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Int. No. 131:			By Council Member Brewer, Louis and Restler
Title:	A Local Law to amend the administrative code of the city of New York, in relation to adding a 311 complaint category for noise from sirens
Administrative Code:	Adds new section 23-311

Int. No. 422:			By Council Member Rivera, Brewer and Louis
Title: 	A Local Law to amend the administrative code of the city of New York, in relation to requiring the commissioner of information technology and telecommunications to create a separate 311 category for rooftop activity complaints and to report annually regarding such complaints, and to require the commissioner of buildings to report annually regarding certain rooftop spaces
Administrative Code:	Adds new sections 23-308 and 28-103.37

Int. No. 461:			By Council Member Ung, Lee, Menin, Louis and Restler
Title:	A Local Law to amend the administrative code of the city of New York, in relation to requiring human translation of the 311 app
Administrative Code:	Adds new section 23-311, and amends section 23-309

Int. No. 485:			By Council Member Won, Stevens Brewer, Restler and Hudson
Title:	A Local Law to amend the administrative code of the city of New York, in relation to requiring the 311 customer service center to provide assistance relating to affordable internet programs
Administrative Code:	Adds new section 23-308

Int. No. 582:			By Council Member Dinowitz, Louis and Restler
Title:	A Local Law to amend the administrative code of the city of New York, in relation to creating a mobile application to support the efficient handling of 311 service requests by city employees
Administrative Code:	Adds new section 23-308

Int. No. 583:			By Council Member Dinowitz, Hanif, Gennaro, Louis and Hudson
Title:	A Local Law to amend the administrative code of the city of New York, in relation to requiring the 311 customer service center to provide live chat functionality
Administrative Code:	Adds new section 23-312

Int. No. 584:	By Council Member Dinowitz, Hanif, Gennaro, Brewer, Louis and Menin
Title:	A Local Law to amend the administrative code of the city of New York, in relation to providing an estimated wait time to 311 call center customers
Administrative Code:	Amends section 23-302

Int. No. 588:	By Council Member Dinowitz, Louis, Riley, Joseph, Brewer, Ung, Sanchez and Menin
Title:	A Local Law to amend the administrative code of the city of New York, in relation to 311 transmitting image and video data for service requests or complaints
Administrative Code:	Adds new section 23-308

Int. No. 589:	By Council Member Dinowitz, Williams, Hanif, Gennaro, Menin, Restler and Hudson
Title:	A Local Law to amend the administrative code of the city of New York, in relation to requiring that 311 allow persons to request snow and ice removal on pedestrian bridges and that those reports be routed to the appropriate agency
Administrative Code:	Adds new section 23-311

Int. No. 602:	By Council Member Holden, Yeger, Louis, Ariola, Paladino and Vernikov
Title:	A Local Law to amend the administrative code of the city of New York, in relation to reports of illegal towing to 311
Administrative Code:	Adds new section 23-308

Int. No. 626:			By Council Member Powers, Dinowitz and Louis
Title:	A Local Law to amend the administrative code of the city of New York, in relation to the use of global positioning system coordinates for 311 complaints and service requests
Administrative Code:	Adds new section 23-311

Int. No. 634:	By the Public Advocate (Mr. Williams) and Council Members Louis and Hudson
Title:	A Local Law to amend the administrative code of the city of New York, in relation to 311 transmitting image and video data for housing service requests or complaints
Administrative Code:	Adds new section 23-308

Int. No. 640:	By the Public Advocate (Mr. Williams) and Council Members Dinowitz, Hanif, Brewer and Louis
Title:	A Local Law to amend the administrative code of the city of New York, in relation to requiring the 311 customer service center to accept requests for service and complaints using video call functionality
Administrative Code:	Adds new section 23-311

Int. No. 673:	By Council Member Holden De La Rosa, Restler, Cabán, Hanif, Gennaro, Gutiérrez, Brewer, Ayala, Ossé, Louis, Marte, Narcisse and Banks
Title:	A Local Law to amend the administrative code of the city of New York, in relation to adding a 311 complaint category for dog runs
Administrative Code:	Adds new section 23-311

Int. No. 820:			By Council Member Holden, Brannan, Borelli and Paladino
Title:	A Local Law to amend the administrative code of the city of New York, in relation to the number of steps to submit service requests or complaints on the 311 website and mobile application
Administrative Code:	Adds new section 23-308

Int. No. 822:	By Council Member Holden, Gennaro, Brannan, Borelli and Paladino
Title:	A Local Law to amend the administrative code of the city of New York, in relation to requiring the 311 customer service center to indicate that an agency is unable to respond to a service request or complaint and implement protocols providing proof of action
Administrative Code:	Adds new section 23-311

