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Vice Chair Ryan James
Councilmember Mark Jeffreys
Councilmember Seth Walsh
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PRESENTATION
SPEAKER

311 SYSTEM UPDATE

Bill Vedra, Emergency Communication Center Director
AGENDA

PRESENTATION

202600961 PRESENTATION, submitted by Sheryl M. M. Long, City Manager, dated
3/3/2026, regarding 311 System Update.

Sponsors: City Manager

Attachments: Transmittal
Presentation

MOTION

202600893 MOTION, submitted by Councilmember Owens, WE MOVE that the City
Administration prepare a report within the next 30 days to identify the labor
union involvement rate in the implementation of Cincy on Track funding.
(BALANCE ON FILE IN THE CLERK’S OFFICE)

Sponsors: Owens

Attachments: Motion
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Interdepartment Correspondence Sheet

L

March 3, 2026

To: Members of the Climate, City Services & Infrastructure Committee
From: Sheryl M. M. Long, City Manager
Subject: Presentation — 311 System Update 202600961

Attached is the presentation regarding the 311 System Update.

Cc:  John Brazina, Assistant City Manager
Bill Vedra, Emergency Communication Center Director



211 311 System Update
CINCY

Climate, City Services & Infrastructure Committee
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Cincinnati ECC’s Role -

* The Cincinnati Emergency Communications
Center operates the 311 Call Center, which
is one way the City accepts service requests
into the
system.

* Telephone service is offered 24/7 at:
311 and 513-765-1212.

* ECC received over 305,000 calls to our non-
emergency lines in 2025.
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The CSR System 2INCY

° The \ \ \
system is a platform that is built, E E E

hosted, and maintained by CAGIS.

* There are several ways to create a
Service Request (SR) in the CSR system.



CSR Intake Methods -
e Customers use self-service
platforms to create a service
311Cincy App — request in CSR.
L =
g  City Staff use internal CSR
software to create service
CSR Entered by requests on a customer’s behalf.

City Staff in CSR

4 O |

311Cincy Website
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Service Requests — Direct to Departments 218 .

 Service Requests route
/\ directly to the

responsible department.

311Cincy App
- * When entered by self-
— service platforms, these
— bypass ECC’s 311 team.
Calling 311
Departmental

311/ ECC _ .
Service Delivery

311Cincy Website

. b Tl aa
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SRs Updated/Closed by Departments 2iNey

Service Request records are updated and closed by the department handling the request.

> 4
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L ®
CSR
Departmehtal Department Customer
Service Delivery SR Closure Notified
Complete



What’s the status?

In addition to calling us, customers can search and browse requests online.

31NCincy.com

All

Search by SR Type
All

Search by Street Name or SR Number
All %

Current Status: « CLOSED « OPEN

CC Neighborhood, SNA Neighborhood, SR Type and Department Filters Will Only Affect the Map Visual
Search by CC Neighborhood

Open Service Requests and Service Requests Closed In the Last 7 days

Search by SNA Neighborhood

v All v

Search by Department

v All v

Click Here For History Prior to
7 Days

L5
L N 2 Summerside
J) € ry, Run  Mount
. iy Carmel
0
) Forestville Withamsuville
» g aan Coldstre
B® Microsoft Azure e tche TR 1 2206 Tomlo = 1t (7
SR Number | Address ’ Status SR Type Department Name Date Created | Date Close”
v
SR26023522 | 3664 VINE ST NEW Vehicle, abandon priv p access Cinc Health Dept 212412026
SR26023523 | 3134 PARKVIEW AV NEW Trash, Bulk item pick-up Public Services 212412026
SR26023524 | 3700 VINE ST NEW Food service, unlicensed oper Cinc Health Dept 212412026
SR26023525 | 3134 PARKVIEW AV NEW Tires, Special Collection Public Services 212412026
SR26023526 | 3412 CLIFTON AV INPROGRS Light, repair Dept of Trans and Eng |2/24/2026
SR26023527 | 2913 BURNET AV NEW Sign, down/missing Public Services 212412026




Setting Expectations 2INCY

> 4

* For each type of request, departments internally define
some default expectations:
* Time to respond
* Time to complete

* The “time to complete” duration sets the Planned
Completion Date on each service request.

* Departments can adjust this date for a particular
request if there is a known delay to completing the
work.

