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Category Rec # Matrix Recommendation City Team Response Priority
Implementation

effort
Ongoing Effort Cost Dependency Mar 17 Jun 17 Sept 17 Dec 17 Mar 18 Jun 18 Sept 18 Dec 18

Structure 1

Continue a dedicated Permitting Oversight
Committee consisting of the City Attorney’s
Office, Planning Director, Inspection Services
Official, Director of Code Enforcement, Water
Director, Electric Director, Fire Marshal, and CIO
to oversee implementation of permitting
improvements and oversee the permitting
process as a whole.  The Committee should
engage the CAO’s office as appropriate.  The
Committee should report to the Mayor’s Office
and be accountable for a clear work-plan with
specific deadlines and deliverables.

We believe this is  a good opportunity to make the process more
effective.

A team has been meeting to review more operational issues; we
recommend that team be broadened and refocused to oversee the
implementation of the changes we identify as a result of this effort
and to resolve more high-level issues surrounding permitting, in
addition the  operational issues it currently looks at.  This
Permitting Oversight Committee (POC) should include
representatives from P&Z, ISD, Water, Fire, Code, BED, CAO, CIO,
City Attorney and the Mayor's Office.

High Easy Medium - X X X X X X X X

Location 3

Create a centralized Permitting Center where all
staff whose primary function involves Permitting
and Land Use are located.  Include desks and
office hours for other employees. Implement
office hours at the center for all staff involved in
review of plans or permitting activities.

We believe that co-locating the teams at one facility is worthwhile,
to better serve the public and to encourage staff collaboration.  As
creating space to house all staff at one location may take a
significant amount of time, we propose that the POC develop a
plan for staff to hold office hours at 645 Pine St, and possibly City
Hall, in the near-term.  The POC should be tasked with developing
a plan for and overseeing a move to a final, single location.

High Difficult - $$$

City Hall /
space

planning
efforts

joint office
hours

x x x
x

Begin plan
single

location

x

X

Structure 2

Develop a plan for creation of a single
Permitting and Land Use department, to
encompass Planning and Zoning and Inspection
Services.  The urgency of this organizational
change would depend somewhat on whether
the Permitting Oversight Committee is
successful in addressing current issues without
an organizational change.

While we believe there is value to exploring this option, we think it
is more important to focus on many of the other
recommendations contained here, including a more formal
Permitting Oversight Committee (1), which will have immediate
and significant impacts to the permitting experience.  We
recommend that the POC re-visit this recommendation once other
recommendations are in place to evaluate if there is a need to
more formally combine the departments.

Medium Difficult - Begin
evaluation

Codes &
Ordinances

53

The City should implement an ongoing process
of routinely reviewing and updating codes and
ordinances to keep them current and prevent
outdated requirements from remaining on the
books.

We believe this is very important, and would like to implement a
regular review of the codes and ordinances.  This will require a
commitment of staff time, will need to be prioritized along with
existing responsibilities, and may require additional resources.  We
recommend the POC evaluate what would be required to commit
to a regular review and prepare a proposal.

Medium Medium Medium
Proposal

for ongoing
review

TRC 12

Enhance the role of the Technical Review
Committee to expand departmental review and
comments of planning applications once
submitted.

Currently, departments attend pre-meetings and are invited, but
not required, to provide comments on applications for major
projects.  We recommend that  the POC be tasked with evaluating
the current process for pre-application and post-application
review to ensure critical feedback is provided in a timely manner
for all major projects.  The new process will need to allow for later
input by trades where reviews are done on early-stage projects
that are not ready for trades feedback.

High Medium Medium
Plan for

new
process

TRC 13

Revise the Planning review process to include:
providing written consolidated TRC comments
to the applicant and requiring meetings (on
larger projects) to review comments prior to
resubmittal.