I. INTRODUCTION 
On April 25, 2024, the Committee on Technology, chaired by Council Member Jennifer Gutiérrez, will hold an oversight hearing on 311. In addition, the Committee on Technology will hear the following bills: Int. No. 131, sponsored by Council Member Brewer, in relation to adding a 311 complaint category for noise from sirens; Int. No. 422, sponsored by Council Member Rivera, in relation to requiring the commissioner of information technology and telecommunications to create a separate 311 category for rooftop activity complaints and to report annually regarding such complaints, and to require the commissioner of buildings to report annually regarding certain rooftop spaces; Int. No. 461, sponsored by Council Member Ung, in relation to requiring human translation of the 311 app; Int. No. 485, sponsored by Council Member Won, in relation to requiring the 311 customer service center to provide assistance relating to affordable internet programs; Int. No. 582, sponsored by Council Member Dinowitz, in relation to creating a mobile application to support the efficient handling of 311 service requests by city employees; Int. No. 583, sponsored by Council Member Dinowitz, in relation to requiring the 311 customer service center to provide live chat functionality; Int. No. 584, sponsored by Council Member Dinowitz, in relation to providing an estimated wait time to 311 call center customers; Int. No. 588, sponsored by Council Member Dinowitz, in relation to 311 transmitting image and video data for service requests or complaints; Int. No. 589, sponsored by Council Member Dinowitz,  in relation to requiring that 311 allow persons to request snow and ice removal on pedestrian bridges and that those reports be routed to the appropriate agency; Int. No. 602, sponsored by Council Member Holden, in relation to reports of illegal towing to 311; Int. No. 626, sponsored by Council Member Powers, in relation to the use of global positioning system coordinates for 311 complaints and service requests; Int. No. 634, sponsored by the Public Advocate (Mr. Williams), in relation to 311 transmitting image and video data for housing service requests or complaints; Int. No. 640, sponsored by the Public Advocate (Mr. Williams), in relation to requiring the 311 customer service center to accept requests for service and complaints using video call functionality; Int. No. 673, sponsored by Council Member De La Rosa, in relation to adding a 311 complaint category for dog runs; Int. No. 820, sponsored by Council Member Holden, in relation to the number of steps to submit service requests or complaints on the 311 website and mobile application; Int. No. 822, sponsored by Council Member Holden, in relation to requiring the 311 customer service center to indicate that an agency is unable to respond to a service request or complaint and implement protocols providing proof of action. 
Those invited to testify include representatives from the Office of Technology and Innovation (“OTI”), formerly known as the Department of Information Technology and Telecommunications, (“DoITT”), the 311 Customer Service Center, and members of the public.
II. BACKGROUND
A. 311 Overview
The 311 Customer Service Center (“311”) is a citywide customer service program that provides New York City residents, businesses, and visitors with access to non-emergency government services and information.[footnoteRef:1] OTI manages 311’s operations and technology.[footnoteRef:2] 311 is available 24 hours per day, 7 days per week, 365 days per year, and can be accessed through multiple channels, including via telephone, text message, the web, mobile application, and social media.[footnoteRef:3] 311 does not currently have a live chat function or video calling capabilities. [1:  See NYC311, https://portal.311.nyc.gov (last accessed April 23, 2024).]  [2:  See NYC Office of Technology and Innovation, About: Who We Are: NYC311, https://www.nyc.gov/content/oti/pages/meet-the-team/nyc311 (last accessed April 23, 2024).]  [3:  See City of New York, Mayor’s Management Report, at 169 (2023), https://www.nyc.gov/assets/operations/downloads/pdf/mmr2023/2023_mmr.pdf. ] 

In Fiscal Year 2023 (“FY23”), 311 received more than 17.8 million calls, down from 18.2 million in Fiscal Year 2022 (“FY22”) and down from prior peaks in Fiscal Year 2020 (“FY20”) with 21.5 million and Fiscal Year 2021 (“FY21”) with 21.7 million.[footnoteRef:4] Online site visits, however, increased from 10.5 million in FY20 to 15 million in FY23.[footnoteRef:5] This change in numbers can be attributed to the decrease of pandemic-related inquiries and the promotion of 311 Online through 311’s phone system and social media channels.[footnoteRef:6] When a customer contacts 311, the interaction generally results in either a “service request” (when the customer is seeking a city agency to take an action) or an “informational request” (when the customer has a question regarding a city service). In total, 311 processed 3.4 million service requests in FY23, down from 3.5 million in FY22.[footnoteRef:7] [4:  See id at 171.]  [5:  See id.]  [6:  Id; Joe Morrisroe, Office Of Technology And Innovation 311 Customer Service Center, Preliminary Mayor’s Management Report, 2024, https://www.nyc.gov/assets/operations/downloads/pdf/pmmr2024/311.pdf. ]  [7:  See id.] 

Figure No. 1 shows 311 usage data, including the number of requests through calls, mobile app contacts, texting contacts, online site visits, the number of 311 non-English language calls, and the number of completed service requests.[footnoteRef:8] [8:  City of New York, Mayor’s Management Report, at 170 (2023), https://www.nyc.gov/assets/operations/downloads/pdf/mmr2023/2023_mmr.pdf. ] 

	Performance Indicators
	FY19
	FY20
	FY21
	FY22
	FY23

	311 calls (in thousands)
	19,541
	21,515
	21,715
	18,231
	17,886

	311 Spanish language calls
	714
	897
	648
	529
	598

	311 calls in languages other than English or Spanish
	60
	81
	112
	85
	75

	311 mobile app contacts
	2,234
	2,201
	2,227
	2,187
	2,157

	311-NYC (text) contacts
	253
	424
	356
	311
	303

	311 Online site visits
	20,185
	10,553
	13,415
	13,472
	15,007

	Completed service requests
	3,254
	2,913
	3,461
	3,558
	3,404


Figure No. 1: This figure displays a table to note data for performance indicators for 311, separated across five fiscal years from Fiscal Year 2019 to Fiscal Year 2023.
Figure No. 2 shows a table that displays the average wait time per fiscal year for 311 calls during peak and off-peak hours, as well as the percentage of emails responded to in 14 days and the percentage of customers satisfied with their interaction with 311.[footnoteRef:9]  [9:  Joe Morrisroe, Office Of Technology And Innovation 311 Customer Service Center, Preliminary Mayor’s Management Report 2024, https://www.nyc.gov/assets/operations/downloads/pdf/pmmr2024/311.pdf. ] 

	Performance Indicators (in seconds)
	FY19
	FY20
	FY21
	FY22
	FY23
	FY24 (4-month actual)

	Calls answered in 30 seconds (%)
	82%
	72%
	79%
	83%
	85%
	68%

	Average wait time (tier 1 calls) Peak hours (11am-3pm, M-F)(minutes:seconds)
	0:36
	1:47
	1:10
	1:05
	0:28
	1:03

	Average wait time (tier 1 calls) Off-peak hours (minutes:seconds)
	0:21
	0:55
	0:18
	0:12
	0:12
	0:30

	Emails responded to in 14 days (%)
	100%
	100%
	100%
	100%
	100%
	100%

	Customer satisfaction index (311 only)
	93%
	93%
	92%
	92%
	94%
	N/A


Figure No. 2. This figure shows the average wait time per fiscal year for 311 calls during peak and off-peak hours, as well as the percentage of emails responded to in 14 days and 311’s customer satisfaction index.
Average wait time for calls peaked in FY20 which was due to the onset of the COVID-19 pandemic, the 2020 general election, Tropical Storm Isaias, and student transport; FY21 through FY23 saw a reduction in average wait times as actions were taken to improve staffing efficiencies in response to the wait time spikes.[footnoteRef:10] [10:  Jessica S. Tisch, DEPARTMENT OF INFORMATION
TECHNOLOGY AND TELECOMMUNICATIONS
311 CUSTOMER SERVICE CENTER, Mayor’s Management Report 2021, https://www.nyc.gov/assets/operations/downloads/pdf/mmr2021/311.pdf; Joe Morrisroe, Office Of Technology And Innovation 311 Customer Service Center, Mayor’s Management Report 2022, https://www.nyc.gov/assets/operations/downloads/pdf/mmr2022/311.pdf; Joe Morrisroe, Office Of Technology And Innovation 311 Customer Service Center, Mayor’s Management Report 2023, https://www.nyc.gov/assets/operations/downloads/pdf/mmr2023/311.pdf.   ] 

