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MC311 Monthly Call Center Data Summary 
November 26th, 2017 December 23rd, 2017 

Data from 11/26/2017 to 12/23/2017 (2017) and 11/27/2016 to 12/24/2016 (2016) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2017 36,851 31 7.05% 

2016 39,249 31 12.06% 

2017 (4th 

quarter) 
115,967 29 10.49% 

2016 (4th 

quarter) 
125,321 30 8.91% 

Requests for English- and Spanish-Speaking CSRs 

2017 

DEP 
(10,262) 

DOT 
(7,453) 

DPS 
(5,710) 

FIN 
(4,917) 

Non-MCG 
(3,477) 

2016 

DEP 
(11,068) 

DOT 
(7,602) 

DPS 
(5,765) 

FIN 
(5,244) 

Non-MCG 
(3,781) 

40000 

35,004 
35000 32,805 

30000 * Number of Customer ServiceRepresentatives(CSRs )availableto answercalls. 

Source of Requests* 25000 

2017 2016 
20000 

3% 4% 

87% 

10% 

86% 

15000 
10% 

10000 

5000 
1,613 1,671 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2017 2016 

Phone Web Internal Phone Web Internal 

* Does not include requests received by Twitter, email, or from walk-ins. 

O L Office of Legislative Oversight 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

2017 
Ride On Trip Planner (2,502), 
Residential Inspections (2,353), 
Tax Payment Information(1,916) 

Residential Inspections (191), Bulk 
Trash Request (120), Office of 
Eligibility & Support Services (110) 

2016 
Ride On Trip Planner (3,069), 
Residential Inspections (2,424), 
Tax Billing Information(2,303) 

Residential Inspections (172), Office 
of Eligibility & Support Services (120), 
Bulk Trash Request (88) 
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MC311 Monthly Call Center Data Summary 
December 24th, 2017 January 20th, 2018 

Data from 12/24/2017 to 1/20/2018 (2018) and 12/25/2016 to 1/21/2017 (2017) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2018 32,993 26 12.78% 

2017 33,345 31 13.52% 

2017 (4th 

quarter) 
115,967 29 10.49% 

2016 (4th 

quarter) 
125,321 30 8.91% 

Requests for English- and Spanish-Speaking CSRs 

2017 

DEP 
(10,439) 

FIN 
(6,435) 

DOT 
(4,893) 

DPS 
(4,146) 

Non-MCG 
(3,158) 

2016 

DEP 
(11,988) 

DOT 
(5,459) 

DPS 
(4,722) 

FIN 
(3,439) 

Non-MCG 
(3,235) 

35000 

29,676 
30000 

26,858 

* Number of Customer ServiceRepresentatives(CSRs )availableto answercalls. 25000 
Source of Requests* 

20000 2018 2017 
3% 

85% 86% 

5000 

1,102 1,405 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2017 

3% 15000 

11% 
12% 10000 

2016 

Phone Web Internal Phone Web Internal 

* Does not include requests received by Twitter, email, or from walk-ins. 

O L Office of Legislative Oversight 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

2018 
Tax Payment Information (2,449), 
General Information (2,391), 
Ride On Trip Planner (1,857) 

Office of Eligibility & Support 
Services (95), General Information 
(77), Residential Inspections (56) 

2017 
General Information (3,043), 
Ride On Trip Planner (2,341), 
Residential Inspections (1,872) 

Residential Inspections (144), Office 
of Eligibility & Support Services (121), 
Bulk Trash Request (69) 



     
     

            

    

   

  

  

    
 

 

 

      

        

            

  
 

   
 

     
  

   

    
      

  

     
   

   

    
      

    

          

–

- -

MC311 Monthly Call Center Data Summary 
January 21st, 2018 February 17th, 2018 

Data from 1/21/2018 to 2/17/2018 (2018) and 1/22/2017 to 2/18/2017 (2017) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2018 35,426 29 9.38% 

2017 35,029 39 6.21% 

2017 (4th 

quarter) 
115,967 29 10.49% 

2016 (4th 

quarter) 
125,321 30 8.91% 

Requests for English- and Spanish-Speaking CSRs 

2018 

DEP 
(9,990) 

DOT 
(6,486) 

DPS 
(5,434) 

PIO 
(4,469) 

FIN 
(3,701) 

2017 

DEP 
(10,209) 

DOT 
(6,986) 

DPS 
(5,666) 

Non-MCG 
(3,484) 

PIO 
(3,412) 

35000 
31,580 31,536 

30000 

* Number of Customer ServiceRepresentatives(CSRs )availableto answercalls. 25000 
Source of Requests* 

20000 
2018 2017 

4% 

84% 85% 

11% 
10000 

4% 15000 

12% 

5000 
1,615 1,499 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2018 2017 

Phone Web Internal Phone Web Internal 

* Does not include requests received by Twitter, email, or from walk-ins. 

