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What is Cognos?

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
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:

Increasing service team productivity
Proactively monitoring the service performance 
trends – SLA’s
Measuring customer satisfaction results
Increasing operational efficiency
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Achieving Government 
Performance Monitoring (GPM)
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Roadmap to GPM
Data is just data, transforming data into 
meaningful information

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

Benchmarking performance information
Know what was performed, and scheduled to be 
done

Proactive (Manage by Fact)
Eliminate Guess Work
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Sample Dimensions of 311 Data…

Top 10 requested City
servicesPercent of SR’s completed on

time for citizen

Sorted by Council district, 
police beat, service area, etc. Number of SR’s Open

Number of SR’s created

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

Click to see more 
detail for Central 

Service Area



8

Sample Reports

Click to see 
more detail for 
#1 Requested 

Service
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Sample Reports (cont’d)
Click to see 

actual Citizen 
Service 
Request
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Summary
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Q&A

We want your input on the information 
you need from 311
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