Process Improvement and Technology Subcommittee  January 18, 2024
	Time
	Item
	Presenter

	10:15-10:20
	Introductions
Welcome Alice Nielsen, Interim Permitting Services Division Manager-:
· Alice has been with the City 18 Years, managing the Process Management group.  In her new role, she will be supporting Permitting Services, customer service and will continue her involvement with decisions going forward for process & technology improvements- Welcome Alice!
	Sean Green, Alice Nielsen

	10:20-10:30
	Director’s Message- Continue to focus on the following priorities:
1. Achieving fiscal sustainability and workforce stability through extended economic downturns. Looking over the next 6 months alternative funding and reaching out to other cities/ jurisdictions & development bureaus ideas for how they fund their services. Explore and advocate for additional funding sources, such as the General Fund, to assist with the reliance on fee revenue.  Also, focus on retaining our staff and keeping services levels for customers.

2.  Supporting our employees in navigating this economic downturn and a variety of changes, while continuing to move multiple improvements forward. Some parts of the bureau are experiencing a reduction in workload, and this is a good time to make progress with technology projects and process improvements.
 
3. Focused on supporting the SPA (Single Permit Authority) and continue engagement with Terri Theisen, Permit Improvement Strategy Manager & the PIT team members.

4. Engaging with communities and individuals to collaborate on achieving improved outcomes for people with disabilities and for Black, Indigenous, and other people of color, especially as we continue to focus on digital services and online services. Need to ensure services levels are maintained and we provide equitable outcomes for our customers.
The ask from David - we want help from this group (DRAC and PITSC) to assist and guide us with how we prioritize this work as we move forward. Especially with the customer facing projects, improving efficiency for customers, and online services – we are asking this group for their feedback on what should be prioritized.

Director’s Message- Cont…
Question: regarding the alternative funding models- how can this group assist, so we don’t see the dramatic changes we are experiencing? 
Answer: Support for the general fund, unsure that will be a reality for this year. We know we will continue to need funding, and bring staff back to provide the service levels, we are continuing to research how other jurisdictions and their funding models are working during the economic downturn.
	David Kuhnhausen, Interim Director

	10:30-10:45
	DevHub Refresh and Easier Uploads Project updates:
DEVHUB Refresh
Dec 7 Go live- overall successful go live 
· A few minor customer-facing issues, resolving these issues was prioritized, all resolved within 1 week of go-live
· A few internal issues that we have workarounds for, plan to resolve those in an update on 1/24/24
· Reviewed feedback from PITSC group; profile duplicate language, permit records visibility, color coding IVR not helpful, provide email when fess paid
Easier Uploads 
· We have seen an uptick of questions in our DevHub Support inbox
· They are almost all process related questions, and we are getting those sent along to the appropriate team for follow up
· Reviewed feedback from PITSC group; Provide help text for the use of Checksheet as a status, corrections submission confirmation email, reformat of names to be first name last name, phone number a live link for quick calling through touch screen devices, add ‘Upload Approved’ comments 
Next steps:
· Backlog 
· Review, prioritization, and scheduling
· Customer Survey
· Survey is focused on DevHub Refresh
· Survey will go out in early March, about 3 months after go-live
Questions and ask for the PITSC group:
· Anything you would like to share based on your own experience? 
· Should we schedule another feedback session with a subset of this group?
· Would you like to review the survey we plan to send to customers?
	Lila Pigott, and Leigh Wheeler, TTCI

	10:45-10:50
	ProjectDox Commercial Permit-Update 
Selected CO as first projects because co customers will have some familiar with PDOX already
ProjectDox Commercial Permit-Update Cont.….
· Project will expand ProjectDox digital plan review for Commercial (CO) permits processed through the permitting services group
· Currently working all the BDS CO reviewers, Permitting Services tech and Public works group members
Next Steps:
Continued refinement of the workflow & detailed sessions with the implementation of the new workflow process from the vendor (Avolve)
Ask for this group: Come to this group for how best to navigate the change mgmt. from customer perspective
	Lila Pigott, TTCI

	10:50-11:00
	MS Bookings Update- Project Went Live 12/21/2023​
RVR move to MS Bookings​- Will be included in January Plans Examiner​

Paper Plan Requests move to MS Bookings​ (Paper Plan Requests ​are still occurring, but are down, process through the MS Bookings)

Retired use of Appointments Plus
· Actions taken on previous committee feedback related to 15-minute appointments
· Launch of MS Bookings for Remote Video Re-inspections (RVR)
Enhancements to 15-minute Appointments​

· MS Bookings: Move Appointments Plus Programs to MS Bookings​, this includes Residential Remote Video Re-Inspections (RVR)​ (Appt. plus is retiring in FEB)
· Improvements made per PITSC feedback: Cancellation is now more clearly pointed, allowing customers to cancel the appointment (if needed, cancellation request can also be sent to TTCI Tech Success Team) 
· Request details entered by the customer are now included in the confirmation notice. 
· Front Desk Administrative team now has access to all calendars.
Future Projects ​

· Add STARS (Solar, Trades, Addressing Residential, Records & includes Revisions…) team as a separate group to 15-minute Appointments ​
· Automate/Expand MS Bookings metrics reporting process





MS Bookings Update- Cont…
1. Question:  Have anyone noticed improvements, and what can be provided in a 15 Min?
Answer: Yes, but they are still assisting with questions that are not related to appt. or a specific permit; customers come to 15 min appt and do not have the correct question & this happens with PSG often.