With 12

Proposed Timeframe
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Category Rec # Matrix Recommendation City Team Response Priority
Implementation

effort
Ongoing Effort Cost Dependency Mar 17 Jun 17 Sept 17 Dec 17 Mar 18 Jun 18 Sept 18 Dec 18

Proposed TimeframeCity of BurlingtonMatrix Consulting Group Recommendation

Single Permit 15

Replace separate zoning, inspection services,
and fire permits (where currently separate
permits are required from each department for
the same project) with a single permit on which
each department signs off and the applicant is
issued a single permit.

We agree there is value to streamlining permits, and recommend
this be accomplished in two steps:
1.  POC should identify areas where duplicative permits are issued
(e.g. fire sprinklers) and work toward consolidating them into a
single permit.
 2.  A working group should be formed to evaluate whether there
is additional value and ability to consolidate other activities into
one permit and make a recommendation back to the POC.

Medium Medium Small
Improve

duplicative
(1)

X X X X X

Working
Group

begins (2)

P&Z Staffing 5
Convert one of the administrative positions
within Planning to a Planning Technician
position.

This is already underway; modification to change an existing,
vacant position to BOF / CC for approval Jan 2017.

High Easy -
within current

budget
X

P&Z 14

The City should adopt objective development
standards that delineate by-right approvals and
utilize the DAB and DRB process only for
discretionary approvals.

P&Z supports this recommendation.  Form Based Code is a step
toward this goal in the downtown area, which we believe should
be expanded to additional areas.  To provide short-term relief, P&Z
will develop a proposal for an expanded threshold for review by
the appropriate boards and Council.

High Easy Proposal

P&Z 11
Eliminate the “non-applicable” zoning
determination process.

The NA decision is not required, but is offered for applicants who
want confirmation before starting work.  We recommend that P&Z
work with the City Attorney to determine if there is a more
effective means of achieving the intended outcome that does not
require a delay in issuing a building permit due to the 15-day
appeal time.

Improvements can also be achieved through developing a
standard operating procedure that can be followed by ISD staff.
Further, moving staff to a single location where staff and
applicants can better interact will likely reduce the perceived need
for the decision.

High Easy Small
Proposal
for new
process

P&Z
Inspection

19

Planners should inspect and sign off on projects
at completion to avoid the need for code
enforcement officers to inspect projects with
which they have no familiarity.

We recommend moving responsibility for performing zoning
permit inspections to P&Z.  This would require at least one
additional headcount for that team.  A plan for this transition
should be developed by the POC, with the goal of moving
responsibility at the start of FY19.

High Medium Medium
+60k annual

+benefits
Plan for

transition

P&Z
Inspection

20

Establish a position in Planning and Zoning to
address shifting responsibilities for conducting
planning and zoning inspections under the new
UCO approach.

See #19.  The plan developed in 19 should include exploring
whether a position could be transferred from P&Z, or whether a
greater focus on closing aged open permits should be followed by
Code.

High Medium - 19 Plan for
transition

P&Z
Inspection

17

Issue the Unified Certificate of Occupancy after
the completion of the final inspection without
requiring additional submittals by applicants to
Code.

We recommend this change be made with the move of zoning
inspection responsibility to P&Z (19).  A process will need to be
developed to address outstanding permits.

High Medium Small 19 Plan for
transition

ISD Staffing 4
Add a Permit Technician to staff the Inspection
Services counter in the permit center.

The team recommends that a more formal evaluation of the need
for and appropriate role of a Permit Tech be evaluated, and a
formal recommendation with proposed job description be
developed in anticipation of FY19 hiring, aligned with creation of a
one-stop shop.

Medium Easy -
+50k annual

+benefits
Proposal
complete

Pr
oc

es
s



DRAFT 4/13/2017 3 of 6

Category Rec # Matrix Recommendation City Team Response Priority
Implementation

effort
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Proposed TimeframeCity of BurlingtonMatrix Consulting Group Recommendation

ISD 16

Identify basic trade permits that could be issued
as “over the counter” permits, issued by a
permit tech or clerk or on-line subject to
inspection.

