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Agenda

e Introduction and Announcements
e Open and Effective Government: 311

e Economic Development: Permitting and
Licensing

e Sustainable Communities: Land Use
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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 CustomerServiceSTAT, City leaders and managers review key performance results
related to customer service. 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, CustomerServiceSTAT
meetings are open to the public.

Scope: CustomerServiceSTAT focuses on Citywide topics that are frequent sources of
City interactions with the public, with an initial emphasis on 311 calls, permitting and
licensing, and land use issues. CustomerServiceSTAT does not focus on performance
managed in other STAT programs or initiatives, nor does it include in depth discussions
of complaints about specific interactions.

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.

CustomerServiceSTAT January 2, 2014

3




Public Safety

City Strategic Framework

Mission

The City of New Orleans delivers excellent service to its citizens with courage, competence and compassion.

Integrity, Excellence, Transparency, Teamwork, Responsiveness, Innovation, Diversity and Inclusion

New Orleans is a model city. We are a unified city. We are a creative city.

Open and Effective
Government

Result Area Goals and Objectives

Children and
Families

Sustainable
Communities

Economic
Development

Innovation

[Promote business growt
and job creation
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Open and Effective Government

gag go
Objectives and Strategies Outcome Measures
Exercise effective management and accountability for the City's . Bond ratings (S&P, Fitch, Moody's)
physical resources . Comprehensive Financial Statement Audit Opinion
1.  Effectively steward the City's financial resources . Property tax collection rate (two year)
2. Manage the City’s information and analyze the City’s . Satisfaction with ITI services
performance data . Average number of respondents to bids and RFPs

3. Manage vendor relationships and provide oversight of City
contracts

4.  Responsibly support the City’s capital assets

Attract, develop, and retain public servants throughout City . Turnover rate
government empowered to deliver high-quality customer service . Employee engagement and satisfaction (specific questions TBD
1.  Cultivate a high-quality City workforce from an internal survey

2. Provide fair and reasonable benefits to City employees and

retirees

Facilitate the legal, administrative, and policy work of governmental e Citizen satisfaction with overall government services (UNO
bodies serving City residents Quality of Life Survey)

1.  Govern the City with integrity and accountability . Philanthropic resources secured

2 Defend the City’s legal interests

3.  Promote civic engagement

4 Facilitate, link, and leverage resources with external

organizations
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Responslble NOLA 311 Calls Decreased
Organization:
Information Technology
and Innovation Number of 311 calls
Data Source: 311 Calls  =f=Average Calls Per Day
Definitions 18000 16796 16768
311: telephone number | 15000 ‘mtra&l%s—mﬁ;
with cu i
representatives to help 12000 {11158 11281
with non-emergency w000 —m — — — — — — — — — —— — —
information and service 8000 — |
requests
Calls: information ALY
requests, referrals, and 4000
service requests received 2000 +— |
by the 311 call center, as 0 ey 783 RF9 656 /04 B4 BBT /32 69D A1l 658 594
well as abandoned calls !
Information request: a Dec-12 Jan-13 Feb-13  Mar-13  Apr-13  May-13  Jun-13 Jul-13 Aug-13 Sep-13  Oct-13 Nov-13
311 call to request
information
(it i el Number of 311 requests
resulting in a transfer to
a City department Info Requests  m Referrals  Service Requests
Service request: a 311
call to request that the 14000
City perform a service EIT
Note: The number of 10000 2290 2044 3103 6880
calls is greater than the 1660 4029
number of requests 8000 +— 3283 3826
because abandoned calls 6000 3152 4250 |
are included in the . . . . . 259
number of calls. 4000 . .
5038
2000 3159 I L
0 T T T T T
Dec-12 Jan-13 Feb-13  Mar-13  Apr-13  May-13  Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13
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The decrease in 311 calls was attributedhe holidays.The number of calls is
expected to remain low in December.



Responsible
Organization:
Information Technology
and Innavation

Data Source: 311

Definitions

311: telephone number
that connects customers
with customer service
representatives to help
with non-emergency
infarmation and service
requests

Seconds

Seconds

180
160
140
120
100
80
60
40
20

NOLA 311 Average Call Length Fell Below Target

Average call length

Average Call Length

169

= = Target (160)

172

Dec-12

Jan-13

Feb-13  Mar-13  Apr-13  May-13

Average hold time

Average Hold Time

Jun-13

Nov-13

Jul-13

Aug-13  Sep-13  Oct-13

= == Target (15)

30

27

25

20

10

21

22

Dec-12

Jan-13

Feb-13

Mar-13

Apr-13 May-13

Jun-13

Jul-13 Aug-13 Sep-13 Oct-13 Nov-13
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Responsible
Organization:
Information Technology
and Innovation

Data Source: 311

Definitions

311: telephone number
that connects customers
with customer service
representatives to help
with non-emergency
information and service
requests

Call abandonment: call
where the caller hangs
up before the callis
answered

First call resolution:
information requests and
undocumented calls that
are resolved directly by
the 311 call center.
Excludes service requests
and department
referrals.

