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311 is taking on calls pertaining to Revenue issues, which will likely drive up the call 
abandonment rate and drive down the first call resolution rate. 311 is considering 
embedding someone from Revenue, and looking at expanding the Knowledge Base to 
help operators process these new call types. 
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Jen Cecil noted that wait times trended up due to staffing issues which have 

since been resolved. She expects the wait time to decrease in February and 

March. Jen also noted that CPCN renewals, which occur from January through 

mid-March, may be driving up wait times as some customers arrive for their 

appointments early. Oliver Wise asked if there was an allocation for additional 

staff. Jen said she had the budget, but not a Civil Service allocation. Oliver also 

asked about the upward trend in plan reviews. Jen said she would look into it. 
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The increase in payment volume is due to CPNC renewals, and the new policy of 
cashing out payments for CPNC renewals as they are made. 
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The increase in average wait time to make a payment is due to CPNC renewals. 
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Jen noted that there are three factors driving up volume and, consequently, wait times 
for January: CPNC renewals, the default policy of assigning people without birthdays 
on their birth certificates the birthday of January 1, and the return of FBI background 
checks sent out in November. 
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Building permits, rather than electrical, are a better measure of commercial 

development. 
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January saw the training of new employees responsible for this measure. Jen Cecil 
expects the average to decline once the new employees are brought up to speed. 
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The group briefly discussed measure online applications completed within 48 hours as 
an alternative measure of timeliness. Additionally, Jen Cecil noted that the downward 
trend in online applications completed in one day is probably due to the departure of 
the assistant zoning administrator. 
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The upward trend in volume is typical, due to license renewals. 
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Jen Cecil said to expect an increase in the number of operator/driver permits issued in 
February, due to returning FBI background investigations. 
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Jen Cecil noted that there is a new policy affecting complaint closure, which may be 
responsible for the decline in the number of open complaints. Complaints are now 
considered closed when an adjudication is scheduled, or the complaint is unfounded. 
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VCC brought on new staff recently which helped push their days to issue statistic 
down. 
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