
1 



2 



3 



4 



5 



Expect call volume to increase as we enter hurricane season. 
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Ken Davis expects this number, currently below target, to improve as more 

departments are onboarded to 311. 
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All agents performing over 80% on average. Managers are working with several 

agents on call documentation. 311 is also reviewing procedures and telephony 

for hurricane season. Management also is finalizing FEMA reimbursement 

plans. 

10 



Ken Davis expects abandoned vehicle requests to increase due to Jazz Fest. 

Complaints often increase during festivals. 
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Lamar Gardere mentioned, as a possibility, embedding a Revenue liaison in 311 

to improve first call resolution rate. 
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Jared Munster expects increase in permits in May and June due to solar tax 

credit cut instituted by the state legislature. 
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Jared Munster believes that service time is where it should be – cautioned 

against that metric being too low. 
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Upward trend in service time in electrical queue is due to data entry practices 

by a new electrical inspector. 
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452 Uber X drivers registered as of end of May. Uber wants around 2,500. 
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Spike in payment customers is due to OSS now accepting taxi payments. Jared 

Munster said that number is unlikely to decline, but it does not appear to 

negatively impact wait or service times. Over the past two years, HDLC has 

reallocated staff to expand the number of services they can offer customers in 

the One Stop Shop. There is now always an historian on desk duty so that all 

staff reviewable applications can be reviewed at the One Stop Shop. 

Consequently, the types of permit applications handled have become more 

complex, and service times have trended up accordingly.  
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Jared Munster noted that the timeliness with which permits are issued is often a 

function of the types of permits are being applied for. He will inspect the source 

data to see if that explains the decline in April. 
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The seasonal trend in ABO customers is due to licenses expiring. 
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The apparent decline in same-day permits issued in 2015 is actually reflective 

of a new data entry practice, which better captures the overall timeline of an 

application. 
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December 2014’s extremely low business license number is actually an issue 

with the way Revenue uses LAMA to track their licenses issued. 
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Increase in Driver CPNC permits is in part due to Uber Black permits. 
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