Legend
@ oonet
Wit 1% ofTrget

& ornge

@ Key measure that
best indicates whether
City activities are
achieving the desired
results

NOLA 311 First Call Resolution and Abandonment Rates

Remained Below Target
@ Rate of 311 call abandonment

Abandonment Rate = = Target (10%)

15% 142
12%
10%
9% 9% 9% 9%
10% 3% - % 5%
7
’ 6%

3% | = —m—m m e — = — = = — = y %
0% +—— — - ————— —

Dec-12  Jan-13  Feb-13  Mar-13  Apr-13  May-13  Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Now-13

@ Rate of 311 first call resolution
First Call Resolution = = Target (70%)
100%
80%
80% 6% #1%
4% _ o — B B0 = = = =gy = 5IYr = 59 = O3Hm B2 gy = L%

60%
ao% - — @ — @ — — — — — — — — — —
0% —E— —
0% T T T T

Dec-12  Jan-13  Feb-13 Mar-13  Apr-13  May-13  Jun-13  Jul-13  Aug-13  Sep-13  Oct-13  Nov-13

T T T
9% <10% [ ]

*

Rate of 311 call abandonment

Rate of 311 first call resolution 62% 270%
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The lower number of calls resultéa a reducedtall abandonment rate.
Enhancementso the automated attendant also contributed to improved

performance




Responsible
Organization:
Information Technology
and Innovation

Data Source: 311

Definitions:
311: telephone number

NOLA 311 Average Agent Scores Mostly Decreased
Average agent scores

Sep-13 ®WOct-13 W Nov-13

120

100 95 94 g3 96

that connects
with customer service
representatives to help
with non-emergency
information and service
requests

Agent: 311 customer
service representative
Call documentation
score: score assigned
based on the quality of
agent call
documentation in the
system

Call time score: score
assigned based on
average time agents are
expected to be calls
Ready time score: score
assigned based on the
average time an agent is
expected to be available
to receive incoming calls
Quality score: score
assigned based on
quality of agent calls
Warm transfer score:
scare assigned based on
the success rate of call
transfers

60 +—

20 +

a T T
Call Documentation Score  Warm Transfer Score Ready Time Score Call Time Score

Average agent scores YTD by agent

W Warm Transfer Score

W Call Documentation Score

A

® Ready Time Score
100 100
q

Quality Scores Call Time Score

9?‘gm[) g?g
8

933
o 88

Agent 1

Agent 2 Agent 3 Agent 4 Agent 5 Agent 6 Agent 7 Agent 8 Agent 9

Quality Scores

Agent 10 Agent 11
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InformationTechnology and Innovation willork with lower performing agents to
improve their scores. An update to the 311 system is expected to result
improvements to thecall documentation scores.



Responsible NOLA 311 Top Service Requests Remained Largely Consistent

Organization:
Information Technology H
and Innovation in November

S Number of service requests
Definitions 3000
311: telephone number
that connects customers
with custemer service 2500
representatives to help
with non-emergency

information and service 2000
requests 2z
Service request: a 311 § 1500
call to request that the g
City perform a service «

1000

0
Jan-13 Ff‘;' Ng Apr-13 Mfa"" Jun-13 | Juk-13 Arsg' S;P' Oct-13 Nf;
Street Light 634 | 503 | 491 | 567 | 555 | 368 | 416 | 2842 | 894 | 899 | 650
——Trash/Garbage Pickup [274 | 222 | 193 | 313 | 347 | 314 | 388 | 386 | 324 | 357 | 282 |
——Code Enforcement General Request | 232 | 219 | 303 | 437 | 576 | 762 | 926 | 887 | 876 | 595 | 279 |
Residential Recycling Programs 156 | 204 | 291 | 588 | 345 | 264 | 375 | 777 | 401 | 347 | 269
Abandoned Vehicle Reporting/Removal | 195 | 166 | 204 | 214 | 176 | 173 | 257 | 265 | 234 | 243 | 181
== Pothole/Roadway Surface Repair 213 237 169 246 292 161 200 179 166 137 99
Large Item Trash/Garbage Pickup 84 | 64 | 89 | 106 | 135 | 136 | 184 | 159 | 133 | 138 | 97
Street Flooding/Drainage 175 163 112 259 246 158 209 199 123 131 89
——Tree Service [ [ | | 86 | 240 | 215 | 203 | 169 | 76
Traffic Signal |92 [ s6 | as | 76 | a6 | 42 | 32 | 53 | &5 | 55 | 7a
Other 401 | 493 | 821 | 543 | 755 | 688 | 802 | 918 | 831 | 755 | 500
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Most service requests decreased. Code Enforcement decreased substantially, due to
slower grass growth in the cooler months.



