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August 19, 2020 

TO: 

FROM: 

SUBJECT: 

Mayor Jerry L. Demings 
- AND-
Board of County Commiss· 

Jon V. Weiss, P.E., Directo 
Planning , Environmental , and Development 
Services Department 

September 1, 2020 - Work Session Item 
Customer-First Development Services Initiative 

Over the past year, Mayor Jerry Demings challenged staff to think outside the 
box by exploring new ways of delivering services to Orange County customers 
with a goal of being recognized as a great place to do business. The 
management led Customer-First Development Services initiative examined 
Orange County permitting policies, processes and procedures to seek ways to 
provide top-notch customer service. 

Following up on the deficiencies identified by the Mayor's Transition Team, and 
in order to become a "best-in-class" government, Orange County Development 
Services management team found it was essential to implement strategic 
changes to the organization , invest in tra ining and technology, encourage 
consistent outreach , and foster a business development culture . Staff set out to 
identify customer service gaps, opportunities for improvement, and key action 
items that will lead to innovative and value-added service delivery, and a 
customer-first culture for permitting services and developing property in Orange 
County. 

The results of this initiative were based on a series of discussions held with 
multiple internal and external stakeholders by the Development Services 
management team. The initiative focused on assessing four business areas; 
Development Review, Engineering Plans Review and Site Work Permits, 
Site Construction and Inspections, and Vertical Permitting . Within these 
business areas, there was a concerted effort to review and discuss staffing , 
culture, communication , technical standards, code, process and technology. 



Page Two 
September 1, 2020 - Work Session Item 
Customer-First Development Services Initiative 

Multiple techniques were implemented to collaborate with the development 
industry to maximize opportunities for improvement and development of the final 
Action Plan . 

Staff will provide a presentation to the Board that outlines the actions of the 
Customer-First Development Services initiative, highlighting key issues raised 
and effective strategies for success. 

This item is for informational purposes only; no action is required. 

JVW/AM:fb 

C: Byron W. Brooks, AICP, County Administrator 
Chris Testerman, AICP, Deputy County Administrator 
Ray Hanson, P.E., Director, Utilities 
Joe Kunkel , P.E., Director, Public Works Department 
Diana Almodovar, Deputy Director, Public Works Department 
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Customer-First Development Services Initiatives 
Initiative Name Q.I 20 I Q2 20 I QS 20 Q420 Q..121 Q221 I Q321 I Q421 

J• ~ 1,•6 IMorl~r lM•YI~ I"'' 1~1~,. Ckt I~.- I °"" Ian Ir..~ 1 .... .., .4p I Mo~ 11'1• I "' , _.., l.reo I Ott ,No• I Ck',-

1. Busmess m.anaeemen1 tools 

2. Training Protram I 
3. Re.vii!\!/ staffine ~ I I 

4. f.astTracksupporttNm I ' 
5. OevelopfTlellt Services commurncation plan I I 

6. T&hnolo&v prCJ1n1m 

7. ORC coN1bomioO be(ween stiff Incl customers 

8. DRC communication improvements I I 

9. ORC CQdes and standards I I 

10. DRC lmpr<Ned decision !111kinc I I 

11. Stre:amline ORC proce:sses I I 

U . DAC modern and inllOVl!ive de!lelopmeot types 

13. Improve emironmental ~rmittinc process i nd co.de I 

14. Improve commuoioition for erwlneefinc plans 

15. CoQes 11nct modards for el'IIJneerinc plllos 
- ~. ·-

" ...... 

16. St1ndlrdiu and streamline. enc. plan comments/timefr-

17. Tectinoiogy e'1hlncemenu for efllineerilll. p111,,s 

18. Stiff d~elopmem for eo,lneerl.rw plan reviewers 

19. lll'W>f'OYe communlc:atloo for sne c:onstnJction 1no 11\Speaions 

20. Update flow diam ana tectmioil malllUlls foc site constructlorl 

21. Protocols for field CQOSUUC:tion Issue esailation 

22. Improve process far Acceptllnce far Maintenance 

23. Guloetines for resolvin1 field ms.pectlon plan contllcts 
-

;24. Asset inventory and temporary ilddr~s~ 

2.5. Feedblck tool$ to imprpye coll1bcntioo 

26. Benctlmarks for srte construalon 1aivitfes 



Customer-First Development Services Initiatives 
Initiative Name QJ 20 Q2 20 QS 20 QJ 21. Q2 21 Q3 21 Q4 21 

