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Top 20 Service Requests of the 22,461 Total Cases Submitted
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Top 20 Information Requests of the 28,148 Total Cases Submitted

How do | contact Licenses and Inspections Business Offices?
How do | obtain/renew a Housing Rental License?

How do | file a Mail-In Ballot?

What is the phone numberto mylocal Police district?
How do | deactivate or cancel a license?

How do | make an Appointment at the MSB for L+1?
How do | contact the Department of Revenue?

How do | document a transfer to the L+1 Pod?

How does the city's Zero Fare Program work?

What type of trash can | put on the curbside for pickup?
How do | create an Eclipse account?

How can | find information on voting and elections?

How can | contact the Philadelphia Water Department?

How do | log a request when there is No Response Needed or Additional Information is required (For Non-..

What is a Code Violation Notice (CVN) ?

What calls are considered 911 transfers?

How do | use eCLIPSE and other tools to get L+l services and permits?
How do | report an illegally parked vehide?

Who do | call about rats in my neighborhood or home?

What is the Philadelphia Parking Authority?
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Service Requests by Department of the 22,461 Total Cases Submitted
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Philly311 Call Volumes, Abandons and Service Level by Day

20%

80%

70%

‘ 60%

’ . 50%

100%

40%

30%

20%

— . | — — - | == = = W . 0%
el el el el el el ¥l el el el el el %<l %<3 > el el el el el el el %ol el ¥l el el el
Qv 3\ SV SV A% Jv QL QL % 3% 3% 3% % 3% 3% S S 3% 3% 2% 2% Q- - Q- v 3% 2% v
U N PN G I S GRS CUl RS U S R CUPACIIS S CR ClN ClN R S Gl S ClRC I O G Gl o
S R SR I S P P S S P S PPN P S S AR SIS VN GO O G RS GOl IS Gl o
~ > ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ 2 5 ~ ~ ~ ~ P
mmmm Inbound Calls Number of Long Abandoned >45 Number of Short Abandoned <45 — Service Service Level Goal 50%

Level - % Ansin 30 sec

October 2023
Calls Handled 7,068 6,492 7,306 6,989 2,944
Service Level (Goal 50%) 76% 65% 77% 83% 54%
Average Speed of Answer (Goal4:32 4436 4:35 4:37 4:31
<30s)
Average Talk Time 4:07 4:12 4:10 4:11 4:09

“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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