	According to OTI’s Office of Data Analytics (“ODA”), the Top 10 Service Requests for FY20 to FY23, along with FY24 as of April 22, 2024, as well as their responsible agencies, are as follows. The Top 10 Service Requests remained largely the same year over year, with the main complaints being Noise Complaints, Illegal Parking, Heat/Hot Water, and Unsanitary Condition. Consequently, the main agencies handling the Top 10 Service Requests were the New York City Police Department (NYPD), the Department of Sanitation (DSNY), and the Department of Housing Preservation and Development (HPD): 
	FY 2020 Rank
	Complaint Type
	# of Complaints
	Agency

	1
	Noise - Residential
	285573
	NYPD

	2
	Request Large Bulky Item Collection
	235109
	DSNY

	3
	Illegal Parking
	184392
	NYPD

	4
	Heat/Hot Water
	174005
	HPD

	5
	Noise - Street/Sidewalk
	138708
	NYPD

	6
	Blocked Driveway
	116120
	NYPD

	7
	Non-Emergency Police Matter
	79658
	NYPD

	8
	Street Light Condition
	66340
	DOT

	9
	Street Condition
	65779
	DOT

	10
	Water System
	53703
	DEP

	FY 2021 Rank
	Complaint Type
	# of Complaints
	Agency

	1
	Noise - Residential
	411721
	NYPD

	2
	Request Large Bulky Item Collection
	314697
	DSNY

	3
	Illegal Parking
	259353
	NYPD

	4
	Noise - Street/Sidewalk
	210531
	NYPD

	5
	Heat/Hot Water
	187078
	HPD

	6
	Blocked Driveway
	142254
	NYPD

	7
	Noise - Vehicle
	94381
	NYPD

	8
	Unsanitary Condition
	77351
	HPD

	9
	Damaged Tree
	70857
	Department of Parks and Recreation

	10
	Street Condition
	64761
	DOT

	FY 2022 Rank
	Complaint Type
	# of Complaints
	Agency

	1
	Illegal Parking
	371848
	NYPD

	2
	Noise - Residential
	367101
	NYPD

	3
	Heat/Hot Water
	235940
	HPD

	4
	Request Large Bulky Item Collection
	195771
	DSNY

	5
	Noise - Street/Sidewalk
	166135
	NYPD

	6
	Blocked Driveway
	158515
	NYPD

	7
	Unsanitary Condition
	98904
	HPD

	8
	Street Condition
	78568
	DOT

	9
	Noise - Vehicle
	77106
	NYPD

	10
	Noise - Commercial
	61830
	NYPD

	FY 2023 Rank
	Complaint Type
	# of Complaints
	Agency

	1
	Illegal Parking
	441528
	NYPD

	2
	Noise - Residential
	346910
	NYPD

	3
	Heat/Hot Water
	236470
	HPD

	4
	Blocked Driveway
	158095
	NYPD

	5
	Noise - Street/Sidewalk
	147195
	NYPD

	6
	Unsanitary Condition
	103836
	HPD

	7
	Street Condition
	69198
	DOT

	8
	Abandoned Vehicle
	63915
	NYPD

	9
	Noise - Commercial
	62949
	NYPD

	10
	Water System
	60216
	DEP


Figure No. 3, showing the ten most frequent 311 service requests and their responding agencies for FY2021-FY2023.[footnoteRef:11] [image: ]
Figure No. 4, showing the ten most frequent 311 service requests and their responding agencies for March of FY2024 as well as the total number of complaints in FY2024 as of April 22, 2024.[footnoteRef:12] [11: The New York City Council Data Team consolidated the data and analysis for the top ten service requests by agency for FY20-23 using data from the Office of Data Analytics, available at https://www.nyc.gov/site/311reporting/311-reports/service-requests.page. ]  [12:  Id; Office of Data Analytics, last accessed Apr 22, 2024, https://www.nyc.gov/site/311reporting/311-reports/service-requests.page. ] 

B. Technology Upgrades
One of the most recent upgrades to the 311 system has come through the deployment and completion of a $24 million city contract awarded to IBM that went live in mid-2019, in which IBM’s Watson, IBM’s supercomputing platform, revamped 311’s customer relationship management platform (“CRM”) to support multiple communications channels through its abilities as a computing system with machine-learning capability.[footnoteRef:13] On February 11, 2021, DoITT received an approval in the amount of $45,500,652 for hardware, software, and professional services necessary to complete the first phase of the 311 Telecommunication System Modernization.[footnoteRef:14] Additionally, during a preliminary budget hearing held on March 10, 2021, Jessica Tisch, the then-Commissioner of DoITT, testified that 311 had made several improvements, including: enabling photo and video attachments for more types of service requests; adding additional service request types available via the mobile app; and emailing alerts for all service requests regardless of whether the customer has signed up for an account.[footnoteRef:15] The Commissioner also mentioned that planned improvements such as improved location selection and accuracy were to begin in April 2021.[footnoteRef:16] In its preliminary budget hearing on March 8, 2024, the Committee on Technology received information from OTI that FY25 has a total of $227.9 million for capital related projects or capital funding related to IT modernization, cybersecurity, 311, and emergency communication systems upgrades, and noted that in 2023, OTI upgraded 311’s backend systems from a “telecommunications and a case management perspective.”[footnoteRef:17] It was also mentioned that upgrades were being made to 311’s core systems to support City agencies’ policy updates, which changed the level of service callers would receive from 311, along with explorations into a potential interactive voice assistant to support 311 callers.[footnoteRef:18]  [13:  Jan. 17, 2019 Committee Report, supra note 5 at 7 (citing DoITT Request for Systems Integration Services for 311 Customer Service Management System Replacement and Re-Architecture Project, April 28, 2015, https://www1.nyc.gov/assets/doitt/downloads/pdf/311-rfs.pdf; Matthew Flamm, City’s 311 Hotline is Getting Some Help of Its Own, CRAIN’S N.Y. BUS., April 30, 2015, https://www.crainsnewyork.com/article/20150430/TECHNOLOGY/150429832/city-s-311-hotline-is-getting-some-help-of-its-own; Task Order Number 1426-001A, NYC 311 CSMS Replacement and Re-Architecture for Department of Information Technology and Telecommunications, available at https://www.scribd.com/document/342938208/NTP-and-NYC-311-IBM-Task-Order-1426-001A-signed-Redacted-v2?secret_password=RtVgjUFEdELXT1pukn65; Matthew Flamm, IBM's Watson will soon answer your 311 calls, CRAIN’S N.Y. BUS. Jan. 11, 2017, https://www.crainsnewyork.com/article/20170112/TECHNOLOGY/170119941/ibm-s-watson-will-soon-answer-your-311-calls-as-part-of-a-24-million-upgrade-to-the-system).]  [14:  See City of New York Office of Management and Budget, Record 116683 Certificate 70092 Project DP-1, on file with Committee on Technology staff.]  [15:  Testimony of DOITT Commissioner Jessica Tisch, before the Committees on Land Use and Technology, THE NEW YORK CITY COUNCIL, March 10, 2021, https://legistar.council.nyc.gov/MeetingDetail.aspx?ID=846442&GUID=5EFAFC84-31CD-4429-9DD5-6459FA872F49&Options=info|&Search=. ]  [16:  Id. ]  [17:  Testimony of Matthew Fraser, OTI, before the Committee on Technology, New York City Council Budget and Oversight Hearings on The Preliminary Budget for Fiscal Year 2025, THE NEW YORK CITY COUNCIL, March 10, 2021, https://legistar.council.nyc.gov/LegislationDetail.aspx?ID=6548563&GUID=303D3A46-7F2B-4BD7-A932-0F4BD356C077&Options=&Search=. ]  [18:  Id.] 

