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Lucy: Report

Torenhance the quality and' delivery: of all
services related to residential and commercial
development processes

Drafit report September 2007

n Stakeholder intenviews

n Intercept interviews

s Internallfocus group INnternviews
Recommended Oversight Commission

Finding ofi Oppertunities; fior Improvement (OF)
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Recommended
Oversight Commission

Commission Members
Development industiy
Non-profit sector
Advocacy groups
Professional asseciations
Stafff participation

Outside perspeciive

Those moest iImpacted recommend solutions
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LLucy: Report
Opportunities; for Imprevement (OEl)

Communication

Stafi Tiraining

Staffing

Peer Review: Process

Building| Timelines for Approvals
Application/Decument Tracking
Technoelogy, Tools & Resources
Customer Meetings

Facility,

Decision-making Process
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CDD

7 OPPORTUNITIES FOR
®0 IMPROVEMENT

=

~—

SOLUTIONS
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COMMUNICATION

Issue

Need to communicate clear, concise and consistent messages
Se/UtoR

Improve focus onisharing of infermation
m Convey whenlissues, are/are not resolved
s Acknoewledge political pressures

Preject Manager coordinates dept/div. comments
CDD! Director arbiter hetween: Departments/Divisions
Doecument Interpretations and conversations

Improve staffi understanding| of: other
departmental/divisional processes

Increase effectiveness of staff meetings
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STAFF TRAINING

ISSUE
LLack of consistent training| Is; a potential cause: of poor:
communication and consistency: of policy: application
Sellen

Designate internal training a prerity,

Professional development

Identify, traiming topics/schedule

Develop training materials

Budget for training time'and| reseurces

Track stafi’s training progress

Boot camp for new: employees
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STAFFING

Issue

Shoertage of stafii*can lead terleng precessing times and
customer; delay. Stafifmorale suififers. Staiil retention
ecomes an issue.

Soellen
Improved training/cress-training
Process, improvement
Determine appropriate: staffing levels
Increase stafif asimandates increase
CEQA responsihility: reassignedtor other Depts./consultants
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PEER REVIEW PROCESS

Issue

Concern aboeut the effectiveness: and purpese of peer
review! consultants. DOEes peer review: speedi review: or:
simply’ addl another layer of cost and review?

Soltitien]
Hold stakeholder and: staffi roundtable

Identify hest practices for fiuture Use off PEEr review,
consultants.

Clearly define peer review! expectations
City: bears ultimate responsibility: for hiealth/satety/welfare
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APPROVAL TIMELINES

Issue

Stakehoelder concern about project processing delays and
uncertainty. ofi schiedules.
Soellen

Implement Rapid Workflow: processes

Define reasonable processing timelines

Flex timelines when necessany

Keep applicants informed i delay,

Resolve staffing bottlenecks

Empower staffi to reject incomplete submittals
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APPLICATION/DOCUMENT TRACKING

Issue

Stakeholder concern about lost project decuments and
inability’ off stafif to; provide current status of a project.

Soellen
Plan Track interim solution (Implemented)
Enterprise system implementation (Long term)

Scannedl documents integrated withr plan tracking
applications; (Future)

Update plan tracking systems with proeject status
(Ongoing)
Appropriate document storage/staging space
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TECHNOLOGY TOOLS

ISSUE
Outdated and' difificult te) use infermation; systems and resournces

Soeluven
Plan Track interim solution' (Accomplished)/Enterprise Iong term
solution (REP)
Lapteps!for instant fieldinspection approvals
In-office tools andl technolegy’ expert
LandiViaster Mapping improvements
Capitalize en scanmingl capabilities
Impreve decument management: systen (EBMS)
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CUSTOMER MEETINGS

ISSUE

Overlap between Economici Review: Committee (ERC) and €D
Pre-application processy  Neea o difierentiaie DEWEES
PIOTIoHON. 01 Gty a1a techinical. application. requirements:

SoeJUeH
Revisit relationship off ERCI tor Pre-application process
Implement pre-application meetings (Accomplished)
Establish)standing pre-application meeting times
Meeting minutes;and action items
Standardize infermation relayed te applicant
Define expected atiendees at meetings
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EACILITY

ISSUE
Peor layeut and space i current Permit Center.

SoEIUHGN
400 E. Main: Street (WAMU) 224 Eloor
Separate mon-counter workspaces fromi counter
Provide a larger library: for historicall project files
Create a staging| room/area
Seating| area fior applicants
Kiesks with computers
Review hours of operation
Available meeting reems
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DECISION-MAKING PROCESS

ISSUE
Stakeholders and stafit concerned about the inability of
stafir ter make a decision: hacked by management.

