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� 311 is a simple, three-digit phone number that 
customers can use to get information about CBRM’s 
services or programs, or to make a request for service.

� Residents, visitors, and business will no longer have to 
try to find the right division or individual at the CBRM to 
get information or help.

� 311 is a municipal N11 number, specifically available for 
municipalities and regulated by the CRTC

What is 311?
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311 in Canada

Currently, there are 20 municipalities using 311 in Canada
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Current Contact Info

Blue Pages in Phone 

Book (well over 100 

numbers)

Website – dozens of 

pages of contact info
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Contact Info With 311
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Residents will have 3 possible numbers

 902-563-number

 1-800-number

 311 within CBRM boundaries

Contact Info With 311
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What are the 311 hours?

� 8:30 AM- 4:30PM  Monday- Friday (current business hours)

� Will be reviewed and adjusted as additional services and resources 

become available

� After hours will be available for emergencies only

� Callers will be greeted by a brief recording of service offerings.  

Callers can bypass the recording or they may “0” out and be 

transferred to receive a LIVE answer for the operating hours. 
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Work Completed to Date

 Formally notified Bell, CBRM’s N11 service provider, of our 

desire to implement 311 in the CBRM

 Participated in several workshops with Bell to determine the 

specific requirements CBRM needs to implement 311 in the 

region

 Met with Planview Utility Services to develop the 311 coverage 

maps necessary to identify overlapping municipalities and phone 

exchanges

 Completed coverage mapping and identified municipalities and 

exchanges that share jurisdictional boundaries

 Connected with CAOs of municipalities where the overlapping 

has occurred to discuss a process in how we deal with calls that 

inadvertently come from their residents as required by 311 

regulations
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Work Completed to Date, continued
 Had discussions with Directors/Managers to identify potential 

existing human resources necessary to staff 311 Centre

 Researched various technical options for telephony and 

Customer Relationship Management system and Council Citizen 

Engagement system (e.g. CivicTrack) the 311 Contact Centre 

would require

 Reached out to other Canadian 311 Centres, specially HRM to 

assist in developing policies and best practices

 Developed and released an RFP for a 311 Contract Centre 

telephony solution to provide all necessary phone 

communications.  Closed and reviewing

 Developed Expression of Interest (EOI) for Council Citizen 

Engagement Solution

 Hired a 911/311 Manager (existing 911 manager position) who 

will implement the project and oversee the day-to-day 

operations of the Contact Centre
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311 Exchange Coverage Map
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311 Municipalities and Exchanges from Cape Breton

 Victoria County – OK with plan and letter to council 

 Inverness County - OK with plan and letter to council 

 Richmond County – Connecting, changes since first introduced

 Eskasoni – Connecting

 Membertou-Connecting for information/awareness purposes
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Engagement Informs the 311 Program

� Started working with Comms Staff on preparing communications plan on how to 

educate the public on how the 311 system will work and what services will be 

provided

� Will soon be conducting survey on that future services should look like (e.g. 

texting/e-mailing vs. traditional phoning)

� Procure the necessary software (Customer Relationship Management, Council Civic 

Engagement system, etc.) 

� Discussions with Council members on how they would like have citizens interact 

with 311
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Service Delivery Plan

Customers – citizens, visitors, businesses - can easily and effectively access

CBRM’s information and services, regardless of ability or resources.  They are 

empowered to contact their government.  They get accurate answers quickly and 

easily and feel confident their needs are being met and their voices are being 

heard.

Employees use a service-first approach in their interactions with community 

members and are empowered to provide high quality customer service. They have 

the tools, technology, and capacity for this service-first approach to customer 

service while improved workflows enhance the speed and accuracy of service.

Decision Makers have timely information about community issues and wants, and 

can more efficiently address community needs. As a result, the CBRM and its 

departments more effectively and efficiently address issues and concerns.
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The 311 

Program

Complementing

Existing

Services
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Proposed 

311

Service 

Framework
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Implementation Timeline
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Implementation Tasks by Phase

In 

Progress

In 

Progress

In 

Progress

In 

Progress
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Key Milestone Dates
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