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Sponsor: Councilmember Melissa Robinson 
RESOLUTION - Directing the City Manager to develop or revise 
administrative regulations within 45 days to outline standard 
operating procedures to ensure timeliness of closing out cases 
reported to the City’s 311 service (including through the web portal 
and the myKCMO app) with an emphasis on communicating the status 
of the case with the public and expediting resolution of complaints 
that are in the City’s right-of-way. (8/10/23)

September 27, 2032

Transportation, Infrastructure, and Operations Committee
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Update on Resolution 230655



The Life  of a Service Request
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Resident  Survey:  How well was your 
issue reso lved  via 311?
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Working  with  Departm ents on:
• Reviewing and making changes as needed to the set up of 

each reporting code with the departments
• Reviewing and making changes to the informational messages 

(pop-ups) for each code
• Analyzing reports on past times to respond and resolve each 

type of issue
• Setting policy on when and how to resolve long-term project 

requests (ex:  New Sidewalk and Street Resurfacing)
• Training liaison(s) in each department to assist in review and 

triage of some requests
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Features availab le  in  m yKCMO Set  Up

• Status bar to track steps and report to resident
• New, Received, Assigned, Referred, Resolved, and Canceled

• Stored notes to easily add updates to the request
• Easily modified for specific issues

• Estimated date of Completion 
• Set times to notify supervisors if request not resolved
• Pop-Up informational messages when a code is selected
• Pop-Up informational messages when a request is added
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Example of Code Set Up Options for Street Maintenance



m yKCMO Set  Up  and  Layout  Op t ions
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Pop-Up Messages - Code Specific
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Easy for Departments to Track and 
Monitor Service Requests in myKCMO 



Weekly Report  em ailed  to  staff
Neighborhood Services 13



14Example of Weekly Report Options



311 Liaison(s) in  Departm ents
• Triage new myKCMO service requests to ensure accurate code assignment and reduce 

misdirected requests
• Review reports for actions needed on outstanding service requests
• Review open requests for service to ensure timely updates in myKCMO
• Respond to requests for information and updates on service requests if additional detail is 

needed
• Provide responses to questions about service requests (status updates, timeframe for 

completion, etc.)
• Make recommendations for changes and improvements in the setup of the department 

codes in myKCMO
• Keep department staff listing and assignments updated in the myKCMO
• Attend regular meetings with Neighborhood Management Team to review open requests and 

work on solutions
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