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When we last left 

our Heroes…
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SJ 311 Progress 
Update

Current Focus

Future Plans
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SJ 311 Metrics
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Timeliness
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Customer Satisfaction Scores
January 1 – July 29, 2021



Equity Objective
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Empower all who live, work, and play in San José,

especially underreporting and heavily impacted communities,

to submit reports via SJ311 and ensure that Services are delivered

per committed turnaround times.
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• Recognizing and teaching the importance of 

including residents with disabilities or those with 

access and functional needs to share their expertise 

and lived experiences.

• Prioritizing web accessibility in procurement and 

contract decisions.

• Building relationships with community organizations 

and partners to improve engagement and accessibility.

Accessibility Assessment
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Scaling Platform and POC
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Top 10 Pages

1. Homepage

2. Adopt a Dog (+3)

3. Animal Care Services

4. Adoptable Pets

5. Emergency Notifications

(-3)

6. Browse City Jobs (+2)

7. Junk Pickup (-1)

8. Departments & Offices (+1)

9. Utility Services Lookup

(-2)

10. Adopt a Cat (+1)

Emergency Outreach

• 166K Total Emergency Page

Visits

• 51K (30%) Translated

Emergency Page Visits

• 24K Resident Assistant

Chatbot Uses with 82%

Answer Success Rate

Flash Reports

• 346K Flash Report Emails 

Sent

• 39% Open Rate is

14% Higher than

Government Industry

Standard.

• 1% Email Subscriber

growth in 2021.

2021 Website Analytics – Half Year (Q1/Q2)

Page Visits

• 3.2M Total Visits

- Up 377K (+8%)

• 7.3M Page Views

- Down 348K (-4%)

• Mobile Visits constitute

37% of Total Visits

- Down (-4%)

• 55% of traffic to Top 10 Pages

- Down (-5%)



12

Resident Assistant Chatbot
From July 1, 2020 to June 30, 2021

70,976 Uses

580 questions from SJ 311 FAQs

Top 10 questions represents 40% of Usage

'Bulk Pickup' and 'Contact Department' 

represent 52% of the Top 10 Usage (or 20% 

of overall usage)
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Partnering to advance the City's external digital strategy



More Partnerships

Goal: "Hoping to work in technology, 

education, and storytelling to 

improve equity in communities."

Patricia "Patty" Wei

Goal: "Looking to eventually help be 

a part of and develop meaningful 

projects that can really help people."

Kevin Wang
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More data to 

be considered

At the last Smart Cities Committee 

meeting we were questioned about the 

"Other Issues"… and we heard you.
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Let's take a deeper dive into 

"Other Issues"
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"Other Issues" Breakdown
(July 8, 2021- August 3, 2021)

Percent of 5,000 "other issues" calls
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Top list based on the data and ability to respond

Based on our initial findings these are the top three:

Plans to extend this list:

Directory 

Services

Illegal 

Fireworks

Water

Inquiries
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Going beyond the data...



How do these priorities match what 
your constituents request?

❑ Digital Equity - Community Wi-Fi Reporting

❑ Pay Utility Bill (Water and Multi-Family Garbage)

❑ Water Inquiries (Start/Stop Services and Usage)

Community 
enablers?

Complaint 
based vs 

service based

❑ Report Illegal Fireworks

❑ Affordable Housing Services

▪ Rental Assistance (Owners and Tenants)

▪ Connect Tenants to Affordable Housing


