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CITY OF WEST PALM BEACH, FLORIDA
Analysis of Construction Services Department

1. INTRODUCTION AND EXECUTIVE SUMMARY

This initial chapter of the report introduces the approaches utilized in this study
and summarizes key findings, conclusions and recommendations to be found in this
report.

1. INTRODUCTION TO THE REPORT.

The Matrix Consulting Group was retained by the City of West Palm Beach,
Florida to conduct a review of the Construction Services Department and to provide a
Plan for enhancing the operations of the Construction Services Department functions.
As part of this study, the Matrix Consulting Group analyzed the following specific areas,

as well as other related topics:

. Staffing levels in the Construction Services Department;
. Services currently provided;
. Opportunities to enhance services provided including specific focus on customer

service and response times;

. The efficiency and effectiveness of operations in terms of the services provided,
staffing, and productivity; and

. An evaluation of the existing standard operating procedures, policies and
practices.

The review included an assessment and analysis of the best management
practices in the construction services function and a comparison to other industry
practices and the methods and practices utilized by best performing construction

services divisions.
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2. DESCRIPTION OF STUDY METHODOLOGY.
As part of the development of this study, the project team conducted the
following activities:

. Detailed interviews with staff of the Construction Services Department and with
selected other City employees.

. Conducted data collection to gather relevant information regarding the services
provided, the volume of work staff has to manage, and the time frames in which
the work is completed;

. Performed an employee survey to gauge employee perceptions regarding work
practices and their employment;

. Performed a series of interviews and focus groups with members of the
development community to assess their satisfaction and input with the services
provided by the Construction Services Department;

. Completed a best practices comparison that gauged the current practices in the
City of West Palm Beach against a set of “best management practices” for
construction services functions in the industry; and

. Analyzed organizational policies and procedures, staffing levels, and staff
allocations.

These activities enabled the project team to analyze the current performance of
the Department, the duties assigned and allocated to staff, and the organizational
structure. The analysis conducted has led to the recommendations that are contained
in the later chapters of this report.

3. THE STUDY FOUND A NUMBER OF POSITIVE FEATURES IN THE
CONSTRUCTION SERVICES DEPARTMENT.

A management study tends to focus on opportunities for improvement. However,
it is important to acknowledge, prior to addressing the opportunities for improvement,
examples of positive aspects identified during the course of this study. Some of these

positive aspects are noted below.
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The City utilizes an inter-departmental review committee to review, comment on,
and develop conditions of approval for development applications.

The department has a high level of technology implemented to assist staff in
performing their construction permitting activities, including extensive online
services for requesting and viewing inspection results and tracking plan reviews
and comments.

The Construction Services Department was the second community in the State
of Florida and one of the first five in the nation, to achieve accreditation status
with the International Accreditation Service (IAS).

The department has a strong focus on continuing education and certification for
staff providing ample opportunities for employees to maintain and enhance their
skills.

The department responds to inspection requests within one business day of
receipt of the request.

Contractors are able to view plan review results and to schedule inspections with
the department on-line and through an IVR system.

The department provides extensive information to the construction industry on
the City’s website for use by contractors and the public.

The department conducts extensive and in-depth evaluations and plan reviews of
submitted documents to ensure compliance with applicable building codes.

Staff within the Construction Services Department are recognized as being
among the most technically proficient, in terms of code knowledge, in the
industry.

These are some of the positive aspects observed during the course of this study

in the operations and organization of the Construction Services Department.

4,

THERE ARE ALSO A NUMBER OF OPPORTUNITIES FOR IMPROVEMENT
IN THE CONSTRUCTION SERVICES DEPARTMENT.

The table, which follows, provides a summary of the recommendations contained

within this report. These recommendations are described in more detail in later sections

of this report. It is important to note, prior to a review of the recommendations, some
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key factors about what the project team concluded regarding some general areas of

management.

While the project team has recommended numerous opportunities for

improvement, these have been developed to improve the level of services provided but

are not necessarily an indication of a department that is grossly mismanaged. Several

key overriding concepts and principles should be kept in mind as the opportunities for

improvement are reviewed. These include:

Overall, the staff within the Construction Services Department are technically
competent in the performance of their duties. In fact, in many cases, the level of
code knowledge is greater than that found in other communities. This is both a
positive and negative for the community — while it increases the level of review
conducted during plan reviews, it also enhances the perception that the City is
imposing requirements that are not required by other communities.

The lack of a fee increase over the last several years has placed the Department
in a difficult position relative to providing services. It is a best practice to review
fees on an annual basis to ensure that: (1) fees are adequate to cover the full
cost of the services provided; and (2) to minimize significant increases to the
construction industry at any one point in time. The failure to annually review the
fee has resulted in a depletion of fund reserves, to virtually none, while
maintaining a high level of services to the industry.

Existing services cannot continue to be provided at the current fee structure
given the existing levels of construction activity within the City of West Palm
Beach.

The greatest areas of concern noted by the construction industry during focus
groups, private interviews, and discussions, were generally not related to the
technical ability of staff but rather the level of perceived customer service
orientation of the Department.

The lack of a true partnership between the City and the construction industry is
not present. Many recommendations are designed to develop and improve this
relationship through enhanced communication and services provided by the City.
However, it will also require the involvement and commitment of the local
construction and builders’ associations to accomplish.

The recommendations should be approached as a comprehensive approach to
improvement within the City. A specific implementation plan should be adopted
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by the City to indicate both the City’s commitment to improving services and the
relationship with the construction industry, but also to providing benchmarks

against which to evaluate the Department’s implementation.

The following table summarizes the recommendations

report.

contained within the

Section

Recommendation

Management
Responsibility

Priority

TECHNOLOGY RELATED

6.1

Future upgrades to the CommunityPlus
software system should include the
ability to provide more information,
including detailed performance
information regarding re-submittal plan
review times.

Director

High

6.1

The City of West Palm Beach should
continue exploration of plan review
overlay software, and develop a plan of
implementation based upon available
financing.

