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Agenda

e Introduction and Announcements
e Open and Effective Government
e Sustainable Communities

e Public Safety

e Children and Families
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Purpose and Scope

Purpose: The Landrieu Administration developed a strategic framework to map out the
City's overall direction. The framework links services, programs, strategies, objectives,
and goals to the City’s mission, values, and vision, and incorporates performance
measures to assess performance.

In QualityofLifeSTAT, City leaders and managers review key performance results related
to citizens’ quality of life. In order to improve results, City leaders and managers review
and assess progress achieved, overall trend data, and the likelihood of meeting
performance targets. For programs at risk of not meeting targets, leaders and managers
identify prospects and tactics for performance improvement, and make adjustments to
operational plans as needed. To account to citizens and Councilmembers for the
spending of resources provided, QualityofLifeSTAT meetings are open to the public.

Scope: QualityofLifeSTAT focuses on Citywide topics that lead to a perception of neglect
and are reported frequently to multiple sources (e.g. 311, Councilmembers, department
heads, the NOPD, and at community meetings). QualityofLifeSTAT does not focus on
performance managed in other STAT programs or initiatives, nor does it include in depth
discussions of complaints about specific locations.

Questions and Comments: Index cards are available to the public at the sign-in table, which can be used to
submit questions and comments or to report specific issues. Throughout the meeting, completed cards will be
reviewed. General questions and comments may be discussed by the group and specific issues will be assigned to
departments.
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Responsible

Action ltems

Assigned 3 Action ltem Notes
g Parties
21915 M. Jernigan; P. Hire needed staff and order the vehicles necessary to achieve 2015 DPW is making their needed hires. 9
Sullivan targets. maintenance vehicles have been ordersd
with more bid specifications under way
Pathole killer expected to be operational by the
summer.
21915 M. Jernigan; K. Disaggregate more serious roadwork repairs where needed from the
Davis 311 pothalefroadway surface repair requests
21915 K. Davis; L Incarporate the City's street repair plans into the 311 knowledgebase to 311 added www roadwork.nola.gov to its
Gardere; D. aid in prioritizing those not scheduled for repair Kknowledge base and Quick Info guide for call
Galloway reps
31815 0. Wise; V. Conduct analytics on which intersections are the most prone to
Spencer; D accidents to determine if work is needed to improve the safety of those
Knaggs; M. intersections.
Jernigan
31472014 D. Macnamara Research feasibility of utiizing cameras and electronic processing of Once Sanitation Rangers are allowed to issue
citations citations, (per the action item below). Law can
move forward with this.
71i2014 E. Wiliams, C Draft procedures for review and approval to allow tickets to be issued House Bill 940 was approved. Sanitation is
Sylvain-Lear; M and administrative hearings conducted for Quality of Life violations. working with the Law Department to develop
Torri an implementation plan
312002014 C. Sylvain-Lear; L. Place cameras in spots with frequent ilegal dumping Sanitation partnered with the MTCB to place
Gardere; D. cameras at two illegal dumping hat spots
MacNamara They have identified additional illegal dumping

hot spots to install more cameras.
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New action items from this meeting are:

* DPW will revisit annual targets for the following measures and possibly
increases them: number of traffic signs installed, number of street name signs
installed, and number of catch basins cleaned.

Additionally, as relates to the existing action items in the slide, DPW is staffing
up, street repairs and roadwork.nola.gov is in the 311 knowledge base, and the
OPA analytics project is ready to be presented to DPW.



311 and EMD
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Responsible Organization:
31

Data Source:
311 performance reporting

311 department adoption rate strong for all departments reported.
DPW Traffic, MTCB, and Taxi departments show poor timeliness
metrics

311 Dashboard

Existing O Departments
N N Code N DPW T
Onboarding Metrics En . DPW Maint. Pai DPW Traffic Health ™MTCE Parkways | Sanitation Taxi EMS
‘Timeliness to Close % o6% P 100%
Requests (Closed cases e co o
meeting target _— = g g
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Responsible Organization:
EMD

Data Source:
EMD internal report

72% of all EMD orders completed.

115205 21002015 2/23/2015 31272015 3M1/2015 3M6/2015 3172015 31912015 3/24/2015 4/8/2015 SM22015
prere 13 14 15 32 ) £ 40 43 43 54 57
Rg;f:’ng 57 56 55 38 38 34 31 31 31 19 22
% Complete 19% 20% 21% 46% 46% 51% 56% 58% 58% T4% T2%
Dept Ordered Total % ordered

Capital Proj 1 1 100%

Coroner 2 2 100%

Dist Aftny 3 3 100%

EMS 2 3 67%

Fire 2 3 67%

Health 1 2 50%

MTCB 1 1 100%

NOPD 6 7 86%

NORDC 6 6 100%

PKWY 7 10 70%

Prop Mgmt 4 7 57%

Public Works 10 15 67%

Sanitation 11 17 5%

¥sc 1 2 50%
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EMD has deadline of issuing all these orders by the end of May.




PUBLIC WORKS




Responsible Organization:

Department of Public Works
{DPW)

Data Source:
3n

Related Strategy:
Maintain and improve road
surface infrastructure

Pothole request backlog climbed to just under 5,000 by the end of
April.

