City of Buffalo
Division of Citizen Services

GOALS

The Division of Citizen Services was created within the Executive Department to establish and maintain a centralized computer based
system and procedures for receiving, processing and responding to inquiries, service requests, complaints and suggestions from citizens in a
timely, accurate and professional manner. The end result of this effort culminated with the creation and development of a centralized
response center for citizen complaints, requests for services, and referrals to appropriate departments, agencies and other service providers.
Since its inception, the Division has acquired several ancillary programs aimed at working with residents, block clubs and community-based
organizations to better service the community at large.

The Division of Citizen Services also houses Mayor Byron W. Brown’s Quick Response Teams, comprised of the Buffalo Urban Renewal
Agency's Clean & Seal crew and the City of Buffalo Mayor’s Impact Team; federal Department of Justice’s Weed & Seed and Save Our Streets
programs; the newly-formed Anti-Graffiti and Clean City Program; the City's Fair Housing Officer; and the Office of Citizen Participation &
Information.

ACTIVITIES

1. Mayor’s Call and Resolution Center - The Mayor’s Call and Resolution Center (formally known as the Mayor’s Complaint Hotline)
received over 84,000 calls in 2007 from the citizens and/or property owners of Buffalo, requesting information or city services. 55,971
requests were generated last year for services from city departments and agencies. Each service request is assigned a service number and
the caller is sent an acknowledgement letter informing them of whom will provide the service and an expected date for resolution.
Resolution letters are also mailed when the requested service is completed, except for services performed within 24 hours like garbage or
recycling pick-ups and snow plowing. Reports are generated for departments for review and status of calls. In 2008, this center will be
upgraded to a fully functional 311 call center. The 311 system call center will be a "one-stop shopping" center for access to all City of Buffalo
city services, information and non-emergency police services. Residents will be able to call 311 to report service needs, check the status of
previous service requests, obtain information regarding city programs or events and take care of non-emergency police matters in a more
efficient manner. Service requests can also be submitted to the city utilizing the Internet. 311’s mission will be to provide citizens of the City
of Buffalo with access to city services, city information and non-emergency police services with the highest possible levels of customer
service. The 311 Call Center will assist City agencies to provide efficient service delivery by allowing them to focus on their core missions
and manage workloads efficiently, while providing insight into the needs of residents and ensuring that accurate and consistent services are
delivered citywide to improve the quality of life for the citizens of Buffalo, New York.

2. Quick Response Teams (Clean and Seal Crew and Mayor’s Impact Team) - Mayor Brown’s Quick Response Teams are dispatched as a first

responder to quality of life issues throughout the City of Buffalo. The Clean & Seal Crew, comprised of B.U.R.A. crew members, cleaned,

secured and boarded up over 1,500 vacant homes in 2007, as well as assisted the City's vacant lot maintenance program. The Mayor’s Impact
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Team (including staff from the Departments of Public Works; Economic Development, Permit & Inspection Services; Police; Buffalo Sewer
Authority and the Division of Citizen Services) cleans over 1,600 properties a year, along with numerous streets throughout the city each
year, and also served over 450 orders to vacate for the City’s Housing Court in 2007.

Both Quick Response Teams also assist in the City’s snow removal efforts; together these Teams clean over 45 bridges, walkways and
viaducts every time it snows. The Team has also taken a leading role on the Division’s “Clean Sweeps” efforts, taking part in all 19 sweeps in
2007. In 2007, the Mayor’s Quick Response Teams closed out over 850 calls from the Call and Resolution Center, removed over 1,750 tons of
debris from city streets, and working with the City of Buffalo Court systems, received over 7,600 hours of community service.

In 2008, we are already on pace to exceed the above mentioned figures while also being able to respond faster to work requests due to steps
taken within in City Hall. Steps such as moving towards a paperless work order request system, maintaining and upgrading equipment and
increasing training for all crew members will allow for work to be performed quickly and safely.