Responsible NOLA 311 — Many Customers Requested Information on

Organization:
Information Technoloj s B -
T Turkey Giveaway and Sanitation Fees
Data Source: 311
Definitions

311: telephone number
that connects customers

with customer service . A
representatives to help . Prior Month Department Prior Month
with non-emergency Requests (Oct) Rank
information and service Turkev G 400 _ Referrals {Oct) Rank
requests DL LS TaxicabBureau 250 1
Information request: a
EPBCE RO Sanitation Service 235 - . Safety and 217 2
information 2 )
Referral: a 311 call Fees Permits
resulting in a transfer to Municipal Police 145 il Public Works 142 4
a City department m P 3
Parking 104 5
Regulations .
Enforcement Parkways
I Traffic Court 96 - I Finance-Treasury 83

Parks and 130 3
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Taxicab Bureau referrals were highest due to the complexity of questions, and also
because of transfers to investigators for complaint foHops. Information Technology

and Innovation is working to ensure that agents have the knowledge about relevant
departmental issues to keep the number of referrals are as low as possible.



2014 Performance Plan

Citywide Result Area: Open and Effective Government

Goal: Ensure sound fiscal management and transparency, promote effective, customer-driven services and foster active
citizen engagement in City government.

Objective: Exercise effective management and
accountability for the City’s physical resources

Strategy: Manage the City’s information and analyze the City’s performance data.

Key Performance Measures

Rate of 311 call abandonment

Rate of 311 customer satisfaction

Rate of 311 first call resolution

Responsible Organization

Information Technology and
Innovation

Information Technology and
Innovation

Information Technology and
Innovation

2013 YTD
{Jan-Nov)
9%

N/A

62%

2014
Targets
<10%

270%

270%

CustomerServiceSTAT January 2, 2014 12
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Economic Development

Objectives and Strategies

Outcome Measures

Promote business growth and job creation

1.  Foster a business-friendly regulatory environment, including
streamlining the permitting process

2. Promote an environment of equal opportunity for a diverse
supplier pool

3 Aggressively seek to attract new business and retain existing
businesses

4, Provide support for world-class special events

. Job growth (metro)

. High wage job growth

. Cultural industry job growth

. Tourism growth (metro)

. Population growth

*  Value of residential and commercial construction

. Office, retail, and warehouse space occupancy rates (deviation
from mean of benchmark jurisdictions)

. Sales taxes generated

. Occupational license growth

Develop and train the local workforce, and connect residents with

jobs

1. Provide access to work opportunities to youth and other
vulnerable populations

2.  Promote workforce development and skills training to meet
employers’ needs

3.  Link employers to the local workforce

. Unemployment rate

. Average annual wages

. Gross Metro Product (GMP) per job

. Educational attainment (proportion of population with some
college, and bachelor’s degree or higher)

. Size of the City's middle class (proportion of households by
national income quintiles)

. Median household income by race and ethnicity

CustomerServiceSTAT January 2, 2014 13
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Responsible
Organization: Safety and
Permits (S&P)

Data Source: Lobby
Central

Definitions

One Stop Shap: co-
located office for four
departments that
improves and
streamlines the
customer experience
related to securing
permits and licenses
Wait time: time from
customer check-in to
being assisted an
employee

Service time: time from a
customer being assisted
by an employee to the
customer's departure.
Excludes appointments.

Visitors

One Stop Shop — Safety and Permits
As Visitors Decreased, Wait Times Remained Below Target
Number of visitors
S&P e S&P-ElRC —S&P-Inspec S&P-Mech ——S&P-Plan Rev
1000
g0 745
600
= — — 515
400 397
277
200 7 7T
o T T
Mar Apr May Jun Jul Aug Sep Oct Nov
Average wait time Average service time
S&P m— S&P-Elec — S8 P-Inspec S&P e S8, P-EleC — 58 P-INspec
S&P-Mech ———S&P-PlanRev — — Target (20) S&P-Mech ——S5&P-Plan Rev
30
40 25 A -
35 -~ \ Z
. o \./-4
w 25 E
% 1} . — 2157 —
£ N s
215 10
o éiéé
5 5
0 T T T
Mar Apr May Jun Jul Aug Sep Oct Nov 0
Mar Apr May Jun Jul Aug Sep Oct Nov
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The decrease in visitors was attributed to seasonal variation.
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Responsible One StOp ShOp - CPC, HDLC, VCC, etc-