Pothole/Roadway Surface Repair service requests open at end of month
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Responsible Organization: . . . .
Department of Public Works Pothole service requests spiked in April.
(DPW)

Data Source:
31
Pothole/Roadway Surface Repair service requests opened and closed per month
Related Strategy:

Maintain and improve road

surface infrastructure = Opened Closed
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Service requests for potholes will spike in May due to National Pothole day.



Responsible Organization: . . . .
Department of Public Works Potholes filled still below 2015 target in April, as monthly pace fell
(OFW) slightly.

Data Source:

DPW maintenance reports
Cumulative number of potholes filled
Related Strategy:

Maintain and improve road

surface infrastructure 2013 = 2014 == 2015 = Target
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DPW expects to have pothole filling trucks deployed later this summer which
will increase productivity.



Responsible Organization:
Department of Public Works

Data Source:

DPW Streetlights Manthly
Report

Related Strategy:
Maintain and improve road
surface infrastructure

Note:

Excludes outages for Entergy-
owned lights, which typically
hovers around 100.

Almost all street lights in New Orleans have been functioning in
the first four months of 2015.

Percent of street lights functioning
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Responsible Organization:
Department of Public Works

Data Source:
3N

Related Strategy:

Maintain and improve road
surface infrastructure

Notes:

In rare instances, a 311 service
request is reopened after being
previously closed. In such
cases, this may result in the
number of open requests nat
tying exactly with the number of
closed and cpened cases.

DPW significantly reduced 311 street light request backlog in
April.

Street Light service requests open at end of month
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This 311 data needs to be cleaned by contractor.
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Responsible Organization:
Department of Public Works

Data Source:
3N

Related Strategy:

Maintain and improve road
surface infrastructure

Notes:

In rare instances, a 311 service
request is reopened after being
previously closed. In such
cases, this may result in the
number of open requests nat
tying exactly with the number of
closed and cpened cases.

948 more street light requests closed out in April than came in.

Street Light service requests opened and closed per month

== Opened ~ Closed
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Responsible Organization:
Department of Public Works

Data Source:

DPW Streetlights Manthly
Report

Related Strategy:
Maintain and improve road
surface infrastructure

Note:

Excludes outages for Entergy-
owned lights, which typically
hovers around 100.

878 street light outages restored in April.

Number of streetlight outages restored
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Department of Public Works

Data Source:
3an

Related Strategy:
Maintain and improve road
surface infrastructure

Notes:

In rare instances, a 311 service
request is reopened after being
previously closed. In such
cases, this may result in the
number of open requests not
tying exactly with the number of
closed and opened cases.

Traffic sign service request backlog ticked up in April.

Traffic Sign service requests open at end of month
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Department of Public Works

Data Source:
3an

Related Strategy:
Maintain and improve road
surface infrastructure

Notes:

In rare instances, a 311 service
request is reopened after being
previously closed. In such
cases, this may result in the
number of open requests not
tying exactly with the number of
closed and opened cases.

After several months of reducing backlog, a net gain of 15 service
requests for traffic signs in April.

Traffic Sign service requests opened and closed per month

== Opened ~ Closed
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Responsible Organization:
Department of Public Works

Data Source:
DPW Maintenance Reports

Related Strategy:

Maintain and improve road
surface infrastructure

Notes:

In rare instances, a 311 service
request is reopened after being
previously closed. In such
cases, this may result in the
number of open requests nat
tying exactly with the number of
closed and cpened cases.

DPW almost reached annual target for traffic signs installed by
end of April.

Cumulative number of traffic signs installed

2014 == 2015 == Target
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Department of Public Works

Data Source:
3an

Related Strategy:
Maintain and improve road
surface infrastructure

Notes:

In rare instances, a 311 service
request is reopened after being
previously closed. In such
cases, this may result in the
number of open requests not
tying exactly with the number of
closed and opened cases.

Backlog of open street name service requests increased, but still
at historic two-year low.

Street Name Sign service requests open at end of month
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Department of Public Works

Data Source:
3an

Related Strategy:
Maintain and improve road
surface infrastructure

Notes:

In rare instances, a 311 service
request is reopened after being
previously closed. In such
cases, this may result in the
number of open requests not
tying exactly with the number of
closed and opened cases.

Net gain of 12 street name service requests in April.

Street Name Sign service requests opened and closed per month

== Opened ~ Closed
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Responsible Organization:
Department of Public Works

Data Source:
DPW Maintenance Reports

Related Strategy:

Maintain and improve road
surface infrastructure

Notes:

In rare instances, a 311 service
request is reopened after being
previously closed. In such
cases, this may result in the
number of open requests nat
tying exactly with the number of
closed and cpened cases.

DPW well above target for number of street name signs installed.

Cumulative number of street name signs installed

2014 = 2015 = Target

1200

-
-
-
800 -
-
~ -
- 572 -
-
-
-
400 -
-
-
-
200 -
-
-
sé & & ) R oF o & o il o9

Quality of Life STAT May 21, 2015 21

21



Responsible Organization: . . . .
Department of Public Warks Backlog of open abandoned vehicle requests steadily climbed in
first four months of 2015.