3. Weed and Seed Program - The Justice Department’s Weed and Seed program is responsible for working to make Buffalo’s inner-city
neighborhoods a healthy, safer place to live through working together in collaboration with law enforcement, public agencies, local
educational institutions, community organizations, and grass roots organizations to fight neighborhood blight and crime and rebuild
neighborhoods. Weed and Seed engages neighborhood block clubs and other organizations in a 5 year strategic approach that is designed to
reduce crime and develop activities for residents and youth as well as coordinate neighborhood clean up and beautification projects.
Overall, our goal is to successfully implement four fundamental principals: collaboration, coordination, community participation and
leveraging resources. We do this by working within our core components. These components are law enforcement, community policing,
prevention, intervention and treatment and neighborhood restoration.

The Buffalo Weed and Seed target area encompasses Police District C. The target area boundaries work west from Jefferson Street, then
eastward along William Street to Bailey Avenue, northward on Bailey to Sycamore Street, and westward along Sycamore to Jefferson
Avenue.

4. Save Our Streets Program - The Justice Department’s Save Our Streets program investigates illegal drug activity and uses city statutes
and laws to evict tenants who are committing illegal acts from rental homes and works with homeowners to process evictions due to illegal
or drug activity in residential properties. The City of Buffalo’s Save Our Streets Task Force also performs “Clean Sweeps” in conjunction with
Buffalo Police and Federal Law enforcement aimed at targeting homes and streets where quality of life issues are being violated. This task
force is comprised of various law enforcement, private sector and government agencies throughout the region. The Save Our Street’s
Program also offers free landlord training programs aimed at educating Landlords on their rights and finding out ways that would help them
become better landlords, which would ultimately help to improve the housing stock and quality of life in the City of Buffalo.

5. Anti-Graffiti and Clean City Programs - In previous years, the Division of Citizen Services was home to the Office of Support Services. In
noting the evolving quality-of-life issues within city neighborhoods, the office’s focus was revamped and renamed the Office of Anti-Graffiti
and Clean City Programs. The office will act as a liaison between the Division of Citizen Services; the Buffalo Police Department; Department
of Economic Development, Permits and Inspection Services; Department of Public Works, and community and other organized groups,
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educating the public on graffiti prevention and removal as well as clean city beautification initiatives. This will include working with
community-based organizations and businesses to beautify city vacant city space with gardens, tree plantings, and implementing a snow
angel program.

6. Office of Fair Housing - The City of Buffalo Fair Housing Office and the Fair Housing Officer were established to assist individuals in
securing the suitable housing accommodations of their choice and to eliminate impediments that lead to discrimination in housing. The Fair
Housing Officer accepts referrals and walk in’s through the Division of Citizen Services. The City of Buffalo has taken direct actions to stem
the practice of discrimination in housing by contracting with local Fair Housing Agencies that assist in our efforts to serve the local
community with obtaining equal housing.

This position has become vacant during the 2007 reporting period, yet the Division of Citizen Services remains the central point of contact
for City of Buffalo residents regarding fair housing inquiries. The duties and responsibilities of the office has been successfully transferred to
the City of Buffalo’s Law Department, the Buffalo Urban Renewal Agency, and the previously mentioned agencies aimed at eradicating
practices of housing discrimination: Housing Opportunities Made Equal, Legal Aid Bureau, Neighborhood Legal Services and the Buffalo
Urban League. These agencies are monitored regularly to insure that the services they provide to the citizens of Buffalo are timely and
appropriate.

7. Office of Citizen Participation and Information - The Division of Citizen Services, per city charter, coordinates and oversees the Office
of Citizen Participation and Information and the Citizens’ Advisory committee. This relatively newly formed office is charged with
implementing and coordinating various initiatives, with the underlying intent of engaging residents and empowering them with resources.
Within this office, several programs such as the Mayor’s Citizens’ Participation Academy, Mayor’s Livable Communities Grant Initiative,
Urban Fellows Program, and Central Block Club Registry have been executed. Additionally, under the direction of the Office of the Mayor, the
Mayor’s Tour of Block Clubs was created to bring city department heads and services to the residents, evaluate first-hand the efforts of this
administration in dealing with the issues affecting citizens, and share pertinent information with residents. In 2007, eleven meetings were
held in various neighborhoods within the City of Buffalo, attracting residents, block club and civic leaders to learn about new developments
as it relates to the City of Buffalo, while also engaging commissioners and directors concerning specific issues within the City’s many
neighborhoods. This initiative was highly successful and received, as it gave residents optimal and efficient access to senior-level officials.

