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• …is in Get It Done?

• …is the Salesforce Referral Process?

• Ongoing Meeting Schedule

• Brainstorm Activity
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Hi everyone!  My name is INSERT NAME, TITLE and DEPARTMENT/COUNCIL DISTRICT. I’m excited to provide an update on Get It Done!First, let’s review where we came from and how much we – as a City – have accomplished in the last 2 years.Do you remember this?  A little over two years ago, this was the City’s web page and this was how you could report a pothole.



Performance & Analytics Department

Presenter
Presentation Notes
On May 16th,  2016 - The Get It Done pilot was launched with the help, support, and dedication of the Transportation & Storm Water Department, Department of IT, and our “referral partners” – which included the Police, Environmental Services, and Parks & Recreation departments.
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The Pilot was focused primarily on problems handled by Transportation & Storm Water, but we also included an option to report Illegal Dumping and certain parking violations.  In addition to Potholes & Graffiti, Illegal Dumping and Vehicle-related reports quickly became some of the most popular.
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Since Get It Done launched, we’ve been able to make improvements to the system, based on customer and employee feedback.  For example, initially, the graffiti team didn’t get enough information on the work order to identify where graffiti was located or even what it looked like.  At the same time, customers just received a “Closed” e-mail, but wanted to know more about what was done to fix the problem.  Now, the graffiti team uses tablets and takes “after” photos of graffiti.  This is shared with customers and has increased customer satisfaction by 43%.



Performance & Analytics Department

Get It Done Expansion
Quick & Easy ways for customers to engage with the 
City and modern tools for employees to process work.

9 departments
– Over 20 departments involved in planning and 

procurement

6 legacy systems replaced

250 end-users

Implementation less than one year

Presenter
Presentation Notes
After launching the pilot, there was a demand from our customers – both internal and external – to expand the system.While with Transportation & Storm Water, Get It Done is directly linked to their asset management and work order system, there wasn’t the same connection with other departments, like Environmental Services.This meant that when issues were referred to Environmental Services, the report would just say “Closed – Referred” with no further updates.  Implementation for the Expansion project kicked off in November 2017.  The expansion involved 9 departments, replacing multiple legacy systems, and includes 250 end users.  The City launched the Expansion this summer with the first phase launching July 30, 2018 and the second phase August 27, 2018. The implementation took less than a year and is thanks to the support and dedication from City Council and all the departments and employees that were involved in this effort.
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Additional services are now included such as Passport Services, Parking Issues, Trash Collection, Recycling.
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With the expansion customers are able to report items or make appointments via sandiego.gov/get-it-done through this updated landing page.
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We also updated our mobile app to include the additional services as well as a link to More Information which accesses: ADA Assisted Collection services, Hazmat Appointments and Passport Appointments.



View Reports
View Knowledge Base
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The new Get It Done landing page breaks down types of services into categories.  There’s a link on the top of the page where you can view reports in real time as they are being submitted.  There’s also a link to our Knowledge Base, which is being developed as the place for the right answer to frequently asked questions.
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From the View Reports page you can easily search in list or map view to locate your report. Hover over the pin drop icon to see a snapshot of the submission. Use the filters on the right-hand side of the screen to narrow your search results. 
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From the Knowledge Base page you can search by key word, topic or by department. Here we searched by the Streets & Sidewalks: Signs & Signals. Once you review the article you can rate and/or provide valuable information for how to enhance the article to further clarify the response.
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Get It Done Guidelines – When or When 
Not to Use

• Get It Done is not for 
Emergency Situations

• Get It Done is not to be used 
to report immediate time-
sensitive issues.

• Water-Related Emergencies 
call (619) 515-3525

– Street Flooded – Option #1
– Sewer Spills – Option #2

Presenter
Presentation Notes
The Get It Done Guidelines are soon to be available online and in hard copy. Fold it in fours and keep it on hand as an easy-to-read guide for submitting reports.

https://www.sandiego.gov/sites/default/files/get-it-done-guidelines.pdf
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Get It Done Guidelines – How to Use

• Select the item that most fits your issue.

• List one (1) issue per report.

• Include a photo with surrounding area.
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During the expansion project we reached out to several Get It Done public users to help guide us in the development process. We have also been updating our Get It Done outreach materials and communications to help get the word out. You can also always check the Knowledge Base, where we are beginning to add more information to help communicate with our constituents.  
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Thank you!
“I was really surprised and grateful how 
fast the get it done program responded 

to our issue of the couch dumped on 
our street. Thank you!”

“I reported the problem around 1pm 
Thursday and when I got home from 
work Friday it was complete!!! Thank 

you, thank you, thank you”

“City resolved the issue within 24 
hours.”

Presenter
Presentation Notes
When reports are closed, we provide customers with a survey to let us know how we did – lots of people have positive feedback about the work the City is doing to deliver services! Here is some feedback that we have received. We have over UPDATE AS NEEDED # mobile app downloads and over UPDATE AS NEEDED # reports submitted since 2016!Thank you!
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