C. User Experience
App store reviews for the 311 mobile app on both the Google Play and Apple App Store have highlighted problems that impact a user’s ability to register service requests to 311 and the ability to use the app’s functions.[footnoteRef:19] Users complained that GPS location accuracy and map accuracy were common issues, with no apparent recourse to manually input a correct address or coordinates.[footnoteRef:20] And while some users noted the improvements coming from a refreshed user interface design that simplified many interactions, others still noted additional issues including: having to click through too many pages to submit a service request, being redirected out of the mobile app to a mobile website, and being redirected to a phone number due to lack of app support for a service request.[footnoteRef:21] Other users noted having their service request ticket listed as “closed” when their complaint had not yet been resolved.[footnoteRef:22] In addition, under the Google Play Store’s banner describing an app developer’s data practices, the NYC 311 mobile app is listed as sharing data with third parties while not encrypting the data being sent and not allowing users to request their data be deleted.[footnoteRef:23] [19:  NYC 311 Ratings and Reviews, APPLE APP STORE, last accessed March 22, 2024, https://apps.apple.com/us/app/nyc-311/id324897619#see-all/reviews; NYC 311, GOOGLE PLAY STORE, last accessed March 22, 2024, https://play.google.com/store/apps/details?id=gov.nyc.doitt.ThreeOneOne&hl=en_US&gl=US&showAllReviews=tru. ]  [20:  Id.]  [21:  Id.]  [22:  Id. ]  [23:  Id. ] 

D. 311 Multi-Language Customer Satisfaction Surveys 
The Council enacted Local Law 26 of 2021, formalizing a practice started in 2020, requiring 311 to conduct annual customer satisfaction surveys and offer each survey in the 10 designated citywide languages.[footnoteRef:24] Local Law 26 also requires OTI to submit an annual report to the Speaker of the City Council containing the results of such surveys, disaggregated by the language in which the survey was conducted.[footnoteRef:25]  [24:  Local Law 26 of 2021, https://legistar.council.nyc.gov/LegislationDetail.aspx?ID=3923896&GUID=86783671-B200-46DF-9F5F-72811EE3737E&Options=Advanced&Search.]  [25:  Id.] 

The first such annual report, released on July 1, 2022, indicated that, from April to December 2021, 52,941 total surveys were offered to New Yorkers.[footnoteRef:26] Of those, 50,089 (94.6%) were offered to English speakers, 2,266 (4.3%) were offered to Spanish speakers, and the remaining 586 (1.1%) were offered to speakers of other designated citywide languages.[footnoteRef:27] Of the 52,941 New Yorkers who were offered surveys, only 4,229 (7.9%) responded.[footnoteRef:28] 3,849 (91.0%) of the responses were received from English speakers, 272 (6.4%) were received from Spanish speakers, 58 (1.3%) were received from Mandarin speakers, 24 (0.5%) were received from Russian speakers, 12 were received from Cantonese speakers (0.2%), 11 (0.2%) were received from Korean speakers, 2 were received from Arabic speakers, 1 was received from a Haitian Creole speaker, and no responses were received from speakers of Bengali, French, or Polish (no surveys were offered to Urdu speakers).[footnoteRef:29]  [26:  See NYC311, Customer Satisfaction Surveys in Designated Citywide Languages, at 4 (July 1, 2022), https://www.nyc.gov/assets/oti/downloads/pdf/reports/311-customer-satisfaction-by-language-2022.pdf. ]  [27:  Id.]  [28:  Id.]  [29:  Id.] 

The second annual report was released in summer 2023, containing the results for surveys conducted from January to December 2022.[footnoteRef:30] In 2022, a total of 79,834 surveys were offered. Of those, 67,731 (84.8%) were offered to English speakers, 10,016 (12.6%) were offered to Spanish speakers, and the remaining 2,087 (2.6%) were offered to speakers of other designated citywide languages.[footnoteRef:31] Of the 79,834 New Yorkers who were offered surveys, only 5,660 (7.1%) responded.[footnoteRef:32] 4,759 (84.1%) of the responses were received from English speakers, 713 (12.6%) were received from Spanish speakers, 93 (1.6%) were received from Mandarin speakers, 45 (0.8%) were received from Russian speakers, 27 were received from Cantonese speakers (0.5%), 17 (0.3%) were received from Korean speakers, 4 were received from Haitian Creole speakers, and 1 was received from a Bengali speaker and a Polish Speaker, while no responses were received from speakers of Arabic or French (no surveys were offered to Urdu speakers).[footnoteRef:33]  [30:  Customer Satisfaction Surveys in Designated Citywide Languages, 2022, DOITT, https://www.nyc.gov/assets/oti/downloads/pdf/reports/311-customer-satisfaction-by-language-2023.pdf. ]  [31:  Id.]  [32:  Id.]  [33:  Id.] 