Director

High

MANAGEMENT AND COMMUNITY OUTREACH

6.2 (1)

A significant increase in the dialogue
between the Department and the
construction industry must be adopted,
including quarterly training and
meetings, newsletters, and frequent
outreach for input.

Director

High

6.2 (1)

An annual and ongoing customer
satisfaction survey should be conducted
by the Department.

Director

Medium

6.2 (2)

The City through the City Administrator
and Construction Services Director
should provide training to all staff
regarding the “focus” of the Department
on providing high-quality services in a
timely manner.

Director / City
Administrator

High

6.2 (3)

Monthly performance reports outlining
the percentage of plan reviews and
inspections completed within established
time frames should be revised, and
posted to the Internet.

Director

High

Matrix Consulting Group

Page 5



CITY OF WEST PALM BEACH, FLORIDA
Analysis of Construction Services Department

Section

Recommendation

Management
Responsibility

Priority

6.2 (4)

The Department should develop a
contingency plan that includes the use of
external resources or overtime when
they are unable to complete workload
within required timeframes.

Director

High

6.2 (5)

The Department should develop a
handout containing a matrix of who to
contract for various issues to assist
applicants in appropriately resolving
issues.

Director

High

6.2 (5)

Chief Plans Examiners within the
Department should be designated as the
ombudsman for the receipt, review and
resolution of all complaints regarding
service levels related to code
compliance issues raised during the plan
review phase.

Director

High

6.2 (6)

The direct managers of the Inspections
and Plan Review Sections should
coordinate weekly training of staff and
be responsible for the ongoing quality of
in-house coordination.

CSD Management

Ongoing

6.2 (6)

The Department must assure that
weekly training occurs for each plan
check and inspection discipline at least
one hour weekly. All employees should
be assigned as presenters on a rotating
basis.

CSD Management

Ongoing

6.2 (6)

The Department should establish and
publish quarterly training agendas for
joint training sessions between the Plans
Reviews and Inspectors. Outside
presenters should be utilized where
appropriate.

CSD Management

Ongoing

6.3 (1)

The City should adopt a formal policy
regarding fund reserve levels for the
Construction Services Department that
provides, at a minimum, three to six
months of operating revenues in
reserves.

Mayor / City
Commission

High
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Section

Recommendation

Management
Responsibility

Priority

6.3 (1)

The City should allocate a portion of
annual permit fees to a “special reserve”
that is intended to be utilized for plan
review and building inspections services
to be required in future years. The
amount allocated should be based upon
the estimated proportion of work to be
accomplished in future years.

Mayor / City
Commission

High

6.3 (2)

During the next cost allocation study
conducted by the City, special attention
should be given to the amount of
charges allocated to the Construction
Services Department for
administration/overhead purposes.

City Administrator

High

BUILDING INSPECTIONS

6.4 (1)

The City of West Palm Beach should
develop a program to encourage and
reward staff for achieving the ability to
perform multiple trade inspections. The
City should implement a classification
and salary schedule that encourages
and reward employees for attaining
additional trade certifications.

Director / HR

High

6.4 (1)

The City of WPB should increase the
utilization and deployment of more
cross-trained building inspectors to
better manage and adjust to changing
workloads.

Director / HR

High

6.4 (2)

The scheduling of inspections for
Building Inspectors should be modified
to enable additional efficiencies by
having CommunityPlus directly assign
requested inspections to the appropriate
inspector.

CSD Management

High

6.4 (3)

The Department should continue
monitoring inspection services
timeframes, and staffing levels should
be adjusted when less than 95% of
inspections are completed within one
day of request or when overtime
utilization to conduct routine inspections
becomes regular and ongoing.

CSD Management

High
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Section

Recommendation

Management
Responsibility

Priority

6.4 (4)

The Department should target a base
staffing in the Inspections Division of 16
positions. This will require the filling of
one currently vacant position. This
position should be filled, if at all possible,
with an individual with more than one
trade specialization.

Director

High

6.4 (4)

Following implementation of the
changes in building inspector functions
and the change in the supervisory
structure, Building Inspections staff
should be assigned geographically
(among two districts in the City).

Director

Medium

6.4 (5)

The Inspections Services Division
should be structured to provide the
elimination of the Inspections Services
Manager position and the maintenance
of the four Chief Building Inspector
positions for the near term.

Director

High

6.4 (6)

The Construction Services Department
should work with the City Administrator
to request reconsideration of the change
in take-home vehicles for Building
Inspectors assigned to the field, given
the approximate 12% reduction per
inspector in time available for conducting
field activities.

Director

High

6.4 (7) (a)

Inspection checklists should be
developed and utilized by Building
Inspectors to increase consistency.
Completed checklists should become a
component of the project file.

CSD Management

Medium

6.4 (7) (a)

Inspection checklists should be posted
to the City’s website for use by
customers.

CSD Management

Medium

6.4 (7) (b)

The Inspections Services Manager or
Chief Inspectors should periodically ride
along with each building inspector — at
least one-half day every quarter for on-
going performance evaluation.

CSD Management

Medium

Matrix Consulting Group

Page 8




CITY OF WEST PALM BEACH, FLORIDA
Analysis of Construction Services Department

Section Recommendation Management Priority
Responsibility

6.4 (7) (c) The Construction Services Department
should document official building
inspection code interpretations and
publish them on the Department’s
website.

6.4 (7) (d) Require that any new requirements not CSD Management Medium
previously imposed (other than required
building code requirements) will not be
enforced on current construction and
future jobs until the industry is informed
and a 60 day waiting period is put in
place.

6.4 (7) (d) Initiate a policy that inspectors do notre- | CSD Management Medium
open a construction element previously
approved by another building inspector
without approval from their supervisor.
This policy should discourage surprises
or changes to previous field job
approvals by building inspectors.

