
Based on what you know about the rural tax lot projects, how well do the rural tax lot projects respond to the Citygate Audit recommendations?

Please use the following scale:

The RTL project is:

HIGH Closely aligned to the intent of the recommendation, OR
Explicitly satisfies the recommendation.

MEDIUM Somewhat aligned to the intent of the recommendation, OR
 Might satisfy the recommendation, OR
Might be a predecessor for later phases of work that more directly implement the recommendation.

LOW Not aligned to the intent of the recommendation.

CITYGATE RECOMMENDATIONS

DO THESE PROJECTS MOVE TOWARD IMPLEMENTATION OF THE INTENT OF CITYGATE RECOMMENDATIONS?

RESIDENTIAL  ON TAX LOT PROJECTS
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CULTURE AND RELATIONSHIPS
1 - A foundation of trust needs to be built for the desired culture changes to occur.
2 - Begin a "listening tour" that is designed to build relationships, build trust, and listen 
to the building industry about trends.
16 - Create a customer service philosophy that includes a sense of teamwork, 
partnership, and face-to-face or telephone communication whenever a problem is being 
solved.

18 - Create a shared vision statement.  Update the mission statement of the department.  
Define the annual goals for the department and share them widely.  Create a culture that 
includes completing the project as quickly as is reasonable and starting with an attitude 
of "how can we help you".  Create a list of expectations.

13 - Add a 12-18 month temporary project lead for implementation of the Citygate 
recommendations and to develop management reports and conduct ongoing analysis on 
the health of the process.

8 - Assign the County Manager or their designee the responsibility to coordinate multiple-
department permitting projects.  Consider identifying projects of community and 
economic significance and have the County Manager assign a project manager.

MANAGE UPWARD
3 - Adhere to the role of the County Council and County Manager as defined in the Home 
Rule Charter.



SOLIDIFY IMPLEMENTATION OF EXISITING PROCESSES

5 - Create or update checklists for all processes, especially for customers who are new to 
the permitting process.  Assign responsibility for each checklist to one person who is 
responsible to keep the content current and distribute this information.

6 - Issue guidance documents when needed for front-line staff and the public before 
significant new procedures or policies are implemented.

36 - Expand education program/required training; on-boarding for all employees; 
training for all permit applicants regarding policies and processes.

19 - Ensure predictability/transparency by defining and documenting information 
requirements (applications, checklists, forms, processes, timeframes and schedules).

12 - Add a Permit Center Lead to break the "vicious cycle" that exists and accelerate the 
training of Permit Center staff.
17 - Improve decision-making and empowerment by creating decision matrix; designate 
ombudsman; develop appeals process.

COMMIT TO PROCESS IMPROVEMENT

7 - Create a process improvement team with the responsibility to review all proposed 
process improvements with recommendations to the Community Development Director.

14 - Establish a regular process for identifying and addressing needed policy changes and 
code revisions.
15 - Establish a formal process to regularly obtain customer feedback and to improve 
customer service.  Publicize the process so the public knows how their concerns will be 
resolved.

CHANGE PROCESSES

20 - Utilize master plans for multiple buildings with checks for consistency with the 
master plan and any unique characteristics of the specific site.

21 and 22 - Adopt a policy that subsequent plan reviews do not result in corrections 
unless there is a change, or public health/safety issue; adopt policy for re-submittal fee 
charged if additional reviews required after three corrections cycles

27 and 28 - use stormwater multi-parcel plans; clarify decision-making authority of 
permit center staff with regard to stormwater management
4 - Adopt a policy for plans, including stormwater plans, submitted from licensed 
professionals to be accepted with minimal to moderate review.



IMPROVE AND USE METRICS

23 - Create a system to evaluate performance including:  metrics at all levels; quality 
assurance and control; management reports; clear expectations from all organization 
levels and individuals including timeline expectations; and strategies for dealing with the 
ebbs and flow of business including steps to take when at capacity or when there is a 
drop in business.

9 - Create reports that allow the Permit Center Manager to understand the volume of 
requests in progress, to quantify and identify requests which are late or at risk, and 
provide the report daily to help prioritize the work.  The following reports should be 
provided:  permit status report, cycle-time report, and interventions report which details 
any permits that have been rejected or placed on hold.

24 - Inventory existing management reports and evaluate how well the reports detail 
how fast permits are cycled through the process.

33 - Improve compatibility/integration of data functions, communication/coordination 
between teams, develop outcome driven understanding of process for all employees.

34 - Develop long-term objectives for data and a data roadmap per the guidelines that 
have been provided.
11 - Insist that the Computronix Land Management Software vendor make the County's 
data available in a common data pool or data warehouse.

ACCELERATE ACCESS TO ONLINE PORTALS
30 - Accelerate the implementation/training of on-line permitting process which allows 
applicants to check the status of a permit at any time.
31 - Improve customer-oriented portal to services provided to meet customer 
expectations.
32 - Create a public website or portal where customer feedback can be provided.

PLAN FOR FINANCIAL CYCLES
29 - create fund balance policy/forecasting models

OTHER
35 - Examine whether there are redundancies and/or gaps between existing software 
systems.

25 and 26 - Phase2:  Consider the consolidation of permitting functions into one building 
or on one floor.  Phase 3:  Consider the development of a standalone development 
services center outside of Vancouver and closer to the unincorporated area where the 
Permit Center's customers are located. 

10 - Improve the layout and functionality of the permit center.

recommendations
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