


City of Santa Barbara’s Response to the Santa Barbara County Grand Jury
Report: From Complaint to Closure: Gaps in the City of Santa Barbara’s Service
Request Process

The City of Santa Barbara’s responses below are only to the findings and
recommendations that pertain to the City of Santa Barbara as identified in the Grand

Jury’s report.

Finding 1
Finding: It is too difficult to find SB Connect on the City of Santa Barbara website to
create and complete a request.

Response to Finding 1: Disagree partially with an explanation.

The City recognizes the need to enhance website navigation to SB Connect to better
assist residents wishing to submit service requests. It is important to note, however, that
links to SB Connect are currently available twice on the city's homepage halfway down
the page. Additionally, SB Connect can be easily located via the search function, where
it appears as the top result. The main menu also includes SB Connect under the
“Services” section.

To improve the ability for residents to locate SB Connect, the City has included a direct
link to the “Create a Request” page of SB Connect at the top of all City webpages. This
exceeds the recommendation of Recommendation 1a.

Recommendation 1a
Add a direct link to the “Create a Request” page on SB Connect on the City homepage.
To be implemented by December 31, 2026.

Response to Recommendation 1a: Will be implemented.

A new button has been added to the top of all webpages on the city’s website, providing
direct access to the “Create a Request” page to provide an additional option rather than
submitting a request through SB Connect’s login page. Please note that, due to how
the SB Connect application functions, requests submitted through this feature will skip
the login page and be submitted as anonymous, which may limit two-way
communication between members of the community and the City. If a member of the
community wants to ensure receiving updates on their request, they should create an
account and utilize the SB Connect mobile app or access SB Connect from the link on

the homepage.
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ONLY non-emergency requests should be submitted through this platform. ALL Emergency
service requests should be reported to 911.

Implementation schedule: Implemented

Recommendation 1b
Reduce the number of required fields in SB Connect service request submissions. To

be implemented by December 31, 2026.

Response to Recommendation 1b: Disagree partially with an explanation.

SB Connect is designed to provide staff with as much useful information as possible to
address community requests accurately and efficiently. Much thought goes into what



information is needed. However as part of best practices to balance usability, City staff
will conduct a review of all required fields and reduce the number wherever feasible
without compromising service delivery or routing accuracy. In some cases, this
additional information is necessary to accurately fulfill the request.

Implementation schedule: On or before December 31, 2026.

Recommendation 1c
Provide a clearly visible phone number for residents who need assistance submitting a

request, obtaining status, or resolving problems that cannot be handled through SB
Connect alone. To be implemented by December 31, 2026.

Response to Recommendation 1c: Will be implemented

The City will publish and prominently display a phone number on the SB Connect
webpage and on relevant City webpages to ensure residents can receive assistance
with submissions, status checks, and issue resolution.

Implementation schedule: On or before December 31, 2026.

Finding 2
Finding: The City has not delivered accurate, real-time tracking of service requests
from submission through closure.

Response to Finding 2: Agree

SB Connect was launched in September 2023. As with all technology applications, its
usefulness is tied to implementation. As it has been rolled out, areas of successful use
and challenges have been identified. We agree improvements are needed in status
accuracy, update frequency, and consistency across departments. More details are
provided in the responses below.

Recommendation 2a
Provide accurate status from submission through closure of all service requests, with an

update by City staff within two business days of being opened. To be implemented by
December 31, 2026.

Response to Recommendation 2a: Will be implemented

The City acknowledges that status updates have not been consistent. To address this,
all departments now follow standardized workflow guidance, requiring an initial
response within two business days. Accurate tracking of statuses from submission to
closure has also been established. System reporting and staff training will ensure
consistent compliance.



We have assigned dedicated staff in each department that are working to correct the
statuses or resolve the existing open tickets currently in the system. The City also plans
to offer periodic updates to members of the community on tickets that need to remain
open for an extended period of time.

Lastly, we have implemented reporting in each department to inform leadership of the
status of open service requests in their respective departments. This will ensure more
accountability and help assess service challenges.

Implementation schedule: On or before December 31, 2026.

Recommendation 2b
Do not close service requests before they are actually resolved. To be implemented by

December 31, 2026.
Response to Recommendation 2b: Will be implemented

To address the issue of premature closure of service requests, the City has developed
and implemented robust process controls and department specific review measures to
ensure that closure occurs only after work has been fully completed and verified. This
includes reviewing and improving workflows with departments that were auto-closing
service requests and removing any workflow that auto-closes a service request.

