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ATL311 is the City of Atlanta’s primary contact
channel for non-emergency services and

information.
Core Service Support Areas:

Business Licenses

Water and Sewer

Garbage, Recycling and Graffiti

Housing and Buildings (e.g., Permitting, Zoning, etc.)

Municipal Court, Public Safety, and Code Enforcement

Parks, Trees, Recreation, and Events

Streets, Sidewalks, Traffic, and Parking

Supportive Services (PAD, Housing Referrals & E-911 Non-Emergency)

O NOUAEWNE

Operating Hours: Monday-Friday 7am-12am
¢ FIFA Activation Dates: June 21st 11:30a-5p & June 27th 7p-12a

Omni-Channel Access

Dial 3-1-1 or 404-546-0311 Fax 404-221-9518

Email ATL311@atlantaga.gov Social Media Platforms

IVR, ATL311 Chatbot, Live Agent Chat &
Mobile App

www.ATL311.com
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Ca" v0|ume (7/7am - 12am)
January-April 2025 & 2026
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CSC: Customer Service Center
SSDT: Supportive Services Delivery Team
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Evening Shift Ca" v0|ume (7:00pm - midnight)

January-April 2025 & 2026

CSC

3,287 3,186

2,345

2,291

Calls Handled

Calls Presented

B JAN-APR 2025 ® JAN-APR 2026

_ JAN-APR 2025 | JAN-APR 2026 | % Change (+/-)

SSDT

516
452
] I

Calls Handled

Calls Presented

m JAN-APR 2025 m JAN-APR 2026

_ JAN-APR 2025 | JAN-APR 2026 | % Change (+/-)

Service Level % 95.80% 94.26% 1.54% Service Level % 98.53% 89.06% 9.47%
Avg Queue 0:00:11 0:00:15 4s Avg Queue 0:00:17 0:00:21 4s
Time Time
Avg Handle 0:08:34 0:09:35 1:01m Avg Handle 0:05:04 0:04:55 49s
Time Time
ATL The expanded service hours for SSDT support commenced in April 2025.
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Top 3 Cases From All Channels

January-April 2025 & 2026

JAN-APR JAN-APR % Change DEE JAN-APR JAN-APR % Change
nforcemen

Account Information For Active Water And Sewer Account 11,225 8,110 28% Code Enforcement General Information 1,196 1,139 5%
DWM - Payment Information for Active Water and Sewer 5546 3,665 34% Code Enforcement - Junk, Trash, and Debris-PRIVATE PROPERTY 547 479 12%
Account ONLY
DWM - How to Request 2” Adjlé§lt|ment to Your Water and 3,930 4,159 6% Code Enforcement - Junk Vehicle Violation (Private Property) 387 165 57%
ewer Bi
JAN-APR JAN-APR % Change JAN-APR JAN-APR % Change
2025 2026 (+/-) 2025 2026 (+/-)
Bulk Collection Request 6,564 6,031 8% Business Occupation Tax Certificate Renewal - City of Atlanta 3,894 4,189 8%
Missed Residential Garbage 3,084 3,075 Registering a New Business in the City of Atlanta 1,590 2,421 52%
Damaged Garbage Cart Repair or Replacement 2,767 2,564 7% Final/Close Business 533 814 53%
JAN-APR JAN-APR % Change JAN-APR JAN-APR % Change
| Failed to Appear at Court 7,366 9,272 26% Potholes 2,342 2,021 14%
When is my court date and time? 7,855 8,240 5% Non-Emergency Traffic Signal Repair 855 1,408 65%
How much is my court fine and how do | pay? 4,633 7,795 68% Emergency Traffic Signal Repair 972 480 51%

. . JAN-APR | JAN-APR | % Change . JAN-APR | JAN-APR | % Change
Supportive Services/PAD S (+/-) Top Services (Chatbot/IVR) S 2026 (+/)
679 495

Housing Help Center 27% DWM - Report a Leaking or Broken Water Meter 315 249 21%

Policing Alternatives & Diversion Initiative PAD - Basic

Needs 261 355 36% Missed Residential Garbage 253 231 9%

City of Atlanta Emergency Shelter Referrals 215 290 35% Damaged Garbage Cart Repair or Replacement 234 169 28%
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Fulfillment Cases Closed w/in Service Level Agreement (SLA)
January - April 2025 and 2026

