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(EWDD) BUSINESS RESPONSE UNIT (BRU) OPERATIONAL METRICS REPORT 
OCTOBER 2019 - JUNE 2020

SUMMARY
Pursuant to Council adoption on October 26, 2016 of the Ad Hoc on Comprehensive Job 
Creation Plan and Economic Development Committee’s Reports relative to the Jobs Plan, 
the City Council instructed the Economic and Workforce Development Department to 
report to Council with: the number of businesses seeking assistance from the Business 
Response Unit, the average time to resolve an issue, trends in the types of problems for 
which businesses need assistance, and recommendations for policy changes.

As instructed, EWDD has prepared this report to provide the requested information from 
October 1,2019, through June 30, 2020.

In accordance with Executive Directive No. 3, the General Manager of the Economic and 
Workforce Development Department (EWDD) respectfully requests that your office review 
and approve this transmittal and forward it to the City Council for further consideration.

recommendations

A. That the Mayor review this transmittal and forward it to City Council for action.
B. That the City Council, subject to the approval of the Mayor.

REQUEST the Office of Finance to evaluate and consider including notices of 
delinquent back taxes in the current year’s tax renewal notification;

1.
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INSTRUCT the EWDD to submit the BRU operational metrics report to Council 
biannually; and

2.

NOTE and FILE the Business Response Unit operational metrics presented in this 
transmittal, as they are provided for informational purposes only and no Council 
action is necessary.

3.

fiscal impact statement

This report provides information relating to the Business Response Unit’s operational 
metrics. At this time, there is no impact to the General Fund.

background

As part of the Jobs and Business Advancement in Los Angeles Action Plan (Jobs Plan),
C.F. 15-0850, the City Council adopted the creation of a centralized business unit that 
includes an express response feature for businesses. The Business Response Unit was 
created in EWDD in April 2018 to work with liaisons designated from various City 
departments to establish a referral protocol and begin accepting referrals to help City 
businesses. The EWDD Business Response Unit serves as the first point of contact to 
lead businesses through the City’s processes and coordinate efforts across multiple 
departments.

discussion

Number of Businesses Seeking Assistance

Table 1 provides a summary of the total businesses served by the Business Response 
Unit (BRU) during the current reporting period of October 1, 2019, through June 30, 
2020. It should be noted that since BRU inception in April 2018, a total of 783 businesses 
have been assisted.

TABLE 1 - Number of Businesses Seeking Assistance

Apr - Jun 2020 total
Oct 2019 - Jun 2020Oct - Dec 2019 Jan - Mar 2020

97 134 132 363

Average Resolution Duration

Table 2 on the next page provides a summary of the average number of days from initial 
contact to case conclusion. The staff dedicated to the BRU encountered a sharp intake 
of atypical cases during the months of April through June due to the outbreak of COVID- 
19. Because of the spike in case numbers and the reassignment of staff to support the 
City’s Emergency Microloan Program, some cases were recorded with minimal details. 
This resulted in the Cases Completed tally below not reflecting the total number of case 
resolutions completed in the reporting period. It is not antipicated that this issue will 
continue.
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TABLE 2 - Average Resolution Duration Oct 2019 - Mar 2020 
Days To Resolution Cases Completed

0 - 3 186
4 - 6 4
>6 41

Trends Reported / Types of Problems

The issues reported to BRU by micro and small businesses overwhelmingly related to 
challenges resulting from the COVID-19 epidemic. The BRU staff continues to provide 
services enabling enterprises to obtain the emergency capital needed to sustain their 
businesses. Additionally, BRU has been providing up-to-date information on the 
fluctuating health and safety orders related to non-essential businesses, re-opening 
protocols, and listing the support resources available.

Table 3 below reflects the departments that BRU collaborated with to provide assistance 
required. Additional detail categorizing assistance types is presented for departments with 
the highest referrals. The completed cases tally below does not reflect the total number of 
case resolutions completed in the reporting period due to the exceptional number of 
cases and reassignment of staff. It is not antipicated that this issue will continue.

