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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 December 3, 2013 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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Reponchie NOLA 311 Referrals and Info Requests Increased
Information Technology
and Innovation Number of 311 calls
Data Source: 311 Calls == Average Calls Per Day
Definitions 18000 15.958 167 16,268
311: telephone number 16000 4 15373 15170 15,145
that connects customers 13,783 14,209 13,217
with customer service 14000 + 12,908 N
representatives to help 12000 +~— — 113158 AL .l - - - - -
with non-emergency
information and service 10000 +— [
requests 8000 +— S S — — —— —— —— —— — — -
Calls: information
requests, referrals, and 6000 — [
service requests received 4000 +
by the 311 call center, as 2000
well as abandoned calls I
. LB g 63 BI9 bhe 07 Bso—-F 44
Information request: a 0 = - = Sl 658
311 call to request Nov-12 Dec-12  Jan-13  Feb-13  Mar-13  Apr-13  May-13  Jun-13  Jul13  Aug-13  Sep-13  Oct-13
information
Referral: a 311 call
resulting in a transfer to Number Of 311 reqUGStS
a City department
Service request: a 311 Info Requests W Referrals Service Requests
c?\l to request lhat_the 14000
City perform a service |
12000
Note: The number of 10000 6880
calls is greater than the 402
8000 — —
number of requests 328 5152 PrEE
because abandoned calls 5000 - - ' - L
are included in the 4000 —— ——
number of calls. 2000 5278 - 5038 4588 1710 4764 3771 3psp 4337 3 2740 3628
o +— == = — — — — —_ Y — = — . —
Nov-12  Dec-12  Jan-13  Feb-13  Mar-13  Apr-13  May-13  Jun-13  Jul-13  Aug-13  Sep-13  Oct-13
NOTE: Number of information requests in September, previously reported as 2,593, revised in December.
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Service requests have increased as more departments are on-boarded to 311. Also, as
the City’s website improves, callers have made fewer information requests.



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
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70
60
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NOLA 311 Average Call Length Exceeded Target

Average call length

Average Call Length
169

— — Target (160)

172

166

16

16T 158 e

147 o gy = Aol 150 . _Bmm . BN . . W L o .

Nowv-12 D

64

ec-12

Jan-13

Feb-13 Mar-13  Apr-13

May-13

Jun-13 - Jul-13

Aug-13 Sep-13

Oct-13

Average hold time

Average Hold Time

= == Target (15)

Nov-12

Dec-12

Jai

n-13  Feb-13  Mar-13  Apr-13

May-13  Jun-13 Jul-13 Aug-13  Sep-13  Oct-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
@ onrget
P ——

L

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

NOLA 311 First Call Resolution Rate Remained Below Target
@ Rate of 311 call abandonment

Abandonment Rate = = Target (10%)

16%

15% 14%

10% 8%
5% | o —m —m m — — — — — —— — — — — <

0% + T T T T T T v T T T
Nov-12 Dec-12 Jan-13 Feb-13 Mar-13 Apr-13 May-13 Jun-13 Jul-13 Aug-13 Sep-13

@ Rate of 311 first call resolution

Oct-13

First Call Resolution = = Target (70%)

0% 1%
80%
70%
60%
50%
40%
30%
20%
10%
0% —
Nov-12  Dec-12

69%

—63%

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

YTD Actual Annual Target | Status |

9.47% <10% )
N/A 70%

Rate of 311 call abandonment
Rate of 311 first call resolution
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Responsible NOLA 311 Scores Varied by Agent

Organization:
Information Technology
and Innovation Average agent scores

Data Source: 311 Aug-13 ®Sep-13 ®Oct-13

Definitions 120
311: telephone number
that connects 100
with customer service

95 ag 96 52
o P @ 87 88 g6 88 83
representatives to help 80 " 7170
with non-emergency
information and service 60 +—
requests
Agent: 311 customer 40 4—
service representative
Call documentation 20
score: score assigned
based on the quality of 0

:iia:nc:r‘\llatinn T Call Documentation Score  Warm Transfer Score Ready Time Score Call Time Score Quality Scores
system

