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What iIs Cognos?

m Cognos software allows City staff to create
and distribute reports on data from the
many different information systems
serving the City of Dallas’ service
departments.
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Goal

m Improve Our Performance Management
Objectives for Delivery of City Services

The purpose of Cognos Is to support
centralized visibility of City-wide service
organizations and activities to aid:

m Increasing service team productivity

m Proactively monitoring the service performance
trends — SLA’s

m Measuring customer satisfaction results
m Increasing operational efficiency
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Achieving Government

Performance Monitoring (GPM)
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Roadmap to GPM

m Data Is just data, transforming data into
meaningful information

Accurate & Timely Data
Access to Service Information at our finger tips

m Benchmarking performance information

Know what was performed, and scheduled to be
done

m Proactive (Manage by Fact)
Eliminate Guess Work



Sample Dimensions of 311 Data...

Percent of SR’s completed on
time for citizen

-

Top 10 requested City
services

Sorted by Council district,

police beat, service area, etc._-

Number of SR’s created /

Number of SR’s Open

Average days to close SR
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Sample 311 Performance Reports
Service Count by Service Area

) City of Dallas s by fenice v

Maortheast (2 Marthwest (3]

MNarth Central
Gl

Central (1)

Click to see more
detail for Central
Service Area

Southwest (4/—‘

Service Ar= Service Request Count Percent of Total

20,798 7.4%
Morth Central (&) 23,554 2.3%
Mortheast (20 37,459 13.3%
Morthwest (5 30,295 10.7%
Southeast (3 &3, 140 24.2%
Southwest (4} £3,533 22.5%
Lnknown 358,351 13.6%

Total 282,130



ample Reports

:
@ City of Dallas

Top 10 Services
SR Type

Service

Request Count

High Weeds - DCC 1,674
Litter - DEC 1,017
Roll Cart - SaN 877
Dead Animal Pick Up - SaN 871
Eire Inspection - DED 689

Service Level Performance Report For Central (1) Service Area
From 2004-10-01T00:00:00,000 o 2005-08-15700:00:00,000

Bulky Trash Violations - DCC Yy

Street Spillage/Debris in Rif

Way-Hazardous-5TS

Click to see

Substandard Structure - 0

more detail for

Parking - Unapproved Surf3
Evefieekends - DCC

Garbage - Missed - SAN

#1 Requested

\___Service

Summary - All Services Requested

Total

Service

Request Count Closed

% Closed
On Time

Total Closed
On Time

Total
Open

20,798

19,468

1,330 17,781 85.5%

Service
W HighWeeds- DCC
Litter- DCC
W Roll Cart - SAN
Dead Animal Pick |
M Fire Inspection -
B Bulky Tragpus

Parking - Unapprov
Garbage - Missed -

SR Count

DI

Monthly Trend of Services Requested

0
P

% On Time

Month

Monthly Trend of % SRs Closed On

@ City of Dallas

Performance on SRs Created During the Reporting Period

Row
Number

Top Services Requested

SRs

Open

Created SRs

Avg Total

Days
to
Close

% of

[losed SRs

Closed

Total
Closed
On
Time

Service Level Performance Report For Central (1) Service Area
From 2004-10-01T0000:00,000 t 2005-08-19700:00.00.000

On
Time

gk Weeds - DOC 592.9% 91.3%

Litter - DCC L0753 | 49 |925% |38 [ 179 | 964 | 048% | 864 | B9.6%
3 Rol Cart - SAN @769 | 20 (200% | 12| 143 908 |921% | 432 | 3BT%
4 Dead Animal Pick Up - SAN a1 0 0 1 (01| 871 |1000%) 265 | 99.3%

Fire Inspection - OFD 608 | 66 | 62 [939% | 80 | 197 | 623 |904% | 604 | 970%
£ Bulky Trash Yinlations - DCC 678 | 2 | 1 |S00% | 14 |30 | 676 | 997% | 638 | M4d%
7 Street Spillage/Deris in Right of WayHazardous-5T5| 658 | 0 | 0 1|03 | 63 |1000%)| €51 |99.2%
g Substandzrd Struchure - DCC 637 | 405 | 405 (1000%| 363 | 546 | 232 | 364% | 232 | 100.0%
g Parking - Unapproved Surface - Evefieekends -DCC | 538 | 0 | O 1402 | 538 |1000%| 536 | 996%
10 Garbage - Missed - SAN 07 4 3o(A0% 12 L1 303 | 992% | 303 |100.0%
11 Chstruction Alley/Sidewale/Street - DCC 01|60 | 38 (%7% | 60 | 214 | 441 |BB0% | 423 | 059%
12 Pothole - Hazardous-5TS 495 0 0 1| 00| 496 |1000% 493 | 994%
13 dnimal - Confined - DCC e 0| 3| 08 | 439 |1000%| 43 | 991%
14 24 Hour Parking/Parking Yidlations - DPD 3 |18 | U (6L1% [ 10|53 | 387 |952% | 319 |0894%
13 #nimal - Loose - DCC 3B | MW | I O[6B5% |43 |30 264 |[EB30% | 198 | T5O%
16 &nimal - Loose Aggressive - DCC 01 I I 3100|301 |1000%| 300 |997%
17 Traffic Sig - Mainterance (Other) - PWT 200 1 1 |1000%) 60 | 138 | 279 | 996% | 28 | 996%
18 Ulegal Garbage/Placerment - DCC 213 7 7 |1000%| €0 | 154 | 2 | 973% | 267 | 9B2%
19 Junk Mator Yehicle - DCC 0 |0 | 9 (9%7% | 16|33 | M40 [B39% | 26 | M2%
a0 Sireet Repalr - Routine-5T5 0|18 | 17 [%4% | 10| 169 | 42 |931% | 233 | 983%




