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Ken Davis noted that the target average hold time is 15 seconds, so 311 is still 

well below their target even with February’s increase. He also noted that 

staffing affects hold times, and the on-boarding of new departments such as 

Revenue, also affects hold time and other performance metrics. 
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Ken Davis noted that the target for this measure is 70%, and he expects the 

measure to fluctuate between 65% and 75% month-to-month. He also 

mentioned that 311 is currently updating the Knowledge Base as they add new 

departments, and this hopefully will increase the first call resolution rate. DM 

Kopplin asked how many departments were waiting to be added to 311. Mr. 

Davis replied that Revenue was the last department. 
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Jen Cecil reiterated that wait times increased slightly in January 2015 due to 

staff scheduling issues, which were resolved in February, and reflected in the 

above chart. 
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Jen Cecil noted that Safety and Permits is training a replacement plan reviewer, 

and that this likely explains the high service time for that queue. 
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CPNC renewals are wrapping up and likely explain the decline in customers in 

February. 
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Taxi Cab Bureau did not receive temporary staff from JOB1 to help them 

through the CPNC renewal process, which partially explains the increase in wait 

time. 
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The spike in volume in January is mostly payments made to the Taxi Bureau.  
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Oliver Wise asked about the upward trend in HDLC service time. Elliott Perkins 

said there is considerable variation typically, and this may not represent a trend. 
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Jen Cecil noted that in January one staffer left and another came on, which 

likely explains the increase in the number of licenses issued in more than one 

day. She expects the department to return to its previous rate of issuing most 

licenses in the same day. 
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DM Kopplin and Jen Cecil discussed how the high days to issue statistic for 

February is due to a large number of FBI background checks on new tour 

guides and drivers coming in in February and January.  
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Lower than normal staff attendance around the holidays may have built a small 

backlog of business licenses which are currently being worked through. 
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Lary Hesdorffer noted that January sees a lot of balcony support work done in 

the VC in anticipation of Mardi Gras.  
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