O L Office of Legislative Oversight 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

2018 
Ride On Trip Planner (2,365), 
Residential Inspections (2,068), 
General Information (1,691) 

Residential Inspections (125), Office 
of Eligibility & Support Services (112), 
General Information (90) 

2017 
Ride On Trip Planner (2,797), 
Residential Inspections (2,323), 
General Information (1,349) 

Residential Inspections (142), Office 
of Eligibility & Support Services (104), 
Bulk Trash Request (78) 
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MC311 Monthly Call Center Data Summary 
February 18th, 2018 March 17th, 2018 

Data from 2/18/2018 to 3/17/2018 (2018) and 2/19/2017 to 3/18/2017 (2017) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2018 37,552 29 14.60% 

2017 38,026 41 4.80% 

2017 (4th 

quarter) 
115,967 29 10.49% 

2016 (4th 

quarter) 
125,321 30 8.91% 

Requests for English- and Spanish-Speaking CSRs 

2018 

DEP 
(12,312) 

DOT 
(7,432) 

FIN 
(6,028) 

DPS 
(5,695) 

Non-MCG 
(3,702) 

2017 

DEP 
(13,567) 

DOT 
(8,609) 

DPS 
(5,498) 

FIN 
(3,987) 

Non-MCG 
(3,497) 

40000 

33,853 35000 
31,900 

30000 * Number of Customer ServiceRepresentatives(CSRs )availableto answercalls. 

Source of Requests* 25000 

2017 2018 
20000 

82% 

14% 

81% 

15000 

12% 

4% 7% 

10000 

5000 
1,473 1,410 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2018 2017 

Phone Web Internal Phone Web Internal 

* Does not include requests received by Twitter, email, or from walk-ins. 

O L Office of Legislative Oversight 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

2018 
General Information (2,087), 
Residential Inspections (1,960), 
Tax Payment Methods (1,894) 

Residential Inspections (124), 
General Information (102), Office of 
Eligibility & Support Services (91) 

2017 
General Information (2,707), 
Ride On Trip Planner (2,592), 
Residential Inspections (2,098) 

Residential Inspections (133), Office 
of Eligibility & Support Services (97), 
Bulk Trash Request (75) 
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MC311 Monthly Call Center Data Summary 
March 18th, 2018 April 14th, 2018 

Data from 3/18/2018 to 4/14/2018 (2018) and 3/19/2017 to 4/15/2017 (2017) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2018 36,372 29 10.38% 

2017 37,483 37 6.80% 

2018 (1st 

quarter) 
115,625 28 11.37% 

2017 (1st 

quarter) 
116,230 38 7.48% 

Requests for English- and Spanish-Speaking CSRs 

2018 

DEP 
(12,790) 

DOT 
(7,242) 

DPS 
(5,865) 

FIN 
(3,588) 

Non-MCG 
(3,568) 

2017 

DEP 
(12,847) 

DOT 
(7,312) 

DPS 
(6,048) 

Non-MCG 
(3,853) 

FIN 
(3,723) 

35000 32,867 32,420 

30000 

* Number of Customer ServiceRepresentatives(CSRs )availableto answercalls. 25000 
Source of Requests* 

20000 
2017 2018 

4% 5% 15000 

11% 
14% 

82% 
84% 

10000 

5000 
1,454 1,551 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2018 2017 

Phone Web Internal Phone Web Internal 

* Does not include requests received by Twitter, email, or from walk-ins. 

