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Onboarding of Revenue department and other City departments increasing 

number of 311 calls in the long term. 
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The target for this metric is 15 seconds, which 311  is well below. 

8 



The target for this measure is 70%. Ken Davis and DM Kopplin discussed that 

onboarding new departments, especially ones which field very case-specific 

questions such as Revenue, can depress first call resolutions. 
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Two new building inspectors were brought on board in March, as was a new 

plan reviewer. Additionally, the department’s primary plan reviewer was out sick 

for several weeks. These staffing circumstances likely account for the increase 

in median service time. 
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Jared Munster is going to look into the long term trend in electrical license 

service time. He suspects that it is due in part to a new, more comprehensive 

review process. 
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The increase in the number of customers in the driver queue pushed up wait 

times across multiple queues.  
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The long term increase in customers is likely due to a change in CPC and 

HDLC policy. Neighborhood Participation Plans often require customers to 

make multiple visits to the approving agency. 
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The long term decline in event permit processing times is due to staff training 

and new reviewers.  
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Jared Munster noted that if the state legislature changed solar tax credits, it will 

probably impact permit applications. 
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Jared Munster expects these statistics to decline in April with the training of new 

staff.  
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Jen Cecil noted that the KPIs for Safety and Permits for March and April alone 

are below or at target. The overall 2015 KPIs are currently being kept off target 

by a poor January and February, which saw major spikes in customers due to 

CPNC permit renewals, the return of FBI background checks, and some staff 

turnover.  
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The increase in customers in the business intake queue did not significantly 

affect wait times for that queue. 
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The Riverwalk opening in March, April, and June of 2014 caused an unusually 

high number of business licenses to be issued on the same day as they were 

applied for. Jared Munster said that the beginning of 2015 is far more 

representative of the normal workload and pace of the department. 
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The department is down to three zoning inspectors for the entire city. 
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The increase in March is possibly due to people calling about taxi rides during 

Mardi Gras. Jared Munster noted that whenever people take more cabs, the 

agency typically gets more complaints. 
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