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Defining 311/CRM

e 311/CRM used interchangeably, but not one in
the same

e 311 refers to the phone number and related
call center

e CRM is a software application, but also a
system



CRM = Constituent Relationship Management

CRM is a system — people, processes and technology —
for connecting governments with constituents. It
enhances the level of service provided while
optimizing the cost of service delivery. In addition, it
improves the organization's responsiveness and
accessibility, while offering multiple means for
constituents to communicate with local government.
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Where is 311/CRM?
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Community Policing and
311/CRM Systems

Off loading non-emergency calls to 911

Greater citizen engagement in reporting
problems

Neighborhood trending data

Tracking system for specific complaint or
problem

Cost savings & new efficiencies for PDs

Emergency response & disaster recovery



Greenville, SC

Greenville Cares takes calls for:

Graffiti

Vagrancy — vacant houses, nuisance complaints,
begging

Traffic enforcement — speeding & dangerous
intersections

Monitoring school zones

lllegal activity — drugs, prostitution, gambling, illegal
alcohol sales, gang issues, noise

Represents about 9-10% of all calls received.



Washington, D.C.

Office of Unified Communications takes calls
for:

e VVandalism
e Minor thief or damage
e Parking violations



Oklahoma City, OK

Oklahoma City Action Center takes calls for:
* Derelict vehicles

* |llegal parking

e Police monitoring

e Drug/gang/prostitution activity

e Traffic enforcement

Represents about 6% of all calls received.



Pittsburgh, PA

Pittsburgh 311 Response Center takes calls for:
 Abandoned vehicles

* Noise

e Suspected drug locations



Indianapolis/Marion County, IN

 Department of Code Enforcement used data
from the Indianapolis Mayor’s Action Center
to justify stripping the business license of one
hotel with numerous safety and other license
violations, saving numerous police runs to the
property for the year. The estimated cost
savings to the PD totaled $500,000.



Using 311/CRM for
Emergency Response & Recovery

e 311 originally established to off-load non-
emergency calls made to 911.

 |[CMA series of in-depth case studies revealed
311 can be more proactive:

San Antonio — 311 call agent monitors situational awareness
— Los Alamos County — recovery from wildfires
— Minneapolis — responding to 135 West bridge collapse
— Hampton — responding to and recovery from Hurricane Isabel



Integrating 311 into Disaster

Response & Recovery
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