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Last 13 Months of Call Volume by Month 

Month Calls Offered/Received 

Average 

Weekday 

Call 

Volume 

Mar-15 64,352 3,064 
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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 March 2009 296,256 296,073 204,543 69% 

January 2010 to March 2010 414,438 240,787 196,628 82% 

January 2011 to March 2011 359,188 200,010 175,927 88% 

January 2012 to March 2012 257,023 149,610 143,855 96% 

January 2013 to March 2013 259,363 129,089 126,646 98% 

January 2014 to March 2014 308,808 241,256 174,564 72% 

YTD 167,779 126,255 121,118 96% 
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March 2015 Top 5 Service Requests by 
Department 

Service Requests 

Top 5 Departments Service Requests % Service Requests 

Streets Department 29,918 54.64% 

Philly311 Contact Center 9,527 17.40% 

License & Inspections 9,254 16.90% 

First Judicial District/Courts 3,057 5.58% 

Police Department 3,000 5.48% 
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March 2015 Top 10 Service Requests by Category 

Service Requests 

Top 10 Service Requests Service Requests % Service Requests 

Rubbish Collection 5,096 24.13% 

Pothole Repair 3,574 16.93% 

Illegal Dumping 2,767 13.10% 

Ditch Repair 1,965 9.31% 

Street Light Outage 1,561 7.39% 

Shoveling 1,492 7.07% 

Maintenance Residential 1,395 6.61% 

Directory Assistance - IR 1,160 5.49% 

Abandoned Vehicle 1,072 5.08% 

Cave-In Repair 1,033 4.89% 



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 


