Appendix C: Updates




SBPD In Car and Body Worn Video

166 Body Cameras and 170 In Car Video Solutions Deployed as of 05/31/2018
Annual Recurring Maintenance Through 2021 is $150,000/year
6 Utility specific Wireless Access Points
Since 4/1/18, roughly 8.54TB of data (mostly videos) uploaded to Utility Cloud storage through
SBPD Utility's ISP
There is currently 9.8TB of data/videos on the SBPD Utility Cloud storage.
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Status of All Tickets

May 20, 2018 thru August 19, 2018

TICKETS BY TICKET STATUS

Waiting Vendor 1

In progress 4

W aiting Customer 4

Complete 1098

What are statuses of your tickets?
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What are

the top 10 issues for All Tickets

TICKETS BY TOP 5 QUEUES

Administration and Billing | 1

Server Support | 2

May 20, 2018 thru August 19, 2018

TICKETS BY TOP 5 ISSUE TYPES TICKETS BY TOP 5 SUB-ISSUE TYPES

Networking/Data Center

Cloud - lza$

Applications

Level 2

MI VolP

Service Desk

34

1045

Operating System 57
Data Center 1
P ! /F
Networking ‘eripherals/Printer/Faxing 59
Support
(biank) 23
VolP 97
Server 47
User Add/Remove/Modify 234
Administration 475
fication 448
Workstation 554 s

We assign tickets to queues to ensure that are efficiently
processed. Based on the assigned queue, the appropriate
resources are assigned to address the issue.

Your top issue type is Workstation with 50.%. (Compared to Your top sub-issue type is Application with 40.5%.
all clients where Administration has 56.1%) (Compared to all clients where Application has 28.7%)
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Help Desk Tier 1 & Tier 2 Survey Results

l\llay )”: 2018 thru Allgllct ’IQI 2018

TICKETS - SURVEY SCORES

ano 854
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300 228
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100 3 3 3 16

Oto3 3to35 35-4 4-45 45-5 None

What are the range of survey scores submitted?
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SURVEY SCORES BY ISSUE TYPE
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SURVEY SCORES BY QUEUE
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How was the service for specific issue types?

How did different queues get survey scored?




Accela: Issues and Improvements

Topic Project Type Notes
Hearing Process Configuration The current procedurle in lthe system is data entry heavy, and there may be available
| Vendor functionality we aren't using and are unaware of
mprovements

The current form for the landlord registration is setup based on functionality limitations of

e the website, and we would like to explore ways to improve that and the overall user
Accela Citizen Access Improvements Vendor experience on the site
We have not configured all of the available ticket types in Accela because there was not an
Ticketing: Citation Process agreed upon structure that we could help replicate. The inspector team all ticket at different
|nterna| times along the process, and that is hard to build in the system.

Development

The functionality to accept online payments exists, but has not been built out for tickets or

Ticketing: Electronic Payments Dept. Partners invoices processed in Accela.

Within our current setup, APO info is updated monthly, but we are trying to setup a new
version where we would have a live connection to our databases to access as up to date

owner info as possible. There have been many issues trying to get that live, and the Accela
Address, Parcel, and Owner Data (APO) Internal Engineering team is aware and working on them.

Accela is currently developing a new application to replace the existing 2 apps that the Code
inspectors use out in the field. The apps have limited functionality, which makes case

Accela Mobile Applications Accela Support |management less effective while doing field work

Ability to have invoices and notices attached to record once generated, supporting evidence

Document Management Vendor gathering procedures

There are changes that could be made to continuously improve on the Code team's
experience with the system, like updating process statuses to better reflect the case's current
state. Not all citation types are in live Accela, namely Zoning violations. Zoning citations are

General Process Configuration I
Internal & Vendor so infrequent that they were never prioritized as a development project.

Improvements
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Impact

=,
& (dll
Data Integrity

CITY OF SOUTH BEND

Reporting and accuracy of data available per record,
especially in the event of appeals

Improvements planned to avoid issues with parcel
ownership information*

More explicit support to follow standardized procedures
High level of engagement from department on continuous
development

Inspectors are provided, on a weekly basis, their workload
progress in order to take action the following week
Supervisors can schedule their teams’ work a few days in
advance, or intervene on issues quickly with access to all
the necessary information in one place
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Impact

* Residents can access basic record information through the
citizen access site, the same site the 311 liaisons use to
Transparency §hare updates With residents over the phone — potential
iImprovements in outreach and education
® * Field staff execute procedure in real time — Use to be up to
2 week lag before Accela

Real-time Processing * Inspectors and back office staff have instant access to

photos
* No paper processing — Staff has commented that they used
to have to do paperwork at home transcribing paper
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311 Satisfaction from Survey

2. SEEEEI uiin A .Customer Service Q12c. How easy was it to address your issue?
and CO mmun ICatlon by percentage of respondents who have contacted the city within the past year

by percentage of respondents who rated the item as a 1 to 5 on a 5-point scale (excluding don't knows)

Very easy

39%
Availability of information about local
. iy 41% 33% 18%
government services & activities //// /
Hours that customer service is available J§:34 40% 34% 18%
Somewhat easy .
= I Very difficult
29% \ \\\\\ g
Quiality of | medi tlet \\\
uality of social media outlets c o
(e.g. Facebook, Twitter) 9% 34% 46% 12% Difficult
| 10%
: : : ! Neutral
0% 20% 40% 60% 80% 100% 14%
WVery Satisfied (5) OSatisfied (4) ONeutral (3) EDissatisfied (2/1) |
Source: ETC Institute (2018) Source: ETC Institute (2018)
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311 Satisfaction Benchmark

Factors that Influence Perception of Quality Customer
Service Received from City Employees
South Bend vs. United States vs. the Great Lakes

by percentage of respondents who gave positive ratings for the item (excluding don't knows)

80%
They were courteous & polite

They gave accurate answers to your questions :53%

58%

62%
They did what they said they would do in a _59%
timely manner :
| 62%
60%
They helped you resolve the issue to your 50 ;
satisfaction °!
55%
0% 20% 40% 60% 80% 100%

M South Bend MUnited States CIGreat Lakes

Source: 2018 ETC Institute
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311 Streetlight Issues

« 80% of Street Lights are owned Current Process

. ili Streets
by AEP (Electric Utility) 'y o
« AEP is responsible for the A_ ' - 311 AEP

maintenance and safety of these ) Engineering
|Ig ht and p0|es Number of Streetlight Outages Reported and Repeated
* AEP has an online reporting Reports
system
* When a resident calls 311, we
ask:

100
90
80

7
Location, Issue Type (Options Set) ’ =
* Does the light issue pose a safety concern o0
for motorists or pedestrians? 50 m2
* If yes, what is the nature of the hazard? 40 3
Pole Number, Additional Information

. We pass this information to .
Streets and Engineering "

* Opportunities for Improvement 0 -
Jul Aug

30 m/
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Street Lights Reported Since July — 80% are still active

Streetlights in South Bend
Green are City Owned 176 Total, 143 Active, 33 Inactive
Purple are AEP Owned
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