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311 plans to decrease their target to 8% in 2016. 
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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. 
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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. 
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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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Call resolution percentages are expected to continue to decrease if 311 has to 

continue transferring calls from other departments. 
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The increase in wait and service times is attributed to members of the OSS staff 

being out of the office for vacations. 
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In July, two new inspectors were being trained, which led to increased wait and 

service times. 
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In 2016 the Taxi Cab Bureau will be begin renewing CPNC licenses earlier, and 

staggering the others throughout the rest of the year. 

19 



Appointments were scheduled in advance, which led to faster processing times. 
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Business and Zoning wait times are responsible for the increase in overall wait 

times for OSS (see previous slide). 
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This measure is seasonal. 
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Safety and Permits would like to get the commercial and residential averages 

down to 15 and 7 days, respectively. 
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The low percentage of online permits issued within 48 hours has been 

attributed to small number of staff that is able to handle them. 
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After hiring a fifth permit analyst, Safety and Permits is expected to reach all 

goals by the end of the year. 
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It has been noted that Revenue only has one agent in the office taking care of 

customers that have received subpoenas from enforcement.  
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Members of OSS say that the data represented here measure from when 

applications are filed, until businesses receive an official account number. 

Findings in this slide influenced the addition of Action Item 6.  
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This statistic relies heavily on sources outside of the departments control; such 

as the applicants schedule and the amount of time to receive background check 

information. 
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Fewer complaints have been filed regarding building inspections. 
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The cases that are driving up the median age of open building complaints are 

remaining open for legal purposes. 
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The cases that are driving up the median age of open zoning complaints are 

remaining open for legal purposes. 
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This number is expected to decrease during the summer months, when 

requests for taxi services decline. 
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Individuals are given 30 days to respond to notices.  
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As cases become more complicated, they tend to take longer to resolve.  
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More people are in compliance after being sent violation notices.  
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