B i
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Service Delivery Performance in 2026

Across all departments and service request types:

Z
(@)
<

Assessing and Addressing Service Requests This Year

Open Requests Closed Requests

23,398

Total Requests
6,480

8,576

e 73.26%

% Closed on Time

Open (Not Due Yet) @ Open After Due Date ® Closed on Time eClosed After Due Date
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Service Delivery Performance in 2026

Pothole Repairs on City Streets (DPS)

Assessing and Addressing Pothole Requests This Year

z
0
<

Open Requests Closed Requests

2,042

Total Requests

97.48%

% Closed on Time

114 1,892

5,904

Total Potholes Filled
Open (Not Due Yet) @ Open After Due Date ® Closed on Time e Closed After Due Date

Service Request Type Business Days to Complete Service Request

Paothole, repair ' 12




Performance & Data

e Customers can find service
request data visualized on the
Cincylnsights portal managed by
the Office of Performance & Data
Analytics.

* This is now prominently featured
on the 311Cincy.com homepage.

city of
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/7' CITIZEN SERVICE REQUESTS

CUSTOMER SERVICE
OVERTIME PARKED
VEHICLES
GREENSPACE PRIVATE LOT
TRASH COLLECTION
CSRs

HISTORICAL

CUSTOMER
SATISFACTION

CITIZEN SERVICE
REQUEST

POTHOLES
(HISTORICAL)

13

(HISTORICAL) (HISTORICAL)
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http://www.311cincy.com/
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Service Request Trend Data 2INCY

Service Requests Submitted Year Over Year
Before Today e After Today

140,000

120,000 109,599

93,631

2023 2024 2025 2026

B i
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SR Intake Method Trend

311 Mobile App @311 Call Center @ City Employee (Non CR) @ Community Responder

@®Chat @311 Website
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- Improvements in 2025
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December 2025 Website Changes

Previous 311Cincy.com "Homepage'

Current 311Cincy.com

OWl
—

31 1 C i n cy CINCINNATI C

Learn More

O

Collection Schedule

Request Service

(R

3N Cincy App

CJ

Select a Service

®

About 311 Snow Plow Routes

Search Existing Requests

Begin Request

Hine: Tyo

The information you submit may be subject 1o Ohio Public Records
Lyws.

3MCINCY MENU

311 Customer Service

3MCincy is the City of Cincinnati’s overall non-emergency, customer service system. This includes
aur 31 call center, online service request system, mobile app, and public alerting systems.

311 Home
Browse & Request Services

Search Existing Requests
You can open a request for many city services, 24/7, by calling 31 {or 513-765-1212 from outside

the city), or by using the 311Cincy website and mobile app.

SEARCH EXISTING REQUESTS

News from 311
Contact Us ~

Citizens Academy ~

Latest 311 News

January 12, 2026
Yard Waste Collections Ending

“You can search for existing requests by SR number or address, or view all requests on an interactive map.

SEARCH Q MAP VIEW Q
116/2026

ALL 311 NEWS |
SERVICE INFORMATION

CITY NEWS ) Learn more about all of the services you can request or issues you can report through the 311 system, including: Who
handles it? What is the process?

TRAFFIC UPDATES &

FOR HELP Learn more about these collection services:

There are four numbers to know for
help in Cincinnati

GARBAGE T RECYCLING % BULK ITEMS iy ‘YARD WASTE &

Find the collection schedule for your address:
City Non-Emergency &

Customer Service COLLECTION SCHEDULE [
w3n
Other top request categories:
Emergency
. 911 (call or text) CODE VIOLATIONS [ PARKING & WATER & SEWER @
Community Resources
wan

@ uwgc2Ti.org

Need to repert a non-emergency?
Chat with our 311Cincy Assistant




December 2025 Website Changes i\ -
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Previously

 Citizens needed to begin their service request by
knowing and choosing the correct service request type.
o This could cause confusion and an increased transfer rate,
delaying completion.

e Limited information was available about a service
request type online.




“4l Pay Parking Tickets
Parking tickets issued by the City of Cincinnati can be paid
online, by phone, and in person.

Pay Water & Sewer Bill

m |f you are a customer of Greater Cincinnati Water Works and

B the Metropolitan Sewer District, you can pay your bill online.

L Plumbing lssues

< \e.":"-: Request an inspection of a building for defective plumbing.

e

r: “L Police Non-Emergencies
a Many non-emergency issues handled by the Cincinnati Police
l : Department can be reported through the 311 system.

' Pothole Repair in Cincinnati Park

¥ Cincinnati Park Board.

= "'-. Request maintenance for potholes on streets managed by the

Now

 Citizens can browse and read about
different service request types to
match the request to their situation.

e Departments can customize the
information and provide pictures and
graphics to be more informative.