Overall, the 311 Customer Service Center reported an overall Customer Satisfaction Score, on a scale of 0 to 100, of 79 in 2022, up from 77 in 2021.[footnoteRef:34] While the history of survey responses received indicates a vast majority of people agreeing or strongly agreeing that they were satisfied with their 311 interaction, with such low levels of participation, it is hard to assess how satisfied Limited English Proficiency (“LEP”) New Yorkers are with 311, as compared to their English-speaking neighbors.  [34:  Id. ] 

The 311 translation services are available in more than 175 languages via phone according to the NYC311 website, and over 142 on the website through Google Translate service.[footnoteRef:35] The NYC311 mobile application is available only in English.  [35:  Connect with NYC311 in Other Languages, NYC311, https://portal.311.nyc.gov/article/?kanumber=KA-03540. ] 

III. LEGISLATIVE ANALYSIS
Int. No. 131
This bill would require the Commissioner of Information Technology and Telecommunications to create a specific 311 category through which the public can submit service requests and requests for information regarding noise from sirens. The category would be available on all relevant 311 platforms, including its website and mobile platforms. The Commissioner would be required to publish online three monthly reports on service requests regarding noise from sirens received by 311 in the previous month, including incident descriptions, dates, and locations.
This bill would take effect 30 days after becoming law.
Int. No. 422
This bill would require DoITT to create a separate link for rooftop activity complaints on the 311 website and mobile app, which would then provide links to further subcategories in order that each rooftop activity complaint be referred to the appropriate City agency for handling. DoITT would also be required to report annually on how such rooftop activity complaints are resolved. The bill would further require the Department of Buildings to report annually on the number of City rooftops with recreational spaces indicated on a Certificate of Occupancy or indicated on a Place of Assembly Certificate of Operation.
This bill would take effect 120 days after becoming law.
Int. No. 461
This bill would require DoITT to ensure translation of the 311 mobile application by a human translator into the designated citywide languages, and to make the translated app available for download on the NYC311 website and in app stores, by January 31, 2024. The Department would also be required to have new additions and updates to the app translated within 30 days of such changes, and to report on its compliance with these requirements annually.
This bill would take effect immediately.
Int. No. 485
This bill would require the 311 customer service center to provide assistance and information to callers relating to affordable internet programs, including but not limited to providing information on affordable internet programs, such as eligibility requirements, and instructions on how to apply for affordable internet programs.
This bill would take effect immediately. 
Int. No. 582
This bill would require DoITT to create a mobile application to support the efficient handling of 311 service requests by City employees. The mobile application would provide City employees assigned to handle 311 service requests with relevant information necessary to efficiently complete the work for the requests, and would indicate when requests have been completed. Other City agencies would provide assistance to DoITT as necessary in developing the mobile application.
This bill would take effect immediately.
Int. No. 583
This bill would require DoITT to provide a live chat option within the 311 customer service center website and mobile application, and to transit live chat logs to agency representatives or inspectors. The 311 service is accessible via phone call, website, mobile application, and text messages. However, a live chat option is not available.
This bill would take effect 120 days after becoming a law.
Int. No. 584
This bill would require the 311 call center to implement a virtual queue system that provides an estimated wait time for telephone callers. 
This bill would take effect immediately.
Int. No. 588
This bill would require 311 to accept image and video data during the intake of service requests or complaints other than those related to housing, and then to supply that data to the relevant agencies for use by their inspectors or other appropriate persons. 
This bill would take effect 120 days after becoming law.
Int. No. 589
This bill would enable persons who access the 311 website, app or phone line to be able to request that snow and ice be cleared from pedestrian bridges. This bill would also ensure that the request goes to the appropriate agency that is in charge of snow removal.
This bill would take effect 120 days after becoming law.
Int. No. 602 
This bill would require DoITT to create a new complaint function on the 311 website, telephone, and mobile device platforms to report tow trucks illegally towing vehicles immobilized due to an accident. The bill would require this new 311 function to provide the ability to upload a photograph or video with the complaint. The tow truck complaint type is currently available on the mobile device and on the website. 
This bill would take effect 120 days after becoming law.


Int. No. 626
This bill would require DoITT to ensure that the 311 mobile application and website track and have the capability to accept global positioning service, also known as GPS, coordinates when customers are submitting complaints and service requests. This bill would also require that customers give their consent before the website or app can detect their real-time location, and that they have the ability to cease sharing their data or delete previously stored data from the website or app at any time.
This bill would take effect 180 days after becoming law.
Int. No. 634
This bill would require 311 to accept image and video data during the intake of certain service requests or complaints, and then to supply that data to the relevant agencies for use by their inspectors.
This bill would take effect 180 days after becoming law.
Int. No. 640 
This bill would require that the 311 customer service center have the ability to conduct video calls. These calls would be required to use upon request standard real-time captioning services in English or the 10 designated citywide languages as defined by the Mayor’s Office: Spanish, Chinese (including Mandarin, Cantonese, and Taiwanese), Russian, Bengali, Haitian Creole, Korean, Arabic, Urdu, French, and Polish. The 311 customer service center would also be required to ensure that at all times at least three call takers fluent in American Sign Language are available. 
Currently, 311 phone operators have access to real-time translation services for use during phone calls.
This bill would take effect 180 days after becoming law.
Int. No. 673
This bill would require DoITT to add a category through which the public may file complaints, service requests, and requests for information in relation to dog runs. The category would be available on all relevant 311 customer service center platforms, including its website and mobile platforms.
This bill would take effect 30 days after becoming law.
Int. No. 820
This bill would require to allow 311 mobile application or website users to submit a request or complaint with no more than four steps.
This bill would take effect 180 days after becoming law.
Int. No. 822
This bill would require that if an agency is unable to take action on a 311 service request or complaint, the 311 customer service center must indicate in the description of the action taken on a 311 request or complaint in the 311 system that the responding agency is unable to resolve the request. The responding agency would also be required to indicate their ability to respond to a complaint or service request to NYC311. This bill would also require NYC311, in consultation with relevant agencies, to develop and implement protocols to provide proof of action taken when a responding agency resolves a 311 request for service or complaint. 
This bill would take effect immediately.
VI. CONCLUSION
The Committee seeks to hear testimony on specifics regarding past, present and future updates and technological upgrades to the 311 system, including what such upgrades entail. The Committee also looks forward to receiving testimony from the Administration, advocacy groups, and other interested members of the public on the status of the 311 system.
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Int. No. 131

By Council Members Brewer, Louis and Restler

..Title
A Local Law to amend the administrative code of the city of New York, in relation to adding a 311 complaint category for noise from sirens 
..Body