Data Source:
3N

Related Objective:

Promote Quality Neightiorhoods Abandoned Vehicle Reporting/Removal service requests open at end of month

Quality of Life STAT May 21, 2015 22

Too soon to tell if this is a seasonal spike. DPW is down to 8 tow truck drivers,
in the process of hiring 6 more — would like to maintain 10 and get up to 15
One more tow truck being ordered (in addition to the first two).



Responsible Organization:
Department of Public Works

Data Source:
3N

Related Objective:
Promote Quality Neighborhoods

Net gain of 44 abandoned vehicle requests in April.

Abandoned Vehicle Reporting/Removal service requests opened and closed per month

== Opened ~ Closed

500
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Responsible Organization:
Department of Public Works

Data Source:
3N

Related Objective:
Promote Quality Neighborhoods

Despite increase in backlog, 83% of abandoned vehicle service
requests closed in April were closed within 30 days.

Percent of Abandoned Vehicle Reporting Removal resoclved in 30 days

100%

40%
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Responsible Organization:
Department of Public Works

Data Source:
3N

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Note:

January and February data was
adjusted in March to reflect
catch basin data not previously
included in data reports.

Street flooding service request backlog sharply increased in April.

Street Flooding/Drainage service requests open at end of month
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Responsible Organization:
Department of Public Works

Data Source:
3N

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Note:

January and February data was
adjusted in March to reflect
catch basin data not previously
included in data reports.

After months of relatively low net additions, a net gain of 155
street flooding service requests in April.

Street Flooding/Drainage service requests opened and closed per month

== Opened ~ Closed
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Responsible Organization:
Department of Public Works

Data Source:
DPW maintenance reports

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Note:

January and February data was
adjusted in March to reflect
catch basin data not previously
included in data reports.

DPW approaching annual target for number of catch basins
cleaned by end of April.

Cumulative number of catch basins cleaned

2013 == 2014 == 2015 == Target
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Key Performance Indicators

2014 2015

KPI Actual Target Met? Actual Target Status
Number of Potholes Filled 25,348 [ 10,305 40,000
Percent of Streetlights Functioning 96% . 97% 92% .
E:rsr::reardof Streetlight Outages 3018 0 3.468 5,000 .
°
:Vn:tr;ﬁ:; of Permanent Traffic Signs 2021 ® 1,870 2,000 ®
:‘:\:gﬁ:& of Street Name Signs 1116 ’ 572 1,000 .
TS o o
Number of Catch Basins Cleaned 3,390 2376 3,000 .
Percent of Catch Basins Cleaned 5% N/A 3.4% 5%
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SEWERAGE AND WATER
BOARD

Quality of Life STAT May 21, 2015 29

Into the third year of the rate increases

Challenge 1: how much can we grow the capital program so that more
waterlines, sewer lines, and streets can be replaced

Challenge 2: how much can you move forward your borrowing to meet
challenge 1

They kicked off bond feasibility studies to see if timeline and financial aspects
are realistic

Board meeting included community push back against disruptions. Construction
disruptions are a major quality of life issue

29



Responsible Organization:
Sewerage and Water Board
New Orleans

Data Source:

Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Bills Estimated as a Percentage of Total Bills

EUM Attribute : Description: Provides reliable, responsive, and affordable
Customer Satisfaction services in line with explicit, =

levels. timely 2 to

iveness to needs and emer ios.
Censtitueney: Objective: Provide Accurate Geoal: Bill Accounts
Customer Ratepayers Bills With Less Than 2%
Estimated

Currently Meeting Process Operating Trend: Level
Goal: Close Within Control Limits

Yes

Analysis

A bill is estimated if the meter is not read by the designated billing date. Bills are also estimated when a
meter is read and the reliability of the reading is doubtful and the account is placed on an exception report. If
the reading is not verified by the bi date, the bill will be estimated. Spikes in estimated bills usually cocur
when the Meter Reading department is unable to read a large section of meters during extreme weather.

Plans for Improvement

1 and verifying the reliability of
allows fe dings to be obt

1200

%

200

o

Nowv Dec
2013 2.7% 3206
2014 a3% 3406

Quality of Life STAT May 21, 2015 30

30



Responsible Organization:
Sewerage and Water Board
New Orleans

Data Source:
Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Total Inbound Customer Contacts

Constituency: Objective: Provide Timely Goal: Reduce
Customer Information and Respond Triggers of
Ratepayers Promptly to Requests Customer Calls
Currently Meeting Process Opera Trend: Unfavorable

No Within Control
Limits: No

ysis
contact the S. ge and Water Board to start or end service; to request information about

1o report concerns about their water service, sewer connection, strest flooding, or solid waste

sanitation service; and other matters. The Call Center for emergency repairs is operated continously, while

the Call Center for \a and non-emergency issues is operated from 7 AM to 7 PM. Call volumes can vary

significantly month to month.

