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Government of the District of Columbia 
Advisory Neighborhood Commission 4B  

 
By Electronic Mail  
 
February 28, 2022 
 
Councilmember Charles Allen, Chair 
Council of the District of Columbia 
Committee on the Judiciary and Public Safety  
1350 Pennsylvania Avenue, NW  
Washington, DC 20004 
 
RE:  Feedback Regarding the District Office of Unified Communication’s 311 for City Services 
 
Dear Councilmember Allen: 
 
Advisory Neighborhood Commission 4B, at a duly noticed public meeting, with a quorum being 
the “majority of the total number of commissioner positions currently filled in Commission 4B,” at 
its February 28, 2022, meeting voted with _ Yeas, _ Nays, and _ Abstentions to send this letter 
to the Committee on the Judiciary and Public Safety providing feedback on the District Office of 
Unified Communication’s 311 for City Services system. This letter is submitted for the record as 
part of the DC Council’s Committee on the Judiciary and Public Safety’s performance oversight 
hearing of the Department held on January 27, 2022. 
 
At the outset, Advisory Neighborhood Commission 4B would like to thank the District Office of 
Unified Communication’s for their service and assistance in submitting 311 requests for city 
services. Many of our Commissioners are “311 Super Users” who regularly submit 311 requests 
by phone, text, social media, website, and mobile application. Several of our Commissioners 
have hosted 311 Live events with the Department, where residents could attend in person of 
follow along online as the Commissioners and Department representatives logged requests. 
Representatives from the Department are helpful and friendly. 
 
Commissioners have nonetheless faced challenges filing and obtaining resolution on 311 
requests, and Advisory Neighborhood Commission 4B has previously provided feedback 
regarding these challenges. In a letter May 2020 letter to the DC Auditor, the Commission noted 
“Commissioners and constituents have repeatedly noted concerns with the 311 call-taking 
process revolving around four areas: [c]orrect call classification and routing; [o]verly long 
response windows for servicing agencies; [c]ase closures without requested work being 
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completed; and [m]issing or incomplete service requests” and requested that “the Office of the 
D.C. Auditor conduct an[] independent audit of the OUC 311 system to determine if calls are 
correctly classified and routed, if service times are appropriate, frequency of case closures 
without full completion, and the occurrence of missing and incomplete service requests.” In an 
October 2020 Resolution, the Commission noted challenges using the 311 system for the (then 
titled) Traffic Safety Assessment process. And in May 2021 letter, Commissioners across the 
city called for “changes to and a re-prioritization of the District Department of Transportation’s 
service level agreement timelines, including responses to Traffic Safety Assessments.” Many of 
these challenges persist. 
 
Advisory Neighborhood Commission 4B provides the following feedback and recommendations 
regarding the Department’s 311 for city services system:  
 

• The Commission recommends an audit and or assessment of the categorization of 
requests to assure that common requests fit properly within existing categories and to 
determine whether new categories are required.  

- For example, requests for safe accommodations – where those who receive 
permits for construction in sidewalks or bikeways fail to follow DC law and 
regulation to provide an equivalent alternative pathway – do not have a specific 
category within 311 and are often incorrectly directed to the District Department 
of Regulatory Affairs.  

- In addition, downed wires, cannot be reported via 311, but rather must be flagged 
for Pepco and then raised directly with the District Office of Cable Television, 
Film, Music, and Entertainment. 

• The Commission recommends efforts to incorporate the District Department of General 
Services within the 311 for city services system. Residents are often confused by or 
unaware that the Department has a reporting system separate from 311. Under the 
Department of General Services’ system, residents must fill out an online form and then 
wait for a return contact from the Department via email asking for a photograph of the 
issue. The resident must then respond with a photograph. This process is antiquated, 
not user friendly, and involves several steps. The Department of General Services has 
piloted “DGS Maintains,” which involves scanning a QR code from various yard signs 
around the specific location to report issues. DGS Maintains is a more user friendly 
setup but is still largely unfamiliar and unknown to residents. 

• The Commission recommends an audit or assessment of action upon a request by the 
District Office of Unified Communications when the request is filed with the wrong 
category or agency. Commissioners in Advisory Neighborhood Commission 4B have 
regularly seen these requests closed without action, placing an additional burden on the 
requestor to re-submit a request. The Commission believes incorrectly filed requests 
should be appropriately re-routed for ease of residents, as well as to accurately reflect 



 

3 
 

the timeline for completion. When a requestor has to re-submit the request, the timeline 
starts over, and these requests artificially improve completion timeline statistics. 

• The Commission recommends an audit or assessment of timelines for completion of 
requests to assess whether agencies are meeting their stated goals of timely completing 
311 requests for city services. The Commission also recommends an audit or 
assessment of timelines across agencies for sufficiency and to reflect priorities in terms 
of delivery of city services. The Commission understands that this will take coordination 
among the District Office of Unified Communications and other DC government 
agencies, a practice that can be improved overall in the operation of the District’s 311 for 
city services system.  

• The Commission reiterates the request in its May 2020 letter to the DC Auditor that the 
Office of the DC Auditor conduct an independent audit of the Department’s 311 for city 
services system to determine if calls are correctly classified and routed, if service 
response times are appropriate, the frequency of case closures without full completion, 
and the occurrence of missing and incomplete service requests. 

• While the Commission appreciates the Department’s efforts to engage with 
Commissioners, the Commission recommends consideration of additional education and 
engagement with residents about how to use the 311 for City Services program 

The Commission also voted with _ Yeas, _ Nays, and _ Abstentions to appoint the 
Commissioners for Single Member District 4B02, Erin Palmer; Single Member District 4B08, 
Alison Brooks; Single Member District 4B01, Evan Yeats; or any member of the Executive 
Committee in their absence, to be authorized to communicate this letter and represent Advisory 
Neighborhood Commission 4B in communication with your agency regarding this matter. 
 
Sincerely, 
 
Erin Palmer, ANC 4B02 Commissioner 
Alison Brooks, ANC 4B08 Commissioner 
Evan Yeats, ANC 4B01 Commissioner 
 
cc:  Cleo Subido, Interim Director, District Office of Unified Communications 

Wanda Royster Gattison, Public Information Officer, District Office of Unified 
Communications 

 
Kate Mitchell, Chief of Staff and Committee Director, Committee on the Judiciary and 

Public Safety 
 

Kathleen Patterson, DC Auditor, Office of the DC Auditor 
 
Councilmember Janeese Lewis George (Ward 4) 


