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What is 311? A universal   
point of contact

ask questions

report problems

& 

to

311 stats for Chicago 
NYC 311 receives over 50,000 calls a day



An open communication standard for 
public services & local government

Open311





Open311 is not a product 
 nor is it a specific piece of software



Open311 is a specification 

When people say “Open311” they’re talking 
about the technical specification - or instances 
where tools implement the specification.  
 
The technical specification for the Open311 GeoReport v2 API is  
http://wiki.open311.org/GeoReport_v2

http://wiki.open311.org/GeoReport_v2




Open311 is a protocol 
This particular kind of protocol is a web API  
(Application Programming Interface) 

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



Open311 is a standard 

Just as with other standardized technologies 
like the web or email, Open311 is a technical 
standard that many different products and 
services can implement. 

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



Open?



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

2. Open311 is an open standard so anyone is 
free to use it and implement it without 
licenses, permission, fees, etc

“Open” is used to mean 2 things:



What is “open” 311 data like?





Illustration: Pitch Interactive 

Appeared in “What a Hundred Million Calls to 311 Reveal About New York” by Steven Johnson in Wired Magazine





Some Recent History









Boston NYC Portland Pittsburgh

Reinventing the Wheel
Should  everyone have a custom app? Or just different branding? 





• Governments can’t easily manage or control all these 
different apps and communication channels. 

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

• Many apps aren’t actually connected to the official 
government CRMs. 

• Most apps aren’t compatible with one another and 
everyone has a different app. 

Problems with proliferation
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• Governments can control which apps connect and how 
they are used. 

• Governments can provide automated responses and show 
SLA’s where appropriate. 

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

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

Benefits of a web API



Distributed innovation
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Interoperability 

Consistency 

Ubiquity 

Efficiency 

Shareability

Benefits of an open standard



How Open311 was born







DevCamp
New York City October 24, 2009    







Open311 
GeoReport v2

Established March 2011
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See http://wiki.open311.org/GeoReport_v2/Servers 

St Louis

Houston

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


See Map of 
North America

Open311 Worldwide



United States of America
Baltimore, MD
Bloomington, IN
Boston, MA
Brookline, MA
Chicago, IL
Columbus, IN
Grand Rapids, MI
Peoria, IL 
San Francisco, CA
Newark, NJ
Raleigh, NC
Richmond, VA
Howard County, MD
Huntsville,  AL
New Haven, CT
Brookline, MA
Washington D.C.
Philadelphia, PA

Open311 GeoReport v2  Cities

Germany

Cologne
Bonn
Rostock
Gießen
Brühl
Annaberg-Buchholz
Siegburg

Finland
Helsinki
Turku

Canada

Toronto, ON
Quebec, QC *
Surrey, BC *

Others:

Darwin, Australia
Lamía, Greece
Greenwich, UK
Southhampton, UK *
Zürich, Switzerland *
Zaragoza, Spain *
Lisboa, Portugal *
Dar es Salaam, Tanzania * 
Edo State, Nigeria *
Cebu, Philippines *



~ 35 city endpoints

~ 10 vendor supported products

~ 5 open source servers
~ 7 open source clients
~ 6 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 

Open311 GeoReport v2  Stats

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




Innovation  from the  
Open311 Community





wiki.open311.org/Open_Source

Open311 
Open Source







Open311 Dashboard



Open311 on Joget



Open311 on Mark a Spot



Open311 on FixMyStreet



Open311 Server from Miami-Dade County



Open311 on uReport CRM from Bloomington



















Call center relevance?



Text

Telephone & SMS Accessibility from a web API?





GeoReport v2            Service Requests
Inquiry v0.1                FAQ Knowledgebase

Open311 Specifications

✓
✓
✓ Ideation:                 Answers/suggestions



Open311 
& 

OpenReferral (211)



Open311 
& 

NextGen 911



Open311 
& 

NG 911 location 

- Dispatch Location 
- Requester Location



“That’s how we rescued the 11,000 people, leaning in on how the public was 
self-selecting to use social media, because they couldn’t get through on 911 
calls,”  

“We decided for the next disaster, we can’t be a pick-up game. We have to be 
looking in advance what we need to develop.” 

A good, first step would be some sort of national guidelines that describe 
how agencies can and should use social media to help federal agencies 
during presidentially declared natural disasters, Stosz said. 

“We need to come up with some kind of required national protocol for 
social media for geo-tracking and locating and targeting search and 
rescue,” she said. “We don’t have that yet.” 

Vice Adm. Sandra Stosz 
The Coast Guard’s deputy commandant for mission support 

Source: Recent hurricanes have the Coast Guard rethinking social media’s role in rescue and response. 
Nicole Ogrysko, Federal News Radio, September 21, 2017 
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