Colrtime score: score Average agent scores YTD by agent

assigned based on

average time agents are m Call Documentation Score @ Warm Transfer Scare Quality Scores Call Time Score ™ Ready Time Score
expected to be calls 100 %5, 97 99 95, , Y 100 og? 100 00
Ready time score: score 2 8

assigned based on the %0

average time an agentis | 20

expected to be available 70

to receive incoming calls 60

Quality score: score 50 4

assigned based on a0 4

quality of agent calls

Warm transfer score: g

scare assigned based on 20

the success rate of call 10

transfers 1] T T T T T T T

Agentl  Agent2 Agent3  Agent4  Agent5 Agent 6 Agent7  Agent8  Agent9 Agent10 Agent11l
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Call documentation is an ongoing challenge for 311 agents. Improvements to Lagan,
the system to document 311 calls, should result in improved call documentation
scores.



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

Service request: a 311
call to request that the
City perform a service

NOLA 311 Top Service Requests Remained Largely Consistent
in October

Number of service requests

3000
2500
2000
@
#
3 1500
g
o
3
1000
500 — _-ﬁ\
—
= S —————— —_—
0 M.
Jan-13 | Feb-13 | Mar-13 | Apr-13 lasy- Jun-13 | Jul-13 | Aug-13 | Sep-13 | Oct-13
Street Light 634 503 528 567 555 368 416 2842 894 899
= Code Enforcement General Request 232 219 309 437 576 762 926 887 876 5385
——Trash/Garbage Pickup 274 222 206 313 347 314 388 386 324 357
-~ Residential Recycling Programs 156 204 299 588 345 264 375 777 401 347
—— Abandoned Vehicle Reporting/Removal | 195 166 219 214 176 173 257 265 234 243
lllegal Dumping Reporting 37 51 | 341 56 | 117 | 125 | 131 | 142 | 124 | 176
Tree Service 86 240 215 203 169
Large Item Trash/Garbage Pickup 84 64 94 106 135 136 184 159 133 138
= Pothole/Roadway Surface Repair 213 237 172 246 292 161 200 179 166 137
Street Flooding/Drainage 175 163 116 259 246 158 209 199 123 131
= Rodent Complaint 104 96 113 104 97 116
= Other 456 498 541 563 580 509 590 725 675 518

CustomerServiceSTAT December 5, 2013 10
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Responsible NOLA 311 Top Information Requests and Referrals

Organization:
Information Technology
and Innovation

Definitions Requests (Sep) Rank Referrals [Sep) Rank
311: telephone number Municipal Police 177 Taxlcab Bureau 269
that connects customers

with customer service

Civil Court 101 4

requests u Parkways

Referral: a 311 call Traffic Court 96 police 77
resulting in a transfer to

a City department

tatives to hel, ' Safety and 222 1
representatives to help - :
with non-emergency - Bl ey e Permits
information and service ' Parks and 168 3
Information request: a

311 call to request - PEREEE g E Public Works 125 4
information

October Deputy Mayor and CAO

Escalations for Citizen Follow-Up

Cases
Deputy Mayor ICAO
Department Escalations Escalations
[Taxi 1 E
DPW-Traffic 1
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311 received a large number of calls about the new sanitation ordinance. In response
to the calls, the 311 team set up an automatic message to inform callers about the
ordinance. The 311 team will look into the high number of Taxicab Bureau referrals to
determine if some can be resolved without transferring. The team will also work with
Safety and Permits to explore automating permit status inquiries.
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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 December 3, 2013 12
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Rasponsible One Stop Shop — Safety and Permits
Organization: Safety and
LG, Wait Times Were All Below Target
Data Source: Lobby Number of visitors
Central for One Stop Bar 1=Aug Bar 2=Sep Bar 3=0Oct
Shop 1,000
879

Definitions. £
One Stop Shop: co- 800
located office for four oy 583
departments that » 600 515
improves and ,; 500
streamlines the 5> 400 T
customer experience 300 4 231
related to securing
permits and licenses 200
Wait time: time from 100
customer check-in to o T v T d
being assisted an S&P S&P-Elec S&P-Inspec S&P-Mech S&P-Plan Rev
employee .
Service time: time from a Average wait time Average service time
customer being assisted 8
by an employee to the Bar 1=Aug Bar 2=Sep Bar 3=0ct Bar 1=Aug Bar 2=Sep Bar 3=0Oct
customer’s departure. 2% -
Excludes appointments. == == Target (20)

20 B

@ ]

5

§) = 10

Y [
5
0
S&P S&P-Elec S&P-Inspec S&P-Mech S&P-Plan S&P S&P-Elec  S&P-Inspec S&P-Mech  S&P-Plan
Rev Rev
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Despite an increase in visitors for all areas, average wait times remained below target,
and the One Stop Shop aims to further decrease wait times in 2014.