 Citizens can view requests by category
to view similar request types if they

are unsure which to choose.

CINCINNK!F{( 19



No Heat in Residence

Service Request Type:

311
* No Heat C|NCY
Used to:

* Report that a home has no heat or inadequate heat - potentially because the landlord has not
turned on the heat, has not turned the heat high enough, or the heat is broken.

Ready to create a request? NEW REQUEST @

Routes to:
= Cincinnati Health Department, Healthy Homes Office
513-352-2908

More Information:

+ The Cincinnati Health Department’s (CHD) Healthy Homes office enforces the Board
of Health No Heat Regulations, 00053-13L, and Cincinnati Municipal Code 602-1.

+ The BOH regulation mandates that whenever the outside temperature falls below 60°F for 24
consecutive hours, landlords must provide a minimum temperature of 70°F to rental units or to
any unit where owners do not have individual control of the heat.

+ The Health Department encourages residents to first contact their landlords when they have no
heat or inadequate heat. If no action is taken, they should make a complaint through the 311
system.

| submitted a request. What happens next?

-
L]
+ Once a complaint is filed with the appropriate contact information, an Environmental -
Health Specialist (EHS) from CHD will set up an appointment to evaluate the living -
space. The owner will also be contacted to inform them of the no heat allegation

Now

* Citizens can browse and read about
different service request types to
match the request to their situation.

e Departments can customize the
information and provide pictures and
graphics to be more informative.

 Citizens can view requests by category
to view similar request types if they
are unsure which to choose.

CINCINNKVT‘T( 20



Browse & Request 311 Services

Learn more about all of the services you can request or issues you can report through the 31

system, including: Who handles it? What is the process? 3 1 1 Wse a nd rea d a bOUt
Use the list below to browse 311 services or open a request. You can filter by category or agency. C I N CY e req u eSt types tO
Top Service Categories est to their situation.
BULK ITEMS ﬁ CODE VIOLATIONS ﬁ GARBAGE T PARKING = ]
RECYCLING ;™ WATER & SEWER @ YARD WASTE g, a n C u Sto m I Ze t h e

d provide pictures and
more informative.

Browse All Services

Request Category Agency

Al v oA v W requests by category
request types if they
are unsure which to choose.

. I TEEhaaaaae A
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Meed to report a non-emergency?
Chat with our 311Cincy Assistant

311 Chat: New Self-Service Option

311

* The ECC began testing a new self-
service chat feature on 311Cincy.com
in late 2025.

311CmcyApp
* This is now an additional 24/7 service

available to customers. @ CSR
o Entered by
. . City Staff in CSR

* The chat is an automated assistant, O T eneite
trained on Cincinnati-specific
processes and service fulfillment. 311 Chat

. b Tl aa
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311 Chat: New Self-Service Option CiNCy

* Customers can use natural language, and don’t need to pick a request type
or be an expert in how the city works internally.

311Cincy: Non-Emergency Chat

Please enter your details to get started

CII’ this is an emeargancy, call 911 |rnmed|ately:)

What's the exact street address
where the leaking hydrant is
located, including the house
number and street name?

Name

Enter your name

Phone Number

Your number will only be used to contact you if needed.

E= - (201) 555-0123

Type your message...




7 additional 311 call takers
were hired in 2025, and 2 call
takers were promoted to senior
roles increasing capacity and
reducing wait times.

93% of survey respondents
reported being satisfied or very
satisfied with the call-taker
service they received.

With a full complement of 19
staff members, we are getting
closer to our internal goal of
90% of 311 calls being
answered within 45 seconds.

5,173 survey responses were
collected between July - Dec.




Questions? £y

@311Cincy




801 Plum Street, Suite 348

Cincinnaty, Ohio 45202

Phone: (513) 352-3466

Emal  meckaowens@ancmaoat-ohgov

City of Cincinnati

Web:  wwwcincinnati-oh.gov
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Meeka D. Owens

Cincinnari City Council

February 17", 2025

MOTION — Labor Involvement in Cincy on Track Projects

WE MOVE that the City Administration prepare a report within the next 30 days to identify the labor
union involvement rate in the implementation of Cincy on Track funding.

FURTHER WE MOVE that the City Administration provides the total labor cost of all Cincy on Track
projects approved in the FY26 budget, and the anticipated total labor cost over the entire time of the
FY26-31 Capital Improvement Program (CIP).

FURTHER WE MOVE that the City Administration as a part of this report respond with corresponding
metrics for City departments to meet to ensure that labor involvement is a priority for these funds.

Councilmember Meeka D. Owens
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