O L Office of Legislative Oversight 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

General Information (2,590), Residential Inspections (160), 
2018 Ride On Trip Planner (2,253), Bulk Trash Request (107), Office of 

Residential Inspections (2,046) Eligibility & Support Services (105) 

Ride On Trip Planner (2,675), Residential Inspections (194), 
2017 Residential Inspections (2,097), Bulk Trash Request (126), Office of 

General Information (1,579) Eligibility & Support Services (84) 
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MC311 Monthly Call Center Data Summary 
April 15th, 2018 May 12th, 2018 

Data from 4/15/2018 to 5/12/2018 (2018) and 4/16/2017 to 5/13/2017 (2017) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2018 36,625 28 10.79% 

2017 41,009 40 0.89% 

2018 (1st 

quarter) 
115,625 28 11.37% 

2017 (1st 

quarter) 
116,230 38 7.48% 

Requests for English- and Spanish-Speaking CSRs 

2018 

DEP 
(14,698) 

DOT 
(7,204) 

DPS 
(6,522) 

Non-MCG 
(3,370) 

FIN 
(3,071) 

2017 

DEP 
(16,841) 

DOT 
(7,744) 

DPS 
(6,318) 

Non-MCG 
(3,606) 

DHCA 
(3,187) 

40000 
36,405 

35000 

30000 * Number of Customer ServiceRepresentatives(CSRs )availableto answercalls. 

Source of Requests* 25000 

2017 2018 20000 
4% 4% 

15000 

16% 

80% 
84% 

10000 
12% 

5000 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2018 

29,424 

1,346 1,559 

2017 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

Residential Inspections (2,090), Residential Inspections (151), 
2018 Ride On Trip Planner (1,986), Bulk Trash Request (97), Office of 

General Information (1,679) Eligibility & Support Services (91) 

Ride On Trip Planner (2,776), Residential Inspections (214), 
2017 Residential Inspections (2,232), Bulk Trash Request (115), Office of 

General Information (2,099) Eligibility & Support Services (95) 

Phone Web Internal Phone Web Internal 

* Does not include requests received by Twitter, email, or from walk-ins. 

O L Office of Legislative Oversight 
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MC311 Monthly Call Center Data Summary 
May 13th, 2018 June 9th, 2018 

Data from 5/13/2018 to 6/9/2018 (2018) and 5/14/2017 to 6/10/2017 (2017) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2018 34,102 28 13.51% 

2017 41,493 38 1.71% 

2018 (1st 

quarter) 
115,625 28 11.37% 

2017 (1st 

quarter) 
116,230 38 7.48% 

Requests for English- and Spanish-Speaking CSRs 

2018 

DEP 
(14,276) 

DOT 
(6,804) 

DPS 
(5,798) 

DHCA 
(3,596) 

Non-MCG 
(3,020) 

2017 

DEP 
(20,842) 

DOT 
(7,591) 

DPS 
(6,499) 

Non-MCG 
(3,161) 

DHCA 
(3,061) 

40000 
36,359 

35000 

30000 * Number of Customer ServiceRepresentatives(CSRs )availableto answercalls. 
25,292 Source of Requests* 25000 2018 

2017 
20000 4% 4% 

15000 

15% 

81% 
78% 

18% 

10000 

5000 
1,765 1,061 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2018 2017 

Phone Web Internal Phone Web Internal 

* Does not include requests received by Twitter, email, or from walk-ins. 

O L Office of Legislative Oversight 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

2018 
Residential Inspections (1,995), 
Ride On Trip Planner (1,593), 
General Information (1,589) 

Residential Inspections (136), 
Office of Eligibility & Support 
Services (87), Bulk Trash Request (69) 

2017 
General Information (3,477), 
Ride On Trip Planner (2,597), 
Residential Inspections (2497) 

Residential Inspections (238), 
Recycling Bin Request (112), Office of 
Eligibility & Support Services (110) 
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MC311 Monthly Call Center Data Summary 
June 10th, 2018 July 7th, 2018 

Data from 6/10/2018 to 7/7/2018 (2018) and 6/11/2017 to 7/8/2017 (2017) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2018 35,119 29 7.13% 

2017 37,614 37 1.24% 

2018 (2nd 

quarter) 
115,833 29 10.26% 

2017 (2nd 

quarter) 
130,937 39 1.14% 

Requests for English- and Spanish-Speaking CSRs 

2018 

DEP 
(14,098) 

DOT 
(6,923) 

DPS 
(5,832) 

DHCA 
(3,444) 

Non-MCG 
(3,160) 

2017 

DEP 
(14,923) 

DOT 
(8,315) 

DPS 
(5,875) 

Non-MCG 
(3,483) 

DHCA 
(3,404) 

35000 33,117 

30000 

* Number of Customer ServiceRepresentatives(CSRs )availableto answercalls. 25000 
Source of Requests* 

20000 2017 2018 
5% 4% 

80% 

16% 

81% 

14% 
15000 

10000 

5000 

0 

19,913 

1,514 715 

Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2017 2018 

Phone Web Internal Phone Web Internal 

* Does not include requests received by Twitter, email, or from walk-ins. 