Soellen
Empower staffi to make: decisions — under way
Delegate correspondence/signature authonty,
Delegate stafii report review: authornity,
Code interpretation| binder/database
Impreve policy training
Improve overall communication
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ACCOMPLISHMENTS
AND
FUTURE IMPROVEMENTS

By Division
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Rapid Werkflew! cont)

Planningl Use Permit Process — Representative Process
Building| Permit Process
Process included line stafi firam:
Building
Eire
Planning
MUD
E&TP
Neutral Facilitator:
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Rapid Werkflew

Erom
34 steps....

Rl 2

S

Community Development Department

CITY OF STOCKTON

11



BUILDING DIVISION

@‘V/ Accomplishments

S

Increased “over the counter” permits

Decreased! plan check time

One plan checker as single poeint off contact

Increased permits recheckedi at counter

Pre-submittal meetings

Permit Center “Report Carnd”

Standardized submittal forms

Reduced wait-time

Increased stafii training — plani checker and customer service

Opened communication between plani chheckers and
inspectors

CITY OF STOCKTON Community Development Department
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@” . BUILDING DIVISION
@‘V EUtUre ImproveEmeENLts

Implement combination INSpections

Inspector assigned: througheut preject:
Inspectors assigned geographical area
Empower independent decision making
Shared training| by SUPervisers and Peers
Streamline procedures withi Code Enfercement
Continue te Improve Custemer service

Front Counter Supervisor (new: pesition)
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=N€E IN==R N EN
~— IRANSPORTATION PLANNING
Accomplishments

Shifit E& TR DiVision! tol iimprove Coeperation/respensiveness

s Established uniform develepment project prierities

s Delegated “City Engineer” respensibilities)— empowered staff
Established Plan Check Review: Meetings

Decreased Iimprevement plam andifinall map; checkingftime
Establishied electronic Improvement/Precise Readl Plan File
Improyved Assessment District developer reimbursement process
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ENGINEERING &
TRANSPORTATION PLANNING
EUtte improvements

Incorporate E&TP. projects and permitsiinto Plan: Tirack
system

Increase staff training, mentering) and cress training
Improve infermation; sharing
City: wide decument management program/soiitware

Improve communication between design,, permitting and
INSPECtioNS

Improve communication; between Divisions/Departments

Refine peer review process Z‘

FA
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PLANNING DIVISION
Accomplishments

Single Project Numlbering System

Universal Planning Application

Plani Tirack Permit Tracking System Overhaul

HTE Fees Update Automation Efiforts

Enterprise Permit Tracking Seftware REP

OnBase Document Scanning

Parksiand Openi Space Policy: Diagram

Updated Deskiop Computers

Pre-Application Meetings Implemented

Administrative Guidelines for Pre-Application Meetings
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Enterprise-Wide Permit Tracking
System REP

REP complete

s Responsive to needs of all departments interfacing
withr Community’ Development

Enterprise System — Features Sought

u \Wel interface

s Greater GlIS/IViapping integration

s Linkage tol electronic preject doecuments (plans;
decuments)

s |nterface to accounting system
Awaiting funding
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Single Project Numbering System

S

CITY OF STOCKTON

Consolidates application; files into one project file

ONE number tos track alll entitlements; for a project

A project’s files, stored in one place physically/electronically
Allews use of a single application form

EIR10-05
A-05-06
DA08-05

GPA10-05
T4-05

TV5-05
PRO4-06
Z-12-05

Community Development Department

S

Consolidates; 8l applicaton fioyms inte ONE

Available online’ = Wiitable form

Eliminates transcription tor a second form

Reduces) duplication) costs

Eliminates effort to maintain/edit 31 forms
Submittall Requirements; Matrix

Community Development Department

CITY OF STOCKTON
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Plan Track Permit Tiracking System

I§EITY OF S10CKON Plan Trach - e Frack Mo Wl
(5 O [0 Yen et e Bromd Dok Wedee Heb AddeFOF

User friendly
Expanded! infermation

Automates| Processes
Tracks new/old entitiements; Ny

Addann 45 N ] Dorado Street.

Planner/Management Teol it 10

EtefProject | New s cderial mubdvson project weh smal and farge (of maps on S aces of sacant

On-the-ily customization e =
Custom) reports e =

=

]t [ Tortatv map to wixive 3 rede—tisl parcels £ s kR

Cost-effective intesim system D e e e
3 = [ A, G B e

Enterprise system) template

Propect & one wewk fom Draft B Madout. Expect LL/1S08 for resporees |
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Parks & Open Space Policy: Diagram

PARK, & OPEN SPACE CREDIT DIAGRAM 2109 1010 AM
QUICK REFERENGE ™

A simple solution to a complex issue

Reduces uncertaimty,

Responsive to the needsi of the Development Community,

Clarifies policy and allews impreved consideration| ofi pelicy impacts
Provides  consistency. in application: of policy:
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