NATIONAL 311 DAY

Portland City Council Proclamation

March 6, 2024




Participate and join In!

NATIONAL CELEBRATION
OF 311 DAY

» Call 3-1-1 in major metropolitan cities

* 311 is the community’s quick and easy
resource to connect with City, County, and
non-emergency services

 Acknowledge the tireless efforts of
Customer Service Representatives as they
serve as first point of contact for
community members




OUR VISION

Community members can easily and effectively access local government
information and services, regardless of language, ability, or resources.




HOW WE GOT HERE

With a vision, input from partners and community members, Council leadership, and
a lot of work by a lot of people

Community Education Campaign

Council Resolution to D T T °
with a focus in East Portland

? Information & create 311 Program
Heferral Program v Istyearof 311 as a v Public Launch ¢ Expanded to
. inCivic Life / ONI | ' City/County program Cof PDX 311 | 7 days/week

2017 2018 2019 2020 2021 2022 2023 TODAY

* Supported City efforts . Improved

Representa_tive survey to help community knowledge base
of community through COVID-19
andemic :
¢ Collaborative 311 " Hired more staft

Implementation Plan
process began

& new online forms



CITY OF PORTLAND &
pDX3@ MULTNOMAH COUNTY SERVICES WH(E)NYE?JUGgiIENDAHc%&?
S
Contact 311 to easily and effectively access local ALL 911 t reach dispatch for Fire
government information and services: Portland Street Response.

| NEED SOCIAL SERVICES:
Phone 3‘-' ‘-l to get help accessing food,
503_823_4000 CALL 211 imlzlsg/rr;ent, housing or
71O regon Rel ay Service | NEED LOCAL GOVERNMENT SERVICES

IN PORTLAND AND MULTNOMAH COUNTY:

Email 3l1@portlandoregon.gov CAI.I. 311 R

assistance, or report an issue
related to local government.

OR 503-823-4000

Online www.Portland.gov/31
| NEED AN INTERPRETER:

When someone answers, say the language you wish to speak.

7 days a Wee k, 7 a.m. tO 8 p.m. Allow 2-5 minutes to connect with an interpreter. Do not hang up.

Wait until the interpreter has been connected.

Se habla espanol.
Staff can assist community members in additional languages.
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CUSTOMER SERVICE TEAM

26 friendly & knowledgeable customer
service representatives and supervisors
provide professional customer service for
a wide variety of community needs

You’ve reached 311.
How can | help?
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PDX311

WE HAVE

YOU COVERED.

ASK A QUESTION
REPORT AN ISSUE

REQUEST ASSISTANCE

TOWED CAR?
ABANDONED CAR?
BROKEN-INTO CAR?

STOLEN BIKE?

&40

REPORT IT T0 311.

LEAKY HYDRANT?

¢

NOISY GARAGE BAND?
NOISY CONSTRUCTION?
NOISY ROOSTERS?

REPORT IT T0 311.

HOW DO | GET INVOLVED
IN MY NEIGHBORHO0OD?

CALL 311 TO GET STARTED.

PERMITS ARE COMPLICATED.

al

CALL 311 TO GET STARTED.

PARKING TICKET?

REPORT IT T0 311.

NEED ADA

ACCESS FOR A
GOVERNMENT
SERVICE,
PROGRAM,
OR EVENT?

CALL 311 TO GET STARTED.




SUPPORTING THE REGION'S 911 SYSTEM

and the City’s response to urgent hazards

Community members can call 311 instead of the public safety non-emergency line (823-3333)
to report many common non-emergency issues, such as:

@ iz A & A K X

Abandoned Graffiti Campsites Noise Traffic Tree Reporting a
vehicles Hazards Hazards crime online

All other inquiries

Service expansions also position 311 to
support the community, public works
bureaus, & first responders in emergencies.

Daily Fontacts to 311
4 S i
[« (=1 (=3
= (=1 (=}

For example, 311 took 339 urgent tree —
hazard reports on a single day of the 2024
ice StOI'm. 100 o -\ Tree Emergencies

Jan 14 Jan 28 Feb 11 Feb 25



MODERNIZING ONLINE CUSTOMER SERVICE

By replacing TracklT with a new GUSTOMER SERVICE TECHNOLOGY SUITE to enhance:

Community experience

D A® s . .
& Accessibility and inclusivity

-:@:— Efficiency and productivity
$ Cost savings

L Data insights and analytics

_ portla v

Home / PDX311

Request an ADA Accommodation

Service

Request an accommodation under the Americans with Disabilities Act (ADA) for any
City of Portland program, service, event, or activity. To ensure the best response,
please make your request at least five business days before the program or event, if
possible.

© 5to 8 minutes

Use the form below to request an accommodation, alternative format of communication,
American Sign Language (ASL) interpreter or modification of policies and procedures in order to
access City of Portland programs, services, events, and activities. If you prefer, you can also call
503-823-4000 and 311 Program staff will assist you.

Information related to ADA Title | Reasonable Accommodations for current and prospective
employees is available from the Bureau of Human Resources.

* Indicates required field

How would you like to make your request? *
O 1would like to contact the City by phone or TTY

O 1 will continue with the online form

Menu

Home / Homelessness and Urban Camping

Impact Reduction Program

Report a Campsite

Service

Report issues related to unsanctioned
camping and/or campsite-related trash in
Portland. To help this process work
efficiently, please wait one week before
filing a new report on the same location

© 2to 5 minutes

All reported locations are assessed by

the Impact Reduction Program. Track the status

of existing reports on the program’s Data
——




RESULTS

N . Annual contact volume has doubled
\\ 168,000 contacts in 2025 since the 311 Program started 167926

135,435

of calls answered in 110,428
85% 98,340
25 seconds or less 80.177

66% of customers assisted

on 1st contact
2019 2020 2027 2022 2023

Lisa was kind, respectful and listened to what | had to say which is so important... | appreciate her very much.
- Community member emalil



WHAT'S AHEAD

Continuing to expand and improve services to better support community members
in Portland & Multnomah County. Over the next year, the 311 Program will be:

v =] Assisting the Transition Team Launching new forms to

vZ=| to help community members .0 report maintenance issues in

v— . : ’
understand and participate in parks and on roads, apply for a
the changes coming to temporary street use permit,
Portland’'s government and more

O Working with new Council Supporting response to urgent
ﬁ::;-& Offices to help them support right-of-way issues by integrating

community members looking the City's Maintenance Operations
for information or to report Dispatch team
common issues



COMMUNITY
EDUCATION CAMPAIGN

« Community Events

« Radio, Print & Social Advertising
 Public Service Announcements
 Informational Materials
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Connect to City
of Portland

and Multnomah
County Services

Call 711 when you bawe 3 meestion o needl 3 ’
sewice, and we'l gef you te nght anseer o

eneriion muikly Beoause amemigyor ™ -
gvernment shokd be easy &

; Multnomah
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WHEN CAN | CALL?
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WELT IF | NEED EMERGENCY SERNOCES? CALL 970 7 'WHAT IF | NEED SRCIAL SERVICEST CALL 2T

. . REQUEST ASSISTANCE FROM 311.
TRIG@ MET

ASK A QUESTION L TOWED CAR,
i uﬁ%‘&ﬁéﬂém el | M ABANDONED CAR,
A o R BROKEN-INTD CAR.

CALL 311 TO
SOAT IT QUT,



QUESTIONS &
DISCUSSION
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