Initiate a policy whereby inspectors do
6.4 (7) (d) not take issue in public with a plan check Director Medium
approval. If an inspector questions a
plan check approval or is concerned
about an omission or discrepancy, the
building inspector should review it with
the plans examiner and if a problem is
identified, have the Plans Examiner
contact the contractor’s architect for a
change.

6.4 (7) (e) A pilot program of flexible work hours Director Low
should be utilized to provide evening
hours for handling expired permits and
inspections for homeowners who are
unable to schedule inspections during
other times.

PLAN REVIEW

6.5 (1) Checklists should be utilized during the Director Medium
intake process to ensure submitted
applications are complete. Incomplete
applications should not be accepted.

6.5 (1) Checklists utilized should be made Director High
available on the City’s website for use by
the public in self-evaluating their own
applications in advance.
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Section Recommendation Management Priority
Responsibility

6.5 (1) The City should implement a permit Director High
technician position, in lieu of the
administrative staff, on the front counter
to assist the public and review
applications as received.

6.5 (1) The City of WPB should add an Director High
additional Chief Building Plans Examiner
at an annual cost of approximately
$125,000 to $140,000.

6.5 (2) The Department should implement a Manager High
pilot program for the review of private
provider applications to conduct an initial
review for “critical” health, safety, and
code compliance issues and only
conduct full reviews on those that fail
this checklist. Reports should be
developed that summarize the review
times for private provider applications
and the number passing the initial
checklist so that the program can be
evaluated.

6.5 (3) Plan review time performance should be Manager High
measured monthly for each plan
reviewer. The Manager should adopt
caseload targets for each plan reviewer.
Managers should address through
training, evaluation and other methods,
all individuals who are unable to meet
established time review targets.

6.5 (3) The City should post all plan review Director High
targets (by plan type) on the website for
applicants to understand routine
processing times.

6.5 (3) The City should formally adopt the time Director High
review standards recommended by the
task force with the following changes:
resubmittals should be perfomed in %
the time of the original time review
standard; and resubmittals resulting
from internal staff disagreement on code
requirements should be conducted
within 5 days.
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Section

Recommendation

Management
Responsibility

Priority

6.5 (3)

The Chief Building Plans Examiner
should develop workload targets for
Plans Reviewers that provide guidelines
on the average number of applications
that are reviewed per day and the
average number of hours each plan
review should take for completion.

Director

High

6.5 (4)

The City should implement a cross
training program for plans reviewers with
an appropriate financial compensation.
Additionally, all new hires should have
multiple certifications when hired — when
possible.

Director

High

6.5 (5)

The Department should better
communicate the conditions under which
it will utilize redlined changes and
provisos for minor or administrative code
compliance issues.

Director

High

6.5 (6)

The Department should implement an
“expedited” plan review process that for
an additional fee (to cover the cost of
overtime) provides an expedited review
for qualifying applicants.

Director

High

Matrix Consulting Group
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PROFILE OF THE CONSTRUCTION SERVICES
DEPARTMENT

This document provides a short descriptive profile of the current organization and

Descriptive Profile of the Construction Services Department. The purpose of the

Descriptive Profile is to document the project team’s understanding of the Construction

Services Department’s organization, allocation of staff by function, and principal

assigned responsibilities of staff. Data contained in the Profile was developed based on

site work conducted by the project team, including:

Interviews with Construction Services Department staff to understand roles and
responsibilities, etc. = The project team interviewed the majority of the
Department’s personnel.

Interviews with other departmental managers in the City to discuss quality of
service issues, inter-departmental coordination, etc.

Collection of various data describing organization and staffing, workload and
service levels as well as costs.

Documentation of key practices as that relates to work planning and scheduling,
policies and procedures, as well as work processes.

Observation of worksite, processes, workflow and staff activities.
The structure of this Descriptive Profile is as follows:
Introduction and budget data.

Organizational charts of key functions showing all staff positions by function and
shift as appropriate, and reporting relationships.

Summary descriptions of key roles and responsibilities of position in the
Construction Services Department. The responsibility descriptions provided in
the Descriptive Profile also summarize the team’s understanding of the major
programs and service activities to which staff throughout the Department are
currently assigned. It should be clearly noted that responsibility descriptions are
not intended to be at the “job description” level of detail. Rather, the descriptions
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are intended to provide the basic nature of each unit and assigned positions,
including staffing levels and work schedules, program targets and service
descriptions.

The Descriptive Profile provides a summary of the current organization, staffing,
and operations of the Construction Services Department.
1. INTRODUCTION.

The Construction Services Department is responsible for enforcing the Florida
Building Code and other related laws and ordinances through the review of plans,
issuance of permits, and inspection of buildings, structures and facilities. They are also
responsible for the issuance of business tax receipts. The Department is organized into
several key divisions / sections including:

. Administration Division: This Division is responsible for the overall
management and direction of the Construction Services Department.

. Permits and Licenses Section: This Section serves as the front counter and
initial point of contact for customers submitting applications. In addition to
performing the initial intake functions for building permits, the Section is
responsible for issuing business tax receipts.

. Plans Examination Section: This Section is responsible for conducting plan
reviews of building plans for various trades, including building, electrical,
mechanical, and plumbing. This Section is also responsible for conducting fire,
engineering and zoning reviews of plans.

. Office Support Section: This Section provides general administrative and
clerical support to specific Department programs, such as demolition, records
retention, etc.

. Inspection Services Division: This Division is responsible for conducting field
inspections of development activities for building, mechanical, plumbing and gas,
and electrical work. Additionally, this Division conducts joint inspections with the
Code Enforcement Department to determine properties that need to be repaired
or demolished. This Division writes citations and follows up, as necessary, with
court appearances.
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The section, which follows, provides the organization chart for the Construction

Services Department.

2. ORGANIZATION
The following organization chart presents the current plan of organization for the

Construction Services Department.