Be it enacted by the Council as follows:


2

1

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-311 to read as follows: 
§ 23-311 Siren noise complaints. The commissioner of information technology and telecommunications shall implement and maintain through the 311 customer service center of the department of information technology and telecommunications the capability for the public to file a complaint or make a request for service, or to make an information request, under the category of “noise from sirens,” including on such center’s website, mobile device platform, and any other platform on which such center routinely utilizes categories to sort complaints and requests. 
§ 2.  Beginning no later than 60 days after the effective date of this local law, and every 30 days thereafter for a total of 3 reports, the commissioner of information technology and telecommunications shall publish a report on the website of the department of information technology and telecommunications relating to complaints or requests for service received by the 311 customer service center under the category of “noise from sirens” in the immediately preceding 30 days. All data in such report shall be reported in a machine-readable format. Such report shall include a table in which each row references each such complaint or request for service, indicated by a unique identification number. Each such row shall include the following information, as well as any other information such commissioner deems appropriate, set forth in separate columns:
1. The unique identification number required under this section; 
2. A description of the complaint or request for service;
3. The date of the incident that is the subject of the complaint or request for service; and
4. The location of the incident that is the subject of the complaint or request for service, indicated by a street address or if a street address is not available by the nearest intersection.
§ 3. This local law takes effect 30 days after it becomes law.
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Int. No. 422

By Council Members Rivera, Brewer and Louis

..Title
A Local Law to amend the administrative code of the city of New York, in relation to requiring the commissioner of information technology and telecommunications to create a separate 311 category for rooftop activity complaints and to report annually regarding such complaints, and to require the commissioner of buildings to report annually regarding certain rooftop spaces
..Body

Be it enacted by the Council as follows:


1

26

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-308 to read as follows:
§ 23-308 Rooftop activity complaints. a. The department of information technology and telecommunications shall implement and maintain on its 311 citizen center website and mobile device platforms the capability for the public to file a complaint under the category of “rooftop activity complaint.” This complaint category shall contain subcategories for “noise complaints,” “public safety complaints,” and “exceeding authorized rooftop occupancy complaints” in order that each such complaint may be referred to the appropriate agency to take action as necessary to address the complaint. 
b. With respect to complaints filed pursuant to subdivision a, the public shall have the ability to submit photographic evidence or recordings supporting such complaints.
c. No later than March 31 of each year, the department of information technology and telecommunications shall submit to the mayor and the speaker of the council, and publish on the department’s website, a report on rooftop activity complaints submitted during the preceding year pursuant to subdivision a. Such report shall include the following information:
1. The number of rooftop activity complaints, disaggregated by census tract and by agency that resolved the complaint;
2. The number of hours taken to resolve each such complaint, rounded to the nearest hour;
3. The number of complaints that involved a noise issue, a safety issue, or other issue; and
4. Any other information deemed relevant by the department.
d. The department of information technology and telecommunications may consult with any other agency in preparing the reports required by subdivision c, and agencies shall cooperate with the department of information technology and telecommunications regarding requests for information necessary to prepare such reports.
		§ 2. Article 103 of chapter 1 of title 28 of the administrative code of the city of New York is amended by adding a new section § 28-103.37 to read as follows:
§ 28-103.37 Reporting regarding certain rooftop spaces. No later than March 31 of each year, the commissioner shall submit to the mayor and the speaker of the council and make available on the department’s website a report on rooftop occupancy in the city. The report shall contain the following information for the preceding year, disaggregated by census tract:
1. The number of rooftops with a roof deck, roof terrace or other rooftop recreational space indicated on a certificate of occupancy, and the building address for each such rooftop.
2. The number of rooftops that are indicated on a place of assembly certificate of operation, and the building address for each such rooftop.
3. Any other information that the commissioner deems relevant. 

§ 3. This local law takes effect 120 days after it becomes law, except that the commissioner of information technology and telecommunications and the commissioner of buildings shall take any actions necessary for its implementation, including the promulgation of rules, prior to such effective date.
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Int. No. 461

By Council Members Ung, Lee, Menin, Louis and Restler

..Title
A Local Law to amend the administrative code of the city of New York, in relation to requiring human translation of the 311 app
..Body

Be it enacted by the Council as follows:


3

28

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-311 to read as follows: 
§ 23-311 Human translation. a. Definitions. For purposes of this section, the following terms have the following meanings:
App store. The term “app store” means a mobile device platform that allows smartphone users to locate and download mobile device applications. 
Designated citywide languages. The term “designated citywide languages” has the same meaning as in section 23-1101.
b. No later than January 31, 2024, the department of information technology and telecommunications shall ensure that its 311 mobile device platforms are human translated into the designated citywide languages required pursuant to section 23-1101, and that the translated platforms are available for download on its website and in app stores. 
§ 2. Subdivisions a and b of section 23-309 of the administrative code of the city of New York are amended to read as follows:
a. Within 30 days of the effective date of a local law that the commissioner or head of any agency or office determines would provide an individual with the opportunity to make a new request for service from such agency or office, such commissioner or head shall notify the commissioner of information technology and telecommunications and the 311 customer service center of the potential need to add a request for service or complaint type to, or update a request for service or complaint type on, the 311 customer service center, website and mobile device platforms. All additions or updates pursuant to this subdivision shall be translated in conformity with the requirements of section 23-311 within 30 days of the date on which a request for service or complaint type was added or updated.
b. No later than February 1, 2024, and every February 1 thereafter, the director of the 311 customer service center shall report to the mayor and speaker of the council all requests for service or complaint types that were added to or updated on the 311 customer service center, website and mobile device platforms during the previous year in accordance with this section. Such report shall be posted on the website of the 311 customer service center and shall include (i) the date when each such request for service or complaint type was added to or updated on the 311 customer service center, website and mobile device platforms; [and] (ii) an explanation of any obstacles experienced by the 311 customer service center or relevant agency in adding such request for service or complaint types to, or updating such request for service or complaint types on, the 311 customer service center, website and mobile device platforms; and (iii) the date on which the added or updated request for service or complaint type was translated in conformity with the requirements of section 23-311.
§ 3. This local law takes effect immediately.
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Int. No. 485

By Council Members Won, Stevens, Brewer, Restler and Hudson

..Title
A Local Law to amend the administrative code of the city of New York, in relation to requiring the 311 customer service center to provide assistance relating to affordable internet programs
..Body