Sample Reports (cont’d)

- . .
T c t f D ” Service Level Performance Detail Report
Dii.)) ity of Dallas =05 5

05-0024 2590 O-0PEM Aug 9, 2005 Aug 9, 2005
0S-00240828 CI ? k t O-OFEM AUg 9, 2005 Aug 9, 2005
05-00243359 IC O See O-CPEM Aug 3, 2005 Aug 9, 2005
05-00240023 0n0 O-OPEM Aug 3, 2005 Aug 9, 2005
05-00250658 Citizen stated aCtu a.I C Itl Ze n | itter. O-OPEM Aug 10, 2005 4ug 10, 2005
05-00250225 . C-CLOSED Aug 12, 2005 fug 10, 2005
05-002508s SerVICe address. (gaj made the corrections@11:41am) C-CLOSED Aug 12, 2005 Aug 10, 2005
05-00250225 O-CPEM Aug 10, 2005 Auwg 10, 2005
05-00251325 ALL THE W Req u e St / O-OPEMN Aug 10, 2005 | Aug 10, 2005
0500251401 C-CLOSED Aug 11, 2005 Aug 10, 2005
0500251411 [ — C-CLOSED Aug 10, 2005 4ug 10, 2005
05-00251418 :=: C-CLOSED Aug 10, 2005 Aug 10, 2005
05-00251455 C-CLOSED Aug 10, 2005 Auwg 10, 2005

05-00251485 .
e ) = equest History by Address Report
e Dii‘?')) City of Dallas:

O5-0025149<

Address
05-0025150: 3704 BRYAN DCC151 - High Weeds - DCC

Service Request History

05-0025151: Service Request
D
05-00251721
S August 10, CREATED O-0PEMN SR # 05-00250231 has been created,
2005
August 10, COMMCHG C-OFPEMN Comments - FROM: TO: 08/10/05: ci called back to give correct address, he gave wrong address. (gaj made the corrections)
2005
August 10, COMMCHG C-OFEM Comments - FROM: 08/10,/05: ci called back to give correct address, he gave wrong address, (gaj made the corrections) TO:
2005 08/10/05: ci called back to give correct address, he gave wrong address. {gaj made the corrections@11:41am)
August 12, STATSCHG C-CLOSED Status - FROM: Open TO: Closed
2005 Status Date - FROM: ALG 10, 2005 11:39 AN TO: ALG 12, 2005 11:14 AR
August 12, CLOSED C-CLOSED Service Request Closed - FROM: Open TO: Closed,
2005 Status Date - FROM: AUG 10, 2005 11:39 AM TO: AUG 12, 2005 11:14 AM
Activity Due Date | Completed
Date
CLOSECAS SHELTA TaYLOR Aug 12, DCCSRRED Mone
2005
DCCIMNSPS Aug 20, Aug 11, DCCWYIoLT 21105 vacant lot will refer to owen
2005 2005 wiood neighborbood to cut/st/ffno
SIRELES TETHLETR activity to refer/fhave emailed
chaney for assistance/st
DCCRACLZ SHELIA TAYLOR. MNone
DCCHACZ SHELIA TAYLOR Mone
DCCMACS SHELTA TAYLOR Aug 12, DCCPERSD 81105 called rmr frout and left
2005 message;/st
DCCHACE Aug 25, Aug 12, DCCMMC Mone
SHELIA TAYLOR Sons S00s
REFERREDQ Aug 12, DCCHMCRE 21205 referral to owen
SRELES TERALER 2005 neighborbood group /st
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Summary

Visibilit
SIDELY Accountability

City-wide l

Business
Intelligence

City-wide
Scorecarding

Predictability

7

City-wide
Planning

10



Q&A

We want your input on the information
you need from 311

11
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