Currrent Organization of the
Construction Services Department

City of West Palm Beach, Florida

Director / Building Official (1)

‘ Sr. Systems Analyst (1) }»_{ Management Analyst (1) ‘

[ [ 1
Permitting and Licensing Services Support Staff Inspection Services
Manager/ Asst. Building Official (1) Office Supervisor (1) Manager / Asst. Building Official (1)

[
[ 1

‘ Chief Plans Examiner (1) | Permitting and Licensing Supervisor (1) ‘ Secretary (3) _{ Chief Building Inspector (1) ‘
Clerical Specialist (2)
Building Plans Examiner Il (2) License & Permit Specialist (5)
Vacant (1) Vacant (2) Vacant (1)

Clerical Assistant (2)
Vacant (1)

Building Plans Examiner (5.5)
Vacant (1)

Business Tax Inspector (0.5) ‘ Chief Mechanical Inspector (1) ‘

Records Retention Specialist (2)

S A I E

Vacant (0) ‘ ‘ Building Inspector (8) ‘

Electrical Plans Examiner Il (1)
Vacant (0)

Mechanical Inspector (2)
Vacant (1)

Electrical Plans Examiner (1)
Vacant (0)

_{ Chief Plumbing Inspector (1) ‘

Mechanical Plans Examiner Il (1)

Vacant (0)
Plumbing Inspector (3)
Vacant (1)
Vacant (0)
Chief Electrical Inspector (1)
Plumbing Plans Examiner Il (1)

Vacant (0)

Plumbing Plans Examiner (1)

Electrical Inspector (4)
Vacant (0)

Vacant (1)

Fire Plans Examiner (1)

Engineering Plans Examiner (1)

Mechanical Plans Examiner (1) ‘
Zoning Plans Examiner (1) ‘

-t T° [ T T T T

Matrix Consulting Group Page 14



CITY OF WEST PALM BEACH, FLORIDA
Analysis of Construction Services Department

The section, which follows, provides a summary of the key roles and

responsibilities of the positions in the Construction Services Department.

3. SUMMARY OF KEY ROLES AND RESPONSIBILITIES

Position

Number

Auth. [ Actual

Responsibilities

Administration

Director / Building Official

1.0 1.0

Serves as Department Director.

Directly supervises top management staff of
the department.

Serves as the City of West Palm Beach’s
building official / building code administrator
responsible for all final code interpretations and
compliance with the State of Florida’s Building
Code Requirements.

Supervises assigned staff and sets policy and
management direction for the Department as a
whole.

Establishes policy and procedures for the
department.

Monitors department performance and
expectations.

Oversees development and implementation of
new projects and initiatives.

Responsible for budget development.

Matrix Consulting Group
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Number

Senior Systems Analyst 1.0 1.0 » Establishes the Strategic Technology Direction
for the Construction Services Department in
conjunction with the Building Official along with
support from the Management Information
Systems Department

» Identifies, reviews, assists in selection and
implements CSD information technology and
telecommunications advances providing for
greater efficiency and customer service

+ Responsible for the ongoing operation and
maintenance of technology systems and
software, including:

— E-Gov Plus and related applications such
as CommunityPlus real-time internet-based
permitting and plan review

— |IP Telephony

— Land Management System

— Document Imaging hardware and related
records management software applications

+ Coordinates the update, maintenance and care
for all technology equipment including field
reporting laptop computers, work stations,
switches, aircards and related hardware
needed to operate advanced technology

* Manages major technology initiatives in CSD,
which currently includes a proposed Digital
Plan Review project and internet transaction
capabilities

» Assists in the extraction of data from existing
systems to allow for advanced management
reports and performance measures monitoring
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Number

Management Analyst 1.0 1.0 * Assists the Building Official in the overall
business management

* Develops management and budget reports to
assist the Building Official based on business
objects

+ Develops management reports to track and
monitor business metrics, performance
measures, revenues and expenses for the
CSD

*  Fund manager for the Building Fund (Fund
130)

*  Program coordinator for IAS Accreditation
Process and ISO community rating system
review

* Developed and prepares monthly Dashboard
reports to provide a summary of management
information related to business operations

* Helps develop and update departmental
policies and procedures

*  Works on special management projects as
directed by the Building Official, such as
preparation of reports and PowerPoint
presentations

Permit and License Services

Manager / Assistant Building 1.0 1.0 * Oversees the overall permitting and plan

Official review function.

» Assist the Director in overall departmental
administration.

* Performs special projects as assigned.

* Responsible as a primary contact for problem
resolution with pending applications and plan
reviews.

Chief Plans Examiner 1.0 1.0 * Supervises assigned plans examiners.

+ Evaluates, supervises and manages day-to-
day work activities of the division.

» Establishes programs for consistency and
uniformity in conducting plan reviews.

Matrix Consulting Group Page 17




CITY OF WEST PALM BEACH, FLORIDA

Analysis of Construction Services Department

Number

Building Plans Examiner Il

2.0

1.0

Same as Building Plans Examiner, plus:

Performs more complex building plan reviews
related to large commercial, large downtown
and mixed use projects = “commercial board”
projects

Reviews plans related to threshold level
buildings (greater than 4 stories)

Discusses and provides consultation related to
code interpretation matters with BPE’s and
Chief Plans Examiner

Ensures proper implementation of new Building
Code provisions in conjunction with Chief Plans
Examiner

Ensures that building plan records on complex
projects are complete, to include engineering
shop drawings, product approvals, wall
systems and other follow-up items needed for
plan implementation and file completion

Building Plans Examiner

5.5

4.5

Reviews building construction plans for
compliance with the Florida Building Code
including any related Chapter 1 local
amendments.

Focus is mainly residential, small commercial
and commercial interior buildouts.

Identifies code compliance deficiencies and
answers related code question inquiries from
general contractors, owner/builders, architects
and engineers.

Enters plans status codes, reasons for failures,
and related comments in “CommunityPlus”
building plan review computer system.
Ensures smaller project plans are processed
within target turnaround times

Re-reviews previously submitted plans until
code compliance is achieved.