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

Data Source: Lobby
Central for One Stop
Shop

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
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 — CPC, HDLC, VCC, etc.
Wait Times Remained at or Below Target

Number of visitors
Bar 1=Aug Bar 2=Sep Bar 3=Oct

576

400 350 343

Business Intake cpC HDLC Payment Special Event vee Zoning

Average wait time Average service time

Bar 1=Aug Bar 2=5ep Bar 3=0ct Bar 1=Aug Bar 2=5ep Bar 3=0ct

— — Target (20)

Business CPC  HDLC Payment Special VCC  Zoning
Intake Event

CustomerServiceSTAT December 3, 2013 14

Special event permitting wait and service times have decreased with better
communication among all departments that deal with special events.
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Responsible
Organizations: Safety
and Permits, City
Planning Commission
(CPC), Historic District
Landmarks Commission
(HDLC), Vieux Carré
Commission (VCC)

Data Source: Lobby
Central for One Stop
Shop

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 — Small Percentages of Business Intake and

250

200

150

100

50

Special Event Customers were Repeat Visitors

One Stop Shop business intake and special event visitors in October

M Repeat

Unique

Business Intake Special Event
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Responsible
Grganiaation: Bureau of Bureau of Revenue
Revenue A A A ”
R Some Wait Times Increased, as Service Times Decreased
Data Source: Lobby
Central for Bureau of Number of visitors
[EvETE Bar 1=Aug Bar 2=5ep Bar 3=0ct
500
Definitions 450
ABO: Alcoholic Beverage 400
Outlet services, which a5g
include licensing and 300
manager’s permitting ‘é 250
Account Maint. & Admin: @
payments, installment > 200
plans, and other account 150
maintenance and ano 25
administration services 50 e —
Business Intake: 0
applications for business Account Maint. & Admin. ABO Business Intake Enforce.
registrations and other . .
transactions related to Average wait time Average service time

business operations
Enforce.: Enforcement
services, including
collections remedies
when a taxpayer fails to
pay taxes owed

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

Bar 1=Aug Bar 2=5ep Bar 3=0ct Bar 1=Aug Bar 2=Sep Bar 3=0ct

Account Maint. & Admin. ABO Business Intake  Enforce. Account Maint. & AdminABO Business Intake  Enforce,

NOTE: A target will be set once sufficient baseline data has been collected
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Bureau of Revenue staff have received guidance to improve their use of the Lobby
Central system, and a wait time decrease should be reflected in the November data, as
staff has begun to more accurately capture wait times.



Responsible
Organizations: Safety
and Permits, Historic
District Landmarks
Commission (HDLC),
Vieux Carré Commission
(vee)

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)

Commercial Permits Issued Decreased

Number of commercial permits issued

1200
1000
800
600
400
— — /><
200 = —
———— e —
0 — — — —
Jun Jul Aug Sep Oct
Building - New 3 4 9 8 9
Construction
——Building - All Others 218 202 212 188 235
—Demolition 16 82 22 14 23
Electrical 453 302 301 270 225
—HDLC 51 70 40 34 45
—NMechanical 186 271 185 307 183
Special Event 10 5 14 31 58
VCC 43 29 32 35 51

CustomerServiceSTAT

December 5, 2013 17

The decrease in the number of commercial permits issued was due to seasonal

fluctuation.
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Respansible Residential Permits Issued Increased
Drganizat_iuns: Safe_ty
;r.‘;:ftrf;:z::rﬁm Number of residential permits issued

Commission (HDLC),

Vieux Carré Commission 1200

(vee)

Data Source: LAMA 1000

permitting and licensing

database 800

Definitions

Residential: detached 1 600 = -

and 2 family dwellings /\/
and townhouses not 400 - p

more than 3 stories
above-grade in height
with a separate means of 200
egress and their
accessory structures (3

or more units) 0

Jun Jul Aug Sep Oct

ety A
—Building - All Others| 1,088 1,00 = 889 748 869

——Demolition 53 69 80 52 45
Electrical 369 578 604 481 509

—HDLC 95 92 89 91 64
—Mechanical 455 582 555 464 535

Special Event 0 0 0 3 8

vee [ 26 20 | 22 2 39
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The increase in the number of commercial permits issued was due to seasonal
fluctuation.