O L Office of Legislative Oversight 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

Ride On Trip Planner (1,389), Residential Inspections (71), 
2018 Residential Inspections (1,382), Bulk Trash Request (66), Office of 

General Information (1,299) Eligibility & Support Services (61) 

Ride On Trip Planner (2,763), Residential Inspections (192), 
2017 Residential Inspections (2,269), Bulk Trash Request (106), Office of 

General Information (2,147) Eligibility & Support Services (104) 
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MC311 Monthly Call Center Data Summary 
July 8th, 2018 September 1st, 2018 

Data from 7/8/2018 to 9/1/2018 (2018) and 7/9/2017 to 9/2/2017 (2017) (eight weeks)* 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs** 
Average/Day 

Abandoned 
Call Rate 

2018 77,055 29 10.81% 

2017 80,596 33 1.71% 

2018 (2nd 

quarter) 
115,833 29 10.26% 

2017 (2nd 

quarter) 
130,937 39 1.14% 

Requests for English- and Spanish-Speaking CSRs 

2018 

DEP 
(27,111) 

DOT 
(13,867) 

DPS 
(12,487) 

Non-MCG 
(8,419) 

FIN 
(7,407) 

2017 

DEP 
(26,150) 

DOT 
(16,513) 

DPS 
(12,823) 

FIN 
(10,417) 

Non-MCG 
(9,318) 

70000 66,034 

60000 56,403 

* This report includes data from an eight-week time period (7-8 to 9-1-2018), rather than the 
50000 standard four-week period, and provides comparative data for the eight-week period 

immediately preceding it (5-13 to 7-7-2018). Service and information request totals tallied higher 
this period, reflecting the increased data collection period length. 40000 
** Number of Customer Service Representatives (CSRs )available to answer calls. 

Source of Requests*** 30000 

2017 2018 
20000 3% 6% 

13% 

82% 

15% 

82% 

10000 
3,095 2,242 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2017 2018 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

2018 
Residential Inspections (3,988), 
Ride On Trip Planner (3,435), 
General Information (3,166) 

Residential Inspections (274), Office 
of Eligibility & Support Services (178), 
Bulk Trash Request (156), 

2017 
Residential Inspections (4,837), 
Ride On Trip Planner (4,457), 
Tax Credit Information (3593) 

Residential Inspections (427), Office 
of Eligibility & Support Services (193), 
Bulk Trash Request (182) 

Phone Web Internal Phone Web Internal 

* Does not include requests received by Twitter, email, or from walk-ins. 

O L Office of Legislative Oversight 
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MC311 Monthly Call Center Data Summary 
September 2nd, 2018 September 29th, 2018 

Data from 9/2/2018 to 9/29/2018 (2018) and 9/3/2017 to 9/30/2017 (2017) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2018 37,387 28 9.78% 

2017 37,995 30 2.23% 

2018 (3rd 

quarter) 
122,708 28 10.19% 

2017 (3rd 

quarter) 
126,942 31 1.88% 

Requests for English- and Spanish-Speaking CSRs 

2018 

DEP 
(12,030) 

DOT 
(7,499) 

DPS 
(5,784) 

FIN 
(4,392) 

Non-MCG 
(3,692) 

2017 

DEP 
(11,450) 

DOT 
(7,460) 

DPS 
(5,830) 

FIN 
(5,589) 

Non-MCG 
(3,682) 

35000 
32,183 31,913 

30000 

* Number of Customer ServiceRepresentatives(CSRs) availableto answercalls. 
25000 

Source of Requests** 20000 

2017 2018 15000 
4% 4% 

82% 

14% 

84% 

10000 

12% 
5000 

1,472 1,416 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2017 2018 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

