Philly311

Contact Center
Monthly Report

June 2019
Public



Top 20 Service Requests of the 28,107 Total Cases Submitted
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Top 20 questions of the total 24,042 Information Requests

HOW DO | CONTACT LICENSES AND INSPECTIONS BUSINESS OFFICES? 981
WHAT IS THE PHONE NUMBER TO MY LOCAL POLICE DISTRICT?
HOW TO ENTER AN LI ESCALATION REQUEST

WHAT TYPE OF TRASH CAN | PUT ON THE CURBSIDE FOR PICKUP?
WHERE ARE THE CITY SANITATION CONVENIENCE CENTERS?
HOW DO | CONTACT THE DEPARTMENT OF REVENUE?

HOW CAN | REACH MY CITY COUNCIL REPRESENTATIVES?

HOW CAN | FIND OUT IF A PROPERTY HAS VIOLATIONS, LICENSES OR PERMITS? 321

HOW CAN | CONTACT THE PHILADELPHIA WATER DEPARTMENT? 313

HOW CAN | GET A PERMIT TO CLOSE MY STREET FOR A BLOCK PARTY? 289

WHAT DAY IS TRASH/RECYCLING COLLECTION IN MY NEIGHBORHOOD? 287

WHAT IS THE PHL CITY ID? 280

WHAT IS PHILACYCLE? 280

HOW DO | OBTAIN A HOUSING RENTAL LICENSE? 279

HOW DO | OBTAIN A POLICE, TRAFFIC OR INCIDENT REPORT? 276
HOW CAN | GET A RUBBISH / RECYCLING PICKUP?-SERVICE-REQUEST 270

HOW DO | RENEW MY TRADE LICENSE?

WHAT ARE THE FUNCTIONS OF RISK MANAGEMENT?
HOW CAN I GET A COPY OF A BIRTH OR DEATH CERTIFICATE? 228
WHO DO | CALL ABOUT RATS IN MY NEIGHBORHOOD OR HOME? 221
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Philly311 Call Volume, Abandon and Service Level by Day
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== Number of Calls Handled by Agent == Number of Long Abandon Calls <30sec
=>=Number of Short Abandon Calls >30sec == Service Level - % Ans in 60 sec Goal>80%
June 2019 Week 1 Week 2 Week 3 Week 4
(6/3/19- 6/10/19- (6/17/19- (6/24/19-
6/7/19) 6/14/19) 6/21/19) 6/28/19)
Calls Handled 10,526 10,900 9,892 9,770
Service Level (Goal 80%) 31% 39% 19% 22%
Average Speed of Answer (Goal <30sec) 1:50 2:09 3:08 3:20
Average Talk Time 3:32 3:23 3:33 3:32

“Service Level” is the percentage of calls answered in less than 30 seconds. Our goal is 80%.

“Average Speed of Answer” is the average wait time the caller experiences in queue
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