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Intro to Open311

Philip Ashlock | Open3ll.org | AGCCP May 2012






Open311



Open311is not a product

nor is it a specific piece of software



Open311is a specification

When people say “Open311” they're talking
about the written specification - or instances
where tools implement the specification.

The written specification for the Open311 GeoReport v2 APl is
http://wiki.open311.org/GeoReport v2



http://wiki.open311.org/GeoReport_v2
http://wiki.open311.org/GeoReport_v2

alélé GeoReport v2 - Open311 Wiki

<l.open3ll.org

GET Service List
Purpose provide a list of acceptable 311 service request types and their associated service codes. These request types can be unique to the city/jurisdiction.
URL hitps:/IAPI endpoint)/services.[format)
Sample URL hitps://api.city.gov/deviv2/services.xml?jurisdiction_id=city.gov
Formats XML (JSON available if denoted by Sen\
HTTP Method GET

Requires APl Key No

Required Arguments

Field Name Description Notes & Requirements

jurisdiction_ id

Response

Field Name Description Notes & Requirements
services 4

service 1

service_code The unique identifier for the service request type




Open311is a protocol

This particular kind of protocol is a web API
(Application Programming Interface)

Specifically, the Open311 GeoReport v2 APl is a
web-based API that allows different applications
to view and create 311 service requests.



Open311is a standard

Just as with other standards-based things like
the web or email, Open311 is a technical standard
that many different products and services can

support.

If they comply with the standard, the tools are
interoperable and can be used interchangeably.






1. Open311 encourages 311 data to
be open to the public

2. Upen311is anopen standard so
anyone is free to use it without
licenses, permission, fees, etc



What is open 311 data like?



311 Online Service Request Map

nyc.gov

Residents | Business | Visitors | Government | Office of the Mayor | Search | Email Updates | Contact Us
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Appeared in “What a Hundred Million Calls to 311 Reveal About New York” by Steven Johnson in Wired Magazine
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HeyGov!

neygov.com

LM - Request Service
San Francisco |

Search
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Some Recent History



Potholes and Water - Viewing a problem :: FixMyStreet

fixmystreet.com

@) FixMyStreet

Potholes and Water

Reported in the Potholes category by Andy GRiffiths at
17:42 today

Sent to Stirling Council 2 minutes later

There are several potholes at the junction of Milndavie road
and Old Mugdock road on the east side of the junction.
There is also water ponding across the road from the field
which in cold weather freezes and is a serious hazard.;

Provide an update

Please note that updates are not sent to the council. If you leave your
name it will be public. Your information will only be used in

accordance with our privacy pol

Update:

Milndavie
Farm

OUR SITES

'
N
)

MILNDAVIE" e
] [ 8045~

| |
Contains Ordnance Surpey data ¢

Crown copyright and uaictba:"c&ri ht 201Permalink
- :




SeeClickFix: Downtown : Activity
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See FYX

power to the community %

.)
s
-
4

)
—

New Haven , Downtown
follow New Haven change city follow Downtown generate widget

Downtown who's watching | activity map | find an issue

Activity | Issues

Today
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Another person wants Bring back a
full-service s... fixed.
Comment added to In road pedestrian signs

ne
Comment added to Bring back a full-service

S

Comment added to Bring back a full-service

Another person wants Huge Pothole fixed.
Comment added to Huge Pothole
Comment added to Pot holes

Comment added to Pothole

Comment added to Huge Pothole

Comment added to Speeding P




M M M CitySourced - City of San Jose, California - Report graffiti, potholes, trash and other civic blight with your smartphone to your public officials.

o~ ¢ Wal
‘\(/l W www.citysourced.com/neighborhood/2543/us/california/santa-clara-county/city-of-san-jose L~ ¢ 2§~ Google Q)| e |-

Join now! It's free

cITY {YSOURCED

Mobilizing Civic Engagement™

’ US > California > Santa Clara County > City of San Jose 0

City of San Jose, California Downloz ¥ Tweet

Lake & w Graffiti [ 4=> Share |
San Jose, CA

Graffiti - In Parks
San Jose, CA

Parks General Issue
San Jose, CA
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Courty : ’1 Graffiti

- ‘O By San Jose, CA
ch \ \
. \
Foxworthl pE ‘,\\\\a,dae 9 nam ln l
n

ey o : : .
% Ave G8 | f EDENVALE | F=YS T Graffiti
T \ B San Jose, CA
Get this City as a Widget!