2018 
Ride On Trip Planner (2,132), 
Residential Inspections (2,100), 
General Information (2,031) 

Residential Inspections (180), Office 
of Eligibility & Support Services (124), 
Bulk Trash Request (87) 

2017 
Ride On Trip Planner (2,370), 
Residential Inspections (2,256), 
General Information (1,859) 

Residential Inspections (201), Bulk 
Trash Request (88) Office of Eligibility 
& Support Services (75) 

Phone Web Internal Phone Web Internal 

** Does not include requests received by Twitter, email, or from walk-ins. 

O L Office of Legislative Oversight 
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MC311 Monthly Call Center Data Summary 
September 30th, 2018 October 27th, 2018 

Data from 9/30/2018 to 10/27/2018 (2018) and 10/1/2017 to 10/28/2017 (2017) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2018 38,798 29 10.79% 

2017 37,499 31 1.66% 

2018 (3rd 

quarter) 
122,708 28 10.19% 

2017 (3rd 

quarter) 
126,942 31 1.88% 

Requests for English- and Spanish-Speaking CSRs 

2018 

DEP 
(12,671) 

DOT 
(7,021) 

DPS 
(6,362) 

HHS 
(4,176) 

FIN 
(3,400) 

2017 

DEP 
(11,303) 

DOT 
(7,827) 

DPS 
(6,100) 

Non-MCG 
(3,618) 

FIN 
(3,591) 

35000 32,887 

30000 27,859 

* Number of Customer ServiceRepresentatives(CSRs) availableto answercalls. 
25000 

Source of Requests** 20000 

2017 2018 
15000 

6% 3% 

83% 

14% 

84% 

10000 
12% 

5000 
1,749 1,195 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2017 2018 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

Residential Inspections (2,133), Residential Inspections (146), 
2018 Ride On Trip Planner (2,090), Bulk Trash Request (83) Office of 

General Information (1,760) Eligibility & Support Services (79) 

Ride On Trip Planner (2,657), Residential Inspections (179), 
2017 Residential Inspections (2437), Bulk Trash Request (110) Office of 

General Information (2,181) Eligibility & Support Services (99) 

Phone Web Internal Phone Web Internal 

** Does not include requests received by Twitter, email, or from walk-ins. 

OLO 
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MC311 Monthly Call Center Data Summary 
October 28th, 2018 November 24th, 2018 

Data from 10/28/2018 to 11/24/2018 (2018) and 10/29/2017 to 11/25/2017 (2017) (four weeks) 
Top Five Departments Receiving the Highest Number of Requests Call Center Summary 

Year Total Phone 
Requests 

No. of CSRs* 
Average/Day 

Abandoned 
Call Rate 

2018 34,108 26 9.98% 

2017 33,152 28 9.42% 

2018 (3rd 

quarter) 
122,708 28 10.19% 

2017 (3rd 

quarter) 
126,942 31 1.88% 

Requests for English- and Spanish-Speaking CSRs 

2018 

DEP 
(11,433) 

DOT 
(6,541) 

DPS 
(5,282) 

HHS 
(3,972) 

Non-MCG 
(2,979) 

2017 

DEP 
(10,081) 

DOT 
(6,640) 

DPS 
(5,335) 

FIN 
(3,699) 

Non-MCG 
(3,046) 

30000 27,634 

25000 23,739 

* Number of Customer ServiceRepresentatives(CSRs) availableto answercalls. 

20000 

Source of Requests** 
15000 

2017 2018 
3% 4% 

85% 84% 

13% 
10000 

11% 
5000 

1,116 1,289 

0 
Requests for English-Speaking CSRs Requests for Spanish-Speaking CSRs 

2017 2018 

Year Top Three Requests: 
English Speaking CSRs 

Top Three Requests: 
Spanish Speaking CSRs 

2018 
General Information (1,988), 
Residential Inspections (1,916), 
Ride On Trip Planner (1,896) 

Residential Inspections (160), Office 
of Eligibility & Support Services (101), 
Bulk Trash Request (75) 

2017 
Ride On Trip Planner (1,905), 
Residential Inspections (1,785), 
General Information (1,562) 

Residential Inspections (159), 
Bulk Trash Request (66), Office of 
Eligibility & Support Services (58) 

Phone Web Internal Phone Web Internal 

** Does not include requests received by Twitter, email, or from walk-ins. 

OLO 