Redlines plan drawings to identify contingent
approval based on corrective actions to be
submitted during implementation.
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Number

Electrical Plans Examiner || 1.0 1.0

Same as Electrical Plans Examiner, plus:

+ Performs more complex electrical plan reviews
related to large commercial, large downtown
and mixed use projects

* Reviews electrical plans involving high
voltages, complex circuitry and back-up
electrical generation systems

» Discusses and provides consultation related to
code interpretation matters with BPE’s and
Chief Plans Examiner

*  Ensures proper implementation of new Building
Code provisions in conjunction with Chief Plans
Examiner, including the Florida Energy Code
provisions of the building code

*  Ensures that building plan records on complex
projects are complete, to include engineering
shop drawings and other follow-up items
needed for plan implementation and records
completion

Electrical Plans Examiner 1.0 1.0

* Reviews electrical plans for compliance with
the Florida Building Code including any related
Chapter 1 local amendments

* Focus is mainly residential, small commercial
and commercial interior buildouts

+ Identifies code compliance deficiencies and
answers related code question inquiries from
general contractors, owner/builders, architects
and engineers

* Enters plans status codes and comments in
“CommunityPlus” building plan review
computer system

*  Ensures smaller project plans are processed
within target turnaround times

* Re-reviews previously submitted plans until
code compliance is achieved

* Redlines plan drawings to identify contingent
approval based on corrective actions to be
submitted during implementation
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Number

Mechanical Plans Examiner Il 1.0 1.0

Same as Mechanical Plans Examiner, plus:

Performs more complex mechanical plan
reviews related to large commercial, large
downtown and mixed use projects

Reviews mechanical (HVAC) system plans
involving complex, integrated heating, cooling,
ventilation and fire control systems

Discusses and provides consultation related to
code interpretation matters with BPE’s and
Chief Plans Examiner

Ensures proper implementation of new Building
Code provisions in conjunction with Chief Plans
Examiner

Ensures that building plan records on complex
projects are complete, to include engineering
shop drawings and other follow-up items
needed for plan implementation and records
completion

Mechanical Plans Examiner 1.0 1.0

Reviews mechanical plans for compliance with
the Florida Building Code including any related
Chapter 1 local amendments.

Focus is mainly residential, small commercial
and commercial interior buildouts.

Identifies code compliance deficiencies and
answers related code question inquiries from
general contractors, owner/builders, architects
and engineers.

Enters plans status codes and comments in
“CommunityPlus” building plan review
computer system.

Ensures smaller project plans are processed
within target turnaround times.

Re-reviews previously submitted plans until
code compliance is achieved.

Redlines plan drawings to identify contingent
approval based on corrective actions to be
submitted during implementation.
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Number

Plumbing Plans Examiner I

1.0

1.0

Same as Plumbing Plans Examiner, plus:

Performs more complex plumbing plan reviews
related to large commercial, large downtown
and mixed use projects

Reviews plumbing plans involving great
complexity such as plumbing requiring
enhanced systems or pumping along with
integration into sprinkler systems and other fire
protection

Discusses and provides consultation related to
code interpretation matters with BPE’s and
Chief Plans Examiner

Ensures proper implementation of new Building
Code provisions in conjunction with Chief Plans
Examiner.

Ensures that building plan records on complex
projects are complete, to include engineering
shop drawings and other follow-up items
needed for plan implementation and records
completion

Plumbing Plans Examiner

1.0

1.0

Reviews plumbing plans for compliance with
the Florida Building Code including any related
Chapter 1 local amendments

Focus is mainly residential, small commercial
and commercial interior buildouts

Identifies code compliance deficiencies and
answers related code question inquiries from
general contractors, owner/builders, architects
and engineers

Enters plans status codes and comments in
“CommunityPlus” building plan review
computer system

Ensures smaller project plans are processed
within target turnaround times

Re-reviews previously submitted plans until
code compliance is achieved

Redlines plan drawings to identify contingent
approval based on corrective actions to be
submitted during implementation

Fire Plans Examiner

1.0

1.0

Reviews all submitted plans for conformance
with Fire Codes.

Conducts all initial and resubmittal plan
reviews.

Identifies code compliance deficiencies and
answers related code question inquiries from
general contractors, owner/builders, architects
and engineers

Serves as a resource to applicants in resolving
issues regarding code compliance.
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Engineering Plans Examiner 1.0 1.0 * Reviews primarily residential building
construction plans for engineering impacts
related to site interaction with the public right-
of-way

* Reviews commercial building construction
plans for dumpster enclosure compliance and
stormwater plan and water quality compliance
by ensuring system tie-in is available

* Reviews any applicable SFWMD permit
pervious/impervious calculations for accuracy
and Notice of Intent requirements on parcels >
1 acre

* Checks drainage plans for finished floor plan
elevations, lot sloping and NPDES compliance
on commercial building plans

* Verifies issuance of engineering right-of-way
disturbance permits if applicable

* Ensures driveway approaches and planned
sidewalks are constructed to City code
specifications

Zoning Plans Examiner 1.0 1.0 * Reviews permit applications/plans for zoning
and land use compliance

* Focus is on single-family residential and small
commercial projects

* Residential project plan reviews include simple
permits such as pools, fences, residential
additions, generator installs, and landscaping
updates

* Reviews plans for landscaping/vegetation,
building setbacks, easement encroachments

* Reviews site plan to identify items that will
impact the exterior of building and site

* Identifies applicable Land Development
Regulations and special zoning or overlay
districts

* Forwards plans to the Urban Design Planning
Division if detailed special reviews are
necessary, generally for Downtown and Mixed
Use Development Districts (MUD'’s:
Northwood, Curry Corridor, and Broadway)

+ Performs land use and zoning research to
ascertain the legalities or grandfathering
applicability associated with land/zoning uses
related business rental license applications

*  Monitors “Buildout Board” to identify projects
that may exceed 50% construction cost to
current valuation to ascertain if a detailed
zoning review or variance may be necessary
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Permits and License Supervisor 1.0 1.0 + Responsible for the supervision and
management of the Permits and Licenses
Division.