Organizations: Safety

andPernis, iy Wait Times Were Below Target
Planning Commission
{CPG) Histare Dl Number of visitors

Landmarks Commission
(HDLC), Vieux Carré

Business Intake ——CPC —HDLC Payment —Special Event —\CC Zoning
Commission (VCC)
700
Data Source: Lobby 600
Central 500 ==y
400 =

Definitions
Business intake:

el 264
applications for 200 +—
occupational licenses to 100 ;5 ﬁé
conduct business o [

One Stop Shop: co-
located office for four LiHTy Apr May Jun dul Aug Sep Oct Nov

Visitors

departments that aal 2 = =
improves and Average wait time Average service time
streamlines the

customer experience

7 Business Intake CPC HDLC Business Intake  ———CPC ——HDLC
el sl Payment ——Special Event  ===mVCC
permits and licenses Payment Special Event ~ ———VCC Zoning
Wait time: time from
customer check-in to Zoning = = Target (20}
being assisted an
emplayee 50 50
Service time: time from a \
customer being assisted 40 40 N\

by an employee ta the \
customer’s departure . 30 10 N\ -

Excludes appointments. ~
20 \ S0 N
—_— p—
~—

Mar  Apr  May Jun  Jul  Aug Sep Oct Nov

Minutes

Minutes

Mar Apr May Jun Jul Aug Sep Oct Nov

CustomerServiceSTAT January 2. 2014 15

The service time fospecial eventincreased because oflargenumber of events at
the end of the fourth quarter and beginning of tfiest quarter



Responsible
Organizations: Safety
and Permits, City
Planning Commission
(CPC), Historic District
Landmarks Commission
(HDLC), Vieux Carré
Commission (VCC)

Data Source: Lobby
Central

Definitions

Business intake:
applications for
occupational licenses to
conduct business
One Stop Shop: co-
located office for four
departments that
improves and
streamlines the
customer experience
related to securing
permits and licenses.

One Stop Shop — Percentages of Business Intake and Special
Event Customers that were Repeat Visitors Decreased

200

150

Visitors

100

Number of business intake and special event visitors

M Repeat

Unique

Business Intake Special Event

CustomerServiceSTAT January 2, 2014 16
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Responsible
Organization: Bureau of Bureau of Revenue
Revenue = -
Most Wait Times Decreased

Data Source: Lobby
i Number of visitors
Definitions Account Maint. & Admin,  ———ABO Business Intake Enforce.
ABO: Alcoholic Beverage
Outlet services, which 500
include licensing and 430
manager's permitting 400
Account Maint. & Admin: 300
payments, installment 'S‘:
plans, and other account 2 200 ————‘——‘ﬁ—_—____——-——_ 221
maintenance and 151
administration services 100
Business Intake: 0 15
applications for business ! ! '
registrations and other Aug Sep Oct Nov
transactions related to e
business operatians Average wait time Average service time
Enforce.: Enforcement
services, including Account Maint. & Admin. e ABO Account Maint. & Admin. —ABO
m”“m"”ememe_; =—DBusiness Intake Enforce.
when a taxpayer fails to —Business Intake Enforce.
pay taxes owed 400 16.0
Wait time. time from 35.0
customer check-in to 335 14.0
being assisted an 300 120 -
employee » 250 - <
Service time: time from a & « 10.0 98
customer being assisted 2 w0 182 H 8.0 — 87
by an employee to the Z 150 ' é : 7.2
customer’s departure 6.0 +

10.0 " 5.2

= — 33 204

0.0

Aug Sep Oct Nov 0.0 4
NOTE: A target will be set once sufficient baseline data has been collected Aug Sep Oct Nov
CustomerServiceSTAT January 2. 2014 17

Thehighaveragewait time for Account Maintenance and Administration was
attributed to cases in which customers request to see a specific manager and must
wait until he or she is available.



Responsible Commercial Permits Issued Decreased
Organizations: Safety
and Permits, Historic . . .
District Landmarks Number of commercial permits issued
Commission (HDLC),
Vieux Carré Commission
(vee)

1200

Data Source: LAMA
permitting and licensing
database

1000

Definitions 200
Commercial: buildings or
structures not included
in residential definition
including multi-family 600
structures

Residential: detached 1
and 2 family dwellings
and townhouses not 200 -+
more than 3 stories
above-grade in height
with a separate means of
egress and their 200 —
accessory structures (3
or more units)

0 Jun Jul Aug Sep Oct Nov

Mechanical 186 271 185 307 183 183

| —FElectrical R 301 | 270 225 176

|—8uilding - All Others s | 22 | 188 235 174
HDLC 51 70 40 34 45 49
Special Event 10 5 14 31 58 44
—vce 13 29 32 35 51 36
Demalition 16 82 2 14 2 20
Building - New Construction | 8 | 7 9 | 8 9 3

CustomerServiceSTAT January 2. 2014 18

The decrease in permits issued was attributed to seasonal variation.