2. Question:  Can you add attachments with MS bookings?
MS Bookings Cont.…
Answer: -No, this is limitation with MS bookings, but you can email the attachment.
Group discussion regarding the name STARS- The team does team they support many. Areas (trade permits, Solar, addressing, records requests…) the suggestion is to change the name to provide clarity to areas the group is supporting. 
	Vida Parandvash and Anthony Thurmond, TTCI

	11:00-11:15
	SPA Update (Single Permitting Authority) –
 Presented same slide deck same as the townhall from 1/11 from Michael Jordan, Chief Administrative
· Reviewed guiding principles
· Organizational chart and deliverables
· Timeline & objectives
Preliminary organizational chart work sessions included the following: 
· Consulted research and process improvement
data from bureaus, employees, and
community members
· Convened an all-day work session with staff
for feedback and guidance
· Consulted with and listened to labor unions,
the Bureau of Human Resources, and bureau
leadership
· Will continue to consult and collaborate with various stakeholders as feedback is received
Question: Regarding culture and staff internally, how is this change being supported? It would be great to see the first 2 months of permits (post July implementation) speed up permits processing to excite staff and customers.
Answer: Yes, there will be a focus and prioritization of the culture and community involved; the group and work will continue to be transparent with constant communication about the process. The Staff is struggling with the changes and the unknown, but not resistant and open to listen and understand.

SPA Update (Single Permitting Authority) –cont….
· Regarding the Technology and process improvement work: we will have technology presentation, and there is separate subgroup that is focused on collaboration of our technology group, and technology services and the strategy going forward
Question: And why Is cont. improvement not in the center of the work area, part of the technology group?  On the chart, the group moved to the business and admin group. There is a concern about moving this group out of the central areas, as this group is tied to technology and services.
Answer:  Yes, this feedback makes sense, and this comment/concern has come up with the working session with Michael Jordan, as well as the working sessions with the staff. 
Question:  Regarding timeline for feedback and suggestion from group- additional future meeting to further reflect on the proposed changes presented and decide if the group can provide any written feedback. 
Answer: The timeline we are working with for this first iteration is 2/16. After that we will have a few months before the next budget deadline in April.
Next Steps: Sean Green will send out proposal for an additional meeting with the group to gather feedback on organizational chart (note: this meeting is scheduled for 1/25 10-11 AM)
	Terri Theisen, Permit Improvement Strategy Manager

	11:15-11:25
	Website Alignment Project-Update
· Interviewing UX/UI design consultants for the website
·  Finalized selection of contractor/ consultants, awaiting final legal approval
Next steps: Engaging with staff and customers, participate in mapping the customer journey working sessions -About 10-week time frame
The ask for this project is: Participants from the Empower community Group, volunteers from this group & DRAC, to meet with consultant for customer journey mapping and interviews
	Erika Lopez, Permit Improvement team

	11:25-11:35
	Budget Discussion
· 4 meetings- next Tuesday, final letter due 2/16 and must have the letter ready prior to submission deadline
· Items discussed – advocate no reduction to general funds, asking for additional funding, may be unlikely due to current financial situation 
· Continue to promote customer service, equity and continuous improvement and process improvements 
· They will have multiple meetings prior to the discussion and sessions for feedback
Question: how to go about adding comments and provide support for this?
Answer: Testify and participate in city council sessions and meetings, additionally, you can participate in budget hearings and submit written testimony.
	Sean Green

	11:35-11:45
	SPA Technology Strategy Update-
· Collaboration with Ian Swanson (BTS Information Systems Manager III) as the group partner to lead conversations regarding technology and collaboration of the work across groups
· Ask for additional FTE (60 employees) to support the change to the organization; new positions such as UX/UI designers, Design Developers and Product owners
· Group has reached out to multiple larger jurisdictions and cities to research how they collaborate as they work across different technology groups
Workgroup Goals and Deliverables:
· Inventory of supported enterprise applications 
· Strategic Planning:  Shifting to a ‘Digital Service Mindset’ (Switch from output to outcome and impact)
· FTE requirements for supporting the technology needs of the Single Permitting Authority
· Project Prioritization Process, including Organization of unified SPA project backlog 
Next Steps: 
· Evaluate how a Digital Services Mindset might work for the SPA
· Draft new organization structure
· FTE Considerations
· Present to City Leadership
SPA Technology Strategy Update-Cont….
Positive feedback from the group overall about this work; Wilfred Pinfold would like to connect with this group as the group moves along in their progress.
	Ellen Weeks, Permit Improvement Team
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