


























 

 

 

  

Monthly Activity Report 
 

Call Center / Web Requests  
July 2015 

 
http://cityofpasadena.net/CSC 

The month of July 2015 marked Pasadena Citizen Service Center’s (CSC) highest number of calls 
answered and highest number of service requests issued since its grand opening in January 2014.  
The chart below shows a 1-year comparison between July 2014 vs. July 2015 with Year-to-Date 
(YTD) statistics: 
 
 

July '14 July '15 
Percent 
Change 

YTD 2015 

Calls Answered 4,609 7,486 62% 48,014 

CSC Requests 1,322 2,489 88% 14,840 

Average Handle Time 1:41 1:42 .99% 1:41 

Average Answer Delay :19 :22 16% :21 

 
Pasadena Citizen Service Center is always looking for opportunities to educate residents and 
businesses on this valuable service.  Contact the CSC if you would like to have representatives 
attend a community event or meeting.  The CSC has informational materials to share.  Materials 
include pens, magnets, informational postcards on the call center, business cards with mobile app 
information, and much more!  Contact us directly if you would like items sent to you or if you are 
interested in having representatives from the Pasadena Citizen Service Center attend your next 
meeting or event. 
 
Don’t forget to download the CSC mobile app.  The CSC mobile app makes it easy to report water 
waste while out and about in Pasadena.  In addition to submitting and tracking service requests, 
users can view the extensive Frequently Asked Questions (FAQs) section online or directly contact 
the Call Center through the “Call Us Now” option.   
 
Visit the CSC website at http://www.cityofpasadena.net/CSC/Mobile-App/ to download the free 
mobile app.  If you already have the app, make sure to update the mobile app to use the latest 
features!   
 
For more information about this report or the Pasadena Citizen Service Center, please contact 
Mandy Templeton at mtempleton@cityofpasadena.net or by phone at (626) 744-7151. 

http://www.cityofpasadena.net/CSC/Mobile-App/
mailto:mtempleton@cityofpasadena.net
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How Requests Are Reported 
July 2015 
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Exceeded due date 0 0 26 29 52 26 17 50

Met due date 431 333 351 330 233 84 48 254

Total requests 431 333 377 359 285 110 65 304

Time to Close Citizen Service Center Requests 
July 2015 

Top Calls by Department 
July 2015 

Rank Department  

1 Public Works  

2 Transportation  

3 General City Questions   

4 Water and Power   

5 Planning and Permitting  

6 Housing   

7 HS&R  

8 Police  

9 City Manager  

10 Public Health  
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Open vs. Closed Requests by Month 
8/1/14- 7/31/15 

Opened Closed Requests Open at End of Month

Service Level 

72.89%  

(Calls Answered within 30 Seconds) 

 

 

Total Service Requests   

2,489 

 (13 Departments Represented) 

 

Total Calls Answered 

7,486 

Average Answer Delay 

:22 

Average Handle Time per Call 
1:42 

Calls Abandoned  
3.1% 

 

By the Numbers           
July 2015 



 
Customer Satisfaction Survey Results 

July 2015 
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FAQ Usage 
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	Tree failure report -  Final.pdf
	Observations
	Conclusion
	On Tuesday, July 28, 2015 at approximately 5 p.m. a whole-tree failure of an Italian stone pine (Pinus pinea) occurred at the Kidspace Museum, 480 N. Arroyo Blvd., Pasadena, CA 91103




