
           

      

        

     

           

          

         

           

            

          

            

       

        

            

       

     

            

         

           

               

          

          

       

             

    

          

            

           

            

               

          

            

    

        

               

         

               

         

    

 

Our project involved analyzing the feedback from the Houston 311 program to identify 

what was driving both negative and positive responses to Houston 311 services. 

In completing literature research, Fondren Library’s resources were quite important. We 

were able to reach additional resources for this process because Fondren provided electronic 

databases for us to utilize free of charge, such as the Texas Reference Center. This helped 

point us in the right direction, especially while deciding how to begin analyzing our data. 

As one could guess, location could be an important factor for this project, as it could help 

point out inequality of service throughout Harris County. From there, library resources were 

actually essential to our project. We used the GIS/Data Center to visualize this data by 

combining survey response locations and Census data using GIS, and while not incredibly 

obvious upon looking at the raw visual we found, there did seem to be some areas that were 

consistently giving more positive responses than others. This would have been much more 

difficult to discover and express to our Houston 311 clientele had we not been taught to use 

GIS. Library resources were also very important in pulling Census data in the first place, as 

Social Explorer, a resource that generally has a professional license that costs additional 

money, was given to us for free. 

For our research strategies, upon creating the combined data set, it became apparent 

that there was a plethora of variables to take into account, including type of service requested, 

location, time of year contacted, day of the week contacted, socioeconomic status, race, time 

taken to address request, method of reaching 311, and many, many other factors. We ran 

dozens of statistical tests to determine the best indicator variables, including chi-squared 

testing, LASSO logistic regression, ridge regression, elastic net regression, and random forest, 

for many of which we used the free statistical programming languages provided to us in 

Fondren Library, not to mention the dogs that Fondren brings in every semester did a great job 

of relieving stress for us. 

In the end, we were able to make several real suggestions to Houston 311 to help them 

better their services. For example, we discovered that the amount of time it takes the city to 

respond to a request is extremely important. When someone requests for, say, having their 

trash picked up when it was missed by sanitation workers, the city promises to have their trash 

picked up in four days or less, but on average, it takes three additional days for the city to 

respond. That’s a full trash cycle! So essentially, a lot of service requests were being flat out 

ignored, and no one was talking about it. We even gave the organization suggestions on 

administering the satisfaction survey. 

We were able to utilize tips given to us through the CWOVC resources to help us better 

express these to our clients, both in person and on paper. And that ended up being especially 

important because after we finally finished everything, Houston 311 invited us down to City Hall 

to present to many of our city officials. Had we not had all the resources provided to us by 

Fondren Library and the Statistics department here at Rice, there is no way we could have 

made as many intriguing discoveries as we did. 


