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Top 20 Service Requests of the 19,688 Total Cases Submitted

2500
292
2195
2044
2000
1760
1500
1013
1000 P~
° 625 551 546
478 470 458
500
I | 30l8 289 275 273 4y 230 228
. & ¥ P

. . R e o D >3
.Q~°® \0‘)@ b&' (,o\\é‘ o‘(\Q ‘&0 (p\\e &“:‘S ¢ @‘o‘bz \& ol A‘& \\'b‘?o ‘\"}@ (}& &Qz ,6,‘(& &b& Q‘OQ
> 4 . X 3 N

& 2 b°° R &\>°" & &o &Q o,z,(p &\oo d&z &5 s'(\o S ’}‘o &
S N & N A\ * ) S ] " Q ) &S QR
© F & P ¥ &K & & & o
v ¥ e ¢ & & & P KL ¢
N\ @S & & &
R N N S X
S '3 N
R R &
@ °

Philly311



9000

8000

7000

6000

5000

4000

3000

200

o

100

o

Streets
Department

License &
Inspections

Service Tickets by Partner Agency

Community Life
Improvement
Program

Police
Department

Parks &
Recreation

Fire Department Water
Department
(PWD)

@ Philly311



Top 20 Questions of the total 32,390 Information Requests

How do I report businesses operating during mandated COVID-19 closure?
How do | contact the Department of Revenue?

Is my business required to close for COVID-19?

How do I contact Licenses and Inspections Business Offices?
What do | need to know about Novel Coronavirus?

What is the phone number to my local Police district?
What day is trash/recycling collection in my neighborhood?
What type of trash can | put on the curbside for pickup?
How do | obtain/renew a Housing Rental License?

How can I find out about a court date?

Where are the City Sanitation Convenience Centers?

How do I renew my Trade License?

How do I report individuals not complying with the Stay At Home Order...

What is the Philadelphia Parking Authority?

Non-City Agency Directory Assistance

How canlget a rubbish / recycling pickup?-SERVICE-REQUEST
How can | contact the Philadelphia Water Department?

Family Court

What are the rules of the Stay At Home Order for Philadelphia during the...

How can I reach my CITY COUNCIL representatives?
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Philly311 Call Volume, Abandon and Service Level by Day

AN

O O W W O O
AV U U AN
P MIPNGEPA RPN

=B Number of Calls Handled by Agent

e Number of Short Abandon Calls >30 sec

Q Q Q Q Q Q Q Q Q Q Q Q
\’\/ \’\/ \'\/ \’\' (0\’1/ ,\\’\/ \’\/ \’\/ \’L \’1/ \’L \’\/
R R I N N R VR

>
0&

KUKV

> )

>«

Q Q
AV
”N/ ")Q/ )

S— Number of Long Abandon Calls <30 sec

=== Service Level - % Ans in 30 sec Goal >50%

1V

Q Q Q
QY VY
KO i

Week 1 Week 2 Week 3 Week 4 Week 5

March 2020 (3/1/20- (3/8/20- (3/15/20- | (3/22/20- | (3/29/20-

3/7/20) 3/14/20) 3/21/20) 3/28/20) 3/31/20)
Calls Handled 8,115 8,059 13,083 10,498 5,003
Service Level (Goal 50%) 31% 40% 67% 85% 75%
Average Speed of Answer (Goal <30 sec) 04:30 02:57 01:36 01:08 01:54
Average Talk Time 03:21 03:17 02:52 03:02 03:03

“Service Level” is the percentage of calls answered in less than 30 seconds. Our goal is 50%.

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