














Due to resource constraints, DPW continued to experience difficulties in
addressing maintenance and traffic case backlogs. Health’s timeliness in
closing requests was affected by a surge in records requests associated with
the beginning of the school year.



Mobile tools are in development, and the 311 team will re-evaluate the
proposed timeframe for the roll-out of the citizen mobile app. In the coming
weekend, 311 will be supporting the Registrar of Voters by receiving calls
related to the election.






DPW has not had any pothole killers since mid-August. Consequently, its
pothole filling has slowed. However, it has already exceeded its annual target,
due to an early-year push.
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DPW continued to fall behind on road shoulder repair, sidewalk repair, and
manhole cover maintenance requests. Potential funding to address these
requests is needed for higher priority drainage work.
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DPW plans to address the sign backlogs in 2014, with a substantial number of
signs installed after Mardi Gras. Concerns were raised about the impact of the
use of 311 data on service delivery equity across neighborhoods. ITI noted that
while service requests span the city, certain requests are disproportionately
coming from certain areas of the city. ITI suggested that more effective
advertising of 311 could potentially alleviate some of the disparities.
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DPW is currently only able to address emergency traffic signal requests, due to
resource constraints.

13



While the number of streetlight outages is at the lowest level since Hurricane
Katrina, due to the depletion of general funds for routine maintenance, outages
are expected tick back up in the fourth quarter of the year.
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The number of open 311 streetlight service requests far exceeds the actual
number of outages, and DPW and the 311 team continue to work to close the
311 requests to reflect the actual work completed.
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DPW has hired additional tow truck drivers and is improving its timeliness in
addressing abandoned vehicle service requests.
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With additional tow truck drivers, DPW continued to work through its backlog of
311 abandoned vehicle cases, and has reduced the backlog for two
consecutive months.
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DPW plans to clean an average of 50 catch basins per week for the remainder
of the year in order to meet its annual target.
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The Sewerage and Water Board (SWB) continues to work to improve its
customer service.

21



22



23



24



25



26



27



28



29



There is a relationship between the volume of calls received and the percent of
calls that SWB’s call center representatives are able to answer. The more calls
SWB receives, the lower the percentage of calls the call center is able to
answer before abandonment.
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There relationship between the number of call center representatives and the
percent of calls answered was not as strong, suggesting that supplementing
staffing during times of higher call volume may be preferable to simply hiring
more full-time representatives.
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SWB plans to better communicate to customers that there are social services
that can assist them in making their monthly payments.
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Peak mowing season has ended, and Parks and Parkways plans to decrease
its rate of mowing, but still anticipates reaching its annual target.
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Parks and Parkways improved its time to complete non-emergency tree
requests.
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Though it may appear that bandit sign removal productivity has slowed, this
likely reflects a smaller workload. Effective communication of the regulations,

and the penalties for violating has likely resulted in fewer offenders posting
bandit signs.
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Sanitation and NOPD will continue to partner to reduce the number of
businesses with illegally-placed dumpsters.
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One of the City’s sanitation vendors is now equipped with cameras in order to
help detect illegal dumping. Mosquito, Termite, and Rodent Control Board
(MTRCB) offered to assist with its cameras, as well. MTRCB also offered to
accompany the NOPD to tire shop inspections to assist in addressing any pest
control issues.
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All four of Sanitation’s front loaders were down at one point during September,
though 3 have come back online in October. While the front loaders were
down, Sanitation shifted personnel to complete additional mechanical street
sweeping and flushing.
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The vendor in charge of large item pickup has experienced communication
issues that have been a barrier to closing 311 cases after completing the work
in the field. The vendor reiterated its commitment to improving its
communication in order to improve 311 request close outs.
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Two months after a delay in a large recycling cart shipment caused a large
spike in its backlog, Sanitation has made much progress in responding to
recycling requests and accordingly closing them out in 311.
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The Eighth district completed a relatively high amount of work, due to large
number of complaints. The NOPD noted that the number of summons issued is
not higher because of its focus on community policing and maintaining
relationships. NOPD, Sanitation, Law, and the CAO will meet to further discuss
strategies regarding the issuance of summonses.
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While in the field, Quality of Life officers report service requests to 311, which
are flagged in the database as high priority requests, or directly to department
heads, who have handled such requests in a timely manner.
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Rain complicated MTRCB’s ability to address some of their requests in a timely
manner in September. MTRCB and SWB emphasized the need to work closely
in order to make sure that initiatives such as the creation of water gardens and
drainage system improvements do not inhibit the city’s ability to combat water-
borne diseases and mosquitoes.
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