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311 CALL CENTER OVERVIEW

Riverside Public Utilities
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BACKGROUND

1. 311 began in 2004 
A. 3 Representatives 
B. 7,400 Calls in year 1

2. 311 in 2018
A. 11 Representatives
B. Average of 200,000 calls per year
C. Average of 20,000 contacts via e-mail, online, and 

mobile per year
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311 SERVICE PROCESS
STEP 1

Residents contact the Riverside 
311 Call Center via:

- PHONE

- eSERVICE

- MOBILE APP

- EMAIL

STEP 2
Call Center responds to questions or opens 
Service Requests (SRs):

- Categorize request by solutions

- Get necessary information from caller

- Route SR to responsible departments

- Escalate emergency or expedited requests

STEP 3
Responsible Department fulfils 
Service Request  and closes the 

SR

STEP 4
SR becomes part of the 311 system record

Reports are provided to elected officials to 
track common City problems

Reports are provided to Department heads to 
track completed and pending work 
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1. Phone

2. Email

3. Mobile application

4. City website

HOW TO REACH 311
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311 NON-EMERGENCY SERVICES
1. Graffiti, Illegal Dumping, Potholes
2. Trash Collection / Damaged Cans
3. Street Sweeping information 
4. Street Light Out
5. Abandoned Vehicles 
6. Traffic Signs/Signal Malfunctions
7. Municipal Code Violations 
8. City Tree and Park Maintenance
9. RPD Non-Emergency Requests
10. Informational – City, County, State
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REPORTS 

1. Active Reports

2. Aging Reports

3. Heat Maps 
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CURRENT HOURS 

1. Hours of Operation 

A. Monday-Friday 7:00 am – 6:00 pm 

B. Saturday 8:00 am – 1:00 pm 

2. After Hours 

A. Live Answering Service

B. Voice Mail 
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That the City Council receive the 311 Call Center 
Overview Presentation

RECOMMENDATIONS


