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What is Working

● 311 model is effective and provides simple, easy and convenient 
access to information for Edmontonians

● 311 and business areas have a strong commitment to working 
together to deliver excellent services  

What We Need to Improve

● Create consistent and excellent service experiences 
● Enhance processes and communication to increase satisfaction and 

trust 
● Evolve performance measurement to enhance decision making and 

drive accountability

What we Heard



311 - An Integrated Service



5 Year Volumes & Referral by Department



Annual Service Request Volumes by Department



An Ongoing Balancing Act
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Service Evolution

Creating Service Experiences

Process & Communication 
Improvements

Transformational Changes

Performance Enhancements

AUDIT: Referral Ticket Closures



Next Steps & Expected Results

Actions Results

Enhancing 
Service 
Experiences

● Define and publish the 
definition of closure

● Centralize all service requests

● Build trust amongst 
those we serve

Enhancing 
Processes & 
Communication

● Adjust remaining business 
processes with alignment of 
service completion

● Enhance joint working model 

● Achieve alignment across 
all services

● Collaboration that drives 
improvements

Performance 
Analysis

● Review measurement
● Establish targets
● Document & report

● Enhanced decision 
making

● Accountability for results



Questions