* Responsible for generating reports from
CommunityPlus, such as housing report, new
construction, weekly permits, revenue
collections detail, new business, expired
permits, etc.

»  Provide customer service, troubleshoot and
resolve problems.

* Answer phones.

*  Monitor front counter activity and provide
backup when needed.

License and Permits Specialist 7.0 5.0 *  Meet with customers of the Construction
Services Department to ascertain customers’
needs

» Performs initial intake to determine whether
customer needs assistance with:

— Building permits

— Business tax licenses

— Rental tax licenses

—  Other related CSD services, such as
requested Pre-Inspection Reviews

* Reviews application type for completeness

* Determines processing requirements, if product
approvals may be required, and whether non-
CSD reviews are necessary based on the type
of application. Additional needs may include:
— Fire inspections (3 or more apartments)

— Dept. of Business and Professional
Regulation (5 or more apartments)

+ Enters required data into “CommunityPlus”
permitting system to initiate the permitissuance
process

* Produces permit invoices for collection by the
cashier

* Answers telephone inquiries related to
customer requirements for permit processing

» Confers with or refers complex code questions
to plan reviewers

* Ensures proper signatures and notarization

» Verifies licensing requirements of applications,
such as validity of:

— General Contractor’s license
— Business tax license

+ Performs special system research assignments
to aid with updated expired/open permits to get
permits reissued or closed out

* Covers the telephone switchboard duties and
the Plan Pick-up Intake Receptionist duties on
an as needed basis
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Business Tax Inspector 0.5 0.5 * Monday - Friday, 8 a.m. — noon

* Uses a “get businesses into compliance”
approach rather than an enforcement and
citation approach by providing business tax
receipt applications for unlicensed, new
businesses.

* Responsible for identifying and bringing into
compliance all businesses located in the City
who do not have current business tax receipts.

* Reviews tax license database in
“CommunityPlus” for business tax receipts that
were not renewed

» Verifies City location in Palm Beach County
Property Appraiser’s database by checking for
City’s tax code within folio number

» Assists in coordinating courtesy letters to
obtain renewals for those companies still in
business

» Visits businesses to ascertain status of
business tax receipts when renewals are not
processed

* Identifies business tax receipts fee amounts
due based on a review of the City’s Business
Tax Ordinance Fee Schedule and type of
business found

+ Tracks and monitors results of compliance
efforts and revenue generation in Excel
database

* Retroactively bills businesses that have not
paid business taxes up to 3 year Statute of
Limitations

+ Refers unresolvable compliance cases to Code
Enforcement for further investigation and
potential prosecution

* Identifies businesses with multiple City
locations to determine if each location has an
individual business tax receipt

*  Occasionally reviews inventory to match
against claimed inventory for discrepancies if
readily accessible/observable

Office Support

Office Supervisor 1.0 1.0 » Directly supervises all office support personnel
on behalf of Department Director.

* Conducts day to day performance monitoring,
work assignments, and performance evaluation
of assigned staff.

» Assists Director as requested in conducting
special projects and managing office
operations.

* Provides backup, as needed, to other staff
during absence.
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Secretary 2.0 1.0 * Provide general administrative and clerical
support to staff in each Division.
» Track time and attendance. Enter data for
biweekly payroll.
+ Track leave time usage.
* Process overtime slips.
+ Responsible for tracking ‘incidents’ such as
tardiness, sick leave, etc.
* Coordinate the administration of performance
evaluations.
* Maintain files.
* Create purchase requisitions.
* Process invoices and submit for payment.
*  Order materials and supplies.
» Tracks ‘red tags’ (i.e., code violations).
Secretary — Demolition 1.0 1.0 *  Provides support to the Building Inspector

responsible for demolitions.

* Process all paperwork for one of three types of
cases: repair, demolition or emergency
demolition.

* Issue memos notifying pertinent departments
and property owner of pending action (e.g.,
Housing and Community Development, Law
Department, Historic Preservation, etc.)

* Generate notice of condemnation.

* Forward information to Law Department for title
search.

* For repairs:

— If a property is unclaimed, must publically
advertise the notice of condemnation.

— If the property is claimed (i.e., owner
acknowledges receipt of notice), owner has
60 days to make repairs. A second notice
is issued after 60 days if repair work has
not begun. After 90 days of no response /
action, the Department moves to demolish
property.

* For demolition:

— Conduct same preliminary notifications
(e.g., title search, notices issued to home
owner or advertised if unclaimed).

— Issue general notice to demolish.

— Owner has 15 days to respond by getting a
permit or appealing the decision.
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Secretary — Demolition
(Continued)

For emergency demolitions:

— Conduct same preliminary notifications.

— Issue notice to demolish to owner and
Mayor’s Office.

— Post emergency condemnation notice and
issue notice to owner, who has 5 days to
respond.

Work with the Purchasing Department to issue

invitation for bids to demolish property.

Work with other City departments to place a

lien on properties demolished by the City.

Maintain demolition schedule to track

properties.

Clerical Specialist 2.0 2.0

One position is responsible for intake of plans.

This includes:

— Receive plans from front counter staff.

— Review application and each page to
determine, which trades will be required to
review plans.

— Ensure completeness of application.

— Utilize boards in staff area to document
pending work assignments, including large
commercial projects, build outs (BOB), etc.

— Route plans.

— Receive and route re-submittals. Update
boards, if necessary.

— Provide customer service.

— Research plan status and history for
customers.

Records Research:

Coordinates Department’s records research
program related to public records requests
obtained through the City Clerk or public
directly.

Researches records in EGov Plus (1999 to
current) or separate databases if search pre-
dates 1999 (Databases: 1988-1992; 1993-
1998).

Determines if proper impact fees for planned
developments have been previously paid.
Prepares cost estimates for research projects
that are anticipated to take more than an hour.
Utilizes City’s records ordinance to determine
anticipated and actual service charges for
copies and/or extensive research.

