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Agenda

e Introduction and Announcements
e Open and Effective Government: 311

e Economic Development: Permitting and
Licensing

e Sustainable Communities: Land Use
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Purpose and Scope

Purpose: The Landrieu Administration developed a strategic framework to map out the City's
overall direction. The framework links services, programs. strategies, objectives, and goals to
the City's mission, values, and vision, and incorporates performance measures to assess
performance.

In CustomerServiceSTAT, City leaders and managers review key performance results related
to customer service. In order to improve results, City leaders and managers review and
assess progress achieved. overall trend data, and the likelihood of meeting performance
targets. For programs at nsk of not meeting targets, leaders and managers identify prospects
and tactics for performance improvement, and make adjustments to operational plans as
needed. To account to citizens and Councilmembers for the spending of resources provided,
CustomerServiceSTAT meetings are open to the public

Scope: CustomerServiceSTAT focuses on Citywide topics that are frequent sources of City
interactions with the public, with an initial emphasis on 311 calls, permitting and licensing, and
fand use issues. CustomerServiceSTAT does not focus on performance managed in other
STAT programs or initiatives, nor does it include in depth discussions of complaints about
specific interactions.

Questions and Comments: [ndex cards ara avaiabie fo the public at the sign-in table. which can be used
to submut guastions and comments or to report specific issues. Throughout the mesting, completsd cards
will be reviewsd General Questions and comments may be discussed by the group and specific issues will
be assigned o depantments
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Action ltems

Assigned Achion em Due Status
42014 L Hesdorifer  Align enforcamant processas 10 capture sama data as Ongeing

J. Munstar Safety and Pamyis and Tax Cab Bureau anforcemants
172014 Daveiop akeenative measure of days to bulding Proposec

Inspechion fecussts

CustomerServiceSTAT July 2, 2075 4




311

CustomerServiceSTAT July2, 20M5 §




Respomitie Organizstion
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After a slight decrease in April, call volume rose
again in May.

Call Volume
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Calls have continued to increase as more citizens learn about 311. The

percentage of calls has increased faster than the percent of the city’s

population.




s Tt e Call abandonment rate dropped to 4% in May.
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While the target is set at 10%, 311 would like to move the target closer to 5%.



Dafintinns

Target
Unthe 13 seconex

Average hold time increased to 9 seconds in May.

Average hold time (seconds)
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Respomitie Organizstion

D e mcgy e At 63% in May, the first call resolution rate remains
Data Soorce: 311 below target of 70% throughout 2015.
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While the target will remain set at 70% for now, 311 will gather more information
and reevaluate that by the end of the year.
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Operators 4 and 10 show exceptional performance in

May.

Operator scores
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Operators will be undergoing training throughout the summer.
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Street light and large item removal requests
continued to slowly increase in April and May.

Top service requests
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Key Performance Indicators

2014 2015
KP1 Actual Target Met? Actual Target Status
75241!& of 311 call abandonment 46% 6 | 4.4% < 10% 77.7 .
Rate of 311 call rasolution 62% 65% > T0°%
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ONE STOP SHOP - SAFETY &
PERMITS
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Respomsile Organizstion
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The Safety and Permits office expects a decrease in solar residential permits as
state tax incentive program becomes less generous. This chart indicates the
number of customers, not permits applied for/issued.



o Organizstion
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In order to get solar panels you need two permits, so as the demand for

residential solar panels declines, it is likely that the total number of permits will
decline as well.



Reepossiie Organization
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While service times continued to decline, wait times
increased in May.

Safety and Permits processing times (minutes)
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Reepomsitie Organizstion
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Service times for Plan Review declines significantly.

Stats by queue (times in median minutes) May 2013 to May 2015
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Inspections took longer because a new inspector was trained. Safety and
Permits is also hiring five more inspectors.



ONE STOP SHOP - TAXI CAB

BUREAU
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Respossile Organizstion
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Number of Taxi Cab Bureau visitors relatively steady
between 1,500 and 1,000 per month since fall 2014.

