
Miami-Dade County 

Community Information and Outreach 

3-1-1 Answer Center 



Overview 

• Provides the public with centralized telephone access to 
government information and services in three languages 
(English, Spanish and Creole) 

• Service hours are Monday through Friday, 7 a.m. to 7 p.m., 
and Saturday, from 8 a.m. to 5 p.m. 

• Manage call intake and generate service requests for 
Countywide and City of Miami services 

• Generate service requests for transmittal to departments and 
partner agencies 

• Update and maintain a knowledge base of 3,300 topics & 
frequently asked questions 

 

 

 



More than just a phone call… 

• Operate three 3-1-1 Service Centers, offering residents face-
to-face interaction with a 3-1-1 agent and access to direct 
services 

• Three convenient locations:  North Dade Justice Center, 
Miami-Dade Permitting and Inspection Center, South Dade 
Justice Center 

• Partner with 11 local hospitals to offer access to Baby Stroller 
Parking Permits 

• Review and respond to webmaster e-mails, voicemails, and 
service requests submitted online and via the iPhone app 

• Serve as county’s Rumor Control during emergencies 

• Teleclaim, Pay-by-Phone, etc… 

 

 

 



Just the numbers 

• Handle approximately 2 million calls annually 

• 85% first-call resolution 

• 32,000 walk-in customers assisted at the Service Centers 

• 289,000 service requests generated 

• $8 million in property taxes processed by phone 

• Over 18,000 webmaster e-mails and 3,000 voicemails 

 

 

 

 



3-1-1 HUB 



3-1-1 Service Direct 



3-1-1 iPhone App 

• 24/7 access to submit requests 

• Ability to upload pictures 

• Map use to pin-point specific 
location of problem 

 

 



3-1-1 iPhone App 

 



3-1-1 iPhone App 

• Confirmation      

e-mail provided 

 

• Back-end process 

by 311 staff 

 

 



3-1-1 iPhone App 



Miami-Dade 3-1-1 

“We answer to you” 