Explore this City by |:! :' ; ::H:::I Zip Code Take Action!

Almaden Valley Cambrian Park North San Jose | Follow this City




Otrobache.com - Reporta baches en Espana

7
e ! /; http://otrobache.com/

Un articulo de El Pals nos impulsé a hacer esto. En Madrid se realizan mas de 90 denuncias al dia,
sobre los socavones de la capital. Por desgracia estos datos no son publicos, y por eso queremos saber
dénde y cuantos realmente hay... leer mas sobre el proyecto

otrobache.com
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Verbeterdebuurt. Doe mee en draag bij aan een verbeterde buurt!

http: //www.verbeterdebuurt.nl/

Publieke beta
Wij zijn nog volop in ontwikkeling.
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Neat Streets

http://neatstreets.com.au/

LogIn | Twitter | FAQ | Home | Contact Us

Streets

Reports From Australla and New Zealand Search

E;c'l!! Report #10001465 '~ | _Map | Satellite | Hybrid |
| 1 177 Wattletree Rd, Malvern VIC 3144 =2 | 2

Indonesia

Papua New
Guinea

Report #10001458 Child Hazard

13 Caraway Crescent, Point Cook VIC 3030

Northern ;

Report #10001454 Footpath Territory
128 Glebe Point Rd, Glebe NSW 2037
Queensland

Australia

Western
Australia

Australia
10 E':.l‘.;]'. n:](i \1| \'..:.1"1' Hl\l',. l :lllt.f\l-lx:' Hl|- \ l(

1802 New So
) Wales

A

Report #10001461 Graffiti/Tagging ? South

Report #10001452 Footpath
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FixOurCity Delhi (powered by Kiirti)

http: //fixourcitydelhi.kiirti.org/reports/view/21

T H E TO REPORT AN ISSUE
NATIONAL call: 0512-302-6888

NETWORK text: kiirti nnfi {message} to 56677
email: hitesh@omshom.com
FOR INDIA.

FixOurCity Delhi

Report, View and Discuss Local Problems

HOME REPORTS GET ALERTS CONTACT US PARTNERS ABOUT US

Report Details: Not verified
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Ushahidi.com - Mapping Reports of The Post-Election Crisis in Kenya
' f g [ [T http://legacy.ushahidi.com/

Ushahidi.com

.73 REPORTANINCIDENT CONTACTUS ABOUT BLOG HOWTO HELP

View A Timeline Of Events » Fliter By Category
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Atlanta Crime Reports
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o Governments can't easily manage or control all these
different apps and communication channels.

e People don't always have clear expectations set for
whether government can respond or act.

e Many apps aren't actually connected to the official
government CRMs.

e Most apps aren't compatible with one another and
everyone has a different app.



Voice e SaaS 3 Vol
IVR 8 Cloud Integration obile

Web

Smart Phone

Tablet

PC /Web

CRM



e Governments can control which apps connect and how
they are used.

e Governments can provide automated responses and show
SLA's where appropriate.

e Many different apps and communication channels can
simultaneously connect to the official CRM.

o With many apps and services working interoperably using
the same API, people and government have more choice.



Reinventing the Wheel

Cities have tried to standardized around the 311 phone number, but
things aren’t so simple as we move beyond the traditional telephone.
Should everyone have a custom app? Or just different branding?

