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I. INTRODUCTION 
On May 23, 2024, the Committee on Technology, chaired by Council Member Jennifer Gutiérrez, will hold a hearing to vote on Proposed Int. No. 584-A, sponsored by Council Member Eric Dinowitz, in relation to providing an estimated wait time to 311 call center customers. The Committee on Technology first heard Proposed Int. No. 584-A on April 25, 2024. 
II. BACKGROUND
A. 311 Overview
The 311 Customer Service Center (“311”) is a citywide customer service program that provides New York City residents, businesses, and visitors with access to non-emergency government services and information.[footnoteRef:1] The Mayor’s Office of Technology and Innovation (“OTI”) oversees 311’s operations and technology.[footnoteRef:2] 311 is available 24 hours per day, 7 days per week, 365 days per year, and can be accessed through multiple channels, including via telephone, text message, the web, mobile application, and social media.[footnoteRef:3]  [1:  See NYC311, https://portal.311.nyc.gov (last accessed April 23, 2024).]  [2:  See NYC Office of Technology and Innovation, About: Who We Are: NYC311, https://www.nyc.gov/content/oti/pages/meet-the-team/nyc311 (last accessed April 23, 2024).]  [3:  See City of New York, Mayor’s Management Report, at 169 (2023), https://www.nyc.gov/assets/operations/downloads/pdf/mmr2023/2023_mmr.pdf. ] 

In Fiscal Year 2023 (“FY23”), 311 received more than 17.8 million calls, down from 18.2 million in Fiscal Year 2022 (“FY22”) and down from prior peaks in Fiscal Year 2020 (“FY20”) with 21.5 million and Fiscal Year 2021 (“FY21”) with 21.7 million.[footnoteRef:4] Online site visits, however, increased from 10.5 million in FY20 to 15 million in FY23.[footnoteRef:5] This change in numbers can be attributed to the decrease of pandemic-related inquiries and the promotion of 311 Online through 311’s phone system and social media channels.[footnoteRef:6] When a customer contacts 311, the interaction generally results in either a “service request” (when the customer is seeking a city agency to take an action) or an “informational request” (when the customer has a question regarding a city service). In total, 311 processed 3.4 million service requests in FY23, down from 3.5 million in FY22.[footnoteRef:7] [4:  See id at 171.]  [5:  See id.]  [6:  Id; Joe Morrisroe, Office Of Technology And Innovation 311 Customer Service Center, Preliminary Mayor’s Management Report, 2024, https://www.nyc.gov/assets/operations/downloads/pdf/pmmr2024/311.pdf. ]  [7:  See id.] 

Figure No. 1 shows 311 usage data, including the number of requests through calls, mobile app contacts, texting contacts, online site visits, the number of 311 non-English language calls, and the number of completed service requests.[footnoteRef:8] [8:  City of New York, Mayor’s Management Report, at 170 (2023), https://www.nyc.gov/assets/operations/downloads/pdf/mmr2023/2023_mmr.pdf. ] 

	Performance Indicators
	FY19
	FY20
	FY21
	FY22
	FY23

	311 calls (in thousands)
	19,541
	21,515
	21,715
	18,231
	17,886

	311 Spanish language calls
	714
	897
	648
	529
	598

	311 calls in languages other than English or Spanish
	60
	81
	112
	85
	75

	311 mobile app contacts
	2,234
	2,201
	2,227
	2,187
	2,157

	311-NYC (text) contacts
	253
	424
	356
	311
	303

	311 Online site visits
	20,185
	10,553
	13,415
	13,472
	15,007

	Completed service requests
	3,254
	2,913
	3,461
	3,558
	3,404


Figure No. 1: This figure displays a table to note data for performance indicators for 311, separated across five fiscal years from Fiscal Year 2019 to Fiscal Year 2023.
Figure No. 2 shows a table that displays the average wait time per fiscal year for 311 calls during peak and off-peak hours, as well as the percentage of emails responded to in 14 days and the percentage of customers satisfied with their interaction with 311.[footnoteRef:9]  [9:  Joe Morrisroe, Office Of Technology And Innovation 311 Customer Service Center, Preliminary Mayor’s Management Report 2024, https://www.nyc.gov/assets/operations/downloads/pdf/pmmr2024/311.pdf. ] 

