in and Christina already has four
cases waiting in her queue, and then
I''mdoing an escalation and it's
Christina who originally worked on
it, she's going to have to wait.
That ticket is going to have to wait
until she gets through those other
four. Wen | can be sitting there
with two, and so | can get to that
ti cket quicker.

CHAlI RPERSON LANDAU:  Thank
you. Do -- what are typical service
| evel requests from departnents and
agencies? Are they tine -- how | ong
t he departnment should take to cl ose
an issue, close a case? Is it --
maybe just tell nme, what is it in
general ?

M5. JONES: Yes, it's
usual |y neasured in days and it's
how Il ong it should take for that

service to be perfornmed fromthe
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date and tine that we receive it and
get it over to themto when it
shoul d be cl osed.

CHAI RPERSON LANDAU:. A | ot
of the constituents that call our
office and talk to us about 311
believe that in order to neet the
service |l evel requests, cases are
bei ng deenmed to cl osed sooner than
the issue is actually resolved. And
they believe it's because they are
trying to get to the goal of "I did
this in three days" versus the
resolution it. It mght be
perception, but that's what a | ot of
the fol ks feel.

M5. JONES: | think that
m ght be nore perception. Because
the two | argest servicing
departnents that we work with are
both here, and | can tell you I
don't -- | do not believe that
they're just closing cases to neet a

service |l evel SLA.
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CHAI RPERSON LANDAU:.  Thank
you.

Chair recogni zes
Counci | person Jinmmy Harrity.

COUNCI LMEMBER HARRI TY:

Thank you.

On that note that |eads
right in here. | got a case right
here with a tracking nunber from 311
wth a status of closed. Date
requested was COctober 17th, 2024.

It was a mai ntenance conpl ai nt,
tires. Said it was closed, but the
nei ghbors say that the tires are
still there. | have a nunber and
all.

M5. JONES: What's -- what
I's the nunber? Service request
nunber, do you have that?

COUNCI LMEMBER HARRI TY:
Service request No. 17209725.

M5. JONES: | can look it
up for you.

COUNCI LMEMBER HARRI TY:
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Date requested is QOctober 17th,
2024. It was a nmmi ntenance

conpl aint L&, License & |Inspection.
Resol uti on: Case concl uded.

M5. JONES: And it was
cl osed when? |'m sorry.

COUNCI LMEMBER HARRI TY: It
doesn't have a date of closed, it
just has date requested online
mai nt enance. 3500 Wharton Street,
19146, mai ntenance conpl ai nt,
departnent License & Inspection.
Resol ution: Case cl osed.

M5. JONES: We can look it
up and I won't be able to tell you
today, but | can definitely reach
out to your office to tell you what
we see.

COUNCI LMEMBER HARRI TY:

That's fine. As |long as
you get what we're getting at
because this is what we are dealing
with here. You know, for us it's a

bi gger m stake than just sonebody at
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311 having it. Once we get involved
and we tell a person, okay, they did
it, and then it wasn't done, it's
our credibility. 1t's our thing.
You know what | nmean? You told ne
it was done and | got hone from work
today and it's -- you know what |'m
sayi ng?

So just we need to figure

out how we nake the system better

for everybody. This is not -- and,
listen, | think you all do a
fantastic job. It's just questions

because we're getting it. And for
me, quite frankly, I"'mnew so |I'm
trying to learn, too. So | want to
know what the processes are and al
that stuff.

But for us this is a
problem You know, when sonet hi ng
says that it's unfounded and |'ve
been out there and there's trash
everywhere. There's a di sconnect.

When sonet hing says it's been
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closed, it's been done and it hasn't
been done, that's an issue for us.
So that's all we're trying to get at
Is how can we, as Mke said, ny

col | eague, Councilman Driscoll. How
can we be hel pful ? What do we do?
What do we have to do to inprove the
systen? Does it take nore noney?
Does it -- does it take another
systen? How do we link all the
systens up together so you guys
aren't having to do a bunch of
different steps, you know what |'m
saying, in order to track and keep
up.

It seenms to nme right now we
have about three systemthat |'ve
witten down for one conplaint; you
know what |I'msaying? So it's kind
of -- unless those systens are
linked, |I get it, it doesn't -- it's
not going to showin our systemif
they conpleted it in eCLIPSE. You

know what |'m sayi ng? So just
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trying to figure out what we have to
do to fix the problem because for us
it's about the constituents.