Plans for Improvement
Staff is analyzing the events that trigger calls in order to determine methods to reduce the volume. Short
term plans for improvement will focus on creating more efficient "scripts” for handling routine call matters
Longer term plans will focus on reducing the overall call volumes with interactive voice response
capabilities

e
|
—
28,000
T
s.000
’ élfw&1gls\%\.%”I&ISI;ISFIEIQI&\g\shls\x\SIélé‘ﬁl&lgl&lglsl=lslms\515|
Data Tabio
an mar A May. T aul Au o Dec
2013 25357 21.081 21154 19,957 22048 21909 20,603 24704 23558 ze.oes 16060 22610
Tonal 2ao%a | uoea 1A 193 | %3de ZTh | Z2Z I A 2o 1992

2015 23470 24,406 26,486 25565
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Responsible Organization:
Sewerage and Water Board of
New Orleans

Data Source:

Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Bills Adjusted as a Percentage of Total Bills Computed

Constituency: Objective: Provide Goal: Reduce
Customer Ratepayers Accurate Bills percentage over
time
Currently Meoting E Process Operating Trend:
Goal: No Within Control Limits: Unfavorabie
Ye

Analysis
Customers request adjustments to their bill dus to higher than normal amounts. The higher bille,
to: & leak, one of more estimated readings followed by an actual reading: an erron=ous ms 9, of increased

WALEr, SEWer, Or SANIATION rAtes. Befors an AGUSIMENnt CAn De MAade, an NSPECTion of the Meter and sence line
must be perfarmea

Plans for iImpravemant

Staff 1= working to reduce the number of estimated and eronecus readings. Also, the Automated Meter Reading pilot
project is also intended Lo reduce the number of estimated and sronsous readings, as well 25 1o reduce the cost
obtaining & validated reading

10.0%

el 2] =] 2T s[=] 2T aTa[ [ 2] 5] 2] 2] =] &1 s[=[ 2] ] ST & 2 s[2[=[ 2] 2T s[> 2T AT ST 2] &

Jan Fob Mar Apr May Jun Jut Aug Sep oct Nov Dec
2013 1995 1.79% 219%  2.6% 2.9% 2206 2 206
2014 2.4%  3.0% 32w 320 30  3.2% 20%  2.8% 20%  3.3% 320 2.8%
2015 31%  298% 379
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Responsible Organization:
Sewerage and Water Board
New Orleans

Data Source:

Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Average Call Wait Time

Constituency: Objective: Provide Goal: Reduce over
Customer Ratepayers Accurate Bills time
Currently Mesting Process Operating Trend: Favorable
Goal: - hin Control Limits:
Yes
Analysis
contact the S. ge and Water Board to start or end service; to request information about

their bill: 1o report concerns about their water service, sewer connection, street flooding, or solid waste
sanitation service; and other matters. The Call Center for emergency repairs is operated continously, while

ng and non-emergency issues is operated from 7 AM to 7 PM
significantly menth to month.

volumes can vary

n= for Improvement

Staff is analyzing the events that trigger calls in order to determine methods to reduce the volume. Short
term plans for improvement will focus on creating more efficient "scripts” for handling routine call matters
Longer term plans will focus on reducing the overall call volumes with interactive voice response
capabilities
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Responsible Organization:
Sewerage and Water Board of
New Orleans

Data Source:
Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Total Service Requests for Water System Leaks

Constituency:
Customer
Ratepayers
Currently Meeting
Goal: ¥«

Customers contact the Sewerage and Water Board to request repairs to leaking mains, services and fire

hyarants

Staff is working with FEMA to expand beyond point repairs to line replacements for water mains with high

frequency of failure.

Objectiv,

Information and Respond

Promptly to Requests

Process Operating
Within Control
Limits:ves

Analysis

Plans for Improvemen

Provide Timely Goal: Reduce

Number of Service
Requests

Trend: Favorable

E\s\g\&lgl5I=I3I&lslsl.§‘E\E\glilglshlslxls[s\§|ilﬁls\&\g\shlslxlsléls‘
MU remant — — - Average Linear (Measurament
Data Tabie
dan  Fen Apr may . Gan.  uuwl Aug  Sep  ©Oat  Nev  Des
2013 504 aor 28 Wy e ey &y Sy o8 Y 2
Zoia| o431 | a= s ;3 351 23| a3 | &l =
o
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Responsible Organization:
Sewerage and Water Board
New Orleans

Data Source:

Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Water and Sewer Receivables 30 to 120 Days Old

EUM Attribute
Financial Viability

Constitueney:
Customer Ratepayers

Currently Meeting
Goal: Not Applicable

Water and sewer accounts receivable that are 30 to 120 days old are handled by internal staff using service
disconnaction. VWhen those accounts are turned-off and final bills sent. the remaining balances after 30

days are sent to a collection agency. The uncollectable balances for 2007 and 2008
normal dus to accounts that remained open for vacated facilities and were written off in 2011 and 2012, .

niions of Dulars

310

s0.5

Description:

between long-term debt, asset values, operations and
maintenance expenditures, and operating revenues

Objective: Efficient use of
resources in providing
services

erating Within
Control Limits: v o=

Analysis

Plans for Improvement

Goal: None
established

Trend: Level, when
adjusted for rate
increases.