TABLE 3 - Assistance Provider Oct 2019 - June 2020
Service Provider Number of Cases
City Administrative Officer 1
Fire 1
Water and Power 1
City Attorney 
Sanitation

2
2

Transportation________
Mayor's Office________
Contract Administration

2
6
6

Building and Safety
City Planning__________
Outside Agency________
BusinessSource Centers

7
10
14
18

EWDD 28
*COVID-19 Related 74
Finance 97
COVID-19 Related questions were so varied, and often referred 

to multiple providers, for the purposes of this Table they are 
counted together as a “Service Provider”

*

Finance

The BRU provided the most assistance to customers with Office of Finance-related 
questions. This reporting period included the City’s Business Tax due/delinquent dates 
(handled by the Office of Finance), therefore an increase in questions in this reporting
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period for applicable tax rates and exemptions, requests for Business Tax Registration 
Certificate (BTRC) account numbers, and renewal status is expected. The COVID-19 
pandemic also increased requests for assistance to change or close businesses and 
requests for copies of the BTRC required to qualify for emergency funds from prior 
reporting periods.

CHART 1 - Office of Finance Assistance Categories

Office of Finance Assistance Categories

Applicable Tax Rate/Exemption QuestionsTaxpayer Information Update Form
12.5%13.5%

Renewal Status BTRC Acct Number for Renewal
2.1% 4 2%

Business Portal
2.1%

Changing or Closing a Business
8.3%

Collection Letter
1.0%

Registering New Business
36.5% Copy of BTRC

15.6%

Media Query
1.0%

Payment Confirmation
2.1%

COVID-19

In March 2020, the County’s Public Health Department, along with the City of Los 
Angeles, took unprecedented measures to ensure public health against the coronavirus 
COVID-19 pandemic. Orders were issued for citizens to stay in their homes and limit all 
activities outside their homes beyond what was absolutely necessary for essential tasks. 
The BRU saw in increase in assistance cases related to the COVID-19 pandemic.

CHART 2- COVID-19 Related Assistance Categories

COVID-19 Assistance Categories
| Coronavirus Resources

■ City Loan Programs
■ Moratorium on 

Commercial Evictions
■ Essential Business

■ Unemployment Filing
■ Residential Rent 

Assistance

0.80%

0.60%

0.40%

0.20%

0.00%
Outside Agency Mayor EWDD
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EWDD Activities

During the first stages of the COVID-19 crisis, EWDD compiled and maintained a listing of 
resources to manage the economic effects of the pandemic. The resource guide 
contained assistance geared toward employers and employees, and offered information 
and services provided by City, County, State, and Federal governments, as well as 
private entities.

The City of Los Angeles created the Small Business Emergency Microloan Program in 
March 2020 to distribute $11 million to local businesses that were impacted by the 
COVID-19 pandemic. Over 4,800 businesses applied for a microloan, and approximately 
700 business received critical funding to sustain operations.

Recommendations for Policy Changes

Many applicants for the Small Business Emergency Microloan Program expressed 
surprise to learn of delinquent business taxes from prior reporting years. About 11% of 
the applications reviewed did not have a “clear BTRC”. To potentially address this 
situation, EWDD’s recommendation is that Council request the Office of Finance to 
evaluate and consider including notices of delinquent back taxes in the current year’s tax 
renewal notification. The Office of Finance reports that current year annual renewal 
notifications do not include any mention of the delinquency in prior years. Businesses who 
have not filed the renewal in previous years will be sent to collection agencies and receive 
notices from the collection agency regarding non-payment of prior years’ taxes. However, 
renewals from the Office of Finance contain no mention of the remaining delinquency.

EWDD is also requesting Council consideration to allow EWDD to report on the BRU 
metrics biannually on a go-forward basis. EWDD initially recommended quarterly report 
backs to Council as the BRU was starting, to more frequently provide updates on the 
program’s progress. However, as this program has been operating effectively for almost 
three years, EWDD is now requesting approval for biannual reporting to Council.

conclusion

As the businesses in the City of Los Angeles faced what could be considered the most 
unprecedented and unexpected challenges in recent memory, EWDD and the BRU 
provided guidance and business assistance to directly help employers overcome 
challenges, retain staff, and position themselves for economic recovery. BRU has 
provided, and will continue to provide, frequent analysis of the sectors most impacted to 
effectively assist by providing crucial resources to the most vulnerable enterprises and 
keep them informed of policy changes affecting their operations.

CAROLYN M. HULL 
General Manager
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