Sends form letters and directs accounts
receivable payments for completed research to
cashier.
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Clerical Specialist (Continued) * Identifies documents and obtains from off site

storage various public records, such as:

— Parcel surveys

Building Plans

Certificates of Occupancy

As built plans
— Site plans

* Maintains database of records requests since
inception of research program

* Maintains electronic filing system folders for all
data files previously provided via compact disc
so repeat requests can be efficiently retrieved
and provided

* Developed “how to” e-mails and form e-mails to
answer public records inquiries to include how
to retrieve post 1998 records information on E-
Gov Plus via the City web site

Clerical Assistant 2.0 0,0 Two full-time support positions are provided via a
temporary staffing services contract with “Office
Team.” Assignments are:

Main switchboard telephone receptionist:

* Answers the main incoming phone lines for
CSD and directs calls according to customer
needs

* Forwards general customer questions to Permit
Specialists in rotational order

* Forwards detailed requests/inquiries to Chief
Inspectors when related to building inspection
issues or problems

» Identifies and advises customers about
automated resources such as the Interactive
Voice Response (IVR) telephonic inspection
system and internet services

* Answers switchboard general questions from
the public.

File Clerk:

+ Assists in developing and maintaining paper
filing systems for permit applications and plans.

* Retrieves and replaces active permit and plan
files as needed by plan reviewers and
inspectors.

+ Obtains Excel database report from MIS to
identify closed and voided permit files that can
be stored off site based upon age of project.
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Clerical Assistant (Continued)

Assists Records Retention Specialists by
preparing closed and voided permit files and
plans for electronic scanning and off site
storage.

Assists with Expired Permits Program by
matching old, expired permit numbers to newly
issued permits in CommunityPlus system.
Backs up the duties of the telephone
receptionist as necessary.

Records Retention Specialist

2.0

2.0

Jointly manage the CSD Records Retention
Program via the FileNET digital based
document management system.

Responsible for creating a digital permit and
plan file for all closed files to include the permit
application, plans, CO, product approval
documents, etc.

Operates high-volume and wide format
scanning equipment to create digital images
from paper records.

Indexes scanned images utilizing EZ Index
software that populates the CommunityPlus
records database.

Creates DVD’s of stored images and data.
Coordinates off-site storage requirements
using Versatile computer software program to
create database of box contents and ensures
shipment to offsite storage through the Clerical
Assistant who coordinates pick-up of boxes.

nspection

Services

Manager / Assistant Building
Official

1.0

0.0

Directly responsible for the operations of the
Inspections Services Division including
supervising and evaluating assigned staff.
Ensures performance expectations are met by
all staff.

Assists in resolving concerns, issues, and
problems related to the Inspections function.
Performs special projects as assigned by
Director.
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Chief Building Inspector 1.0 1.0 * Responsible for the day-to-day operations of
the building inspectors.
* Receives and assigns workload daily based on
requests for inspections.
* Monitors workload and activities of staff.
* Conducts side-by-side inspections with
Building Inspectors.
* Ensures consistency of interpretation of
building codes.
*  Works with developers to resolve issues and /
or complaints.
+ Conducts inspections, as needed.
+ Completes performance evaluations of staff.
Building Inspector 6.0 5.0 * Responsible for conducting field inspections.

* Receive daily inspection assignments from the
Chief Building Inspector.

* Assigned based on workload and geographic
distribution of inspections.

* Inspect new construction, remodels /
renovations, etc. for compliance with plans and
Florida Building Codes.

* Results inspections in the field.

* Conducts re-inspections as necessary.

»  Proactively identifies issues, such as
unpermitted work, etc.

* Generate ‘red tag’ notices for violations.

* Conducts follow up inspections.

* Answer phones and respond to requests from
contractors.

* Conduct inspections of expired permits.

» Inspects properties for business tax.
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Building Inspector — Demolition 1.0 1.0

Manages the CSD involvement in the Unsafe
Structures and Demolition Program.

Works with Code Enforcement Task Force and
City Attorney’s Office on a step-by-step
process of determining a building’s structural
integrity, habitability and related life safety
issues from the initial on-site inspection
through building demolition.

Red-tags buildings determined to be unsafe,
often in conjunction with other Code
Enforcement and/or law enforcement matters.
Identifies a list of buildings requiring the initial
60-day notice to comply letter from the City
Attorney’s Office.

Obtains information related to criminal activity
from the Police Department to assist in
determining public nuisance status.

Provides information to building owners by
phone, in-person or by letter to advise what
corrective actions are necessary for life safety
code compliance.

Provides list of title searches needed from the
City Attorney’s Office.

Provides second notice to comply letters.
Testifies regarding unsafe structure cases
before the Construction Board of Adjustment
and Appeals (CBAA).

Assists in the preparation of the proper legal
advertisements and posting of notices on site
to initiate condemnation and demolition.
Coordinates utility releases and shutoffs as
needed.

Coordinates work authorization demolitions via
bid awards as determined by City purchasing
process.

Ensures recordation liens and other required
legal documents with County and City once site
is cleared.
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Building Inspector — Threshold 1.0 1.0 + Responsible for conducting regularly
Sites inspections, similar to other Building
Inspectors.

* In addition, oversees projects on which there is
a fulltime, onsite private building inspector.
There are currently 12 projects with onsite
inspectors.

* Responsible for monitoring inspections
performed by onsite inspectors.

* Receive and review onsite inspector’s daily
journal.

* Conduct onsite inspections at threshold sites.

* Visits project sites a minimum of once every
two weeks.

* Maintain records and documentation of
threshold site inspector activities, including
copies of the private sector inspector.

Chief Inspector — Mechanical 1.0 1.0 * Responsible for the day-to-day operations of
the Mechanical Inspectors.

* Receives and assigns workload daily based on
requests for inspections.

* Monitors workload and activities of staff.

