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Top 20 Service Requests of the 22,209 Total Cases Submitted
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Top 20 Questions of the total 32,188 Information Requests

How do | report businesses operating during mandated COVID-19 closure? T 3251
How do | contact the Department of Revenue? [T 2022
How do | report individuals not complying with the Stay At Home Order in... I 1379
What food help exists for Philadelphia Residents during the COvID-19... NN 541
What day is trash/recyding collection in my neighborhood? I 752
How can | get a rubbish / recycling pickup?-SERVICE-REQUEST (I 749
What type of trash can | put on the curbside for pickup? I 714
What is the phone number to my local Police district? N 5o
Where are the City Sanitation Corvenience Centers? D 635

How can | find out about a court date? (NN 619

What changes are happening with Sanitation during the Gty's cOVID-19... [N 557

How do | contact Licenses and Inspections Business Offices? I 5o

How do | contact Adult County and 5tate Probation? I sas

How can | contact the Philadelphia Water Department? I 474
How do | obtain/renew a Housing Rental License? N 52
How do | renew my Trade License? I 37s

Is my business required to close for cOViD-197 I 299
What calls are considered 911 transfers? (D 293
How do | contact the Water Revenue Bureau? [N 293
What do | need to know about Novel Coronavirus? [ 289
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Philly311 Call Volume, Abandonand Service Level by Day

6,000 100%
208
5,000
B2
T
4,000
M B0
3,000 50
40%
2,000
3%
20
1,000
108
4] 0%
S ST T T ETE2TT S oS8 3 8 S5=89 8808 02 QA8EAR
—a Inbound Calks Mumber of Long Abandon Calls <30 sec
Mumber of Short Abandon Calls >30 sec —s—Service Level - % Ans in 30 sec Goal>50%
Week 1 Week 2 Week 3 Week 4 Week 5
April 2020 (4/1/20- (4/5/20- | (4/112/20- | (4/19/20- | (4/26/20-
4/4/20) | 4/11/20) | 4/18/20) | 4/25/20) | 4/30/20)
Calls Handled 7,550 10,462 10,840 8,714 8,326
Service Level (Goal 50%) 65% 73% 77% 81% 65%
Average Speed of Answer (Goal <30 sec) 01:32 00:40 00:59 01:18 02:44
Average Talk Time 03:01 02:48 02:59 03:03 03:05

“Service Level” is the percentage of callsansweredinless than30seconds.Our goal is 50%.

“Average Speed of Answer” is the average waittime the call experiences in queue.
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