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ITI anticipates that 311 calls will increase throughout the summer. 
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ITI will continue monitoring first call resolution. To increase the rate of first call 
resolution, ITI provides training for 311 agents to increase their knowledge about 
specific departmental issues.   
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The increase in 311 calls related to Code Enforcement is largely due to lots becoming 
overgrown during growing season. ITI expects Code Enforcement calls to remain high 
throughout the summer. To Office of Information Technology and Innovation 
anticipates that Street Light service requests will continue to decrease as the 
Department of Public Works continues repairs at an accelerated rate. 
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The Office of Information Technology and Innovation anticipates that referrals to Parks 
& Parkways will remain high throughout the summer due to weather-related requests. 
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Wait times increased in May due to staff annual, as well as a retirement. 
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The longest wait times overlap with lunch times, when the One Stop Shop generally 
has the lowest staffing levels, and when many customers choose to visit.  The One 
Stop Shop has tried staggering lunch breaks, and will consider posting information 
about hours with high wait times on the website to encourage applicants to visit at 
alternative times. 
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The One Stop Shop will look into the long wait times from 8-9 AM, which appears to 
be an aberration compared to other hourly wait time patterns. 
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The increase in business license applications received online was likely due in part to 
applicants involved in the Riverwalk project. 
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The variation in the number of permits issued was seasonal. 
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The changes from the previous month were attributed to seasonal variation, 

while a longer term decrease is due to the fact that fewer flooded properties 

have yet to be renovated.   
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Permits that take over 30 days to issue are usually delayed due to issues 

beyond the control of Safety & Permits. 
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The decrease in permits issued within one day is largely a function of a decrease in 
applications for certain types of permits with fast turnaround times. 
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The decrease in the number of days to issue business licenses was partially due to 
certain applications associated with the Riverwalk project that did not require 
inspections. 
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The Bureau expects wait times to increase in June due to the departure of two 
temporary staff members, as well as the promotion of one staff member who had 
previously been working on customer service. 
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The Bureau is considering changes in its business processes to record applications as 
“submitted” only if the required documents have been submitted, resulting in 
measurements that more accurately reflect the Bureau’s time to issue permits.   
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The time to close complaints is expected to increase in June, following the departure 
of some investigators and a focus on fleet inspections.  The Bureau is training new 
investigators in July. 
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Safety and Permits is working to improve the accuracy of this measurement. 
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Safety and Permits continues to work to close its backlog of old complaints, resulting 
in a high average number of days to respond to complaints. The Department 
anticipates clearing the backlog in July. 
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Despite an increase in applications, the HDLC has stayed below its target number of 
days to review applications due to changes in its allocation of the work. 
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The increase in the number of days to review applications was likely due to an increase 
in applications in response to violations.  The VCC anticipates that enforcement related 
violations will decrease.   
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The City Planning Commission continued to experience data entry errors, and 
continues to work with staff on accuracy. 
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