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About PhillyStat 

• PhillyStat is the City of Philadelphia’s performance management program, led by the Managing 

Director and the Finance Director.  During PhillyStat meetings, the Mayor or a Core Team 

member reviews progress towards the Mayor’s strategic goals and individual departmental 

performance.  There are two types of PhillyStat meetings: Ops and Outcomes.  This 

presentation is for a PhillyStat Ops meeting. 

• At PhillyStat Ops meetings, a single department reviews their operations with a member of the 

Mayor’s Cabinet.   Performance is reviewed in five areas: departmental operations, customer 

service, finances, technology and human resources.  These meetings are held quarterly. 

Structure of Presentation 

• The presentation begins with the department’s core mission and a logic model, both which are 

useful for readers who are not as knowledgeable about what the department does.   

• Each of the five sections (Operations, Customer Service, Finance, Technology, and People) 

have a summary dashboard of key performance measures and explanatory measures.   

• Explanatory measures help explain movement in performance measures.  For example, the 

number of employees and number of vehicles managed by the Office of Fleet Management 

impact the Office’s operational performance measures. 

• The presentation ends with brief explanations of the department’s key challenges and wins for 

the quarter, and recognizes an employee of the quarter. 

 

Introduction 
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Logic Model A logic model is a representation of how an activity (such as a service, project, program, or 

policy) is intended to produce particular results, also known as outcomes.  They also help 

identify key operations measures. 

Inputs Services Outputs Outcomes 

 

• Philly311 employees 

• Temporary (paid/unpaid) 

employees 

• Services, supplies, and 

materials 

• IT systems and hardware 

• Call center space and 

phone lines (911 back up 

facility) 

• Back office and walk-in 

center 

 

 

Philly311 is responsible for 

the following activities: 

• Information and 

Directory Service for all 

non-emergency City 

government functions 

• Service Requests for 

eight agencies 

• Community 

Engagement/Education 

• Emergency Support 

during declared 

emergencies/crisis 

situations 

 

 

• Incoming customer 

interactions/inquiries are 

handled via phone, face-to-

face, and through electronic 

channels 

• Service requests are sent 

to departments 

• General information is 

provided via social media 

and other electronic 

channels 

• Reports are provided to 

internal/external customers 

 

 

• Citizens have fast and 

transparent access to 

government information 

and services 

Resources used in providing 

services 

Services provided What the services produce The goal of providing the 

services 
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Finance,  

Technology,  

People 

Operations 
Operations & 

Customer Service 

Where You’ll Find Measures for Each part of the Logic Model 



Core Mission of Philly311  

 

 

Serving the citizens of Philadelphia by providing 

courteous, fast, & accurate customer service that 

results in transparent access to government 

information and services. 

  

– Philly 311 
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Strategic Direction  

• Over the next five years, Philly311 will focus on the 
following four major initiatives: 

– Collect data to enhance knowledge about the local 
communities through increased engagement and citizen 
feedback. 

– Implement new technology to improve the quality of 
information delivery by making it  timely, accurate, transparent 
and easy to access. 

– Increase accountability for delivering customer service city-
wide. 

– Create a high performance organization. 

 

- Philly 311 

 

 

 
5 

Strategic Direction 

Philly 311 

Fiscal Year 2012, Quarter 3 

 



Executive Summary  
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During the 4th quarter of fiscal year 2012, Philly 

311 has managed to meet or exceed the majority 

of our performance goals while focusing on 

improving internal processes and increasing 

partnerships. 

– Launched Philly311 mobile app. 

– Created and managed transitional call center for 

Homestead Initiative. 

– Enhanced Neighborhood Liaison Program. 

– Increased social media presence. 

– Implemented on-boarding and off-boarding program. 

Executive Summary 
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Operations Customer Service Finance Technology People 
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Key Performance Indicators 

measure how quickly a 

customer can reach 311 and 

have their issue resolved. 

 

Philly311 is meeting two out 

of four key performance 

indicators. 

 

Call volume decreased from 

FY11 to FY12, while requests 

through other channels 

(email, walk-in and website) 

increased. 