M5. JONES: | conpletely
understand and |I'mvery, very
grateful that you guys are even
| ooking into and trying to help us
resol ve the servicing departnents
along with 311, how we can make the
system better.

COUNCI LMEMBER HARRI TY:

Listen, the theory is
fantastic, you know what | nean, we
just have to make sure it works for
our people. You know how it is, you
brag about this systemthat's going
to take us into the next |evel and
t he people start to call, and the
systemturns out that it's not quite
that systemyet. W just need to
know what we got to do to get to
that system

CHAI RPERSON LANDAU

Director Jones, | would
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suggest that the exanple ny
col | eague just gave shows what we've
just been saying is that this isn't
perception versus reality. You
know, this is not -- you know, this
IS not a perception issue for the
fol ks who are calling you. They're
getting notes that say that their
i ssue has been closed and the
reality shows that it has not, and
that is the inportant thing.

This is a very inportant
pi ece of the puzzle that we have to
fix. The fact that people get
notices that the issue has been
resol ved and when they get there in
real life, it has not been resol ved.

And for us the answer is
not call us back -- call 311 back,
not the departnent. Call us back or
submt another conplaint or wite an
emai | again. They want to know t hat
they put their conplaint into 311,

it was handled by the city of
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Phi | adel phia, and that its been
resolved, that's all they want. And
this is really, really the crux of
what we have to fix. Wich m ght

i nclude reviewing -- review ng the
data in a different way.

Real Iy | ooking at who's
usi ng the app, who's calling and
why? Do we have a better success
rate when it's through the app? Are
people on top of it nore often? Are
we doubl e counting calls
accidental ly because it's com ng
through the call center and peopl e
are calling two and three and four
tines.

311 was set up to resolve
so many of these issues and to take
the calls off of the front |ine of
t he departnents and agencies. |
know that, | was here. | renenber
when you asked us what are the top
ten questions that you get when

soneone calls your office, and you
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started building fromthat. You
then started to build the know edge
pl ex that you had of what are --

|l et's get deeper into the questions
peopl e want. What answers do you
give? Let's get the easy stuff out
of here.

But with the harder stuff,
the real quality of |life things that
are affecting Philadel phi ans every
single day, they don't want a note
that says cl osed when it hasn't been
resolved. W've got to get deeper
into that and ook at that in a very
di fferent way.

M5. JONES:. Agreed.

CHAI RPERSON LANDAU.  Ckay.
Questions? Gkay. Thank you very
much. Seeing no nore questions --
so no additional questions for the
meeti ng.

Hearing no further
questions for nenbers of this panel

and no other panels to testify, we
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will transition to our public
conment sessi on.

Ms. Hartman, will you
pl ease call the first person if
there are any for public comment we
have to testify this norning.

CH EF CLERK: Nefertiti
Rai ner .

M5. RAINER: Good norni ng.
Af t ernoon maybe now.

CHAI RPERSON LANDAU: Real
qui ck. Could you pl ease -- thank
you so nuch for being here and could
you state your nane, for the record,
bef ore you speak.

M5. RAINER. M nane is
Nefertiti Rainer and |'ve been a
Phi | adel phian all ny life, ny
parents, grandparents and
everything. I'mtrying to cone to
t hese neetings nore and these
hearings and I can kind of be an
advocate for my community because it

is a disconnect wwth the workers and
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you guys, you know.

And as sonebody -- I'ma
young adult and | see what's going
on. And basically fromny
perspective which is reality, our
app crashes. The 311 app crashes
all the tine, it does not work
properly. W have a place in the
app where we can add i mages, but
i ke the exanpl e showed, it can say
that it's resolved and a proper
sol ution wasn't nade.

And actually in 311's
policy, it states that they can say
sonething is resolved even if they
didn't find a good solution for us.
So when we tal k about rectifying the
situation, we have to go to the
policies. Because if workers --
and, you know, this isn't to fault
anybody. But if workers don't
al ways have integrity and they don't
work as they should and they're

just, you know, trying to get this
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data out and we don't have actual
real time data to support these
statistics, then it |l ooks like stuff
Is getting resolved and it's not.

| ' ve been having probl ens
on ny block for a while. At one
point | was like there's no point in
calling 311 because it doesn't get
resol ved and you say it doe, and
then I"msubmtting another ticket
and it's pointless.