Taxi Cab Bureau customers

CustomerServiceSTAT July 2, 2018

19

Because CPNC renewals are over, the number of visitors is fairly steady. Issues

with federal background checks are also slowing down the process.

19



Reeponmsitie Organizstion
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Drivers renew their licenses between January and March while Taxi’s are done
at the end of the year, explaining the abrupt spikes and subsequent drops in
wait times during certain times of the year.



Reepomsile Organizstion
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The decrease in wait times is attributed to having fewer people with unresolved
background check issues.



ONE STOP SHOP - VCC, CPC,

HDLC.
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One Stop Shop customers for other queues were
steady from April to May 2015.

CPC, VCC, HDLC customers
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Median processing times were unchanged in May.

CPC, VCC, HDLC processing time (minutes)
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Respomsitle Organizations

A Event service times have decreased by almost 50%
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Safety and Permits attempts to keep service times at 20 minutes or less. They
are expecting a spike in October larger than Mardi Gras. The high number of
customers in Payments is attributed to taking on Taxi Bureau.
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PERMITTING
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Responsitle Organizstions
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The number of residential and commercial permits
declined in May.

Residential and commercial permits issued
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Permits is experiencing a normal volume of customers.
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Respomsile Organizstion

Fly b TR Average number of days to issuance for commercial
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The Safety and Permits office aims to have all residential permits issued within
one week, and commercial permits in two weeks. However, they have also
been performing reviews for HDLC.

The line indicating commercial permits is more erratic than residential because
there are a higher volume of applications that vary in complexity.



Reepossitle Organizstion
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Proportion of in-person permits issued within 48
hours increased, while online permits declined.

Percent of building permits issued within 48 hours of application
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Most applications for the installation of solar panels are applied for online. This

correlates with the decline in solar panel permits mentioned earlier.
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Resporsitie Organizstion
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Almost all HDLC permits issued have been done
within target of three days since February 2015.

Number and days to issue HDLC permits
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Key Performance Indicators

2014 2015

KP1 Actual Target Mat? Actyal Target Status
Averageimedian walt tima to apply an
for new buikling permit {minutes) 332 * Ly =18 o
Average/medan wat time to apply -
for any license ar parmt (mirules) 225 * L 18 ©
Averagamedan wail ime (o apply
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Averageimedian walt time 1o make a 169 L 2 3 6 o
payment (minutes) z
Percent af permit and loense e [«) ) ”
applcations recaived oning 37.8% 27 >20% @
Average nusmber of days o 15508 138 [4) 18 <15 ®
commercial pemits
Average number of days to issue 74 . 1" <8 ’

residential permits
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REVENUE
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Enforcement and business intake wait times
continue upward trend.

Stats by queue (times in mean minutes) Jun 2013 to May 2015
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Alcohol permits expire at the end of May, which explains the recent spike in
ABO customers.



LICENSES
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Total number of business licenses issued declined
sharply in May 2015.

Business licenses, number and days to issue
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Driver/CPNC permits issued continued to decline in
May.

Number of operator permits issued
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Most license renewals are done, except for new citizens who are given a default
birthdate of January 1, by the State Department.



e Organization

TR FocHis Nabin Federal background checks have increased the

B

Do Bt AN peCToRD average time to issue CPNC and tour guide licenses.

B Moo datatase

g A AT . 2
oo T st | Average days to issue operator license
of Oy 10 (e o ML e
ned 1o gaide senmits naes - Drivar CPNG ~ Tow Guide
w¥ectnd by sgniicant htory
1haat are nok Sty comrobed by
A Tl and For Hie Vabich
Sonmi I Pty 2014 the
froolarg mehod wa changesd
#d 1ho MOSLNe Mo ITOie
wozaretoly ptects Mo Brreans
partermanca Sowmerst, e
IRRLENCe Set UNeS tn
LU e rage O of
Gdys cormonty Mbect v e
s fown werw vcarned brie I\
LAMA stich typicaly Sl sfter ) >4 o
1ha DaNM poIIiSSLNCE I

CustomerServiceSTAT July 2, 2015 38

Customers having background checks with ink and paper finger printing are
taking longer. However, some individuals are still choosing to go through with
them because expedited checks are more costly.