BT Residential Permits Issued Decreased

Organizations: Safety

and Permits, Historic . . . .
DiatiCtan s Number of residential permits issued

Commission (HDLC),

Vieux Carré Commission S
(vee)

Data .So_ume: LA!V\A ) 1,000
permitting and licensing

database

Definitions 200

Residentiol: detached 1
and 2 family dwellings
and townhouses not
more than 3 stories 600
above-grade in height
with a separate means of
egress and their
accessory structures (3 400 +
or more units)

200
—— e —————————
. = =
Jun Jul Aug Sep Oct Nov
Building - All Others 1,088 1,090 389 748 269 576
|—Mechanical | ass | ss2 | sss 68 535 510
|—Electrical " | s | 604 431 509 374
HDLC 95 92 89 o1 64 62
—— Building - New Construction a7 61 a2 52 74 50
—vce 26 20 2 2 33 17
Demalition 53 69 80 52 a5 15
Special Event | 0 | a | i) 3 8 1]
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The decrease in permits issued was attributed to seasonal variation.



Rezponsible Organization: Safety and Permitting - Average Number of Days to Issue
Permits . N .
Commercial Permits Substantially Increased
Data Source: LAMA permitting and licensing
database @~ Average number of days to issue commercial permits
Definitions
Commercial: buildings or structures not ’
included in residential definition including — Days to Issue Target {42) = = ICMA Benchmark Avg. (54)
multi-family structures Residential: detached 60.0 7
1 and 2 family dwellings and townhouses not 500 - - - TTETE==EsssssssEsEEEEEEE=
more than 3 stories above-grade in height 200 4
with a separate means of egress and their 2
accessory structures (3 or more units) = 300 201
200 | 125178 27— ¥I g
Note: These measures include City review 100 2.0 8.5 9.7 —
time as well as time spent by applicants in :
completing architectural revisions and 00
supplying additional required Jan Feb Mar Apr Mav Jun Jul Aug Sep Oct Now
documentation @ Average number of days to issue residential permits
ICMA Benchmarks: International
City/Caunty Management Association 2012
Center for Performance Measurement m— Days to Issue Target (17) = = |CMA Benchmark Avg. (21)
participants with a population of 100,000+, a 25.0
significant daily influx of nonresidents, 100+ L L A B E B L A K E X K B K X B S B B S S BB
square miles of land, and a median
household income <$57,000: Dallas, TX; Fort ¢ 150 7
Lauderdale, FL; Kansas City, MO; Oklahoma 3 5 74 9.0 g 83 82
10.0 64 - 69 - 53 o

City, OK; Phoenix, AZ; Portland, OR; San 52 -
Antonio, TX; and Miami-Dade, FL. 5.0
Legend 0.0 T T T T T

Jan Feb Mar Apr May Jun Jul Aug Sep QOct Nov
@ e

Within10% ofTarget
® ot
Average number of days to issue commercial
@™ Key measure that best indicates permits 12.32 <42 O
whether City activities are achieving the
desired results Average number of days to issue residential permits 731 =17 .
CustomerServiceSTAT January 2, 2014 20

Thesubstantial increase in the average number of days to issue commercial permits
resulted from applicants who, in early 2012, applied for pertatseveral large
projects that lingeredintil November 2013, due to issues outside of the control of
Safety and PermitsA similar spike is expectedrecember, but is not a reflection of
departmental performance.



Responsible Organization: Safety and
Permits

Data Source: LAMA permitting and
licensing database

Definitions

Commercial: buildings or structures not
included in residential definition including
multi-family structures Residential:
detached 1 and 2 family dwellings and
townhouses not more than 3 stories
above-grade in height with a separate
means of egress and their accessory
structures (3 or more units)

Note: This measure includes City review
time as well as time spent by applicants in
completing architectural revisions and
supplying additional required
documentation.

ICMA Benchmarks: International
City/County Management Association
2012 Center for Performance
Measurement participants with a
population of 100,000+, a significant daily
influx of nonresidents, 100+ square miles
of land, and a median household income
<$57,000: Dallas, TX; Fort Lauderdale, FL;
Kansas City, MO; Oklahoma City, OK;
Phoenix, AZ; Portland, OR; San Antonio,
TX; and Miami-Dade, FL.

