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AD-HOC COMMITTEE on HOUSING CONSTRUCTION AND DEVELOPMENT SERVICES

AGENDA

(d) 1. Development Services Transformation 

Update

(d) 2. ADU Process Enhancement Update

(d) 3. ADU Amnesty Update

(d) 4. Housing Production Numbers Update
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100% goal met > 65% goal met < 65% goal met



CEQA Process Improvements
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EIR Considerations (Aug 8)

 Eliminated “Fire Wall” 

 Published Environmental Consultant List 

 Launched Environmental Roundtable

 Continued staff training

 Continued quality assurance of documents
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Customer Satisfaction Survey - Background

▪ Questionnaire & Protocol similar to that used since 2006

▪ 1,001 customers surveyed in Feb & Mar 2019

▪ Used customer database for sample, randomly selected.

▪ Associated with at least one permit between Jan 2018 and Jan 2019

▪ Mixed-method approach

▪ Recruited via phone and email

▪ Data collection via phone and online

▪ 15-minute average interview length

▪ KEY CONCLUSIONS: Positive results given the regulatory nature of the process

▪ 66% of discretionary customers and 72% of ministerial customers satisfied with their most recent 

project overall

▪ 75% satisfaction across all individual stages in 2018



Proposed Performance 

Measures:

▪ Speed (reduce the amount of 

time spent processing 

applications)

▪ Throughput (increase the 

efficiency of applications)

▪ Ease of Use (reduce staff time 

involved for permits that 

do not require significant staff 

assistance - ie. Online & Over 

the Counter)

Customer Satisfaction and Persistent 

Performance Measures
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Wait time at office reasonable

Overall, satisfied with permit application process

Received clear explanation of the fees

Permit application steps clearly communicated

Received clear, correct instructions about permit application documents

Staff at the permit application counter were accessible

The fees were assessed accurately

Permit application counter staff made effort to understand customer needs

Staff at the permit application counter were responsive

Among Customers With an Opinion,

Bars Show Percent Who Agree or Disagree

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

Customer Satisfaction Response to Permit 
Application and Issuance 

Graph from True North 2018 Customer Satisfaction Survey
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