ATL
311
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Department * Total Cases SLA % Change (+/-)

2025 2026 SLA

DPR - Department of Parks and Recreation 1,676 1,203 29% 59% 30%
APD - Code Enforcement 1,329 174 28% 54% 26%

MUN - Municipal Court 229 243 51% 77% 26%
ATLDOT - Atlanta Department of Transportation 6,861 5,042 23% 31% 8%
DPW - Department of Public Works 30,297 29,017 75% 82% 7%

DOF - Department of Finance 2,785 1,714 89% 77% -12%

DWAM - Department of Watershed Management 17,294 11,908 67% 49% -18%

* Total Cases includes all Fulfillment cases with an SLA date
(including resolved late + active late + resolved met)




Case Hotspots by District 2025 -2026 | Jan to Apr

2025| District Hotspots

Top 10 Knowledge Articles (KA) Total Cases per KA Topic
Potholes
Missed Residential Garbage 36 20 30 27 34 28 37 37 24 23 29 371
Cart Pick Up 30 23 15 15 34 33 29 34 21 18 16 312
Missed Yard Trimmings 28 15 23 16 35 25 30 32 29 16 16 27 292
Solid Waste Education and Enforcement Team (SWEET) Investigation Request 26 18 20 34 26 13 18 19 28 24 22 31 279
Damaged Garbage Cart Repair or Replacement 21 19 18 16 23 30 31 29 22 24 26 15 274
lllegal Dumping 30 16 29 35 21 12 3 7 34 29 16 30 262
Bulk Collection Request 18 20 22 17 29 18 20 16 24 22 24 16 246
Missing Garbage Cart 27 20 16 19 31 25 22 16 16 20 11 21 244
Missing Recycling Cart 28 20 14 24 32 23 14 15 16 16 8 20 230

Total Cases Per District

2026 | District Hotspots

Top 10 Knowledge Articles (KA) Total Cases per KA Topic

Damaged Garbage Cart Repair or Replacement
Missed Residential Garbage 415
Potholes 33 17 26 26 3%
Damaged Recycling Cart Repair or Replacement 34 28 22 17 354
DWM - How to Request an Adjustment to Your Water and Sewer Bill 30 27 27 23 24 26 28 33 31 36 339
Non-Emergency Traffic Signal Repair 25 22 34 34 25 26 29 22 17 21 325
Missing Garbage Cart 27 27 30 18 17 25 25 27 24 24 314
Bulk Collection Request 20 18 30 27 22 22 32 31 29 26 307
Cart Pick Up 16 18 33 26 27 27 23 20 25 20 289

Missed Yard Trimmings

Total Cases Per District

ATL
311



Top 5 Case Call Types Over 5 Calendar Years

2021 - 2026

Call Types 5 Year Analysis

40,000
35,000
30,000
25,000
20,000
15,000
10,000
5,000
0
Account Information For ~ When is my court date and | Failed to Appear at Court  Bulk Collection Request ~ How much is my court fine  Property Owner or Renter DWM - Payment Business License Renewal-
Active Water And Sewer time? and how do | pay? Request to Establish New Information for Active City of Atlanta
Account Water and Sewer Bill Water and Sewer Account

Account Services

m 2021 m 2022 m 2023 m 2024 W 2025 m JAN-APR 2026

Call Types 5-Year Analysis

Call Types 2022 2023 2024 2025 JA;‘ O-QGP R Grand Total

Account Information For Active Water And Sewer Account 10,536 m 131,040

When is my court date and time? 12,275 120,877

| Failed to Appear at Court 110,626

Bulk Collection Request 16,315 101,541

How much is my court fine and how do | pay? 65,612

Property Owner or Renter Request to Establish New Water and Sewer Bill Account Services 16,308 16,308
DWM - Payment Information for Active Water and Sewer Account 15,777 | 15,777

Business License Renewal-City of Atlanta 15,226 15,226

ATL * . . .
311 Call type is based on assigned Knowledge Article 8



Back Office Stats January-April 2025 & 2026

Cases Processed Per Department Cases Per Channel

0] 0]
ATLDOT Chatbot Mobile

Jan-Apr 2025 812 Jan-Apr 2025 322 464
Jan-Apr 2026 1,165 Jan-Apr 2026 221 1




Escalation Cases Processed January-April 2025 & 2026

Escalations Per Department Escalation Type Per Department
January-April 2026

DPW }

ATLDOT }

DPR }

0% 40% 60% 80% 100%
' ' ATLDOT ' DPW ’
Outside SLA ' ' 360 ' 289
Premature CIosure- 0] - 43 - 414
Safety Hazard - 0] - p - 0