We recommend that DPW create a task force to identify areas
where OTC permits can be issued providing public value without
risking safety.  The team should develop a formal recommendation
for the POC, which will include plans for implementation of any
changes recommended.  This should be aligned with evaluation of
need for a permit tech.

Medium Medium tbd 4 Proposal
complete

ISD Inspection 23

In the short-term, centralize inspection
scheduling by creating an inspections scheduling
phone number to be monitored and used by
trained administrative staff.  Longer-term,
implement on-line inspection requests and
scheduling.

In the near-term, DPW will develop an improved process for
scheduling inspections to improve customer experience and
reduce staff time required to support scheduling.  Exploration of
possible automated tools will begin in partnership with IT

For the longer term, requirements for new software will include
the ability to schedule inspections online.

High Medium Small
New software

(39)

Identify and
begin

implement
interim tool

ISD Inspection 24
Adopt an inspection performance standard that
guarantees inspections within a defined time
period following request by the applicant.

We recommend this be evaluated and implemented at a later
phase of the project.  It will require other recommendations be
implemented, such as hiring a permit tech and offering online
scheduling, and those other steps will have more significant impact
on customer satisfaction.

Medium Medium tbd tbd 4, 39 Develop
proposal

ISD Inspection 25

If the workload level is too high to accomplish
inspections within the adopted time frame,
consider adding a “combo” inspector with cross
training to inspect for multiple disciplines.

DPW is in conversations with the State to understand whether
they would approve hiring a combination inspector to perform
single family inspections  DPW has also identified other
opportunities to address building inspection volumes and working
toward a faster inspection standard.  Possible solutions include
staff overtime,  maintaining a budget for and list of approved
contractors, and mutual aid agreements with other communities.
Once their research is complete, they will make a formal
recommendation about next steps to the POC and Mayor.

Medium Medium tbd tbd 24 Proposal
complete

ISD Codes 29
The City should consider the adoption of the
International Residential Code and Existing
Building Code.

IBC anc IEBC are already adopted as part of State Reference Code.
We recommend that DPW create a task force to consider the
recommendation to adopt the International Residential Code.  The
team would work with the State to understand our ability to
implement the IRC, as well as with the development community to
gather their feedback and determine if there is real value in
implementing the change.

Medium Medium tbd tbd Proposal

Education 34

The City should develop a comprehensive
Development Guide that provides an overview
of the development process. This would be used
to train new staff in the process and improve the
public’s understanding of the process.

We recommend this be undertaken and the City develop a web
and print guide to help the public better understand the
development process and clearly identify what steps they must
take to successfully complete the permitting process.  The project
should incorporate a guide and a matrix as identified in 35.  We
recommend this be undertaken after significant process changes
have been implemented to ensure the guide is useful and up to
date.

High Medium -
$25,000

consultant

Significant
changes

implemented
X

Education 35

The City should develop an Application/Permit
Matrix that outlines the timeframes for
performance, the parties responsible for review,
and major submittal requirements for each type
of application or permit.

see 34
$5k

consultant
with 34 X
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Category Rec # Matrix Recommendation City Team Response Priority
Implementation

effort
Ongoing Effort Cost Dependency Mar 17 Jun 17 Sept 17 Dec 17 Mar 18 Jun 18 Sept 18 Dec 18

Proposed TimeframeCity of BurlingtonMatrix Consulting Group Recommendation

Education 10

The City should increase focus on providing
consistent information and feedback to
customers, including ensuring that
interpretations made by staff and decisions
made by boards are consistent over time.

Interpretations are currently tracked, however there is no
mechanism in place for them to be available online.  P&Z will work
to post the existing interpretations online.  Longer-term P&Z and
IT will explore options for making the interpretations available
online for staff and public access.  (Also see 37)

Medium Medium Small tbd Posted
online

Education 37

Applicable city staff should document
interpretations of the land development code,
building code, and internal policies and
procedures and make these available to the
public on the City’s website.

See 10 Medium Medium Small tbd Posted
online

Forms 36

All application forms should be updated to
fillable PDF format and made available online for
customers to complete and print out.  Longer-
term, the City should provide online forms.