were higher than

Jan Feb Ma
2013 $3.348 $3.243 $3.127
2014 $3.458 $3.280 $3.524

2018 $4.104 54812 54.091

Data Table

Apr May Jun Jul A
$2607 $2748 $2880 £2819 $30
$3249 £3314 $3381 S35

Sep oct Nowv Dec
149 $3.1681 $3258 $3.287
15 $3.893 $4.122 $3.941

BEEEEEEEE
2018

w
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Responsible Organization:
Sewerage and Water Board
New Orleans

Data Source:
Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient r

Water and Sewer Receivables 120 Days and Older

EUM Attribute : D and an balance
Financial Viability between long-term debt, asset values, operations and maintenance
expenditures, and operating revenues

Constituency: Objective: Efficient use of Goal: None estab!
Customer resources in providing services
Currently Meeting Process Operating Trend: Level
Goal: Not Applicable Within Control Limits:
Yes
Analysis

Water and sewer accounts receivable that are 120 days and older are handied by a collection agency. When those
accounts remain uncollected after three years, the balances are written off as part of an annual process. The
uncollectable balances for 2007 and 2008, which were written off early in 2011 and 2012, were higher than normal due
to accounts that remained open post-Katrina for resi and b but were not d.

Plans for Improvement
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Data Table
dan|  Febl Mar_ Apr  May o wun~  sul _ Aug _ Sep  Oct  Nov _  Dec
207 $11.104 & B652 & A766 £ B928 $ 9055 § 9113 $ 89395 § 9029 § 9224 § 0398 $ 9585 $ 9839
201, $ 0046 $ BO32 S B185 S BABO $ 8536 $ 8604 § A807 $ 8977 £ 9218 § 0478 £ 0728 £10.046
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Responsible Organization:
Sewerage and Water Board of
New Orleans

Data Source:
Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Total Service Requests for Sewer System Leaks

Constituency:
Customer
Ratepayers
Currently Meeting
Goal: Close

Provide Timely
n and Respond
Promptly to Requests

Process Operating
Within Control

Analysis

Goal: Reduce
Number of Service
Requests

Trend: Level

Customers contact the Sewerage and Water Board to request repairs to leaking sewer collection mains

and service lines.

Plans for Improvemen
Staff has recently expanded the use of Netwaorks Department field

T
staff focused on sewer system repairs
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Responsible Organization:
Sewerage and Water Board of
New Orleans

Data Source:
Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Types of calls

4,500

4,028

4,050

3,600

/.—; 100%
99 49100%
o6 9% 0%

80%

3,150

70%

2700

2,250

B80%

50%

Count

1,800

1,350

$
5
& & e\"y«
& 6@ 0\00‘ Q7

40%

30%

Cumulative Percentage

20%

G \
°°\> aq@c',*

2
&
&

—k—Cumlative Percentage

10%

0%

N

——80% Threshold

Quality of Life STAT May 21, 2015 38




Responsible Organization:
Sewerage and Water Board of
New Orleans

Data Source:
Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Reasons for adjustments
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Responsible Organization:
Sewerage and Water Board of
New Orleans

Data Source:

Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Total Accounts Turned Off for Non-Payment

Constituency: Objective: Ensure Goal: Non
Customer Collection of Payments for Established
Ratepayers Services Provided
Currently Meeting Process Operating Trend: Le
Not Within Control
Applicable Limits: Close
Analysis

Customers accounts are turned-off for non-payment for balances more than $50 and over sixty days past
due. Frequency of turn-offs increased sharply in April 2015 to reduce backlog accumulated in prior months

Plans for Improvement
Staff is monitoring the number of accounts turned-off for non-payment to determine trend directions. No
actions are contem plated at this time.

|5l$l§1&|§l§blzlm
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Responsible Organization:
Sewerage and Water Board of
Mew Orleans

Data Source:
Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Customer Service Indicators

Operations Support Goal

Billing Accuracy / Reasonable

Meters Read
Estimated Bills

High Bill Complaints
Adjusted Bills

Customer Contacts

Call Wait Time

Abandoned Calls

Emergency Abandoned Calls
Low Water Pressure

Water System Leaks

Sewer System Leaks

Problem Resolution

Collections Effectiveness Accounts Off for Non-Payment
Receivables 30 to 120 Days Old

Receivables 120 Days and Older

Within
Goal Control Trend
Limits
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Responsible Organization:
Sewerage and Water Board of
New Orleans

Data Source:

Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Emergency Calls Abandoned by Customers as a Percentage of
Total Emergency Calls

Constitue ney: Objective: Provide Timely Goal: Respond to
Customer Ratepayers Information and Respond calls with less than
Promptly to Requests 5% abandoned
Currently Meeting Process Operating Trend: Favorable
Goal: Close Within Centrol Limits:
No
Analysis

Customers abandon their call after waiting for an amount of time considered inconvenient, which varies
from customer to customer. Some portion of the volume of abandoned calls is from customers calling and
hanging up on Mulliple cccasions. Stafl is addressing this issue as a top priority. The telephone system
was recently upgraded

Plans for Improvement
In order to resclve the =i in [

i calls, emn have been hired and
are baing trained. Call rallover time has been reduced from 3 minutes to 20 seconds. Scripts were created
for mere efficient handling of routine call matters. Lenger term plans will focus on reducing the overall call
volumes with i ive voice iliti
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Responsible Organization:
Sewerage and Water Board of
New Orleans

Data Source:

Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Calls Abandoned by Customers as a Percentage of Total

Coenstitue ney:
Customer Ratepayers

Gurrently Meeting
Goal: Close

Customers abandon their call after waiting for an amount of time considers

from customer to custol

In order to resolve the =

Some portion of the volume of abandoned calls is from customers calling and
hanging up en multiple occasions

Objective: Provide Timely Goal: Respond to

Information and Respond < with less than
Promptly to Requests 5% abandoned
Process Operating Trend: Favorabis
Within Control Limits:
¥

Analysis

inconvenient, which varies

Plans for Improvement

are being trained. Call rollover time has been reduced from 3 minutes ta 20 second
on creating mor

for impravement will foc

plans will focus on redus
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Responsible Organization:
Sewerage and Water Board of
New Orleans

Data Source:

Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Investigations from High Bill Complaints as a Percentage of Total
Bills

Constituency: Objective: Provide Goal: Reduce
Customer Ratepayers Accurate Bills percentage over time
Currently Meeting Process Operating Trend: Unfavorable
Goal Within Control Limits:

Yes

Analysis

Customers request an inwestigation about their usage when the bill is higher than nomal amounts. The higher billed

amount may be due to. a leak; more estimated readings followed by an actual reading; an erfoneous meter

resding: of increased water, Sewer, oF SaNitation rates. Before an adjustment can be made, an iNspection of the Meter
A serice line must be parfor

Plans for Improvement
Staff = working 1o reduce the number of estimated and ermonecus readings . Also, the Automated Meter Reading pilot
project is also intended to reduce the number of estimated and eronecus readings, as well 2 o reduce the cost of
obtaining & validated reading

Elflgl&Ie-ls\=I3\3IS\§IS|Elflg\ﬂe\slﬂslﬁlaléls HEEEEEREEERE

Data Table

Jan Fob Mar Apr May Jun Jut Aug Sep oct Mov Dec
2013 Oa%  0.3% 03% ©03% ©03% 03% 0a% 0 6% 0.7%  0.6%  0.4%  0.8%
2014 0.5% 0.5% 0.5%  0.4%  0.4%  05%  06% 0.5% 0.7%  0.6%  04%  05%
2015 0.5% 0.&% 0.5%  0.4%
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Responsible Organization:
Sewerage and Water Board of
New Orleans

Data Source:

Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Total Service Requests about Low Water Pressure

Constituency:
Customer
Ratepayers

Currently Meeting
Goal: No

Customers contact the Sewerage and Water Board to request resolution o low water pressure. System
pressure can be impaired by power fallures at the treatment plants, by water main breaks, and by certain

types of repair activities

Process Operating
wi

Plans for Improvement
Staff continues to make repairs to the water system to reduce the number of occasions of low pressure

Objective: Provide Timely Goal: Reduce
Information and Respond Number of Service
Promptly to Requests Requests

Trend: Unfavorable

hin Control
Limits: No

Analysis

400
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=00
180
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s0

Jan Fab Mar Apr Jun Aug sep oot Nov. Dec
2013 &7 S8 77 128 28 104 ez 137 a4 o7
z014a 83 117 70 &7 26 a1 102 105 o8 B3
2015 &3 74 136 157

Quality of Life STAT May 21, 2015 45

45



Responsible Organization:
Sewerage and Water Board
New Orleans

Data Source:

Sewerage and Water Board of
MNew Orleans

Related Strategy:

Optimize the City's subsurface
drainage infrastructure to
ensure resilient neighborhoods

Meters Read as a Percentage of Total Meters

Constitueney: ctive: Provide Goal: Read 88% or
Customer Ratepayers Accurate Bills more of meters each
manth
Currently Meeting Process Operating Trend: Level
Geal « Within Centrol Limits:
Yes
Analysis

The purpose of the customer bllllng and collection processes is to collect revenues from customer

that are bille to the service rules and are based upon accurate metered cons umption.

Obtaining an accurate reading is the first step in that process._ Staff has maintained a reading rate near or
above the goal since since April 2010 except for two months affected by Hurricane Isaac in 2012 and a
winter freeze in January 2014,

Plans for Improvemant

Star king 1o reduce the number of estimated and erroneous readings. Also, the Automated Mete:
Roading pilot project Is alse Intonded 16 reduce the number of estimated and eroneads readings, as well as
to reduce the cost of abtaining a validated reading
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Data Tabile

Jdan Fob Mar Aprate Bills Jun Jut Au sap oot Nowv Dac
2013 98.4% 96.8% ©99.1% 99.2% 99.2% 99.0% 99.0%  99.1% ©99.0%  99.2% 99.1%  99.0%
2014 94.2% 985% 99.3% 988% 98.7% 98.6% 98.8% 98.9% 99.0% 99.0% 99.0% 98.9%
2015 982% 98.7% O8.2% 08 5%
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PARKS AND PARKWAYS
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Responsible Organization:
Department of Parks and
Parkways

Data Source:
Department of Parks and
Parkways

Related Strategy:
Protect and preserve parks and
other green spaces

Notes:

This is a seasonal measure, as
peak mowing season begins in
the summer.

Parks and Parkways significantly surpassed previous years for
number of acres mowed in April 2015.