* Conducts side-by-side inspections with
Mechanical Inspectors.

* Ensures consistency of interpretation of codes.

*  Works with developers to resolve issues and /
or complaints.

+ Conducts inspections, as needed.

+ Completes performance evaluations of staff.

Mechanical Inspector 3.0 2.0 * Responsible for conducting field inspections.

* Receive daily inspection assignments from the
Chief Mechanical Inspector.

* Assigned based on workload and geographic
distribution of inspections.

* Inspect new construction, remodels /
renovations, etc. for compliance with plans and
Florida Building Codes relating to mechanical
systems.

* Results inspections in the field.

+ Conducts re-inspections as necessary.

»  Proactively identifies issues, such as
unpermitted work, etc.

* Generate ‘red tag’ notices for violations.

* Conducts follow up inspections.

* Answer phones and respond to requests from
contractors.

* Conduct inspections of expired permits.

» Inspects properties for business tax.

Matrix Consulting Group Page 31




CITY OF WEST PALM BEACH, FLORIDA
Analysis of Construction Services Department

Number
Chief Plumbing Inspector 1.0 1.0 * Responsible for the day-to-day operations of
the Plumbing Inspectors.

* Receives and assigns workload daily based on
requests for inspections.

* Monitors workload and activities of staff.

* Conducts side-by-side inspections with
Mechanical Inspectors.

* Ensures consistency of interpretation of codes.

*  Works with developers to resolve issues and /
or complaints.

+ Conducts inspections, as needed.

+ Completes performance evaluations of staff.

Plumbing Inspector 4.0 2.0 * Responsible for conducting field inspections.

* Receive daily inspection assignments from the
Chief Plumbing Inspector.

* Assigned based on workload and geographic
distribution of inspections.

* Inspect new construction, remodels /
renovations, etc. for compliance with plans and
Florida Building Codes relating to plumbing and
gas systems.

* Results inspections in the field.

+ Conducts re-inspections as necessary.

»  Proactively identifies issues, such as
unpermitted work, etc.

* Generate ‘red tag’ notices for violations.

* Conducts follow up inspections.

* Answer phones and respond to requests from
contractors.

* Conduct inspections of expired permits.

+ Conduct plan reviews, as needed.

» Inspects properties for business tax.

Chief Electrical Inspector 1.0 1.0 * Responsible for the day-to-day operations of
the Electrical Inspectors

* Receives and assigns workload daily based on
requests for inspections.

* Monitors workload and activities of staff.

* Conducts side-by-side inspections with
Electrical Inspectors.

* Ensures consistency of interpretation of
building codes.

*  Works with developers to resolve issues and /
or complaints.

* Conducts inspections, as needed.

+ Completes performance evaluations of staff.
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Electrical Inspector 4.0 3.0

Responsible for conducting field inspections.
Receive daily inspection assignments from the
Chief Electrical Inspector.

Assigned based on workload and geographic
distribution of inspections.

Inspect new construction, remodels /
renovations, etc. for compliance with plans and
Florida Building Codes relating to electrical
systems.

Results inspections in the field.

Conducts re-inspections as necessary.
Proactively identifies issues, such as
unpermitted work, etc.

Generate ‘red tag’ notices for violations.
Conducts follow up inspections.

Answer phones and respond to requests from
contractors.

Conduct inspections of expired permits.
Conduct business tax inspections.

Electrical Inspector — Office / 1.0 1.0
Misc.

Supports the Chief Electrical Inspector.
Answers phones, provides technical assistance
where needed on electrical requirements and
codes.

Research expired permits and close out
expired permits when possible.

Assigns business tax inspections.
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3. BEST MANAGEMENT PRACTICES ANALYSIS

While the study of the Construction Services Department is designed to provide a
comprehensive analysis of operations, organization and staffing, as well as
management, this chapter represents an important aspect of the evaluation of
performance and operations of the Department. In order to make the assessments of
operational strengths and improvement opportunities, the project team developed a set
of performance measures which we call “best management practices” against which to
evaluate these processes. These performance measures comprise the main thrust of
this diagnostic assessment.

The measures utilized have been derived from the project team's collective
experience and represent the following ways to identify departmental strengths as well
as improvement opportunities:

. Statements of "effective practices" based on the study team's experience in
evaluating operations in other agencies or “industry standards” from other

research organizations.

. Identification of whether and how the City of West Palm Beach meets these
performance targets.

. A brief description of potential alternatives to current practice.

The purpose of the diagnostic assessment was to develop an overall assessment
of the Construction Services Department. It should be noted that every function is not
covered in this report.

The detailed assessment of each best management practice is contained in

Appendix A of this report. The following points, summarize some of the major findings
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of this assessment in three critical areas: Building Inspections, Use of Technology, and

Plan Review.

The section, below, identifies the strengths and opportunities for improvement for
building inspections.

1. BUILDING INSPECTION.

There are a number of positive aspects regarding the delivery of the inspection
services by the Construction Services Department. Examples of these positive aspects
are presented below.

. Inspections are generally conducted within one workday of receipt of request for
the inspection. Inspectors are typically achieving inspections workloads of 10 to
14 inspections per day — meeting best practices standards.

. Inspection requests received prior to 7 a.m. are assigned to a Building Inspector
and completed that workday. Inspection requests are accommodated, when
possible, even when made on the same day.

. The Construction Services Department enables inspection requests to be
requested by contractors utilizing various methods including online and through
the IVR (Interaction Voice Response) systems.

. Building Inspectors have laptop computers assigned for use in the field. All
inspection notes, violations and approvals are entered directly into the laptop
computer while in the field. Inspectors may access information regarding the
status of permits and the history of the permit and inspections contained within
while in the field.

There are also a number of opportunities for improvement in the building
inspection practices utilized by the Construction Services Department. These
opportunities are portrayed below.

. Daily inspector case assignments are done manually. The existing software has
the capability to directly assign inspections based upon workflow requirements to

the appropriate inspector based upon either t