Respansible Number of Operator/Driver and Tour Guide Permits Issued

Organization: Taxi and

For Hire Vehicle Bureau Decreased
CanEmbE Number of operator/driver and tour guide permits issued
permitting and licensing
database m Operator/Driver m Tour Guide
189

N
=3
S

Note: The number of
days to issue
operator/driver and tour

164
144 en 148 137
o Tt 111 112
guide permits is affected 99 98
by factors that are not : 75
fully controlled by the a8 L 58
Taxi and For Hire Vehicle I I I 28 L I33 Igg I35 L
Bureau. For example, 13 6 13
new drivers and tour 0 - v T ' T T T T T
Jan Feb Mar Aor Mav Jun Jul Aug Sep Oct

guides must pass tests in
order to receive permits,

Permits Issued
TR
o in
& &

w
=1

and some applicants . .
T e e Average number of days to issue new operator/driver and tour
e guide permits in October
Sl 0.1 415
41
% 31
o 21 4
11
1
Operator/Driver Tour Guide
Responsible
Parties
821/13 M. Hull Improve timeliness of data input to Ongoing  Reviewing data

reflect actual application status
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Delgado Community College recently completed a course for tour guides, and an
increase in the number of permits issued should be reflected in the November data.
The Office of Performance and Accountability will work with the Taxi and For Hire
Vehicle Bureau to develop additional measures of permit issuance timeliness, focusing
on aspects of the process that are fully controlled by the Bureau.
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Resparsible Organization: Safety and Permitting - Average Number of Days to Issue
Permits al A
Permits Remained Well Below Targets
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 REIED Target (42) ICMA Benchmark Avg. (54)
multi-family structures Residential: detached D - e o o o o = = o o o e e o e e o e = = =
1 and 2 family dwellings and townhouses not 50.0
more than 3 stories above-grade in height 400 J—== wm e e e e o o o o e e e e e e e
with a separate means of egress and their 2 300
accessory structures (3 or more units) a8 ) 156 P~
00 5 o 125 T 57 T 9 08
Note: These measures include City review 10.0 -4.—.—.—-—.—.—.—.—‘
time as well as time spent by applicants in 0.0 . : - . . . . . . . .
completing architectural revisions and Jan Feb Mar DT, Mav Jun Jul Aug Sen Oct
supplying additional required
e @®= Average number of days to issue residential permits
ICMA Benchmarks: International
Gity/County Management Association 2012 — Days to Issue — — Target (17) — — ICMA Benchmark Avg. (21)
Center for Performance Measurement 5.0
participants with a population of 100,000+, a B
significant daily influx of nonresidents, 100+ W +——— == === === =s=sssssssssss=es=
square milesof land, andamedian = | @@ 00| = e e e m e em e s e e e e - e = e = = = = == === -
household income <$57,000: Dallas, TX; Fort :“:: 150
Lauderdale, FL; Kansas City, MO; Oklahoma | & 10 = 5 58 5. =3 4 3.0 a 8.3
City, OK; Phoenix, AZ; Portland, OR; San : 5.2 i
Antonio, TX; and Miami-Dade, FL. 5.0
0.0
=35 Jan Feb Mar Aor Mav Jun Jul Aug Sen Oct
within10% ofTarget Key Measure
- [ toAcual | AnowsiTarget | Statws |
Average number of days to issue commercial .
@™ Key measure that best indicates permits 116 <42
whether City activities are achieving the .
desired results Average number of days to issue residential permits 7.2 =17
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Based on the 2013 results, Safety and Permits developed more aggressive targets for
2014. Safety and Permits is exploring requiring plans to be submitted in a digital
format, which would result in increased efficiency.



