Program Update

November 2022

CITY OF PORTLAND
pDX & MULTNOMAH
COUNTY SERVICES

Hours 11,885
7a.m.-8p.m., M-F contacts in
16 active staff November

What is 311?

311 provides a single point of contact for
community members to access City government
and the services it provides. The program also
provides information and referral services to the
community for other local government,
community and social services, including vital
and time-sensitive public notification in
emergency and disaster.

Program Highlights

Community education & outreach

311 Program Flyers were approved for distribution
through Portland Public School District. Staff are
working with each school to provide printed and
digital versions in over 20 languages. Thanks to
partnerships with community groups, flyers in
multiple languages were distributed to APANO and
Montavilla/North Tabor Business Alliance.

Social Media

3,620 views across Facebook, Instagram, & Twitter.
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Contacts to PDX 311 in November grew
17% between 2021 and 2022.

Columns show the number of contacts from all sources in
September, October, and November 2021 vs. 2022.
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PDX 311 answered 8,879 calls in
November 2022.

Columns show totals contacts to PDX 311 in November 2022
by channel.
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Contactvolume by agency
Top 5 agencies by November contactvolume for their services.

Bars show the number of times 311 assisted community members with services provided by the City of Portland,
Multnomah County, and other jurisdictions and agencies.

City of Portland Multnomah County Other Jurisdictions and
Bureaus Departments Agencies
OMF 1229 Health Dept 143 | Multnomah County 234
Circuit Court
County
Services
Community
PP&R - 316 Services _ 122 Metro Government I 23
BDS - 272 Sheriff - 59 Federal |12
Government

Three-month contactvolume trend by City of Portland Bureau.
Top 10 bureaus by November contact volume. Showing September through November volumes.

Fire & Water
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Contactvolume hy service

Community members contacted PDX 311 most frequently about the Impact
Reduction Program, Non-emergency response, & abandoned vehicles.

Bars show the number of contacts about the top 10 services by November volume.

OMF

Impact Reduction Program 569

BOEC
Public Safety Non-Emergency Response Line
(503-823-3333)

PBOT

City Abandoned Autos 282

PBOT
Leaf Removal

159

PBOT

Parking Enforcement 129

PP&R

Parks Customer Service Center m

OMF

TPBE Staff Access Badges 104

Multnomah County Circuit Court

Parking Court a

PPB

. - 89
Police Records Division - Auto/Tow Records

PPB

Police Records Division a1

Ongoing service migrations

PDX 311 is currently working with multiple bureaus to improve business processes and migrate customer service to 311
for the following services.

TracklT replacement & process improvement Phone line or customer service migrations
o Campsite & abandoned auto reports e Public Records Request help line

e Temporary street use permits  Biketown for All information

o Park maintenance & ranger dispatch o PBOT 823-CYCL hotline

o PBOT maintenance

e Overflowing trash cans

» Noise complaints

o Mayor and Commissioner Ryan’s constituent services
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Spotlight: Talking Trash

Trash happens, and PDX 311 wants to make it easy for community members
and city staff to alert the appropriate team to help clean it up.

Currently, community members can report trash issues through numerous forms, portals, and hotlines.
Complicating matters is the wide variety of trash issues - from illegal dumping and overflowing trash cans to
shopping carts and abandoned vehicles - and the wide array of agencies who resolve these problems. The end
result is a complex, confusing and frustrating process for community members and for responding agencies.

Recognizing the difficulty for community members to report a trash issue, the PDX 311 team collaborated with
multiple City of Portland bureaus other agencies to streamline the intake and routing of reports.

As of November, community members can now use a new form at Portland.gov/311/report-trash
thatwill guide them through a set of questions to find the bestway to report their specific issue.

Report Trash

Service Contact

Use this form to find out how to report a variety of trash-related issues in Portland, PDX 311 Customer Service Program

such as illegal dumping and overflowing public trash cans. 311@portiandoregon.gov

o/ 311 City of Portland general information
© 1103 minutes hotline

o/ 503-823-4000

i 7

What type of trash issue do you want to report? Monday - Friday, 7 a.m. 10 8 p.m.
© Trash associated with & campsite (excluding federal holidays) Translation
O lllegal dumping of garbage services available
) Loase trash or debris in a street or right-of-way © 711 Oregon Relay Service
2 Trash, recycling, or compost cantainer blocking & street or sidewsalk

2 Overflowing public trash can Follow on Social Media

O Abandoned shopping cart § PDX311
O Trash on private property W PDX_311
O A problem with residential or commercial waste collection @ pox_311

2 Something else

In action

The new form also helps 311 staff easily take reports of trash and debris in
Multnomah County, sending reports to the appropriate agency or
organization for immediate action. Over time, the report will facilitate
tracking and sharing data to help City of Portland and other agencies
combat trash issues by potentially allocating more trash cans where they
are most needed, adjusting the frequency of trash pick-up services,
focusing resources on hot spots for dumping items, and more.
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