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Customer Satisfaction Trend: cood/ very cood

Customer Satisfaction Trends: Good/ Very Good
SJ311 Abandoned Vehicle: October 2021 — March 2024
Vs.
Vehicle Concerns Abandoned Vehicles: April 2024 - August 2024
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The timing of this was done next day and is so appreciated! Amazing response and action.
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Vehicle Concerns: Triage Hub

Right request, to the right department, for the right service
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vehiCIe concerns: Data DATE RANGE: 03/28/24- 08/31/24

Distribution of Requests by Program

po-Etended arking
DOT-Abandoned Vehicle _ 5,769

DOT-lllegal Parking _ 3,138
Housing-Lived-in Vehicles _ 1,886

BeautifySJ-VehicleTrash - 505
Code-Private Property . 316
PD-Narcotics . 250
PD-Stolen Vehicle | 102
PD-Prostitution l 99

BeautifySJ-ParkTrash l 41

0K 2K 4K 6K
Number of Requests

% “ Thank you That vehicle was moved ’,




Most Requested Vehicle Concern Programs

DATE RANGE: 03/28/24- 08/31/24

DOT- Abandoned Vehicle

SJ311 Requests Received: 2,379
PTCO Proactive Investigations: 3,390
Requests closed: 5,593

Outcomes

Vehicles towed: 1,285
Vehicles cited: 0

% of requests resulting in tows: 23%

Turnaround Time
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DOT- Extended Parking Stay

SJ311 Requests received: 7,970
Requests closed: 7,576

Outcomes
Vehicles towed: 11
Vehicles cited: 425

Turnaround Time
2,000

1,500

1,000

% of requests resulting in tows: < 1%
500

0 .IIIIII

1-5 6-10  11-15  16-20  21-25 26-30 30+
Days Days Days Days Days Days Days

MNumber of Requests

HSG- Lived In Vehicles

SJ311 Requests received: 1,887
Requests closed: 993

Outcomes
Outreach provided: 246
Outreach attempted: 400

% of requests resulting in outreach: 25%

Turnaround Time

1-5
Cays

Mumber of Requests

g-10 1115 16-20 21-25  26-30 30+
Days Days Days Drays Days

- “Appreoiate the response time that CSJ seems to be a little faster to cite as needed, thank you for keeping our streets safe and clean ,’



Vehicle Concerns- CSAT Dashboard

Vehicle Concerns Performance Metrics (Beta)

District(s): All Districts

Program(s): All Programs

20,077

TOTAL REQUESTS

O

OPEN REQUESTS

Date
Rang

530 1,300

@

IN PROGRESS REQUESTS

3/28/2024 8/31/2024

omize This Report

18,247

CLOSED REQUESTS

‘ Service Request Outcomes

1,294

Vehicles Towed

125

Vehicles Identified
as Stolen

245

Lived-in Vehicle
Outreach Provided

393

Lived-in Vehicle
Outreach Attempted

128

No Investigation

15

Receiving Regular
Biowaste Collection

12

One-time Vehicle
Biowaste Cleanup

10,908

No Violation

121

No Services
Warranted

116

Receiving Regular
Trash Collection

43

One-time Vehicle
Trash Cleanup

Vehicle Concerns Reports can be complex. Therefore, resolutions
and outcomes can require collaboration across multiple City
departments and service deliveries. This results in the variety of

outcomes noted on this dashboard. Individual reports can result in
more that one outcome.

Overall Customer Satisfaction Score
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“Thank you for helping our neighborhood. ”




Vehicle Concerns- CSAT Dashboard
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Vehicle Concerns Outcomes Map

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

3/28/2024

8/31/2024
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Wow! Thank you so much to the parking compliance officer and tow truck that came out yesterday to take the boat.
of my driveway.

| can now safely back out ,,



Timeline: Next Steps

MAR
2024

O O O O O

Communications T&E Status Report Defect Fixes Defect Fixes Oversized Vehicle

Review by CMO Regulation Pilot
T&E Status Report

O O O O O O

T&E Status Report

Go-Live Updated Defect Fixes Defect Fixes Refine Vehicle Launch of Oversized
Communications on Concerns Dashboard Vehicle Regulation
SJ311 — Vehicle Concerns Vehicle Concerns Pilot

Dashboard Launched

@
- “ Good communication! Thanks! ,, 8




Questions & Feedback

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

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


mailto:arian.collen@sanjoseca.gov
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