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TRANSMITTAL: ECONOMIC AND WORKFORCE DEVELOPMENT DEPARTMENT BUSINESS 
RESPONSE UNIT OPERATIONAL METRICS REPORT OCTOBER 2018 - MARCH 2019

RECOMMENDATION

The Interim General Manager of the Economic and Workforce Development Department (EWDD) or 
designee, respectfully requests that the City Council, subject to the approval of the Mayor as 
required, NOTE and FILE the Business Response Unit metrics transmittal since this report is 
provided for informational purposes only and no Council action is necessary.

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 Comprehensive Job Creation 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 (BRU) was created in EWDD to work with liaisons designated from 
various City departments to establish a referral protocol and begin accepting referrals to help City 
businesses. The EWDD BRU serves as the first point of contact to lead businesses through the 
City’s processes and coordinate efforts across multiple departments.

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 and Business 
Advancement in Los Angeles Action Plan (Jobs Plan), the City Council instructed the EWDD to 
report to Council with:

a. The number of businesses seeking assistance from the BRU.
b. The average time to resolve an issue.
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c. Trends in the types of problems for which businesses need assistance.
d. Recommendations for policy changes.

As instructed, EWDD has prepared this report to provide the total number of businesses that have 
been assisted, and other requested information, from October 1,2018, through March 31, 2019.

Number of Businesses Seeking Assistance

Table 1 provides a summary of the total businesses serviced by the BRU during the reporting period 
of October 1,2018, through March 31,2019. To illustrate the progressively improved effectiveness 
of the BRU service, the prior reporting period’s number of cases is also presented. The increase in 
number of cases is attributed to public outreach efforts. It is expected that the unit’s case numbers 
will continue to increase each reporting period, as the service’s availability continues to be marketed 
to the business community.

TABLE 1 - Number of Businesses Seeking Assistance
Previous Period Current Period

Oct 2018-Mar 2019
Grand Total 

Apr 2018-Mar 2019Apr 2018 - Sept 
2018

61 126 187

Average Resolution Duration

Table 2 below provides a summary of the average number of days from initial contact to case 
conclusion. During the current reporting period, 66.66% or 84 cases were resolved within one day of 
initial customer contact, showing an improvement from the previous reporting period’s average 
resolution period of 3 days.

TABLE 2 - Average Resolution Duration (Days)

Days to Resolution Cases Completed
0-3 99
4-6 18

7-10 
11-14

4
3

> 14 2
Grand Total 126

Average Resolution Days 2.87

Referral Generation Agency

During the current reporting period, the LA Business Portal principally listed the BRU’s contact 
information, which resulted in a high number of new cases to the unit. The BRU was also marketed 
to several Council Offices through presentations which provided an overview of current and pending 
Economic Development programs. Additionally, BRU staffed resource tables at four events during 
this reporting period. Table 3 illustrates the number and source of referals to the BRU per 
generating agency.
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TABLE 3 - Referral Generation Agency
Total Cases by Referral Generation Agency

Business
Source
Center

: Business CHIP Virtual City
Assistant Department

Council
Office

Mayor's
OfficeEventPortal

i I' 'Current Period 
Oct - Mar i

Previous Period 
Apr - Sep

98 8 1 91 4 5

18 14 6 0 20 0 3i

_1_ i __i

Trends Reported / Types of Problems

Graph 1 below illustrates the types of issues identified and solved during the current reporting period.

GRAPH 1 - Monthly Trends in Issues
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Category o%
oct Nov FebDec Jan Mar

■ Closing Business 1 1 4

ii Contracting l
■ Landlord / Tenant Dispute 1 1
*» Opportunity Zone 1 3

■ Referral to City Department 2 2 1812 12
■ Referral to Outside Agency 1 4 1 1
■ Regulation Research 6 2 6 13 8

■ Relocating from out of area 2 1
■ Sidewalk Vending 1 1 2

2 2 1■ Start Up 2 2l

Issues Identified and Solved

As illustrated in Graph 1, Regulation Research was a major trend that the BRU responded to during 
this reporting period. The BRU conducted extensive research to provide business owners 
comprehensive responses citing ordinance and code regulations governing their issues. Regulation 
research was conducted for several mobile businesses to advise the parking regulations for
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commercial vehicles. Additionally, the City’s Open Data Portal and Business Assistance Virtual 
Network were accessed to provide customers insight into target markets and locations. An example 
from this category is from a customer seeking the number and approximate locations of businesses 
in the City storing and purchasing hazardous chemicals for the purpose of identifying an optimal 
location for a chemical distribution hub. BRU identified and contacted the City agency that issues 
permits to store and sell hazardous materials, who was able to provide the requestor the data being 
sought.

