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_ (d)3. Vehicle Concerns ah Service ”
Report

Transportation and Environment Committee | May 19, 2025

JOHN RISTOW - Director, Department of Transportation

KHALED TAWFIK- Chief Information Officer, Information Technology Department
ARIAN COLLEN - Division Manager, Department of Transportation

NAMRATA BATRA AGRAWAL - Products and Projects Manager, Information Technology Department



Vehicle Concerns: Triage Hub

Right request, to the right department, for the right service
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VEhiCIE concerns: Data DATE RANGE: 07/01/24 - 03/31/25

Distribution of Requests by Program

DOT-Abandoned Vehicle [N o008
DOT-lllegal Parking _ 5,619
Housing-Lived-in Vehicles _ 3,245
BeautifySi-VehicleTrash - 976
Code-Private Property . 481
PD-Marcotics l 375
PD-Prostitution | 148
PD-Stolen Vehicle I 138

Beautifys)-ParkTrash | 76

DK 5K 10K
Number of Requests

s “ Glad it got taken care of. Thank you ,’



Customer Satisfaction Trend:

Customer Satisfaction Trends: Good/Very Good
SJ311- Abandoned Vehicles: July 2021- March 2024
VS
Vehicle Concerns- Abandoned Vehicles: April 2024- March 2025
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Very helpful and fast response with my concern.
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Most Requested Vehicle Concern Programs

DATE RANGE: 07/01/24- 03/31/25

DOT- Abandoned Vehicle

DOT- Extended Parking Stay HSG- Lived In Vehicles

SJ311 Requests Received: 3,059
PTCO Proactive Investigations: 5,949
Requests closed: 8,790

SJ311 Requests received: 14,336
Requests closed: 14,032

SJ311 Requests received: 3,245
Requests closed: 1,452

Outcomes
Vehicles towed: 18
Vehicles cited: 897

Outcomes
Outreach provided: 331
Outreach attempted: 680

Outcomes

Vehicles towed: 1,810
Vehicles cited: 0

% of requests resulting in tows: 21%

of requests resulting in tows: < 1% % of requests resulting in outreach: 10%

Tumnaround Time
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‘6Thanks for your service. The vehicle will not move if not with your warning notice. The goal is achieved and I'm very happy with the result. ’,

P



Vehicle Concerns- CSAT Dashboard

Vehicle Concerns Performance Metrics (Beta) e P4 B spipers @

District(s): All Districts Program(s): All Programs

34,402 O M 865 () 31,392

TOTAL REQUESTS IN PROGRESS REQUESTS CLOSED REQUESTS

Service Request Outcomes

Overall Customer Satisfaction Score Turnaround Time

10 10K
LA AR Bt 80% Customer
) on. ~~  satisfaction
3 » 32.2% Target g_
; = E
.I 8 6 Volume of Requests Over Time &
o
§ £
Vehidles Identified Departments @ Muitiple Department @ Single Department 3
— “ = [
2K oK - L
0K Sp— -5 610 11-15 16-20 2125 2630 30+
33 1 23 2&3 JulZ. Aug.. Sep.. Oct.. Nov.. Dec.. Jan2.. Feb.. Mar.. Days Days Days Days Days Days Days
Lived-in Vehicle Receiving Regular Receiving Regular Customer Satisfaction Scores Per Program Customer Satisfaction Drill Down

Outreach Provided Biowaste Collection Trash Collection

Attribute @ Communication @ Outcome @ Timeliness

L}
L}
cyn— P oo
680 1 ﬁ 6 7 ' Target: 80%
L R R R
DOT-Extended Parking - 29.6% :
Lived-in Vehicle One-time Vehicle One-time Vehide '
Outreach Attempted Biowaste Cleanup Trash Cleanup Housing-Lived-in Viehicles - 29.5% : 50%
Ll
.
Vehicle Concerns Reports can be complex. Therefore, resolutions Code-Private Property - 273% .
and outcomes can require collaboration across multiple City . ok .[l.
departments and service deliveries. This results in the variety of BeautifyS)-VehicleTrash . 12.0% x b R e e Pt e;;\é__
outcomes noted on this dashboard. Individual reports can result in Target: 80% ﬁoas‘?"' T 5 I 20 o
more that one outcome. & Pl i ‘\5‘"‘\- 0{@’? @,é“q 2 R
0% 50% 100% o© o~ < P L

2 _
“Exoellent service, prompt response and ,’
- great communication.



