BRIGHT PATTERN

Al-POWERED 311 VS. TRADITIONAL 311 IVR

Capability Area

Primary purpose

Self-service / call deflection

“Where’s my request?” containment

Conversational Al

Omnichannel (single case history
across channels)

Seamless escalation to live agent

Queue relief during surges

SLA & real-time operations

Automate + resolve (self-service),
then escalate with full context

Omnichannel deflection to web
chat/SMS/AI Virtual Agents, can
reduce incoming call volume 30-
60%

Proactive milestone notifications +
self-service status checks can
reduce “where’s my request”
inquiries up to 60-80%

Al virtual agents with Natural
Language Understanding (NLU)
across channels, containment 40-
70%

Native omnichannel across voice,
SMS, chat, email, social/messaging
apps with a consistent experience

“Smart handoff” preserves
conversation history/context when
escalating from Al Virtual Agent to
human agent

Callback + proactive SMS
notifications, instant cloud scaling
for spikes during emergency surges

Real-time dashboards +
mechanisms to support SLA targets,
for example SLA: 80% of calls in 60
seconds

Traditional 311 IVR
(typical)

Route calls to the right queue or
department via menu navigation

Limited deflection, “press 1/2/3
menu tree routing,” citizen often
still needs an agent

Usually requires caller to phone in
and navigate menus, few or no
automated status updates

“Press 1/2/3 menu tree routing,” at
most basic speech recognition with
rigid prompts

Channel silos - phone IVR separate
from web, email and SMS, history
and context fragmented

Caller repeats information after
transfer or escalation to human
agent

Long hold times, limited surge
handling beyond overflow routing

Basic queue stats, fewer tools to
reduce demand, SLA improvement
depends mainly on staffing

BRIGHT PATTERN



Capability Area

Agent productivity / handle time

Quality management coverage

Multilingual support

Integrations with city systems

Implementation expectations

Unified agent desktop reduces AHT
25-35% and reduces training time
up to 50%

Al can monitor 100% of interactions
across channels vs. sampling 2%

Supports most languages with
multilingual IVR and Al Virtual
Agent capabilities

API connectors include Salesforce,
ServiceNow, Dynamics 365, Teams,
Oracle Service Cloud, plus APIs for a
host of municipal systems

Rapid deployment timeline of 2-3
months, where typical competitive
cloud implementations take 3-6

months depending on integrations

Traditional 311 IVR
(typical)

Agents often swivel chair across
systems and screens, training and
handle times depend on manual
processes

Manual QA samples a small subset
of calls, limited visibility into digital
channels

Limited language menus, adding
languages often requires recording
and maintaining many prompts

Often limited to telephony/ACD +
basic CRM screen-pop (if any), deeper
workflow integration varies widely

IVR changes can be slow when
reliant on vendors, custom
scripting, and recorded prompt
updates
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