27. Stream!~ site wor1c permit process 

28. Update Public Works land ~opmfflt code 

29. Vertlcal permlttifW cotlllbonltion opponunities 

30. lmpr!M! communication for Vl!rtical plans review 

31. l(eep c~ !IOd stllfldards current for vertical permittina 

32. Improve decision makinc in applying vertical permit code 



Customer-First Development Services Technology Projects 
Project Name Start Finish 

Duration In a419 I a1 20 I a2 20 I a3 20 I a4 20 
Months Oct 1-1 ~ I Jan I fd> IMarl Apr IMayl Jun I Jul I Aug I S~p I Oct 1- 1 ~ 

LDMS - DRC Workflow Redesign 11/1/2017 6/30/2020 32 

LDMS - Construction Plan Workflow Redesign 9/2/2019 9/30/2020 12 

LDMS - Power calls 9/19/2019 8/31/2020 11 

LDMS - Fire Permits & Inspections 11/19/2019 6/30/2020 8 

LDMS - Environmental Protection Inspections 11/20/2019 6/9/2020 7 I I 

LDMS - Utilities Inspections 7/1/2020 8/31/2020 2 -LDMS - Public Works Inspections 9/1/2020 10/30/2020 2 -LDMS - MOT Applicat ions 9/1/2020 10/30/2020 2 -Fast Track - DRC File Upload 8/3/2018 2/3/2020 18 I 

Fast Track - Third-Party Sub-Permit Applicat ions 11/21/2019 3/19/2020 4 I I 

Fast Track - Power Calls 2/10/2020 9/30/2020 7 

Online Permitting - Address Assignments 12/12/2019 5/6/2020 5 I I 

Online Permitting - Floodzone Determination 2/3/2020 6/30/2020 5 

Online Permitting - Fire Permits 2/3/2020 6/30/2020 5 

Online Permitting - DRC Applications 5/1/2020 6/30/2020 2 -Online Permitting - Use Permits 5/18/2020 7/31/2020 2 

Online Permitting - MOT Applications 11/2/2020 12/31/2020 2 

ProjectDox Upgrade 2/3/2020 7/31/2020 6 



- COMttv<tlOII Ovenllht 

~ Self Rood $ell Rood kif -- Ptior11ic,> ,_ 
Action Item "- Sllow AIHa. a- "D4n $how ANaa. a-
$taffln1, Cultur•, and c.»mmunkatlon 

1 ~ staffl levels rec nlzln ~ad ch8n ff •nd cunomer ex !Ions X X X X X X X X X 9 

2 
R.vhtw opportunl es to ut Ila • GEC or contract mplo.,..s to supplem nt c padty 
dun le.s of h d•maond X l 

3 
0.~ st ff tralnlrlp for th entire ~meot proc.u nd to estitbllsh • culture of 
collaborallon X X X X X X X 7 

• Evaluat o X X 2 

5 
~ I opport~ ~ collaboratlon and communlatlon across reviewing 

enc~s --- __ X X 2 
, O.v.iop customer tra nlngs and communication trat aJ•s to slst with education, 

submlttals Mld reviews X X X X 4 ----
r lowerlevel suiff to make dedslons HrlH>f In the! rev w tlmel ne and ocess X X )( X X s 

1 
Esrab!~h and «>IYl!Tlunlute n antlclpaled PfOjec:1 ~ule upon submltl I nd at kllY 
mt stones of rl!Ylew nd Ins Ion X X X X X 

9 
Improve collaboration with appUcants during reviews, lndudln1 additional submittals, 

sheet WI « llmlted di n s X X X X X 

10 
Contlnuously/recularly solldt customer feedbaclt to mprove • .v luat or lmp~nt 
business enh m nts X X X 3 

11 
Evaluate opportun lies to solldt i adc from staff and customers about new or 

enhanced f0Ce$S4IS X l 

12 
Encour• .. phone aiUs and m.etln11 to min mlze miscommunication and addrns 
complex technical lss~ X X X X X 5 

13 
~ ~ r -';ell-help" tool~ d~ ii~lst n n vie tin th land 
deve l ent prou,ss X X X 3 

