
1 



2 



3 



4 



5 



Call volume has stabilized over the past few months. It is expected to fall slightly 
during the holiday season, which will allow more opportunities for training. 
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By scheduling part time agents during busy periods, ITI has decreased the average hold 
time. 
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The rate of call abandonment has also been positively impacted by scheduling part-
time agents during busy periods.  In general, call abandonment is seen as a negative 
outcome, but in some cases it occurs because the hold message provides callers with 
all necessary information. With this in mind, 311 tailors its hold messages to seasonal 
issues that prompt high numbers of calls during certain parts of the year. 
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Scores from 80-100 are seen as positive. Call documentation has been the biggest 
issue, with the score decreasing in September. ITI is looking into ways to improve the 
documentation process for its agents, and will also train and coach agents on 
documentation and other protocols. 
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The number of referrals to Safety & Permits should decrease substantially once the 
department is on-boarded to 311. On-boarding is expected in the first quarter of 2014.  

The most common sources of calls are requests for permit data on specific projects 
and requests for inspections. Before on-boarding occurs, Safety & Permits is working 
with ITI to identify the best process for handling these issues, so that the number of 
department referrals decreases as much as possible. 
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There were fewer construction projects in September due to seasonality.  To handle 
the large queues for Safety & Permits, the One Stop Shop focuses the most agents in 
that area. 
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September was the first full month in which customers could apply for special event 
permits at the One Stop Shop. Many of the special event visitors were repeat. Because 
the process is newer, applicants often went to the One Stop Shop multiple times, first 
to get information about the required documents, and then to submit those 
documents. To decrease the number of repeat visits, the One Stop Shop is planning to 
hold information sessions on special event permitting and is also working with the 
department of Information Technology and Innovation (ITI) to identify relevant 
information to post on the website. 

 

While City Planning Commission, Vieux Carré Commission, and Historic District 
Landmarks Commission wait times have corresponded with the numbers of visitors, 
average service times are generally consistent. 
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The increase in wait times for account maintenance and administration and 
enforcement is likely due to a failure to log out departing customers in LobbyCentral. 
The Bureau of Revenue is working on training staff to improve their use of the system. 
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Permit issuance, particularly building permit issuance, is seasonal. Applicants 
frequently obtain permits in the summer so that they can begin construction during 
the cooler months. 
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Safety and Permits has set a 2014 target of 20% of permit applications 
submitted online.  Most of the online applications are submitted by contractors who 
are familiar with the process. Individual homeowners typically apply in person. 
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Following its establishment of a baseline this year, Safety & Permits has set more 
aggressive targets for the number of days to issue permits in 2014. 

17 



18 



The process for issuing permits applied for online has additional steps built-in, leading 
to fewer being issued in one day. 
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Most of the open complaints are due to failing to close cases. Safety & Permits has 
trained its staff to properly close out cases after responding to complaints. 
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Safety & Permits is hiring another inspector, which should lead to a decrease in the 
number of days to respond to inspection requests. The Department is also working to 
identify cases that do not require inspections.  The action item has been completed, 
and the updated records will be reflected in the October data. 
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The increase in the number of days to issue business licenses could be from closing old 
cases that have been inspected but were not closed out correctly, though there may 
also be issues involving zoning reviews that are increasing the number of days to issue 
licenses. 
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In September, the Historic District Landmarks Commission (HDLC) closed a small 
number of cases that had gotten “stuck” in the process and aged, resulting in a spike in 
HDLC’s average number of days to review staff approvable applications. 
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The City Planning Commission (CPC) experiences the same seasonal trends as Safety 
and Permits.  CPC is experiencing some LAMA data quality issues that is resulting in an 
imprecise number of projects. CPC is currently working to address those issues, and 
also working to improve data on the workflow of applications, which will facilitate 
timeliness measurement.  
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