3 Submit

Boston NYC Portland Pittsburgh



API

API




Interoperability
Consistency
Ubiquity
Efficiency
Shareability



How Open311 was born









Dev(Camp

New York City October 24, 2009 http://open311.eventbrite.com







Open 311 | The White House

nttp:/ /www.whitehouse.gov/blog/2010/03/03/open-311

== BLOG PHOTOS & VIDEO BRIEFING ROOM ISSUES ~ the ADMINISTRATION rhe WHITE HOUSE onr GOVERNMENT
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Open311

GeoReport v2

-stablished March 2011
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http://wiki.open311.org/GeoReport_v2/Servers
http://wiki.open311.org/GeoReport_v2/Servers

~ 35 city endpoints

~ |0 vendor supported products

~ 5 open source servers
~ 5 open source clients
~ 5 client libraries

For details see:
http://wiki.open311.org/GeoReport_v2/Servers
http://wiki.open311.org/GeoReport_v2/Support
http://wiki.open311.org/GeoReport_v2/Resources


http://wiki.open311.org/GeoReport_v2/Servers
http://wiki.open311.org/GeoReport_v2/Servers
http://wiki.open311.org/GeoReport_v2/Servers
http://wiki.open311.org/GeoReport_v2/Servers
http://wiki.open311.org/GeoReport_v2/Servers
http://wiki.open311.org/GeoReport_v2/Servers
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Open3ll Dashboard

C () open31l.codeforamerica.org/map/#14.00/37.7835/-122.4066

Open311 Dashboard

San Francisco: 311 Requests in 2011 YTD
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B 8irmingham Civic Dashboard
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Call center relevance?



Telephone & SMS Accessibility from a web API?
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Speech Enabling Open311 | The Tropo Blog
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August 9th, 2011 by Mark Headd

Since SpeechTEK is this week, | thought it was a good time to update a post | did several

months ago on using speech recognition to capture a street address. m = Follow Us

There are lots of reasons why you might want to collect a caller’'s address over the phone.

In open government circles, there has been a lot of interest lately in using automated IVR

systems to help gather non-emergency service requests for municipalities. This makes a lot

of sense — many municipalities enable non-emergency service reporting through the use of adhearsion agitate announcement AP asr

a designated abbreviated dialing number - 3-1-1 — so there is a long history of reporting
these issues using the telephone.

Address collection is used quite often in IVR systems, but typically relies on expensive
proprietary or “black box" components that might not be suitable for all use cases. This is
particularly true for municipalities and local governments who are under financial pressure
and who need to do more with less.

In this post, I'll show how to build a sophisticated address collection system that can be
used for almost any city or town, large or small. All of the code for this example is on GitHub
(and under active development) and many of the components | will use are free or open
source.

Here is a screen cast demonstrating the system running on the Tropo platform.
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Open311 Specifications

v" GeoReport: Service Requests
v" Inquiry: FAQ Knowledgebase

Ideation: Answers/suggestions
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Technical Appendix - Open311 GeoReport v2 Workflow

A.Location to APl Endpoint Mapping

If no URI found, it could warn

——

— Theapp tries to determine which user and allow for fall back to
<€—— APl endpoint to use for the ~ ©  adhocserviceormanual APl Adhoc Service
; current location. If found, URI is setting
returned '

............................ I* l CityorJuriSdiction

. B. Service Discovery

— 1. Check for available APIs _"} Service Discovery
= 2. Returns APl version & endpoint H.

| C.Open311 GeoReport v2 API

m— | Get service tvbes e

<€—2. Return services/definitions =———
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e 3. SUbMIt report )

<€ 4. Return reauest ID to track status =

- wait a for a while -

—é—S.Get status of ID )

é— 6. Return current status

Some jurisdictions may have a single unified CRM whereas
Other apps can see

and track too —_— others may just have a public CRM-like interface that

<«———— Apps can interact with aggregates from individual agency CRM’s

multiple endpoints ~ ————>
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City or Jurisdiction

One Open311 CRM can also

redirect requests to another. — 5
Routing can be done

internally and externally

<«——— Apps can interact with
multiple endpoints  —
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