WORK PROGRAM STATISTICS
Actual Estimate Actual Estimate
2006-2007 2007- 2007-2008 2008-
2008 2009
Call and Resolution Center - All Calls 85,419 119,587 84,188 92,606
Call and Resolution Center - Web Calls 3,648 3,721 6,311 7,100
Call and Resolution Center - Requests for Services 41,684 58,358 55,971 61,568
Call and Resolution Center - Calls Requiring Information 47,383 66,336 34,528 38,138
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Call and Resolution Center - Calls Closed 41,683 56,000 55,910 60,336
Call and Resolution Center - % Rate Closed 99.9% 97% 99.9% 98%
Save Our Streets - # of Clean Sweeps 15 17 19 20
Save Our Streets - Clean Sweeps - Letter of Violations 636 721 551 590
Save Our Streets - Clean Sweeps - Tires Removed (Pounds) 7,440 8,432 13,120 14,038
Save Our Streets - Clean Sweeps - Illegal TV Connections Disconnected 80 91 67 72
Save Our Streets - Clean Sweeps - Illegal Gas Meters Removed 102 116 59 63
Save Our Streets - Clean Sweeps - BPD Drug/Nuisance Properties Uncovered 41 46 34 36
Save Our Streets - Clean Sweeps - Fire Prevention Smoke Detectors Given 195 221 195 209
Save Our Streets - Clean Sweeps - Animals Rescued 10 11 20 21
Save Our Streets - Clean Sweeps - Lots Mowed 245 278 380 407
Save Our Streets - Clean Sweeps -Vacant Properties Boarded Up 62 70 60 64
Save Our Streets - Clean Sweeps - Debris Removed (Pounds) 244,900 277,553 347,160 371,461
Save Our Streets - Task Force Meetings 6 8 7 8
Save Our Streets - Landlord Training Sessions 3 3 2 2
Save Our Streets - Landlord Training Sessions Participants 194 225 102 109
Quick Response Teams - Streets Cleaned 150 175 200 225
Quick Response Teams - Bridges, Viaducts & Sidewalks Snow Cleared 40 40 40 40
Quick Response Teams - Board Ups Properties 1,416 1,916 1,581 1,600
Quick Response Teams - Cleaned Properties 700 800 850 900
Quick Response Teams - Orders to Vacate 400 500 450 500
Quick Response Teams - Vacant Buildings Cleaned 1,596 1,696 1,710 1,750
Quick Response Teams - Tons of Trash Removed 1,557.60 1,956.90 1,750 1,950
Quick Response Teams - Graffiti Sweeps 3 9 0 9
Fair Housing Office - Requests for Assistance 965 990 N/A N/A
Fair Housing Office - Fair Housing Ordinance Brochures Distributed 25,000 25,000 N/A N/A
Fair Housing Office - Eviction Referrals 108 110 N/A N/A
Anti-Graffiti and Clean City Programs - Volunteers Recruited 5,000 7,000 0

Anti-Graffiti and Clean City Programs - Graffiti Sweeps 3 9 0 9
Anti-Graffiti and Clean City Programs - Community Service/Neighborhood Clean-ups 30 0 0 20
Anti-Graffiti and Clean City Programs - Abatement and quick removal of graffiti 0 25 0 50
Office of Citizen Participation & Information - Citizen Participation Academy Participants 60 80 52 40
Office of Citizen Participation & Information - Livable Communities Grants Awardees 68 100 48 60
Office of Citizen Participation & Information - Block Clubs Engaged 502 532 532 550
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Office of Citizen Participation and Information- Mayor’s Tour of Block Clubs 4 12 11 13
Weed and Seed Sites 1 2 3 4
Weed and Seed - Financial Literacy Trainings 7 10 5 8
Weed and Seed- Financial Literacy 6- Part Seminar Series 0 1 6 0
Weed and Seed - Financial Literacy Training Participants 220 235 141 300
Weed and Seed - Re-Entry Conference 0 1 1 1
Weed and Seed- Number of Re-Entry Conference Participants 0 100 63 120
Weed and Seed - Successful Re-Entry Candidates for Mentorship 0 12 15 12
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