Referrals to Other City Departments

As illustrated in Graph 2 below, most of the BRU’s referrals to City agencies are directed to the 
Office of Finance. Many business owners contacted BRU looking to obtain copies of the Business 
Tax Registration Certificates (BTRC) or update identifying information related to the BTRC such as 
address or activity code. The official copies of BTRCs are used by customers to secure financing 
through loans, apply for grants and contracting opportunities, and make updates to activity codes 
affecting the business’ tax liability determinations. Therefore, these requests are time-sensitive and 
critical. BRU contacts Office of Finance staff directly following an established referral protocol.

GRAPH 2 - Detail of Referrals to City Departments

1.61% i.6l% .i3.23%1.61%

.23%

3.23%
■ Business Source Center

■ Transportation 

» Mayor

■ General Services

■ City Planning 

Building and Safety

PW/ Contract Administration 

Economic & Workforce Development 

Office of Finance

8.06%

16.13%61.29%

Referrals to Outside Agencies

Because of the growing success of the BRU’s marketing strategy, businesses often contact BRU for 
programs administered outside of the City of Los Angeles. In these instances, the BRU provides 
customers procedural steps and assistance with agencies outside of the City of Los Angeles. For 
example, start-up salons contacting the BRU for information to become legally compliant to operate 
are required to obtain permits and registration from multiple agencies, including an establishment 
license from the State of California’s Board of Barbering and Cosmetology. The BRU provides a 
process “map” to obtaining the establishment license, obtaining a BTRC, and specific resources and 
incentives tailored to the industry. Since the BRU provides City businesses the assistance they need 
to become legally compliant to operate, and guidance on how to obtain specific resources and 
incentives tailored to their industries, the BRU is best positioned to assist the customer with their 
needs and help them reach their goals.

BRU Collaboration

The BRU has marketed itself as the first point of contact to lead business owners through the City’s
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business assistance processes. The unique challenges encountered by entreprenuers and business 
owners require coordination across multiple City departments and offices. Their needs are often 
urgent and affect the business’s fiscal revenue. The BRU has been able to resolve problems 
expeditiously and efficiently. Table 4 lists the City departments and outside agencies with whom BRU 
collaborated during this reporting period. Each BRU case is assigned one resolution agency, even 
when issues are addressed by multiple departments.

TABLE 4 - Resolution Agency

Agency Contacted Count of Cases Completed
Building and Safety 
BusinessSource Center 
City Planning
Economic and Workforce Development 
General Services 
Information Technology Agency 
Mayor
Office of Finance 
Police
Port of Los Angeles 
PW/Contract Administration 
PW/Street Services 
Transportation
Referred to Outside Agency__________

11
4
2

20
3
1
1

63
1
1
3
2
1

13
Grand Total 126

Recommendations for Policy Changes

Based on the volume of calls BRU has received requesting copies of the BTRC, EWDD noted that the 
Office of Finance’s website should be amended to prominently feature an online method for 
customers to obtain copies of the BTRC consistent with the recommendations stipulated in the Jobs 
Plan. The recommended addition to the Department of Finance’s website will enable the business 
community to obtain the official copies in a timely manner with fewer difficulties. A formal 
recommendation was presented in the Report from Ad Hoc Comprehensive Job Creation Plan 
Committee and Economic Development Committee dated September 10, 2019.

Conclusion

Within the first year since the BRU’s creation, the number of cases that the BRU handles has 
increased each quarter. The feedback received from the City’s business community regarding the 
BRU and the assistance the unit provides has been positive and constructive. BRU will continue to 
prioritize marketing its services and finding solutions to the problems faced by entreprenuers and 
business owners while conducting business in the City.
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