COMPLAINTS
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Most building inspections have completed within
seven days, throughout 2015.

Building inspections, and days to completion

W Mora than 7 days [ Less than 7 days
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The goal is to get all inspections done within 7 days, including dumpsters

inspections.
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Respossitle Omgantzation
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Open building complaints have continued to slowly
increase since March 2015.

Number of open building complaints at end of each month
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Respossile Organtzation
Satety end Peoriny
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Age of building complaints backlog has continued to
increase since Fall 2014.

Age statistics on building complaints
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As the total number of backlogged complaints goes down, the older complaints

drive up the average days of open complaints.
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Most zoning inspections were still completed within
target of seven days in May.

Zoning inspections, and days to completion

WMo than 7 days 10 Less than 7 days
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Respossitle Omgantzation
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The number of zoning complaints in backlog has
continued a downward trend.

Number of open zoning complaints at end of each month

CustomerServiceSTAT July 2, 2018

45

45



Respossile Organtzation
Satety end Peoriny
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Remaining three zoning complaints have a median
age of 215 days.

Age statistics on zoning complaints

= Maedan age of open campiains Madian cays 12 dase comaints
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While the overall number of backlogged complaints had greatly decreased over

the past two years, the cases that are still open are very old.
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Proportion of business license inspection requests
completed after seven days increased in May.

Business license inspections and days to inspection
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Reepossiie Organization
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No business license inspection requests in backlog
e ™% | at end of May.

Business licenses inspection requests outstanding at end of month
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Number of complaints open with no first inspection
within 30 days cut in half between April and May.

Complaints with no first inspection within 30 days
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Even if they are not closed, some work has been done on most open

complaints.
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Even with a slight increase in May, overall
complaints backlog remains near historic low.

Number of open complaints at end of each month
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None of the complaints above are for business licenses.
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Number of open 311 complaints against taxi drivers
continued to decline in May.

Number of open complaints against drivers at end of month
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Net closure of 27 complaints against taxi drivers in
May.

Net complaints logged against taxi drivers per month
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Organization
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The average age of complaints (in days) closed out
by the Taxi Cab Bureau and 311 sharply decreased.

Age statistics on complaints against drivers

= \foan cays io close Age of open complains at end of month

CustomerServiceSTAT July 2, 2075 &

53



Key Performance Indicators

2014 2015

KP1 Actisal Targot Mat? Actual Target Status
Average number of days to p
respand fo buldng complants 4 . ¢ <7 .
Average number of days to - -
respond lo zonng complanis 04 . £ 4 .
Average number of days 10
compiete business license 1.7 L 3 7 <7 [2)

mspechon requesis
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VCC

CustomerSerniceSTAT July 2, 2015 55

55



P o V) Proportion of VCC reviews completed within target of

e e | 7 days has increased in May.
Ittecothes Beims Spoatehon

i s Staff approvable reviews finished over and under target time
2015 Unser 7 s
: / W Cvor targat tima 1 Undar sarget Sma
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The improvements are attributed to productivity improvements in new staff
members.



Resporsiie Organizstion
viewr Cant Commission (VCC|

Data Scorca: LA peirmetizg
) Scensny datatase, VOO
Ittecothee Beime Spoaiehont

The majority of VCC applications approved were not
submitted in response to violations.

Number of applications approved due to violations

Nt in respense 10 victations [l respense 1o viclations

llll..----
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Some violations may be addressed more than once.
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Evaluation Form

Are you a city employee or a member of the public?

On a scale 1-5, how useful was this meeting to you (1= least
useful and 5= most useful)?

What's working?

What's not working?

CustomerServiceSTAT July 2, 2015
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