Philly311

Monthly Report

January 2022
Public



Top 20 Service Requests of the 22,133 Total Cases Submitted

Street Light Outage
Abandoned Vehicle

Graffiti Removal 2101

Smoke Detector 1768

1721

llegal Dumping
Rubbish Collection 1208
Recyclables Collection
Property Maintenance Exterior

Property Maintenance Interior

Eclipse Help

Pothole Repair
Licenses 434
Traffic Signal Emergency 410
Other (Streets) 361
Unlicensed Business Complaint 360
Residence without heat (October 1 to April 15th) 354
Wacant Lot 33
Work Underway without Permits 306
Sanitation Violation 282

Vacant Property 282
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Top 20 Information Requests of the 13,214 Total Cases Submitted

What's the status of my COVID-19 Rental Assistance Program application? —966

Where can | ask questions about the status of my COVID-19 Rental Assistance Program application? - 779

How do | contact Licenses and Inspections Business Offices? - 288

What day is trash/recycling collection in my neighborhood? . 229

How do | sign up for the COVID-19 Rental Assistance Program? . 200

How do | contact the Department of Revenue? . 193

How do | report businesses not complying with the new COVID-19 protocols? l 169
Handling Spam/Junk Request l 154

Will the City pickup my trash on a Holiday? I 152

How can | contact the Philadelphia Water Department? I 149

How can | get a rubbish / recycling pickup?-SERVICE-REQUEST | 136

How do | report an illegally parked vehicle? | 133

Who should | contact for rental assistance? = 132

What is the phone number to my local Police district? = 132

When will | Receive my COVID-19 Rental Assistance Program payment? =~ 128
How do | report a water main break? 114

What is TURN? 108

How can | contact Landlord-Tenant Court? 106

How do | file a police report? 103

What is the Fair Housing Commission? 87
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Service Tickets by Department of the 22,133 Total Cases Submitted

Streets Department 10082

License & Inspections 4079

Police Department 2782
Community Life Improvement Program 2427
Fire Department - 1771
Philly311 Contact Center 521
Parks & Recreation 181
Water Department (PWD) 161
Office of Homeless Services 114
Health Department 15
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Philly311 Call Volume, Abandon and Service Level by Day
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m Inbound Calls == Number of Long Abandon Calls >45sec Number of Short Abandon Calls <45sec =~ =#=Service Level - % Ans in 30 sec Goal>50%  ===SLA

lanuary 2022
Calls Handled 7,735 7,693 7,197  7.535
Service Level (Goal 50%) 10.2% 15.8% 18 8% 22.2%
Average Speed of Answer (Goal <30s) 0:23:11 01925 01050 0:12:33
Average Talk Time 0:04:01 004:12 010354 00356

“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. P h] I Iy3 1 1



