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Call Volumes and Performance Levels
2009 – 2010 Comparison
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-

20,000 

40,000 

60,000 

80,000 

100,000 

120,000 

140,000 

160,000 

180,000 

200,000 

2009

2010

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

2009

2010



Call Volumes and Performance Levels

Performance 
Measure 

Mar 2010 Mar 2009 Feb 2010 Jan 2010 2010 YTD

Calls Offered 127,138 107,569 189,449 97,751 425,630

Average 
Weekday Call 

Volume 
5,005 4,383 8,030 4,378 5,752

Percent of 
Calls 

Answered  
86% 70% 78% 93% 86%

Emergency 
Transfers 

1% 1% 1% < 1% 1%



Customer Contacts Logged
Request Type Distribution
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Service Request
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Customer Contacts Logged
Top Ten Service Requests

Maintenance 
Residential

Rubbish 
Collection

Street Light 
Outage

Abandoned 
Automobile

Pothole
Illegal 

Dumping
Vacant
House

Traffic 
Signal

Sanitation
Violation

Building
Dangerous

March 2010 1,057 804 769 719 417 385 367 350 310 255 

Service Request % 12% 9% 9% 8% 5% 4% 4% 4% 4% 3%
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Customer Contacts Logged
Top Ten Departments

Streets
Licenses & 
Inspections

First Judicial 
District

Police 
Dept.

Non-City 
Service

Revenue
State/Fed 

Government
Records Prisons

Mayor's
Office

March 2010 7,928 7,508 5,143 4,719 2,266 2,166 1,736 1,262 1,080 888 

Department % 17% 16% 11% 10% 5% 5% 4% 3% 2% 2%
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Appendix A:  Definitions

• Calls Accepted:  Number of calls that came in to 311.

• General Information:  A customer inquiry that can be resolved using the 311 
knowledge database. 

• Department Referral:  A customer inquiry that cannot be resolved using the 311 
knowledge database and is escalated to a City Department.

• Service Request:  One of a specific list of requests for City service that the 311 Contact 
Center accepts and distributes to the appropriate department by automation.  These 
requests are given a reference number and can be tracked on our website.