Al so, we need an enui l
address to get back to people for
the solutions. But ny grandnother
Is 76-years-old, | don't even think
she's ever had an email. And if she
has, she doesn't know how to get
intoit. So that's a problem
because now where is that going to?
Is the person that it's going to for
the email address, if it is nme, I'm
busy with nmy own requests. O she
doesn't even know what to say when

they ask her that or she doesn't
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know how to work the app. The app
right now only has 2.1 stars out of
5. Everybody says the app crashes.

So this is a constant
probl em when t he peopl e of the
community, their perception -- oh,
this is just perception, this is our
reality. And to make everything in
our comunities work better, we have
to be able to, you know, communicate
t hese things and have our sol utions
actual ly be resolved. Because to
hol d peopl e account abl e you have to
actually do work with integrity so
that's just ny little piece.

CHAI RPERSON LANDAU:.  Thank
you so nuch. A real quick question,
woul d you rather receive a text back
or an enmail back after you use the
app?

M5. RAINER. I'mtrying to
t hi ng because | am young, but | also
| i ke doing things nore fornmally

through email. But | do think a
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text nmessage cones through quicker.
It's nme picking up ny phone and
bei ng on ny phone all the tine.
Most of our working class, they're
on our phone, | think a text nessage
is better. Because nostly everybody
that's conpl ai ni ng has a phone
nunber so a text message is better.

CHAI RPERSON LANDAU:.  Thank
you. |'d like to recognize
Counci | renber Jinmy Harrity.

M5. RAINER. Ch, |I'msorry.
I'"'mso sorry. But one nore thing.
| think that the app would function
better if we could submt requests.
Li ke we can put in a request and put
in a picture. | don't know, you
guys probably have Amazon. But when
they send us a package and they
solve our problemw th a package, if
we have to conplain to them and say,
hey, ny package isn't here, we take
a picture and show it back. So I

think the app is a two-way thing.
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It should be them showi ng a picture
that they solved the problem and us
putting a picture that we have a

pr obl em

COUNCI LMEMBER HARRI TY:

Got it. OCkay. M question
Is real easy. Wat's the problemon
your bl ock and what block is it?

M5. RAINER. | live on
Broad and Hunting Park. So not just
t he bl ock, the neighborhood. It's
trash everywhere, abandoned cars
everywhere, ny nom s nei ghborhood as
wel | . Abandoned cars, cars falling
apart. It's just trash, it's
filthy, potholes, it's all types of
t hi ng.

COUNCI LMEMBER HARRI TY: Al
right. So we need a cleanup. GCot
it. Broad and Hunting Park. |'m at
G and All egheny, I"'mnot far. | go
passed there all the tine. 1"l
make sure we put a report in. | see

everyone behind you witing you.
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SPEAKER: | don't nean to
make you guys --

COUNCI LMEMBER HARRI TY:

Li sten, you're here, you
mght as well try to get done what
you need to get done. That's what
we are here for. Broad and Hunti ng
Par k, cl eaning and abandoned aut os.

MS. RAINER  Yes.

COUNCI LMEMBER HARRI TY:

Al right. GCot it.

CHAI RPERSON LANDAU:.  And
t hank you so nuch for the
suggestions of how to better the
system Maybe we can do a public
call for suggestions for that so we
can gat her up sonme of them but that
sounds |i ke a great idea, everything
that you' ve said.

M5. RAINER.  Ckay.

CHAI RPERSON LANDAU:.  Thank
you so nuch.

M5. RAINER:. Thank you for

| istening. Thank you.
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CHAI RPERSON LANDAU:

Ms. Hartman, is there
anybody el se here for public
comment ?

CH EF CLERK: There are no
nore speakers on our |ist.

CHAl RPERSON LANDAU. Ckay.

| would like to thank al
of our witnesses for joining us
today. And there being no further
questions from nenbers of the
commttee and no other witnesses to
testify on resolution 250059, | wl|
ask if there's anyone el se present
in this hearing whose nane we failed
to call and that w shes to offer
testinony on the resolution being
consi dered today?

Hearing none, | want to
t hank the panels and w tnesses for
their participation today, we val ue
your opinions. Do any nenbers of
the coomittee have closing remarks?

Nope.
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Thank you so nmuch. This
concl udes the public hearing of the
comm ttee of technol ogy and
I nformation systens. This commttee
will stand in recess until the cal
of the Chair. Thank you all very
much.

(Proceedi ngs concl uded.)
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