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311 Replacement 
Project Summary

• Ordinance 2020-659 was approved on July 28th, 
2020 to authorize a contract between City of 
Houston and Accenture to provide IT 
Professional Services for various departments 
providing a maximum contract amount of 
3,154,00.00 for three years to replaced and 
maintain the City’s 311 Service Request system.

• The 311 Replacement Project started in August 
2020 and consists of six milestones from Project 
Planning to Completion.

• Major benefits of the replacement includes the 
following 
• Improving citizen web and mobile experience
• Improving agent call intake experience
• Increasing system technical sustainability 
• Building foundation for modern technologies such as 

Virtual Agents and CTI



Project Status

*Note – UAT stands for User Acceptance Testing



Public Communication Activities 
• Council Office User Acceptance Testing (UAT)

• 03/18/2021
• 03/19/2021

• Council Office UAT
• 3/22/2021 – 4/2/2021

• End-user Training (includes Council Offices)
• 4/12/21 and 4/19/21

• Public Focus Group 
• System preview and feedback on public communication

• Multi-channel Public communication, pre- and post-Go Live
• Press releases
• Administration and Council social media 
• Citizens Net, Council Office newsletter content
• Short-format application how-to videos

• Anticipated Go Live: Early May 2021



Public Session 
Overview

o 311 system will solve
• SeeClickFix app no longer formally endorsed 

mobile app; new Portal mobile app will be 
available in App Store and Google Play

• One case number for mobile and desktop
o 311 system will not resolve

• 311 will still be dependent on downstream 
departments and the information they 
provide

• Departments will have their own operation 
systems (Infor, CityWorks, etc.) and customer 
service staff/call centers with business hours 
of operations

• 311 ticket status will be updated accordingly 
to match integrated back-end operations 
systems.

• 311 agents conducts warm transfer, if 
possible, to departments to ensure a smooth 
hand off experience



System Preview - Case Submission

Report a 
problem 

using virtual 
agent



System Preview - Check Case Status

From Map

Search



System Preview - Update Cases with Photos



System Preview - Searching for Information
Search on desktop

Search on mobile



Search Cases Using Visual Filters
Filter by clicking 
on District slice



Q&A
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