DPW ATLDOT Total Cases
Jan-Apr 2025 809 338 1,205
Jan-Apr 2026 703 405 1,157

An escalation is processed if a service request is outside of SLA, closed prematurely or has turned into a hazardous situation.
**Escalation type tracking was introduced on July 1, 2025, to capture premature closures across all departments. Therefore, data from prior years is not available.**




Social Media Stats

January-April 2025 & 2026

Cases Processed Per Department

Messages Received Per Platform

ATLDOT

Jan-Apr 2025 369

Jan-Apr 2026 599

Jan-Apr 2025

Instagram

Facebook

SeeClickFix

Nextdoor

Reddit

Total
Messages

Total Followers

—

f

©

352

222

38

12 0 968

Jan-Apr 2026

868

492

19

12 6 1,844

Facebook

Instagram

Jan-Apr 2025

3,493

9,381

Jan-Apr 2026

3,727

11,400

ATL311 Twitter Channel
is outstanding and very
effective. Quickest way
to interact with ATL311

This has been the best and
easiest path to connect with
311. The communication
has been quick, professional
and reliable.

ATL311 representative
are extremely helpful
and very
knowledgeable... they
never disappoint

Instagram is the best kept secret
to get potholes handled in the
city. So fast and efficient.
Literally the best.




Year over Year Post Call Survey
January - April 2025 and 2026

ATL
311
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JAN FEB MAR APR
I Survey Response 2025 I Survey Response 2026 YOY % Change(+/-)
Total Surveys Response Total Surveys
Month Total Survey Sent y P Total Survey Sent y Response Rate
Response Rate Response
JAN 29,309 6,129 21% 31,995 8,188 26% 5%
FEB 28,588 6,201 22% 29,581 7,249 25% 3%
MAR 26,374 5,641 21% 31,836 8,541 27% 5%
APR 28,790 6,568 23% 26,777 6,920 26% 3%
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Human Resources and Budget Overview

Department of Customer Service-ATL311

Total Positions as of

April 30, 2026 Positions Filled Filled Rate % Total Vacant Positions Total Vacancy Rate %
136 122 89% 15 11%
FY26 Employee Tenure Information FY26 Budget Performance as of 3/30/26
# of Attrition Fundin
as of # of Employees Years of Service Cut 'ng Starting Funding Expenditures % Remaining
4/30/26 ategory

20+ Years Personnel $4,201,704 $3,280,776 12%

- 28 10+ Years Operating $181,276 $49,306 73%

5 87 0-9 Years Total $4,382,980 $3,330,082 14%

ATL
311 13



Technology Project Enhancements

Completed:

Calabrio WFM Upgrade Q2 FY2é6
Zammo Chatbot Upgrade Q2 FY2é4
Calabrio Bot Analytics Q2 FY2é

MS Dynamics Sprints Phase | Q3 FY26
ConnectPath — Dynamics/Outlook
Integration Q3 FY26

In Flight:

ConnectPath Dynamics/Outlook Post
Go-Live Open Issues Troubleshooting
Calabrio HRMS Integration

Calabrio Enterprise Upgrade
Customization Planning
ConnectPath — SMS & WhatsApp
Project Pre-Planning

Upcoming:

Al Kiosk Phase Il

Al Conversational Intelligence
Agent

ConnectPath-Al Enhancements
ATL311 Portal Monitoring

Social Media Engagement Tool

CONNECTPATH - SMS AND WHATSAPP INTEGRATION

CALABRIO ENTERPRISE UPGRADE

CONNECTPATH-AI ENHANCEMENTS

CALABRIO HRMS

MS DYNAMICS SPRINTS

CONNECTPATH - OUTLOOK/DYNAMICS INTEGRATION

0%

0%

0%

|
10%

20%

30%

40%

50%

60% 70% 80% 90% 100%

On Track

Project Health

© @

Some Variance Off Track




311 Engag

We are just a click
or call away.
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One Source
for City
Services
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