Vehicle Concerns - CSAT Dashboard

Vehicle Concerns Outcomes Map Range 77024 ©  y3105

District(s): All Districts Program(s): All Programs
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‘%“ | am very satisfied with the outcome of my vehicle concern. The vehicle was moved a few days after it was tagged.’, ]




Oversized & Lived-In Vehicle Enforcement

(OLIVE)

Progress
(As of May 1, 2025)

Goal: Address the environmental and safety
issues caused by oversized and lived-in
vehicles parked on city streets

30 sites

by June 2025

18 sites

v' Active/Complete

RV’s & Trailers

Inventoried at OLIVE Sites: 167

Outcomes
Vehicles towed: 10
Tow Rate: 6%

Personal Vehicles

Inventoried at OLIVE sites: 514

Outcomes
Vehicles towed: 12
Tow Rate: 2%



LIVE Dashboard - Inventory

Oversized/Lived-in Vehicles Story Map

Introduction OLIVE Program Streets

Mountain
View

Los Altos

Regular Size & Presumed Occupied

Sunnyvale

91

Santa Clara

Cupertino

Presumed Saratoga
Occupied 5%
Oversized &
Presumed Oversized & Not
Occupied 39% Occupied 56%
|2 km I
2 Los Gatos
i Spyhle
Interactive Chart County of $anta Clara, California State Parks. Esi, TomTom, Garmin. SateGranh. GeoTechnoloaies. Inc. METI/NASA. USGS. Bureau of Land Management. EPA. NPS, USDA. USFWS



OLIVE Dashboard

OLIVE Site Map

Oversized/Lived-in Vehicles Story Map

— Progress Map

(OLIVE Program Streets E

Status

— Cormplee

City Council Distriets

it

| rogram Wiorking Order Status
g Milpitas
1. Chynowsth Ave (eastbound): — =
acana L rvate] t Lean Ave/Edenale dve @
]
1.Chynoweth Ave (westbound: —
[Edenvale Ave/Lean Ave to Paston D1 o]
/
2.80yrton Ave: — -
Blackiord Ave to Undenwood Dr YTy i
‘ ’ o
3. Falingre Dr fsouthside): — Sunnjale 2 ’ A
Fickinger Aveto Tambour Way. \
b
3.FalingreeCr fnorhide: [— ool \
anta Clara 3 z 5
Tambour Wayto Flickinger Ave A 9
“
W — \
L San Jose ]
Curvingham Aveto Ocala Ave
v
5 Hikap Ave: — Cupeting -
ilsdalo v to Snel e |
6. Park Peasant i —
[ Aramis Dr o Park Pleasant Cir
7. Koty B _— \ \
[Noriake Drto Saratoga ve
sinteg { )
8.Papne e — h 9
a0 Tomas 10 Spach -
9. Las Plumas Ave: —
Educational Park Dt Riley O

OLIVE Site Details
Schedule

Payne Ave:

| ~ x
San Tomas Ex to Spaich Dr, CD 1 cn
®, Zoomt
| al
|
‘ Status Complete |
| Signage Posted Fob 27th, 2025
| Restrictions Began/Ended Mar 6th, 2025/Apr 3rd, 2025 |
Stroet Sweeping Mar 21st, 2025 |
|
Before and After Enforcement
‘ Photos
|
| Work Complete - 30 Day Apr 4th, 2025
60 Day Check-in May 2nd, 2025 vl

efore & After Photos
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Timeline: Next Steps

T&E Status Report

Go-Live

@
=

O

Defect Fixes

Vehicle Concerns

T&E Status Report

O

Launch of Oversized & Lived-In
Vehicle Enforcement Program
(OLIVE)

Dashboard Launched

T&E Status Report

O

. ET

Conduct midyear OLIVE inventory,
analyze data, and identify second
25 OLIVE sites for FY 25-26

Finalize second citywide OLIVE
inventory, analyze data, and identify

first 25 OLIVE sites for FY 25-26

“ Thanks so much for your time and attention on this! Saw Vehicle get towed today. Thanks again! ,,
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Questions & Feedback

Arian Collen, Department of Transportation, arian.collen@sanjoseca.gov

Namrata Batra Agrawal, Information Technology Department, namrata.batraagrawal@sanjoseca.gov
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