14 
Develop communication tools nd trate,gl s to suppo,t chanl'! • In code, proce s, or 
tec:hn I sta~rds X X 2 

15 
X X 

X X 

X 

X 

X X 4 

X X 2 



Slit 

C.Onottuctiofl OYcnlcht o-.tt. 
fllld-.:,. R.,.d Self Rolld 5llf ..... P<io<lllti ~.IQ 

Action Item A-'M.u Show ._Sllow AsMuShow _......, 

T echnlcal Standarcll and Code 

ll Update Comp, h n v• Pl n and Land ~elopm@nt Cod• to llow mod@rn nd 

lnnovatlv@ proJects with more @ffld@nt reviews and tlm I nes )C )( )( X 4 

23 
Update. malnta n and pubOsh tools wch as proceu flow ch rts, sufflc:Jency chedtlls 

t«hnlal manuals, and uldance docum ntJ X X X X X X )( 7 

24 
Codify or publish all t tldmlc.il standards or guidance docunwnts and eruure they st.,y up-

!Hat X )( X X 4 

2$ Revu. the Or County Vt ti tandards Manual X X 2 

26 
R•vl- policies and cod s 10 bpand "by rlgtlt " developm nt mlnlmli na costs, t me. and 

uncertalnty for appllc.ants )( X 2 

27 
tre mllne app,oYlll proc SSti by eJlpandlna non.substantl I chana crlter~ to minimize 

the nffd for ORC r•vl•w or publ eh aring.s X X )( X 5 

2.8 Update .nvironmental codes lndudln1 p<ocesH'S ffld nandardi,/crlterfa X X 2 

29 
bpand review comments by Including code references and references to specific 

$UbrnltUI documents/ pa' ff X X fC )( X s 
JO Res.Hn:h ~portunltles for d gltal lgnature of engln r1ngand build plans X l( X X 4 

11 Aa:ept eledronlc versions of Financial Disclosures and Agent Authonutlons )t X X 3 

32. Stimdardll ~ p,e-popuJ.t frequent review comments X 1 
IS Regularly update crltkal land development code chapters or publl.shed technical 

st.1ndards X X X X 4 

J,4 
,q,and the use of GIS nd GPS technolQCles for field lns~lons ffld lnvent<>ry ~racy X. 1 

JS Review standards for a51>halt I fts for new subdMslon roadway connructlon X X 2 

U Dewlop Florlda Friendly lindscapl andsus n.ible dewlopment auidance documents X X 2 

17 Eicplore opport11nltlti tor move llmlt on twCK'(de per year comp plan mendments X 1 
H bplore opportunities to mirror standards of otht!r regulatory gendes X X: 2 

Jt Publish clear upectallons of Inspection tlme frame requirements to Improve 

construction schedul redktabUlty X X: i 



Action Item 

loc:lited In ll't mil 

,1 
lmpro"! 11a:eu 10 real-lime review comments ill\d review schfllules 1hro" h F,astTrack 

Inspection cowdlnallon and 

ocess to lncl"de fees and;,.,;r;.,;e:=.;:.;.;;;.;.-.;.~ 

5J Cond"ct ~ st"dy to ens"n' cost n.covery of~ req"lr.cl 10 me.et e•pectallons 

W Im o~~ttchnd5tablll~oflOMS.ndProJ~ •ln1 ~Uon -------

IC 
IC 

IC 
lC 
IC 

X 

IC 
I( 

X 

Self lload Seif lloN PnorttJes 
A>K,_. Sl,c,w ,._. $how A$$0$ Sh-~ lhow 

X l( X l( X X 

X l( 

X X X - ~------
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X X 

X X 

X ____ _, 
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X 
)( 

)( 

)( 
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)( 
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X )( 

rmlls ________ ..,... __ .,.... ______ _____________ ,x:.c._..,-:.-:.-:.-x;;;. ___ : __ _ 
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