 
Data Sources: CCMIS and NOVO 

Operational Performance (Fiscal Year 2012)

Quarterly Key Performance Indicator

Volume (Fiscal Year 2012)

Quarterly

Calls Offered

Back Office Requests

Performance YTD

68%

68%

92%

39

Previous Fiscal Year Current Fiscal Year Percent Change

1,272,951 1,151,569 -10%

13%

103,723 100,460 -3%

27,071 30,570

Service Requests

(    Actual; Acceptable)

0 20 40 60

Average wait time (in seconds)

50% 60% 70% 80% 90% 100%

Percent of calls answered

Percent of calls answered within
service level (45 seconds)

Percent of information requests
resolved at first contact



Customer Service   
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Operations Customer Service Finance Technology People 

Customer Service (Fiscal Year 2012)

Quarterly Key Performance Indicator

Survey Administration

Quarterly Total Confidence Interval Confidence Level

Customers Surveyed

Service Requests 100,460

Performance YTD

94%

10,944 3 95%

(    Actual; Acceptable)

50% 60% 70% 80% 90% 100%

Percent of customers whose
expectations were met or exceeded

Philly311 uses a third party to 

survey customers who 

request a service. 

 

 
Data Sources: SurveyMonkey 



Finance - Dashboard 
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Operations Customer Service Finance Technology People 

Philly311 spent 89% of total 

budgeted funds in fiscal year 

2012. 

 

FY12 Q4 showed stabilizing 

in the cost per call, with a 

decrease for the first time in 

FY12.  

 

FY12 cost per call decreased 

by 9% from FY11 to FY12, 

largely due to decreasing 

obligations quarterly. 

 

Notes:  

• Cost Per Call Calculation:  

Year to date obligations 

divided by year to date 

number of calls offered. 

 

• Calls Offered = The total 

number of calls that have 

reached the IVR.  

 

 
Data Sources: FAMIS and CCMIS 

Financial Performance (Fiscal Year 2012)

Metric Actual Difference

$2,073,491 13%

$1,892,966 11%

$175,103 23%

$5,422 24%

Efficiency (Fiscal Year 2012)

Quarterly Change

-9%1.80$                           

Current Fiscal YearPrevious Fiscal Year

Cost Per Call 1.97$                              

0% 50% 100% 150%

All Funds

Personnel

Professional Services

Materials and Supplies

Actual Within Budget
Up to 3% Over        More Than 4% Over 
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Sources: Philly 311 and Office of Innovation and Technology. Updated 9/10/12. 

Major Technology Projects (Fiscal Year 2012)

Project Name Description Q3 Status Q4 Status Target Delivery Date

311 Mobile App Mobile application for City of 

Philadelphia.

On-track On track for 

delivery September 

2012

Summer 2012

CRM Program 

Manager

Replacement of the existing 

CRM (NOVO), the core 

system for Philly311 

operations.

Assessment/Busin

ess Requirements 

completed and 

RFP created.

On Track RFP to be posted 

September.

Website Redesign Upgrade of the Philly311 

website.

On-track. Wrapped 

into MDO website 

upgrade.

Off-track.  MDO 

website on hold 

waiting for 

department 

approval.

October 2012

E-learning customer 

service training 

portal

Pilot test a e-learning 

customer service  program 

to provide access to training 

videos and testing 24/7/365

Pilot completed.  

Suspended due to 

budget cuts. 

June 2012



HR Dashboard 
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Operations Customer Service Finance Technology People 
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The average number 

of employees 

decreased by 17% 

from the same period 

last year.  

 

In FY12 Q4, the 

turnover rate was four 

percentage points 

higher compared to 

the prior year 

 

The percentage of 

Civil Service 

employees with 

completed 

performance 

evaluations exceeded 

the target by 18 

percentage points, 

with significant 

improvement from last 

fiscal year. 