	Performance Indicators (in seconds)
	FY19
	FY20
	FY21
	FY22
	FY23
	FY24 (4-month actual)

	Calls answered in 30 seconds (%)
	82%
	72%
	79%
	83%
	85%
	68%

	Average wait time (tier 1 calls) Peak hours (11am-3pm, M-F)(minutes:seconds)
	0:36
	1:47
	1:10
	1:05
	0:28
	1:03

	Average wait time (tier 1 calls) Off-peak hours (minutes:seconds)
	0:21
	0:55
	0:18
	0:12
	0:12
	0:30

	Emails responded to in 14 days (%)
	100%
	100%
	100%
	100%
	100%
	100%

	Customer satisfaction index (311 only)
	93%
	93%
	92%
	92%
	94%
	N/A


Figure No. 2: This figure shows the average wait time per fiscal year for 311 calls during peak and off-peak hours, as well as the percentage of emails responded to in 14 days and 311’s customer satisfaction index.
Average wait time for calls peaked in FY20, which was due to the onset of the COVID-19 pandemic, the 2020 general election, Tropical Storm Isaias, and student transport; FY21 through FY23 saw a reduction in average wait times as actions were taken to improve staffing efficiencies in response to the wait time spikes.[footnoteRef:10] [10:  Jessica S. Tisch, DEPARTMENT OF INFORMATION TECHNOLOGY AND TELECOMMUNICATIONS 311 CUSTOMER SERVICE CENTER, Mayor’s Management Report 2021, https://www.nyc.gov/assets/operations/downloads/pdf/mmr2021/311.pdf; Joe Morrisroe, Office Of Technology And Innovation 311 Customer Service Center, Mayor’s Management Report 2022, https://www.nyc.gov/assets/operations/downloads/pdf/mmr2022/311.pdf; Joe Morrisroe, Office Of Technology And Innovation 311 Customer Service Center, Mayor’s Management Report 2023, https://www.nyc.gov/assets/operations/downloads/pdf/mmr2023/311.pdf.   ] 

III. LEGISLATION
Below is a brief summary of the legislation being voted by the Committee at this hearing. This summary is intended for informational purposes only and does not substitute for legal counsel. For more detailed information, you should review the full text of the bill, which is attached below.
Proposed Int. No. 584-A - A Local Law to amend the administrative code of the city of New York, in relation to providing an estimated wait time to 311 call center customers.
This bill would require the 311 call center to implement a virtual queue system that provides an estimated wait time for telephone callers. 
This bill would take effect on June 30, 2025.
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Proposed Int. No. 584-A

By Council Members Dinowitz, Hanif, Gennaro, Brewer, Louis, Menin, Schulman, Farías, Won and Vernikov

..Title
A Local Law to amend the administrative code of the city of New York, in relation to providing an estimated wait time to 311 call center customers
..Body

Be it enacted by the Council as follows:


39

1

Section 1. Subdivision a of section 23-302 of the administrative code of the city of New York, as added by local law number 29 for the year 2011, is amended to read as follows: 
§ 23-302 High call volume protocol. a. No later than September 30, 2011, the 311 customer service center shall implement a protocol for responding to high call volume. Such protocol shall include, but not be limited to, (i) a system to efficiently and effectively answer, direct and track all calls; (ii) increased utilization of automated telephone messages, short message services, social media, email alerts, and the city's website to disseminate information and to reduce non-critical information requests; [and] (iii) a plan to ensure adequate staffing both in anticipation of, and in response to, high call volume incidents; and (iv) a virtual queue system that provides an estimated wait time to callers when the estimated wait time is more than 60 seconds.
§ 2. This local law takes effect on June 30, 2025.
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