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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.
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Action Items

Assigned Responsible Action Item Due Status
Parties
Align enforcement processes to capture
9/4/2014 L=Readortler..J. same data as Safety and Permits and Ongoing
Munster 2
Taxi Cab Bureau enforcements
o ~ 311 onboarding Safety & Permits
J. Cecil, J. Munster,  Develop alternative measure of days to o TR o 5
711/2014 M. Riccardo building inspection requests Proposed  building inspection service request to
capture accurate request date to import
into LAMA.
8/6/2015 R. Samuels, E. Find a way to increase integration of Biaposad
& i i LAMA and Bureau P
Gardere, J. Cecil of Revenue's RCS system.
9/3/2015 K. Davis Explore the possibility of adding a Proposed
member of the Revenue staff to 311 to P
handle high volume of calls.
9/3/2015 O. Wise, D. Bidwell  Begin mapping the frequency of calls for
s < Proposed
large item/ garbage and missed
recycling pickups by area.
9/3/2015 R. Samuels, E. Create a written set of procedures for Proposed

Stallworth

members of OSS about their ability to
distribute issue business licenses.
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311
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Responsible Organization:
Information Technology and
Innovation (ITI)

Data Source: 311

Definitions

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

Cails: information requests,
referrals, and service requests
received by the 311 call center,
as well as abandoned calls,
wrong number calls, and auto
attendant calls

Note: The number of calls is
greater than the number of
requests because abandoned
calls are included in the number
of calls.

311 call volume declines in July.

Call Volume
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Responsible Organization:

R e CT: The call abandonment rate remained constant from
Data Source: 311 June to July-

Definitions

s Abandonment Rate

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

Cail abandonment. call where
the caller hangs up before the
callis answered

Target
Lessthan10% = | @0 = = = e e e e e e e = e e e e e e e = = e = = e = = = = = = .

3%
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311 plans to decrease their target to 8% in 2016.



Responsible Organization:

sl ecicadend Average hold times increased slightly in July.

Innovation (ITI)
Data Source: 311

Definitions

311 telephone number that -
monmerts tuatomers with Average hold time (seconds)
customer service
representatives to help with
non-emergency information and
service requests.

Target
Under 15 seconds
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While 311 consistently remains below the target of 15 seconds, it will remain the
same in 2016 because they will be covering more departments next year.



Responsible Organization:

ftnil o el At 60%, the first call resolution rate remains below

Innovation (ITI)

Data Source: 311 target of 70% throughout 2015.

Definitions

311 telephone number that - .
T e First call resolution rate
customer service
representatives to help with
non-emergency information and
service requests

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

60%

Target
Above 70%
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Most incoming calls that are not resolved with one call have been in regard to
Revenue/Finance, as well as Safety and Permits.



Responsible Organization:
Infermation Technology and
Innovation (IT1)

Data Source: 311

Definitions:

311 telephone number that
connects custorners 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

Cail time score: score assigned
based on average time agents
are expected to be calls

Ready tima 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: score
assigned based on the success
rate of call transfers

Operators 4 and 6 had the highest overall reviews.

Operator scores

Average Call Time Score Quality Scores . Total Score
Call Documentation Score§i§ Ready Time Score | Warm Transfer Score
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Operators will receive necessary training in the future.
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Most of the calls for trash pickups are in regard to uncollected recycling.
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