Legend
@ ot

ithin 0% o Target

L

Permits

Permitting — Nearly 90% of Permits Issued in less

than 15 Days in November

Number of days to issue permits

2500
2000
103
1500 “
m >30 Days
® 15-30 Days
1000 L <15 Days
1848
1647
e -
70
500 +—— -
729
628
499
o4
Sep Oct Nov Sep Oct Nov
Commercial Residential
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Responsible

Organization: Safety and Building Permits Issued within One Day Increased

Permits

¥ Percent of building permits issued within one day of receipt of application
Data Source: LAMA
permitting and licensing

— s Applied In Person s Applied Online = = ICMA Benchmark Avg. (47%)
100%
ICMA Benchmarks: o
International o BO0% Bk e 76% 76% 729 3% 194 Lie)
City/County g e
Management Association 2 60% -+ 2%
2012 Center for z - - - - - - - -
Performance g a0% 26% Zbd
e vl I I | B - || e
participants with a I 6% .
population of 100,000+, 0% + - - =
a significant daily influx Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov
of nonresidents, 100+ ) . . . .
square miles of land, and Percent of permit applications submitted online
a median household
income <$57,000: Dallas, 18% 7 16:3%——165% 15 0%

TX; Fort Lauderdale, FL;
Kansas City, MO;
Oklahoma City, OK;
Phoenix, AZ; Portland,
OR; San Antonio, TX; and
Miami-Dade, FL.

Legend

= Key measure that
best indicates whether
City activities are
achieving the desired

results Responsible
Parties

Waork with Davenport to repair the Time to LAMA database updated in December;
8/21/13 J. Munster Plan Review report QOctober workflow process to be changed

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov
*Denominator includes only those permits that can be applied for online.
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Improvements to the LAMA system haaowed Safety and Permits to remove steps
from the workflow to issue permits that were applied for online. Because of this,
Safety and Permits anticipatessuing a larger percentage pérmits within one day.

Safety and Permits will be holding trainings for contractors to increase the number of
applications submitted online.



Responsible
Organization: Safety and
Permits

Data Source: LAMA
permitting and licensing
database

Licenses and Certifications — Percent of Business License
Applications Submitted Online Reached a New High

Percent of business license applications

submitted online
25%

£
1=
S

i}
=
G
8

9%

o
=]
Ed

5%

g
2
®
-
H 10%
<
H
£
z
s

0% 0%

w
®

o
®

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov

Percent of mechanical licenses issued
same day

m ssued Same Day

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov

NOTE: Excludes alcohol beverage outlet licenses (ABOs)

Licenses ‘Ssusg.l% o 100% 95.39 300
120 90% =
8
B3 200§
§ 0% =
oo 13
o ¢ b 1503
£ H
6 FO% i
£ b 1005
32
60% 50
20
| o 50% 4 0

Average number of days to issue
business licenses

5 5 g5 5 5
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov

Percent of electrical licenses issued
m |ssued Same ?{“e daLLicenses Issued

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov
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Responsible Organization:
Safety and Permits

Data Source: International
City/County Management
Association (ICMA) Center for
Performance Measurement

Permitting — FY 2012 Comparative Analysis Highlights
Permitting Expenditures per Permit Issued were Consistent with the
Benchmark Average, but New Orleans Issued Substantially More
Permits per FTE

RO Y S e Amount of permitting expenditures per permit issued 4368
data preceding the LAMA 350

launch, OPA multiplied New 300 a
Orleans outputs (e.g. numbers 250 5

of permits issued by 1.92. This 200
assumes nutput numbers 150

100 60— 56 —an BN BN |
before June 25, 2012 were 50 1813 s14 819 $26 526 %27 $27 528 938 AL SAT SRS OU r

the same as those in the
second half of 2012.

C X F AT FIFT LSO F O PP
3 5P

. NI o IR+, 3 2 NS N CAEr 2 Ve
- Dark hlus coll{rr}ns. q\,oo \6‘\& ‘PQ\ LQ:\ 8\@ \@Q v%c. I 4 v}\b & Q,hb " é\b & & -,b% né\\ ‘&3:, & & &
“Benchmark” participants & Qg\ o o«@ & & Q;b\h \\;{“ & & < & &L E F &S oq A
with a population of & a0 & & @& & R Y G o‘:‘c\
igni i [ ST S SN T Ly P A A MG [
100,000+, a significant daily ) ‘\0 L0 -dc & F ¢ Qq S F W Od [ &
influx of nonresidents, 100+ S & & & o &
1 (&) 44 <

square miles of land, and a L -
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Responsible Organization:
Safety and Permits

Data Source: International
City/County Management
Association (ICMA) Center for
Performance Measurement

Note: To adjust for missing
data preceding the LAMA
launch, OPA multiplied New
Orleans outputs (e.g. numbers
of permits issued by 1.92. This
assumes output numbers
before June 25, 2012 were
the same as those in the
second half of 2012.