We recommend quickly identifying an intern or consultant who
can complete converting the documents to fillable forms and
posting them to the website.  Staff from P&Z, ISD and Code will
catalog all of the forms to be converted.  IT and City Attorney will
explore appropriate means for capturing e-signatures.

High Easy -
$4k-$5k

consultant
X

Training 8

Department staff should be hired, trained, and
rewarded based on a balance of technical and
customer service skills.  Department managers
should model, promote and encourage problem
solving and customer service.

Leadership for P&Z, ISD and Code will attend customer service
training and will strive to weave a customer service focus into
operations and expectations.  Leadership will also work to ensure
standard operating procedures (SOPs) exist for key activities, and
that regular training occurs for all staff to ensure standardized and
consistent customer experiences.  They will also work do ensure
training occurs across teams and departments to ensure all staff
have the information they need to provide customer support for
all requests they receive.

High Medium Small with 9 X X X X X X X

Training 9

The City should provide periodic customer
service training to all staff involved in the
development review and permitting functions to
ensure a consistent approach.

We recommend that customer service training be provided to all
permitting staff who interface with the public on a regular basis.
This effort should be coordinated with other customer service
training needs/efforts that exist across the City.

High Easy Small $7,500 annual with 8 X X

Reporting 6

The City should track workload and review times
for planning and building permits in greater
detail and prepare monthly performance
reports, which should be shared with the public
and used by managers to make decisions
regarding resource deployment and workload
management.

The ability to deliver detailed  workload and performance reports
will be a requirement for any new software to be selected.  An
interim solution should be explored for more immediate reporting:

1.  P&Z currently reviews regular reports about permit activity.
These reports will be used to identify if  additional data should be
added based on the recommendation.
2.  ISD will develop a template for a report to provide data
recommended.

Once each request is complete, IT will estimate the effort that will
be required to deliver the reports, and the POC will determine
whether it is worth the effort to implement the changes for
interim reporting.

Medium Medium Small tbd
IT availability,

39
Needs

identified
IT proposal

to POC

Reporting 7

The Department should develop more detailed
monitoring reports on building permit inspection
volumes and scheduling and use this to track
and address delays.

See 6

6

Survey 33
The City should conduct an annual and ongoing
customer satisfaction survey.

We recommend members of the POC evaluate the best means of
implementing a survey.  The team should also consider how to
align this survey with other survey/ public engagement efforts that
may be underway.

Medium Medium Medium tbd Proposal
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Implementation
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Ongoing Effort Cost Dependency Mar 17 Jun 17 Sept 17 Dec 17 Mar 18 Jun 18 Sept 18 Dec 18

Proposed TimeframeCity of BurlingtonMatrix Consulting Group Recommendation

Aging permits 22

In the future, the City should more proactively
inform applicants when no action has occurred
on a permit within a specified time period
(where not already occurring), should consider
issuing permits for shorter time durations, and
expire permits when no activity has occurred.

P&Z currently sends notification to holders of open permits 60 and
90 days prior to expiration.

ISD will work with IT to evaluate whether an automated
notification can be sent to building permit holders as they
approach expiration.

The ability to perform automated notification of upcoming permit
expirations will be a requirement specified for any new software.

Medium Medium automated
interim

solution cost
tbd

39
Determinati

on of ISD
notices

X

Aging permits 21
The City should continue to focus on closing old
open permits by having inspectors conduct
follow-up activities while in the field.

On 12/19/16 an ordinance change was approved that allows P&Z
to require zoning permit applicants to close out all open permits
before they are allowed to receive a permit for new work.  This
will greatly assist with closing out old permits.

We recommend a team be put in place to develop a proposal for
addressing the outstanding permits, that considers how to re-
engage the contractor who performed the original  work in the
inspection as required.

Low Difficult Medium
significant
staff time

Proposal

Expedited 38

The City should implement an expedited permit
processing option for applicants that meet
criteria designated by the City.  Suggested
criteria include project that either support
economic development efforts of the City
(increasing tax base, employment, etc.) and
projects is designated focus areas for the
community such as childcare facilities,
affordable housing project, etc.