 
Data Sources: Philly311 

and HRIS 

Staff Availability (Fiscal Year 2012)

Quarterly Metric Actual

50

Staff Performance (Fiscal Year 2012)

Metric Actual

98%

0% 20% 40% 60% 80% 100%

Percent of budgeted
position filled on average

per pay period

0% 20% 40% 60% 80% 100%

Percent of employees
with current performance

evaluations

0%

20%

40%

60%

80%

100%

Satisfactory Unsatisfactory

Distribution of Performance 
Ratings

0%

10%

20%

30%

40%

FY12
Q1

FY12
Q2

FY12
Q3

FY12
Q4

Turnover rate

(    Actual; Acceptable)



Employee of the Quarter 
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Employee of the 

Quarter 

Employee of the Quarter: Katie Everly 
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Whether you need accurate information for callers or a process 

clarification, Katie can and will assist.  She’s been with 311 since 

2008 and continually shows why she is a go to person in the 

department.  Her skills, knowledge and resourcefulness enable her to 

assist in a variety of areas within the department including 

responding to emails, assisting with auditing of service requests 

records, processing requests received via 311’s public site, helping to 

train new agents just to name a few. 

Using her friendly demeanor she willingly goes the extra mile.  Katie 

continually demonstrates her understanding of balancing the 

customer’s needs while operating within the scope of the department 

and/or City’s authority.   Katie is a master multi-tasker who maintains 

consistent quality results.   Her commitment to excellence and quality 

service is evidenced by her continually meeting and exceeding 

departmental standards.   

Katie is the quintessential team player who promotes the mission and 
values of 311! 



Key Challenges 
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Philly 311 

Fiscal Year 2012, Quarter 3 

 

Key Challenges 

Improve Operational Efficiencies  

• Technology upgrades – Phase II implementation 

• Call Center telephony platform 

 

Attract and Retain Talent  

• Time to fill vacancies 

• Continuous recruitment needs 

• High absenteeism 

 

Improve First Call Resolution 

• Directory Assistance telephone numbers  

• Operational Functionality 



Key Wins  

 

 

• Created transitional Call Center to support Office of 

Property Assessment Homestead initiative. 

• Panelist  for Making Cities Smarter during New York 

City’s Internet Week. 

• Created and presented training module for Citizen’s 

Engagement Academy (PhillyRising) curriculum. 

• Implemented mobile app project. 

• Exceeded customer satisfaction survey goals. 

• Developed internal social media team. 
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Key Wins  

 

 

• 311 Neighborhood Liaison Program 

Enhancements 

– Implemented monthly online newsletter. 

–Developed online portal for easy access and 

communications. 

–Monitor and distribute monthly reports to 

Neighborhood Liaisons of their activity. 

–Conducted survey to obtain feedback related to 

program (additional program enhancements 

planned) 

–Forged partnership with PhillyRising Team 
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Core Mission  

 

 

• Serving the citizens of Philadelphia by providing 

courteous, fast, & accurate customer service that 

results in transparent access to government 

information and services. 

– Philly 311 
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Appendix 

Operations 

• The City of Philadelphia fiscal year runs from July 1st to June 30th. 

Customer Service 

• Calls offered include all calls coming through the Interactive Voice Response (IVR) system. 

• Calls accepted include all calls received by a 311 Representative. 

• Calls answered include calls accepted and resolved within 311’s knowledge base or redirected to an outside 

department. 

• Requests resolved at first contact include calls resolved the first call, within 311’s knowledge base. 

Finance 

• Total appropriations are the total funds allocated to departments, as approved by City Council.   

• Target budget is the budget amount departments anticipate spending, given their total appropriations, (i.e. fiscal 

quarter  year to date, fiscal year).  Targets are set by departments and the Budget Department in partnership. Annual 

targets are set after annual budget is adopted.  

• Total obligations are the total of department expenditures and encumbrances. Encumbrances are funds dedicated 

towards contract services. 

• Spending classes included are Class 100 (Personnel), Class 200 (Purchase of services), Class 300 (Materials and 

supplies) and Class 400 (Equipment). 

• Cost per call is calculated as year to date obligations divided by year to date calls offered (all calls coming in through 

the Interactive Voice Response system). 

 

 

 

Appendix 
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