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My San Jose Ecosystem
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My San Jose Timeline

August 2017-
March 2018

April 2018 -
June 2018

Jan 2017-
April 2017

May 2017 -
July 2017

Develop Launch Stabilize Improve

Led by internal Included alpha Fixing bugs, Improvements,

product team and beta testing adding features new features

with vendor

partners Version 1.1 Version 1.2 Version 1.5
Version 1.3

Version 1.4
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Champion the Customer

Customer Gains &)

“Wow, it really got done.”

“It’s been the biggest way
I've seen that shows the
City cares.”

“It gives me hope for
having a cleaner city.”

Customer Pains &

“It’s frustrating, you don’t know
if you’re being ignored.”

“Don’t tell me to call a number.

If I wanted to call, I would have
called.”

“Whenever we report
something, there should be
forward motion.”



Learn through Data S ' nable appnstl

Service @ Abandoned Vehicle @ Graffiti @ lllegal Dumping @ Pothole @ Streetlight Outage

Number of Requests by Service Type

Abandoned Vehicle 37K

General Request 42K

\E
-/ rﬁ\ p Graffiti 21K
[ ‘; § Central Ex| o .
Sunnyvale 8 T Y, lllegal Dumping 14K
é %nroe St °;chm,l
&FremontAve SUNNYARTS Santa Clg ‘ Pothole I 2K
BIRDLAND. @ > Imiltor .
Nk ‘ omese®™" < : N JWQGM"‘ Streetlight Outage - 5K
= — 7 & 2 ) i
\x,, Neridge Ave 4 Halls Valley
\ 3 Campground

5
Cupertino

(g

s 2 - ®gi el & | Number of Requests Per Day

Y
/Voellan Rdl}
3

3 o S
Blue Hills 'y
h

4722

4"§ ;6 Saratoga 2 N
i N 4,500
gy 4,000
A

Walden West 3[ SOO
R 3,000

_l) Bing N
2,500



CEVRUNITIRIEIER  |nitial results from customer survey

How likely are you to recommend My San Jose to a friend or colleague?

57%
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lterate to Improve

il Verizon & 12:43 AM 9% 7% ()4
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Service Request -lllegal Dumping- 170803-
000301 status has changed to Closed.

Your request has been closed or resolved.

Request Description: Mattress and box
spring.

You can track and review the request at
170803-000301 or through our 'My San
Jose mobile app available on the Apple or
Android Stores.

We hope this is helpful and again, thank you
for contacting us.

Sincerely,

The City of San Jose

Thank you! Thank you for Thank you for
1O your help. your response.
« =
Reply Forward

Lack of clarity on
“closed” status

Current

(version 1.5, May 2018)

uil Verizon 12:23 AM

<

Regarding your service request at 200 East Santa Clara
Street, San Jose, California 95113, United States

Description: Old mattress, box spring and clothing on
sidewalk.

Your request has been closed or resolved.

Last comment: A resident scheduled the items you
reported for collection by an approved hauler through the
Junk Pickup program (sjenvironment.org/junkpickup).
Your request will be closed. If the items are not removed
within two weeks, please submit another report.

How was your My San Jose
experience?

Complete This Survey

Thanks for making San Jose a better place!

The City of San Jose
Get the My San Jose app on iOS or Google Play stores.

« »

Next Phase

Prototype and test
finer-grained status
updates.

This service
request is

CLOSED

Case referred to
Caltrans.

Add context with last
City comment

Possible status
clarifications:
e C(Case is resolved
e Caseis a duplicate
e C(Case not found

Refine status
communication
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My San Jose 2.0

Priorities:

Clarify status communication

Support one or more additional languages

Improve usability in app and on the web

Support efficient workflows for back-end service teams
Streamline re-routing of requests

Implement better feedback loops on customer satisfaction
Increase use of data analytics to monitor and adapt services
Develop technology that’s easy to maintain and scale

@sanjose




My San Jose demonstrates
an effective approach to digital services

Empower an Start with a Design the Test early and
internal team to handful of experience from often with real
own the vision [l priority services |l beginning to end customers

Launch is just
the beginning




Launch Is just the beginning
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