We do not recommend pursuing this recommendation, as we
believe it encourages perceptions of inequity and favoring those
with more money.

We recommend that an expedited process could be used to
support the policy goals of the City (e.g. creation of child care or
affordable housing).

Not
recommende

d

Software 27
The City of Burlington should implement tablet
or laptop use for all field inspections.

IT is working with ISD and expects to have mobile capabilities by
February 2017.    Longer term, our goal will be to identify a new
application that provides more robust mobile functionality.

Tablets have been rolled out and are in use by Code Enforcement,
and could also be made available to P&Z staff to perform final
inspections.

High Medium Small 39 X

Software 39
The City should prepare an RFP for new
permitting software as well as cost estimates for
upgrades and alterations to the current system.

We believe identifying an improved tool is critical to improving our
work, customer service, online services, and reporting capabilities.
We suggest issuing an RFP to identify a consultant to assist us with
documenting our requirements (see 40), which will include
changes to processes that will be made based upon reform efforts,
and selecting an appropriate new tool.  The search would be open
to our existing provider, CSDC, as well as new providers.  The RFP
and search should be started once the key process changes have
been fully developed and approved, to ensure the new software
can support, and is created to, support the new work.

High Difficult

up to $600k
implementati
on + annual

maintenance

40 RFP issued
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Proposed TimeframeCity of BurlingtonMatrix Consulting Group Recommendation

Software 40

To ensure selection of the most appropriate
permitting system, the City should utilize a
detailed functionality requirements component
in the RFP issued to enable effective comparison
of the different systems and responses received

see 39 High Difficult -
$70k

consultant
39 Consultant

selected

Software 26

The City should implement an on-line portal for
permit applicants allowing them to apply, pay
for, and receive permits electronically as well as
look up status of plan review and check
inspection results.

Any new permitting software selected would be required to
provide the ability to apply for, monitor, and receive permits
online.   Rolling out this functionality would be included in an
implementation plan resulting from 39.

The POC should be asked to explore if there are interim web site
improvements that can be made, and to identify any simple
permits that could be issued online and evaluate whether there is
value to implementing any interim functionality ahead of the
longer term solution.

High Medium with 39 39
explore
interim

solutions
X

GIS 41

The City should explore options to increase the
level of accuracy of the GIS data regarding
property boundaries.  Until accurate property
boundaries are available through GIS, the City
will be significantly limited in some efforts to
streamline and further automate processes.

The POC should be tasked with researching best practices in other
communities and evaluate our current capabilities relative to
those practices, as well as to develop procedures for when we
require a survey to be provided by an applicant to confirm
property lines and protect the public ROW.  Our current process is
typically based on the customer's representation, without
requiring they provide additional surveys in most cases.

High Medium Medium tbd Proposal

Fees 28

The City should review all fees associated with
development review and permitting activities to
ensure that all costs associated with providing
these services, including overhead and
technology costs, are covered by the fee.

We recommend that a working group be developed, to include
participation and support from the CAO's office, to evaluate
current fees to ensure they are fair, appropriate, and recover all
direct and indirect permitting costs to the City.

Medium Medium Begin
evaluation

Proposal

Fees 18
Eliminate the zoning CO application fee.  If an
additional fee is to be charged it should be
incorporated into the permit fee.

We recommend this be considered as part of the overall fee
structure review, see 28.

The POC should evaluate changing the timing of this fee in the
short-term.  Ultimately, this should be included in the plan to
transition responsibility for performing zoning inspections moves
to P&Z (19).

Medium Easy 28 Proposal

Fees 42

The City of Burlington, when implementing a
new fee schedule, should ensure that the fees
are established at a level sufficient to cover all
costs associated with the permitting process,
including the maintenance, upgrade and
utilization of effective technology solutions.

We recommend tech costs be included in overall fee schedule, see
28.

High Medium 28 Proposal
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