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ITI saw a decrease in service requests but a substantial increase in info requests. The 
increase was largely due to requests about property tax payments and other events 
that occur at the beginning of the year.  
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Average hold times and call abandonment were higher than in previous months due to 
the increase in the number of calls. In the future, 311 will be able to better predict and 
address such increases. 
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ITI’s use of the auto attendant and its more robust 311 knowledge base have resulted 
in an increase in the first call resolution rate.   
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In addition to surveying callers, 311 is working with organizational customers to ensure 
that agents are properly handling calls. 
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The increase in residential recycling requests was related to newly available recycling 
services in the French Quarter and Downtown Development District.  
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The increase in information requests regarding road closures was related to icy 
weather in January. The Taxicab Bureau regularly receives a high number of 
department referrals due to return calls to specific investigators. The Taxicab Bureau 
and ITI will discuss whether it would be more efficient to change the investigator caller 
identification number from the one that routes callers to 311.   
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While above the targets, wait times have trended down.  Safety and Permits plans to 
meet the new, ambitious targets by the end of 2014, but will set more achievable 
interim targets. 
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Safety and Permits expects February wait times for special event permits to be higher 
due to the large special events in February and early March.  
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The One Stop Shop has continued to hold trainings with contractors on how to apply 
for permits online. The Office of Information Technology and Innovation offered 
assistance in producing a training video. 
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The increase in business intake visitors was due to occupational license renewals, 
which will continue through June. Despite this increase, wait times and service times 
have remained relatively low. 
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A large portion of the increased commercial electrical permits was related to 

work on the Riverwalk Marketplace. 
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The decrease in residential permits is due to regular seasonal variation. 
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The One Stop Shop removed an unnecessary step in the workflow for online permit 
applications, resulting in the substantial increase in the percent issued in one day. 
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The increase in the number of days to issue business licenses, compared to February-
July 2013, was due to measurement improvements rather than decreased 
performance.  
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Taxicab Bureau visitor levels will remain high through February as CPNC renewals 
continue. While the Bureau has attended to appointments, walk-in customers have 
had longer waits. 
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Taxicab Bureau staff has been instructed to begin promptly closing cases and noting 
the reason (e.g., citation issued). 
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The Department of Safety and Permits will have staff turnover in the inspection unit, 
which may affect performance in the upcoming months.  
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The average number of days to respond to a complaint was affected by a number of 
outliers that may have been the result of ongoing data-clean-up.  In some cases, an 
inspection was completed, but the case was not closed.  Safety and Permits continues 
to review the open cases to ensure inspections are completed.  
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The Vieux Carré Commission noted that, since enforcement activities have resumed, a 
number of permit applications have resulted from violations. 
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The Vieux Carré Commission, Historic District Landmarks Commission, and 

Safety and Permits are pursuing enforcement actions, but the organizations 

have not developed measurement and reporting processes.  

 

In some cases, locking noncompliant customers out of the permitting and 

licensing database has resulted in compliance, and staff will determine whether 
the same process can be used for delinquent taxpayers. 
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