Responsible Organization: s and | P@FMItting — More than 90% of Permits Issued in less
o than 15 Days

Data Source: LAMA permitting and
licensing database . .
Number of days to issue permits
Definitions
Commercial: buildings or structures not 2500
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 2000 w

structures (3 or more units) 86
Note: This measure includes City review %
time as well as time spent by applicants in
completing architectural revisions and
supplying additional required 1500 +
documentation.
ICMA Benchmarks: International TE m>30 Days
City/County Management Association o 15-30 Days
2012 Center for Performance
Measurement participants with a 1000 —— <15 Days
population of 100,000+, a significant daily 1848
influx of nonresidents, 100+ square miles 1647
of land, and a median househald income ;E
<$57,000: Dallas, TX; Fort Lauderdale, FL; ?
Kansas City, MO; Oklahoma City, OK;
Phoenix, AZ; Portland, OR; San Antonio, 500
TX; and Miami-Dade, FL. 729
628
Legend
0
Sep-13 Oct-13 Sep-13 Oct-13
Commercial Residential
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The long wait times for some permits is a result of the nature of the issuance
process. Some large projects involve months of negotiations between the
department and applicants.



Responsible
Organization: Safety and
Permits

Data Source: LAMA
permitting and licensing
database

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 <5$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

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

Permit Applications Submitted Online Continued to Increase

Percent of permit applications submitted online

18% 16-38 16.5%
16%
14%
12%
10%
8%
6%
4%
2%
0%

Percent Submitted Online

Jan Feb Mar Apr May Jun Jul Aug Sep Oct
*Denominator includes only those permits that con be applied for online.

o= Percent of building permits issued within one day of receipt of application

e Applied In Person mm /\pplied Online = = ICMA Benchmark Avg. (47%)

100%
80% 79% 76% 76%

Percent Issued

Responsible
Parties

Request needs to be made to Zen Desk,
Work with Davenport to repair the Time to  Octaber and need to figure out how to generate
8/21/13 J. Munster Plan Review report Meeting work
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In 2014, Safety and Permits is planning to bring the number of permits applied for
online up to approximately 20%.



Responsible
Organization: Safety and
Permits

Data Source: LAMA
permitting and licensing
database

Licenses and Certifications — Average Days to Issue Business
Licenses Decreased as Percent Submitted Online Increased

Average number of days to issue
business licenses

Jan Feb Mar Apr May Jun Jul Aug Sep Oct

NOTE: Excludes alcohol beverage outlet licenses (ABOs)

Percent of mechanical licenses issued

16 20% 18%
" 18%
» 16%
tE S14%
» §12% -
5 B10%
5 < B
a £ 6%
5 4%
2
0

Percent of business license applications
submitted online

n
B3

0%

T T T T
Jan Feb Mar Apr May Jun Jul Aug Sep Oct

Percent of electrical licenses issued same

same day day
m [ssued Same Day — |icenses lssued
' |ssued Same Day Licenses Issued
100% 300

100% 140
90%

120 gpw% [ 250
80% - 2

& 2|
70% | ® 200§
&% - | 2 f;‘gso% E
@ & L
Bos | "5 8 1502
Do | 6E PO E
kA £ 3 100%!
Bo% | ag 2
20% SO 50

20
10% B.{:

0% e . . 0 50% : : . 0

Jan Feb Mar Apr May Jun Jul Aug Sep Oct

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

Data Source: LAMA
permitting and licensing
database

Definitions

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
@ oo
Wit 106 ofTrget

L e

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

Safety and Permit Inspections — Average Days to Respond to
License Inspection Requests Increased

@ Average number of days to complete Percent of business license application
business license application inspection inspection requests completed w/i 1 day and 4

*
requests —s.ar%'eanﬁ of request
mm— Days to Complete = = Target(7) J— \ithin 4 Days
— — ICMA Benchmark Avg. (2) Inspection Requests = 5ame Day ICMA Benchmark Avg. (B6%)
0% = = 4 Day ICMA Benchmark Avg. [96%)

16 15 250 e
14

12

10 L
@
z8
[=]

q f

a4

2

0 [

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Jan Feb Mar Apr May Jun Jul Aug Sep Oct
*Excludes ABO business licenses.

Key M

Average number of days to respond to a business license application
inspection request 8.09 <7 ’

Responsible
Parties

Waiting on Davenport to release online inspection request Data quality issue with electrical
8/21/13 1. Munster feature (Follow up with Amber to get a release date) T8D / mechanical inspections
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Safety and Permits is hiring a new inspector, and the time to respond to inspection
requests is expected to decrease as a result.