Be it enacted by the Council as follows:


1

29

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-308 to read as follows:
§ 23-308 Affordable internet programs. a. Definitions. As used in this section, the term “affordable internet program” means a program that provides discounts to households to help pay for broadband internet service or internet connected devices.
b. The 311 customer service center shall provide assistance relating to affordable internet programs to individuals who call the 311 customer service center. Such assistance shall include, but need not be limited to, providing information on affordable internet programs, including eligibility requirements for such programs, and instructions on how to apply for affordable internet programs.
§ 2. This local law takes effect 30 days after it becomes law.
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Int. No. 582

By Council Members Dinowitz, Louis and Restler

..Title
A Local Law to amend the administrative code of the city of New York, in relation to creating a mobile application to support the efficient handling of 311 service requests by city employees
..Body

Be it enacted by the Council as follows:


1

32

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-308 to read as follows:
§ 23-308 Mobile application to support efficient handling of 311 service requests. a. Definitions. For purposes of this section, the following terms have the following meanings:
311 service request. The term “311 service request” means a request for service or a complaint submitted to the 311 customer service center.
Department. The term “department” means the department of information technology and telecommunications.
Mobile application. The term “mobile application” means a type of application software designed to run on a mobile device, such as a smartphone or tablet computer.
b. Mobile application required. No later than 180 days following the effective date of the local law that added this section, the department shall create a mobile application that may be used by a city employee in carrying out work to respond to a 311 service request. At a minimum, the mobile application shall be designed:
1. To provide a city employee to whom a 311 service request is assigned with relevant information necessary to complete the work for the 311 service request; and
2. To indicate when a 311 service request has been completed.
c. Assistance of other agencies. In developing the mobile application required by subdivision b, the department shall consult with agencies responsible for carrying out 311 service requests, and such agencies shall cooperate with, and provide assistance to, the department as necessary in developing such application.
d. Privacy protections. 1. The mobile application required by subdivision b shall not:
(a) Retain internet protocol addresses or data regarding the device operating system;
(b) Have access to data or information stored on the mobile device; 
(c) Have access to microphones, cameras or Bluetooth on the mobile device; or
(d) Be able to activate or deactivate Wi-Fi on the mobile device.
2. Any data collected by such mobile application shall not be retained for more than six months from the date of completion of the applicable 311 service request. 
§ 2. This local law takes effect immediately.
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Int. No. 583

By Council Members Dinowitz, Hanif, Gennaro, Louis and Hudson

..Title
A Local Law to amend the administrative code of the city of New York, in relation to requiring the 311 customer service center to provide live chat functionality
..Body

Be it enacted by the Council as follows:





1


33

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-312 to read as follows:
§ 23-312 Service requests or complaints; live chat. Any website or mobile device application used by the 311 customer service center for the intake of 311 requests from the public shall be capable of live chat functionality in connection with all requests for service or complaints. Such live chat functionality shall include, at minimum, a text-based instant messaging service that allows for synchronous written communication with a natural person. The department of information technology and telecommunications shall transmit live chat logs to relevant agencies and shall make such logs available to inspectors or other relevant persons within such agencies.
§ 2. This local law takes effect 120 days after it becomes law.
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Int. No. 584

By Council Members Dinowitz, Hanif, Gennaro, Brewer, Louis and Menin

..Title
A Local Law to amend the administrative code of the city of New York, in relation to providing an estimated wait time to 311 call center customers
..Body

Be it enacted by the Council as follows:


2

35

Section 1. Subdivision a of section 23-302 of the administrative code of the city of New York, as added by local law 29 for the year 2011, is amended to read as follows: 
§ 23-302 High call volume protocol. a. No later than [September 30, 2011] August 31, 2023, the 311 customer service center shall implement a protocol for responding to high call volume. Such protocol shall include, but not be limited to, (i) a system to efficiently and effectively answer, direct and track all calls; (ii) increased utilization of automated telephone messages, short message services, social media, email alerts, and the city's website to disseminate information and to reduce non-critical information requests; [and] (iii) a plan to ensure adequate staffing both in anticipation of, and in response to, high call volume incidents; and (iv) a virtual queue system that provides estimated wait time to callers.
§ 2. This local law takes effect immediately.
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Int. No. 588

By Council Members Dinowitz, Louis, Riley, Joseph, Brewer, Ung, Sanchez and Menin

..Title
A Local Law to amend the administrative code of the city of New York, in relation to 311 transmitting image and video data for service requests or complaints
..Body

Be it enacted by the Council as follows:


1

37

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-308 to read as follows:
§ 23-308 Service requests or complaints by video or photograph. Any website or mobile device application used by the 311 customer service center for the intake of 311 requests from the public shall be capable of receiving image and video data in connection with all requests for service or complaints other than those relating to housing. Such data shall be transmitted to an agency as appropriate and be made available to inspectors or other relevant persons within such agencies.
§ 2. This local law takes effect 120 days after it becomes law.
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Int. No. 589

By Council Members Dinowitz, Williams, Hanif, Gennaro, Menin, Restler and Hudson

..Title
A Local Law to amend the administrative code of the city of New York, in relation to requiring that 311 allow persons to request snow and ice removal on pedestrian bridges and that those reports be routed to the appropriate agency
..Body

Be it enacted by the Council as follows:

	

1

39

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-311 to read as follows:
§ 23-311 Reporting snow and ice conditions on pedestrian bridges. The department of information technology and telecommunications shall create a mechanism for persons using the 311 app, 311 website, and 311 phone line to report snow and ice conditions on pedestrian bridges, and for such reports to be routed to the appropriate agency.
§ 2. This local law takes effect 120 days after it becomes law, except that the commissioner of information technology and telecommunications shall take all actions necessary for its implementation, including the promulgation of rules, prior to such effective date.
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Int. No. 602

By Council Members Holden, Yeger, Louis, Ariola, Paladino and Vernikov

..Title
A Local Law to amend the administrative code of the city of New York, in relation to reports of illegal towing to 311
..Body

Be it enacted by the Council as follows:


1

41

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-308 to read as follows:
§ 23-308 Complaints related to tow trucks. The department of information technology and telecommunications shall implement on its 311 citizen service center website, telephone and mobile device platforms the capability to file a complaint reporting a tow truck company that tows an immobilized vehicle in violation of paragraph 2 of subdivision b of section 20-518. Such option shall allow the complainant to include a photograph or video when submitting a complaint through such 311 website and mobile device platforms.
§ 2. This local law takes effect 120 days after it becomes law.
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Int. No. 626