. Dark blue columns:
“Benchmark” participants
with a population of
100,000+, a significant daily
influx of nonresidents, 100+
square miles of land, and a
median household income
<557,000

. Light blue columns:
Averages for “benchmark”
participants and all
participants with populations
of 100,000 or more

Yellow columns:
Participants with service
populations of 100,000 or
more, excluding
“benchmarks”

Permitting — FY 2012 Comparative Analysis Highlights
New Orleans Processed Permits Substantially Faster than Other
Participating Jurisdictions, on Average

Average number of days from receipt of permit application to
= issuance - residential
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Responsible Organization:

e T Plan Reviews — FY 2012 Comparative Analysis Highlights
New Orleans Spent Less Per Plan Review and Conducted More Reviews

Data Source: International

Bl S N e per FTE than the Benchmark Averages

Association (ICMA) Center for

Performance Measurement Amount of expenditures per plan review conducted

Note: Ta adjust for missi so000 o
jote: To adjust for missing

data preceding the LAMA 50000 537,994

launch, OPA multiplied New LRy

Orleans outputs (e.g. numbers 30000 -

of permits issued by 1.92. This 20000
assumes output numbers
before June 25, 2012 were
the same as those in the
second half of 2012.

58,576 59,476

. Dark blue columns:
“Benchmark” participants
with a population of
100,000+, a significant daily
influx of nonresidents, 100+
square miles of land, and a
median household income

557,000 3000 =
2500 |
. Light blue columns: 2000 |

Averages for “benchmark”
participants and all

participants with populations 1000 458 ]
of 100,000 or more

1500

Yellow columns:
Participants with service
populations of 100,000 or
more, excluding
“benchmarks”
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Responsible Lobby Central Implemented in the Taxi and For Hire Vehicle
Organization: Taxi and
For Hire Vehicle Bureau Bureau
Data Source: Lobby
Central Number of visitors in November
Definitions 300 276
Wait time: time from
customer check-in to 250
being assisted an
employee 200
Service time: time from a o
customer being assisted g 150
by an employee to the 5 117
customer’s departure. 100
Excludes appointments.
Other: administrative
32
hearing, bus permit, 50 19 19 28
charter/special event a _
ermit, director, '
:’nvestiganon,lust =7 Brake Tag Citation CPNC Driver/Operator Other Tour Guide
found, and payment
queues Average wait time in November Average service time in
November
18 16 16
16 14
w 14 13
£ o 12
2 210
H 5
E 3 % —
= ¢ 5 -
4
2 .
o |
G & & & &
© O@‘\a & Q@“ & &
< é\o &
&
<o
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The number of visits regarding CPNCs will increase in December because of CPNC
renewals. This is expected to result in an increase in the average service time, though
the Bureau has dedicated more staff to the renewal process to lessen the increase.



Responsible
Organization: Taxi and
For Hire Vehicle Bureau

Data Source: LAMA
permitting and licensing
database

Note: The number of
days to issue
operator/driver and tour
guide permits is affected
by significant factors that
are not fully controlled
by the Taxi and For Hire
Vehicle Bureau. For
example, new drivers
and tour guides must
pass tests in order to
receive permits, and
some applicants must re-
test multiple times.

Number of Operator/Driver and Tour Guide Permits Issued

Increased
Number of operator/driver and tour guide permits issued
-Opera&:)grlDriver m Tour Guide

Permits Issued

Average number of days to issue new operator/driver and tour
guide permits

Operator/Driver  m Tour Guide

50.0
40.1
40.0 374 37
30.0
200
10.0
00 + T 1
Nowv
Responsible
Parties
12/5/13 J. Soileau, M. Hull Add measure(s) of segment(s) of Determined that the Bureau will need to

permitting process controlled by the
Taxi and For Hire Vehicle Bureau.

improve tracking by entering accurate
event completion dates, and the vendor
will need to produce a custom report.
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Responsible Complaints Against Operators/Drivers and Lost and Found
Organization: Taxi and A
For Hire Vehicle Bureau CaSES NOW Managed In 311
Data Source: 311 Number of complaints against Average number of days to close
Definitions operators/drivers complaints against
Complaints: incidents :
reported by customers Closed Complaints OPerators/dﬂvers
to 311, including TG i
overcharging, refusals of m New Complaints. Avg Days to Close {Month of Close)
fares, not accepting ~—0pen Complaints (End of Month) Avg Age of Open (End of Month)
credit cards, 50 ce 3
nonfunctioning credit 4
card equipment, driver 50
misconduct, driver 40 15
unprofessionalism, and
refusals to transport 30 10
customers with service 20 13 N
animals 7 i 5 ——
10 4 1 1
0 0
QOct Nov QOct Nov
Number of lost and found cases Average number of days to close
Closed Complaints lost and found cases
[ HEDERTL S Avg Days to Close (Month of Close)
——Open Complaints (End of Month) Avg Age of Open (End of Month)
40
33 33 6 5 5
30 5
4
20
3
10 7 z T T —
2 1
o 0 N 0
o ov oct Nov
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The increase in complaints and casesrisflection ofthe completionof the. dzNJB | dzQ &
311 onboarding. The Bureau has worked to better track complaints and anticipates
that this will result ira decrease in the number of days to close complaints.