Responsible Safety and Permit Inspections — Number of Days to Respond
Organization: Safety and - -
Permits to Complaints Remained Below Target
EEE Al @ Average number of days to respond to a complaint
permitting and licensing
database
mm— Days to Respond — — Target (4.2) === Complaints
Legend 16 180
13.38
@ ontet 14 160
S——— - pa P b 140
e o T~ / N b 120 g
L. - ~ ——— 1w £
3 =
@ = Key measure that (=] 5 g0 2
best indicates whether s 80 8
City activities are 40
achieving the desired 2 20
results 0+ 0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct
Average age of complaints open at end of month
m— Aze ——Complaints
400 53 358 250
300 200 2
o 150 &
g0 w0 §
100 s0 O
0 0
Sep Oct
NOTE: Safety and Permits is researching to determine which are actually and which are the result of data entry errors.
S N T T
Average number of days to respond to a complaint 3.04 =4.2 .
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Many of the open complaints were inadvertently left open and need to be closed.
Safety and Permits is providing additional system training to staff and will work to
clean the data.



Responsible
Organization: Historic
District Landmarks
Commission (HDLC),
Vieux Carré Commission
{vec)

Data Source: LAMA
permitting and licensing
database

Legend

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

Historic Preservation - Days to Review Applications Increased

o~ Average number of days to review staff @~ Average number of days to review

approvable applications - HDLC

mm—Days to Issue ——Applications per Plan Reviewer on Staff

50 12049
42

102 100 °

=

5[]3\«53
I
=
&
o
[~
-
I~}
"
= Z(
/m
=
&
'
B—r
Iy @
SApplitation:
I R - -]

o

Jan Feb Mar Apr May Jun  Jul Aug Sep

Action ltems

Responsible Status
Parties

8/21/13 L. Hesdorffer Coordinate with Elliott Perkins to conduct LAMA training August Training not scheduled

8/21/13 L. Hesdorffer Consistently input permit and enforcement data in LAMA Ongoing LAMA data quality issue

8/21/13 E. Perkins
existing enforcement cases in LAMA

Complete audit of physical property files and input of Ongoing Working through

staff approvable applications - VCC

8.96

38

Aug Sep Oct

backlog
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Responsible Organization: City Planning Commission Land Use Project Filings Increased
(cpc)

Data Source: LAMA permitting and licensing database Number of land use PI'OJ'ECtS filed

Definitions

Board of Zoning Adjustments (BZA): board that hears
and makes final decisions on requests for variances
from the requirements of the Comprehensive Zoning

m Other

m Zoning Change

Ordinance (CZO) and considers appeals of decisions § W Variance

by thg Director of Safety and Permits ‘ ) £ = Minor Subdivision
Conditional use: a land use which is compatible with &

the permitted land uses in a given zoning district only W Design Review
upon a determination that the external effects of the u Conditional Use
use can be mitigated. Applications require CPC

review and City Council approval.

Design review: process to promote orderly

development and redevelopment and to assure that Number Df items on BZA and CPC hearing dOCkEtS

itis harmonious with surrounding properties, is

consistent with the CZ0, and promotes the general mBZA (8

welfare of the city 100 88
Minor subdivision: a subdivision containing 5 or fewer 20
lots fronting on an existing public or private street,
and not involving creation or closure of a street,
public or private

Variance: procedure to afford an applicant relief from
the requirements of the letter of the CZO when
unnecessary hardship or practical difficulty exists
Zoning change: zoning map change requested in
order to allow for the establishment of a land use that
is not permitted in the zoning district in which a
property is located. Applications require CPC review
and City Council approval.

Other: appeal of Safety and Permits; major Action Item

subdivision; minor subdivision, conditional use;
property dispositon; stret name change; e | [ e IR IS
I PHEN &7 T TR, G T e 11/7/13 L. Alley Address CPC data quality Ongoing

projects issues to improve reliability

and facilitate additional

measurement and reporting

Docket Items
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Data quality issues have prevented the City Planning Commission (CPC) from
measuring more aspects of their work. CPC is currently testing improvements in the
system that will allow for additional reporting.



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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