By Council Members Powers, Dinowitz and Louis

..Title
A Local Law to amend the administrative code of the city of New York, in relation to the use of global positioning system coordinates for 311 complaints and service requests
..Body 

Be it enacted by the Council as follows:


2

44

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-311 to read as follows: 
§ 23-311 Location data. a. Definitions. For purposes of this section, the following terms have the following meanings:
Department. The term “department” means the department of information technology and telecommunications.
GPS. The term “GPS” means the global positioning system, or a comparable location tracking technology, that uses navigational satellites to determine a location in real time and is capable of collecting, storing, and transmitting geographical data. 
b. GPS data. The department shall ensure that the 311 website and mobile device platforms have the ability to track and accept GPS data for the purpose of pinpointing the location of a complaint or request for service on a map. 
c. Privacy and security of information. 1. The department shall ensure that customers are prompted to allow or disallow real-time location sharing each time they open the website or mobile device platform. 
2. Except where otherwise required by federal, state, or local law, GPS location data collected pursuant to this section shall be kept confidential by the department, and shall be used or disclosed by the department solely for purposes related to providing 311 services in response to complaints and service requests submitted through the 311 website or mobile platforms. 
3. The department shall ensure that the 311 website and mobile device platforms give customers the ability to stop, at any time, the website or mobile platform from detecting or tracking real-time location and to delete previously recorded GPS location data from their 311 accounts on the website or mobile platform.
§ 2. This local law takes effect 180 days after it becomes law.
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Int. No. 634
By the Public Advocate (Mr. Williams) and Council Members Louis and Hudson

..Title
A Local Law to amend the administrative code of the city of New York, in relation to 311 transmitting image and video data for housing service requests or complaints
..Body

Be it enacted by the Council as follows:
	Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-308 to read as follows:
§ 23-308 Housing service requests or complaints. Any website or mobile device application used by the 311 customer service center for the intake of 311 requests from the public shall be capable of receiving image and video data in connection with all requests for service or complaints for either the department of buildings or the department of housing preservation and development. Such data shall be transmitted to each such agency as appropriate and be made available to inspectors or other relevant persons within such agencies.
§ 2. This local law takes effect 120 days after it becomes law.
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Int. No. 640

By the Public Advocate (Mr. Williams) and Council Members Dinowitz, Hanif, Brewer and Louis

..Title
A Local Law to amend the administrative code of the city of New York, in relation to requiring the 311 customer service center to accept requests for service and complaints using video call functionality
..Body

Be it enacted by the Council as follows:





47


48

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-311 to read as follows:
§ 23-311 Service requests or complaints; video functions. a. The commissioner of information technology and telecommunications shall ensure that any website or mobile device application used by the 311 customer service center for the intake of 311 requests from the public is capable of video call functionality in connection with all requests for service and complaints. 
b. Any video call taken pursuant to this section shall have the ability to be displayed with communication access real-time translation or similar captioning in English and, upon request and if technically feasible, each of the designated citywide languages as defined in section 23-1101. At all times the 311 customer service center shall have at least 3 call takers fluent in American Sign Language available for such video calls.
c. If the 311 customer service center records a video call in which a request for service or complaint was made, the department shall make such recording or a transcript thereof available to inspectors or other appropriate employees or contractors of relevant agencies. Such recordings or transcripts shall be kept in accordance with any applicable data retention policies of the department of information technology and telecommunications.
d. This section shall not be construed to require the 311 customer service center to record a video call in which a request for service or complaint is made, nor to prohibit such center from accepting a request for service or complaint by means other than a video call, at the requestor’s or complainant’s option.
§ 2. This local law takes effect 180 days after it becomes law.
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Int. No. 673

By Council Members De La Rosa, Restler, Cabán, Hanif, Gennaro, Gutiérrez, Brewer, Ayala, Ossé, Louis, Marte, Narcisse and Banks

..Title
A Local Law to amend the administrative code of the city of New York, in relation to adding a 311 complaint category for dog runs
..Body

Be it enacted by the Council as follows:


48

49

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-311 to read as follows: 
§ 23-311 Dog run complaints. a. Definitions. For the purposes of this section, the term “dog run” means an enclosed area of a park in which a pet dog, accompanied by the owner of or person supervising such dog, is permitted to engage in leisure activity without use of a leash or other restraint.
b. The department of information technology and telecommunications shall implement and maintain through its 311 citizen service center the capability for the public to file a complaint, service request, or information request under the category of “dog runs,” including on its website, mobile device platforms, and any other platform on which the center routinely utilizes categories to sort complaints and requests.
§ 2. This local law takes effect 30 days after it becomes law.
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Int. No. 820

By Council Members Holden, Brannan, Borelli and Paladino

..Title
A Local Law to amend the administrative code of the city of New York, in relation to the number of steps to submit service requests or complaints on the 311 website and mobile application
..Body

Be it enacted by the Council as follows:


50

51

Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-308 to read as follows:
§ 23-308 Service requests or complaints. Any website or mobile device application used by the 311 customer service center for the intake of service requests or complaints from the public shall allow the direct submission of such request or complaint by a member of the public with no more than four steps to input such request or complaint.
§ 2. This local law takes effect 180 days after it becomes law.
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Int. No. 822

By Council Members Holden, Gennaro, Brannan, Borelli and Paladino

..Title
A Local Law to amend the administrative code of the city of New York, in relation to requiring the 311 customer service center to indicate that an agency is unable to respond to a service request or complaint and implement protocols providing proof of action
..Body

Be it enacted by the Council as follows:
52

53


Section 1. Chapter 3 of title 23 of the administrative code of the city of New York is amended by adding a new section 23-311 to read as follows: 
§ 23-311 Agency response to service requests and complaints. a. If an agency that receives a request for service or complaint through the 311 customer service center is unable to take action on such request for service or complaint within 24 hours, the 311 customer service center shall indicate in the description of the action taken on such request for service or complaint that the responding agency is currently unable to respond to the request for service or complaint. The responding agencies shall indicate to the 311 customer service center if they are unable to take action on a request for service or complaint.
b. The 311 customer service center, in consultation with relevant agencies, shall develop and implement protocols for responding agencies to provide proof of any action taken by the responding agency once a request for service or complaint is resolved. The responding agencies shall provide proof to the 311 customer service center of any action taken pursuant to protocols developed pursuant to this subdivision. 
§ 2. This local law takes effect immediately.
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