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Dear Council Members,

311 i s an iIimportant component of Phi

The following report provides information about the service requests for
which your constituents are contacting 311 . We have used incident
addresses to map calls, e-mails, etc. from your district and have provided
the service related reasons people contacted 311 during the month of March
2011 (please refer to Appendix A for the specific data gathering approach).

Appendix B provides definitions of the service requests referred to in this
report.

We would be pleased to host a 311 center visit or come to your
neighborhood meetings to describe more about our customer service
approach more broadly and 311 more specifically. We would also be happy
to answer any questions about this report.

In addition, we wanted to share information with you regarding a newly
automated survey we have initiated for Customers who call or e-mail 311 to
place a Service Request. Customers who provide us with a contact number
will receive a call once the Service Request has been completed by the
Department. The recorded message asks the Customer to confirm that the
request was completed and transfers the Customer to a 311 Agent if the
work was not done.

Please keep in mind that out of respect for your individual office procedures,
calls are not placed for requests entered directly by your offices. Please let
us know if your preference is different.

Sincerely,

Rosetta C. Lue,
311 Contact Center Director

To view an interactive map of this data and that of previous months, visit


http://maps.phila.gov/311

311 Overview: District 1

The following 311 data provides an overview of
customer requests for service
from 2/1/11 T 3/31/11
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Overall, graffiti removal requests are extremely high. This is
primarily due to entries placed by the 311 Neighborhood
Liaisons in the First District.
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311 Overview: District 2

The following 311 data provides an overview of
customer requests for service
from 2/1/11 T 3/31/11
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Since the decrease in winter weather, Rubbish Collection and
Pothole requests have declined. Adversely, Vacant Lot and
Maintenance Residential requests have increased.
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311 Overview: District 3

The following 311 data provides an overview of
customer requests for service
from 2/1/11 T 3/31/11

[
Top Ten Service Requests

I I February
2

B March

Similar to the 2" District, Rubbish Collection requests have
declined due to the decrease in winter weather. Adversely,
Vacant Lot and Street Light requests have increased.
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311 Overview: District 4

The following 311 data provides an overview of
customer requests for service
from 2/1/11 T 3/31/11
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The 4t District had a high number of Rubbish Collection
requests in February due to the winter weather. This past

month, the top requests were property maintenance and Street
Light outages.
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311 Overview: District 5

The following 311 data provides an overview of
customer requests for service
from 2/1/11 T 3/31/11
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Between February and March there was a 20% increase in total
requests made. The biggest increases occurred in the
requests made for Vacant Lot Clean-up.
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311 Overview: District 6

The following 311 data provides an overview of
customer requests for service
from 2/1/11 T 3/31/11
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Top Ten Service Requests
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Overall, there was an increase in requests received from
February to March. The largest increase was in the
Maintenance Residential category.
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311 Overview: District 7

The following 311 data provides an overview of
customer requests for service
from 2/1/11 T 3/31/11

[
Top Ten Service Requests
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Overall, there was an increase in requests received in March,
the biggest change being with Graffiti Removal requests. Most
of these were submitted by our Neighborhood Liaisons.
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311 Overview: District 8

The following 311 data provides an overview of
customer requests for service
from 2/1/11 T 3/31/11
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Overall, the most significant changes were a result of the
decline in winter weather which lead to less requests for
Rubbish Collection as well as Pothole Repair.
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