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Observations & Analysis 

 

This month's call volume was steady compared to 

May and attributed to the increased use of the 

Mobile App, Social Media, and the Philly311 

website for customers to report concerns and service 

requests. 
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Last 13 Months of Call Volume by Month 

Month Calls Offered/Received 

Average 

Weekday 

Call 

Volume 

Jun-13 89,352 4,468 
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Call Volume and Performance Levels by Period 
Calls Offered/Received Calls Accepted Calls Answered 

Period Calls Offered/Received Calls Accepted Calls Answered % Answered 

January 2009 to June 2009 606,026 604,998 412,755 68% 

January 2010 to June 2010 750,892 459,951 392,152 85% 

January 2011 to June 2011 654,728 386,450 340,130 88% 

January 2012 to June 2012 552,482 310,225 294,907 95% 

January 2013to June 2013 527,055 279,875 269,624 96% 
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June 2013 Top 5 Service Requests by Department 
Service Requests 

Top 5 Departments Service Requests % Service Requests 

Licenses and Inspections                    4,943  41.90% 

Streets Department                    4,339  36.78% 

Neighborhood Services                    1,367  11.59% 

Police Department                       654  5.54% 

Fairmount Park Commission                       494  4.19% 
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June 2013 Top 10 Service Requests by Category 

Service Requests 

Top 10 Service Requests Service Requests % Service Requests 

Maintenance Residential 2,071  27.43% 

Vacant Lot Clean-up 755 10.00% 

Vacant House 729 9.66% 

Rubbish Collection 674 8.93% 

Street Light Outage 664 8.79% 

Abandoned Automobile 642 8.50% 

Graffiti Removal 580 7.68% 

Illegal Dumping 544 7.21% 

Building Construction 462 6.12% 

Street Trees 429 5.68% 



Glossary 

•Calls Offered/Received:  total number of  calls that came in to the Philly311 call center 

•Service Request: a form completed by call center agents or city residents seeking assistance for 

a specific type of  repair or other action. Once the form is completed; the request automatically 

transfers to a city department who then sends out workers to the site to investigate and fulfill the 

request 


