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Technology Improvements for Planning &

Development Review - 11/04/2013

Problems and Solution Strategy

(Reported 06/01/13)

o Problems
o Backlog of Residential plan reviews
o Long customer wait times at Permitting Center

o Difficult fo get answers to questions quickly and
easily
o Solution Strategy

o Respond with immediate business and technology
changes to address biggest pain points

o Escalate progress toward vision of end-to-end
electronic processes (online applications,
payments, plan reviews, and permits)
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Technology Improvements for Planning &

Development Review - 11/04/2013

¥ Business Infelligence

o PDR management lacked information to manage
workflow bottlenecks

o PDR implemented for Residential and Commercial
dashboards (short term)

o Converted Residential and Commercial
dashboards to Microstrategy (10/22/13)
o Results / Next Steps

o Datais updated 2x per day; supervisors see workload
intake and distribution

o Continue to refine dashboard data views
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Technology Improvements for Planning &

Development Review - 11/04/2013

Online Transactions

o Customers experienced slow turn around times and
fime spent to visit One Texas Center

Y* o Implemented "Contractor Self Assignment”

(08/31/13)
o Trade contractors can self-assign to building permit

o Eliminates need for fax or paper applications which
must be processed by staff

o Results / Next Steps

o Self assigned permits - 596 issued online as of 11/01/13

o Formal decision to build Change Outs online in current
portal or focus on Portal Il impacts to Portal Il project)

o Implement Portal [l and expand online transactions

o JP Chase engagement initiated for payment
processing requirements and design
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Technology Improvements for Planning &

Development Review - 11/04/2013

Welbsite

o Information outdated and difficult to locate

o
o
o
o
o

o

CTM responding fo citizen feedback in iterations
PIO making contact information more visible online
PIO/PDR updated FAQ's

Created separate search feature for PDR content
(06/24/13)

Updated ‘search’ feature to retrieve more relevant
content

Embedded top search content on the Development
webpage

o Next Steps

o

Online message board focus groups - Sentient is
recruiting participants
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Technology Improvements for Planning &

Development Review - 11/04/2013

¥ Completed Efforts

10.
11.

12.
13.

14,

Commercial dashboard in Microstrategy - 10/22/2013
Residential dashboard in Microstrategy - 10/10/2013

Implementation of Contractor Self Assignment - 08/31/13 (soft go live); 09/20/13
(public announcement)

PDR evaluation of incident management tracking:
http://pdranswers.austintexas.gov/questions

Phone Tree (automated call attendant) design changes implemented - 07/20/13
Separated web search feature for PDR (www.austintexas.gov/planning) - 06/24/13

Additional large/dual monitors (32) ordered for Permit Center and Residential staff -
07/09/13

Permit Center Customer Wait queue visible online (mobile friendly at
www.austintexas.gov/department/permits) - 07/03/13

RightFax implementation for Permit Center
Embed top search content on Development web page

Relocation and network enablement of Canon copier/scanner for Permit Center -
05/03/13

Large Format Scanner installed for Residential - 03/29/13

Customer Wait Management text messaging implemented for Permit Center -
03/26/13

Computers and Phones provided from CTM stock -01/31/13 and 03/25/13




IR I

| ]

ssalfoid ul Buidoos paubisso Jeboupul o8fold ©

71 Ad 10} peuupn|d epiBdn YANVIANY ©
a2UupNSsI 442 104 710z Alonuor jebio] o

sjusuipndep Jepjoysyols pajondull o ulol) indul
UHM MBIASY UD|d DlU0ILO8[T 104 d43] ©Nssl pup pling o

S82IAIBS JO 18sgns D 10)
JUsWwADd pID JIP8i1D Ylim el ob 10) 710z Yoo 18blio| o

uolINBIUOD puod ,XO0Q 8yl JO INo plINg
pup ubisep o] ssalbo.id ul juswsbobus 10JjoDIU0D ©

Ll OHOd, O} [oHOd VANVINY opoibdn o

sdalg IXeN

€102/V0/ L L - malnay juswdojensq

» Bujuupid 10} sjusuaaoidulj ABojouyos]