Implementation schedule: Implemented

Finding 3
Finding: The City website does not consistently direct Spanish speaking residents to
SB Connect.

Response to Finding 3: Agree

The City of Santa Barbara remains deeply committed to ensuring that every resident
can access information and services in the language they trust. Over the past several
years, the City has made significant progress in strengthening the bilingual experience
on our website. This includes improving Spanish language navigation, aligning content
more consistently across languages, and expanding the availability of translated
materials. These improvements reflect our broader priority of advancing language
access across all City platforms and public communications. This includes ongoing
efforts to automate translation workflows, increase the volume and consistency of
translated content, and integrate language accessibility into every stage of our digital
and public-facing communication efforts. By continuing to invest in these tools and
processes, the City reaffirms its commitment to equity, inclusion, and meaningful access
for our entire community.



The City acknowledges the need to align English and Spanish language navigation
paths to ensure equitable access. A more detailed response can be found below.

Recommendation 3
Add links to SB Connect (Spanish version) from Spanish language pages so navigation
mirrors English language pathways. To be implemented by September 30, 2026.

Response to Recommendation 3: Will be implemented

The Spanish language navigation paths have been revised to ensure consistency with
the current English-language navigation paths. Additionally, adjustments outlined in
Finding 1 have been made, and direct access to SB Connect has been provided.

Please note that use of the SB Connect app in Spanish requires the user's phone
system language to be set to Spanish.

Implementation Schedule: Implemented

Finding 4
Finding: There is no single clearly accountable person with authority to drive SB
Connect workflow and policy changes across departments.

Response to Finding 4: Disagree partially with an explanation

The City recognizes the need for clear program ownership for SB Connect. A more
detailed response can be found below on how we currently meet this need.

Recommendation 4
Assign one person responsible for SB Connect with cross-departmental authority. To be

implemented by September 30, 2026.
Response to Recommendation 4: Disagree partially with an explanation

The City established a SB Connect Sustainment Team in June 2025. This team
oversees the SB Connect program and has the authority to coordinate system
improvements, unify workflows, and drive cross-departmental consistency. The team
consists of members from each department that have SB Connect service requests, the
Public information Officer, and the Information Technology Department. The team
meets monthly and is governed by a change approval board. Implementation of
changes is coordinated among Information Technology, the Public Information Officer,
and departments. This coordinated oversight ensures that all decisions on the
functioning of SB Connect are aligned and include input from affected departments.

For day to day implementation the SB Connect Sustainment Team members manage
and review service requests for their department, handling responses, workflow,



reporting, and leadership escalation when necessary.
Implementation schedule: Implemented

Finding 6
Finding: There is no recurring, public process for community participation in SB
Connect improvements.

Response to Finding 5: Disagree partially with an explanation

The City is committed to promoting transparency and fostering meaningful community
engagement regarding public services. While resident feedback plays a critical role in
shaping service delivery, the internal processes and technical systems supporting SB
Connect operations are primarily managed by departmental staff due to their
specialized operational, technical, and administrative nature. Ongoing public
participation is not typically required or beneficial for these workflows.

Nonetheless, the City acknowledges the importance of community input on factors that
directly impact residents, such as accessibility, usability, and the clarity of information
provided through SB Connect. As outlined in recommendation 5b, a general survey will
be distributed upon the closure of service requests to collect feedback on these

aspects.

Additionally, the City plans to enhance outreach initiatives to encourage utilization of SB
Connect. This program will educate the community about SB Connect’s capabilities and
highlight opportunities for residents to submit feedback via the survey.

Recommendation 5a
Host an annual public meeting to present an improvement roadmap and gather input.

To be implemented by December 31, 2026.
Response to Recommendation 5a: Disagree partially with an explanation

The Grand Jury report focuses on internal workflow gaps, closure practices, routing
complexities, accountability, and status communication issues, not strategic policy
questions. These are best addressed through internal process improvements rather
than annual public meetings.

The City will share product improvements in functionality and new versions via the SB
Connect website. The City will also provide and promote a community survey for
feedback. As previously mentioned, outreach efforts will also inform the community
about the availability of the survey and the phone number for assistance and feedback.

Implementation schedule: Implemented



Recommendation 5b

Send follow up user experience surveys to each service request submitter. To be
implemented by December 31, 2026.

Response to Recommendation 5b: Agree

The City will implement automated follow up surveys to each service request submitter
through SB Connect to collect feedback and identify improvement opportunities.

Implementation schedule: Implemented



