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� Process performance reporting 
� IVR interface for inspections management
� Web access capabilities were sacrificed
� Coordinating mechanism of technology across and 

within permitting process  
� Cycle time from 56 days per project (2002) to 108 

days in 2003, to 90 days in 2006
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� 70% increase in staff 
turnover between 2006 
and 2008. 

� Loss of institutional 
knowledge 

� Staff overtime
� Developed over 200 

system workarounds,
� Added duplicate tracking 

and management 
systems 

� Land use staff found it 
impossible to meet 
customer expectations 
� Increasing code complexity
� Increase in permit volumes
� Loss of institutional 

knowledge
� Customers forced to 

manage city processes
� Increased phone calls
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� An endpoint vision that is resonant with the core 
values of the community we serve is our 
inspiration for cultural change

� As the culture in BLUS has evolved to a more 
holistic approach to operation and regulation, a 
more coherent integration of technology into our 
services has been developed.

� Customer and stakeholder expectations are the 
more influential motivators to overcoming 
internal bureaucratic inertia – staff and 
customers want and expect it!
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Thank You!



� &�)������
�������
	���
���
������������
�������
� ��
����������������
��4$����������
�
���56
� �	��(���$���������
�������
	������������
�6���)
� �	������
����	����4�3�36��	��$�	�(���5�$�
�����


	���
� ��
�������������6�
� ������������������6�
� !����6�
� ������-�
�������
���
����6�
� ������-�
������$�	�(����6�
� ����������������
���6�
� ���
������������
����6���)�
� �����
������
���3