Acres mowed

2012 12013 2014 [l 2015
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Responsible Organization:
Department of Parks and
Parkways

Data Source:
Department of Parks and
Parkways

Note:

Farestry work orders represent
the actual work completed
within a tree “work order.”

Excludes stumps, which are
done intermittently,

Related Strategy:
Protect and preserve parks and
other green spaces

Tree service request backlog being held steady at around 1,000

since July 2014.

Tree Service service requests open at end of month
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Responsible Organization:
Department of Parks and
Parkways

Data Source:

Department of Parks and
Parkways

Note:

Farestry work orders represent
the actual work completed
within a tree “work order.”

Excludes stumps, which are
done intermittently,

Related Strategy:
Protect and preserve parks and
other green spaces

Net addition of 25 service requests to tree service backlog in April.

Tree Service service requests opened and closed per month

== Opened ~ Closed

100
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Responsible Organization:
Department of Parks and
Parkways

Data Source:
Department of Parks and
Parkways

Note:

Farestry work orders represent
the actual work completed
within a tree “work order.”

Excludes stumps, which are
done intermittently,

Related Strategy:
Protect and preserve parks and
other green spaces

Parks and Parkways on track to be exceed 2015 target for non-
emergency tree trims and removals.

Cumulative number of tree trims and removals

2013 == 2014 == 2015 == Target
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Responsible Organization:
Department of Parks and
Parkways

Data Source:
Department of Parks and
Parkways

Note:

Farestry work orders represent
the actual work completed
within a tree “work order.”

Excludes stumps, which are
done intermittently,

Related Strategy:
Protect and preserve parks and
other green spaces

Violent storm at end of April left Parks and Parkways with 23
outstanding emergency tree service requests at end of month.

Tree Service Emergency service requests open at end of month
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Responsible Organization:
Department of Parks and
Parkways

Data Source:
Department of Parks and
Parkways

Note:

Farestry work orders represent
the actual work completed
within a tree “work order.”

Excludes stumps, which are
done intermittently,

Related Strategy:
Protect and preserve parks and
other green spaces

Atypical net addition of 21 emergency tree requests to 311 queue
in April.

Tree Service Emergency service requests opened and closed per month

== Opened ~ Closed
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Responsible Organization:
Department of Parks and
Parkways

Data Source:
Department of Parks and
Parkways

Note:

Farestry work orders represent
the actual work completed
within a tree “work order.”

Excludes stumps, which are
done intermittently,

Related Strategy:
Protect and preserve parks and
other green spaces

Number of emergency tree removals jumped up significantly in
April, but trend is comparable to years previous.

Cumulative number of emergency tree removals

2013 == 2014 == 2015
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Responsible Organization:
Department of Sanitation

Department of Parks and
Parkways

Data Source:
Department of Sanitation

Department of Parks and
Parkways

Definition:

Bandit sign: A flyer or
advertisement posted on a
public row in an unauthorized
location.

Related Strategies:

Provide effective sanitation
services to residents and
businesses

Protect and preserve parks and
other green spaces

607 bandit signs removed by Parks and Parkways and Sanitation
departments in April.

Bandit signs removed

== Parks and Parkways - Sanitation
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Key Performance Indicators

2014 2015
KPI Actual Target Met? Actual Target Status
Number of acres mowed 18,801 4997 19,000 .
Number of tree trims and NA 1169 3,000 .

removals
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SANITATION
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Responsible Organization:

Department of Sanitation

Data Source:
3N

Related Strategy:

Provide effective sanitation
services to residents and
businesses

Backlog of open illegal dumping requests climbed up to 62 in
April after brief decline in March.

llegal Dumping Reporting service requests open at end of month

100
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Responsible Organization:

Department of Sanitation

Data Source:
3N

Related Strategy:

Provide effective sanitation
services to residents and
businesses

Net addition of 17 service requests to illegal dumping 311 queue.

lllegal Dumping Reporting service requests opened and closed per month

== Opened ~ Closed

500
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Responsible Organization:

Department of Sanitation

Data Source:
3N

Related Strategy:

Provide effective sanitation
services to residents and
businesses

However, almost all illegal dumping calls handled in April were
resolved in 30 days.

Percent of lllegal Dumping Reporting resolved in 30 days
100%

80% m

60%

97.2%

40%
v
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Responsible Organization:

Department of Sanitation

Data Source:
Department of Sanitation

Related Strategy:

Provide effective sanitation
services to residents and
businesses

Sanitation on track to exceed 2015 target for clearing illegal
dumping sites.

Cumulative number of illegal dumping sites cleared

2013 == 2014 == 2015 == Target
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Responsible Organization:
Department of Sanitation

Data Source:
Department of Sanitation

Note:

“Tires removed” indicates the
number of dumped tires the
vendor transports from the City
facility that had previously been
collected Sanitation
Consequently, this figure does
not always reflect the exact
amount collected from illegal
dumping sites during a given
month

Related Strategy:

Provide effective sanitation
services to residents and
businesses

Significant increase in number of tires removed in April.

Tires removed
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Responsible Organization:

Department of Sanitation

Data Source:
3N

Related Strategy:

Provide effective sanitation
services to residents and
businesses

Backlog of open service requests for residential recycling reached
highest point in two years in April.