2014 Performance Plan

Citywide Result Area: Economic Development

Goal: Spur the growth of a diverse, inclusive economy that creates good-paying jobs and provides equal access to
economic prosperity.

Objective: Promote business growth and job Key Outcome Measures
creation *  Number of jobs (metro)
*  Number of occupational licenses

Strategy: Foster a business-friendly regulatory environment, including streamlining the permitting process

Key Performance Measures Responsible Organization 2013 YTD 2014 Targets
(lan-Nov)

Amount of revenue generated from permits Safety and Permits $9.80 million 2510 million

Average number of days from commercial Safety and Permits 12.32 <15

permit application to issuance

Average number of days to complete initial Safety and Permits N/A <15

commercial building permit plan reviews

Average number of days from residential Safety and Permits 7.31 <8

permit application to issuance

Average number of days to complete initial Safety and Permits N/A <5

residential building permit plan reviews

Percent of building permits issued within one  Safety and Permits 56% Management

day of receipt Statistic

(continued on next page)
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2014 Performance Plan

(continued from previous page)

Key Performance Measures

Average wait time (in minutes) to apply for
any license or permit

Average wait time (in minutes) to apply for
a new building permit

Average wait time (in minutes) to apply for
a new occupational license

Average wait time (in minutes) to make a
payment

Percent of permit and license applications
received online

Number of new Certificates of Public
Necessity and Convenience (CPNCs) issued

Number of semi-annual vehicle
inspections conducted

Amount of revenue generated from brake
tag sales and late fees

Number of citations issued
Number of CPNCs revoked

Number of driver permits revoked

*Includes Mar-Nov data only.

Responsible Organization

Safety and Permits

Safety and Permits

Safety and Permits

Safety and Permits

Safety and Permits

Taxi and For Hire Vehicle Bureau

Taxi and For Hire Vehicle Bureau

Taxi and For Hire Vehicle Bureau

Taxi and For Hire Vehicle Bureau
Taxi and For Hire Vehicle Bureau

Taxi and For Hire Vehicle Bureau

2013 YTD
{Jan-Nov)
16.7*
24.6*
23.8*%
6.21%*
13%*
N/A

N/A

N/A

N/A
N/A
N/A

2014 Targets

<12

<12

<12

<3

220%

Management Statistic

24,000

>$2,200,000

Management Statistic
Management Statistic

Management Statistic
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Sustainable Communities

Goal: Support sustainable communities that integrate quality housing, transportation, schools, commercial development, energy

efficiency, parks and green space, flood protection and cultural assets.

Objectives and Strategies

Outcome Measures

Maintain and improve public infrastructure

il
2.

Maintain and improve road surface infrastructure

Consistently implement Complete Streets philosophy in streets

investments.

Effectively administer the City’s capital improvements program

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

Citizen perceptions of condition of streets (UNO Quality of Life
Survey)

Mean travel time to work (American Community Survey)
Percentage of workers commuting to work by means other than
driving alone (including carpooling, public transportation,
biking, and walking)

Promote Quality Neighborhoods

1.

2
58
4

Reduce blighted properties by 10,000 by the end of 2014
Provide effective sanitation services to residents and businesses
Protect and preserve parks and other green spaces

Regulate land use to support safe, vibrant neighborhoods and
preserve historic properties

Blighted residential addresses or empty lots (GNOCDC analysis
of USPS data)

Citizen perceptions of parks and recreation (UNO Quality of Life
Survey)

Citizen perceptions of trash pickup (UNO Quality of Life Survey)
Citizen perceptions of general quality of life (UNQ Quality of Life
Survey)

ParkScore (based on acreage, service and investment, and
access) (Trust for Public Land)

Promote energy efficiency and environmental sustainability

i
2,
3.

Restore the City’s marshes and coastline
Promote green energy and other sustainability measures
Remediate brownfields, lead, and other environmental hazards

.

Percentage of days with healthy air quality (EPA)
Health based drinking water violations (EPA)
Certified green buildings (US Green Building Council)
Land acres in Orleans Parish (US Geological Survey)
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Anewinspector should is expected to result in a decrease the number of days to
complete business license application requests.
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