Residential Recycling Programs service requests open at end of month
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859
800 A /
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Responsible Organization:

Department of Sanitation

Data Source:
3N

Related Strategy:

Provide effective sanitation
services to residents and
businesses

Steady net addition to service request queue for residential
recycling in first third of 2015.

Residential Recycling Programs service requests opened and closed per month

== Opened ~ Closed
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Responsible Organization:
Department of Sanitation
vendors

Data Source:
Sanitation Department

Related Strategy:

Pravide effective sanitation
services to residents and
businesses

Definitions:

Household: Every househald in
New Orleans Parish receiving
sanitation service. Current
estimate is 134,891
Households Registered for
Recycling: Every household
that is not only registered for
recycling, but has received a
recycling cart

Number of houses registered for recycling around 50,400 in April.
Target is 55,700.

Houses registered for recycling
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Responsible Organization:
Department of Sanitation
New Orleans Police Department

Data Source:
Department of Sanitation

Note:

Additional inspections
performed by the District New
Orleans Palice Department
Quality of Life Officers are
included in the totals, but
summonses are not.

Effective 12/14/14, Sanitation
QOL officer transferred to
NOPD field assignment

Related Strategy:
Provide effective sanitation
services to residents and
businesses

129 sanitation inspections performed in April.

Sanitation inspections
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Key Performance Indicators

2014 2015
KPI Actual Target Met? Actual Target Status
gluer:rbeedr of lllegal Dumping Sites 2735 . 067 1,000 ®
oot degmouhosanice gy ° °
Percent of Households Registered for a7y, . 379, 40%

Recycling
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LAW
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Responsible Organization:
Law Department

Data Source:
Law Department

Related Strategy:
Effectively and fairly administer
justice

Definitions:

ABO: Alcoholic Beverage
Outlet. Abusiness that serves
alcohelic beverages

Law significantly off target for number ABO filings.

Cumulative number of ABO filings

2013 == 2014 == 2015 == Target
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Responsible Organization:
New Orleans Police Department

Data Source:
Mew Orleans Police Department

Related Strategy:
Effectively and fairly administer
justice

Number of quality of life complaints received by NOPD climbed
steadily since February 2015 to reach max of 1,025 in April.

Complaints received and summonses issued by NOPD quality of life officers

== Complaints received by NOPD Summonses issued by NOPD

1000 1025

800
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Key Performance Indicators

2014 2015
KPI Actual Target Met? Actual Target Status
Number of Tax and Public Nuisance 242 20 250 ’

Cases Filed before the ABO Board
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MOSQUITO AND TERMITE
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Responsible Organization:
New Orleans Mosquito, Termite,
and Rodent Control Board
(MTRCB)

Data Sources:
311

Related Strategy:

Provide public health services to
City residents, including
community health education and
preventing the spread of
communicable diseases

Backlog of mosquito control service requests jumped from near 0
to 26 in March and April 2015.

Mosquito Control service requests open at end of month
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Responsible Organization:
New Orleans Mosquito, Termite,
and Rodent Control Board
(MTRCB)

Data Sources:
311

Related Strategy:

Provide public health services to
City residents, including
community health education and
preventing the spread of
communicable diseases

Highest net addition to mosquito control service requests in April
2015.

Mosquito Control service requests opened and closed per month

== Opened ~ Closed
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Responsible Organization:
New Orleans Mosquito, Termite,
and Rodent Control Board
(MTRCB)

Data Sources:
MTRCB

Related Strategy:

Provide public health services to
City residents, including
community health education and
preventing the spread of
communicable diseases

4 day average to close mosquito control requests in April.

Average days to close mosquito request
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Responsible Organization:
New Orleans Mosquito, Termite,
and Rodent Control Board
(MTRCB)

Data Sources:
311

Related Strategy:

Provide public health services to
City residents, including
community health education and
preventing the spread of
communicable diseases

Rodent service request backlog at 9 at end of April.

Rodent Complaint service requests open at end of month

30

e
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Responsible Organization:
New Orleans Mosquito, Termite,
and Rodent Control Board
(MTRCB)

Data Sources:
311

Related Strategy:

Provide public health services to
City residents, including
community health education and
preventing the spread of
communicable diseases

Net reduction to rodent service request backlog in April.

Rodent Complaint service requests opened and closed per month

== Opened ~ Closed
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Responsible Organization:
New Orleans Mosquito, Termite,
and Rodent Control Board
(MTRCB)

Data Sources:
MTRCB

Related Strategy:

Provide public health services to
City residents, including
community health education and
preventing the spread of
communicable diseases

Average days to close rodent requests down slightly from two-
year peak in April.

Average days to close rodent request
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Key Performance Indicators

2014 2015
KPI Actual Target Met? Actual Target Status
Average Business Days to Complete
Mosquito Service Requests e ® = 3 o
Average Business Days to Complete
Rodent Service Requests 15 . 23 3 .
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[ ]

Evaluation Form

Are you a city employee or a member of the public?

On a scale 1-5, how useful was this meeting to you (1= least
useful and 5= most useful)?

What's working?

What's not working?
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