
Service 
Improvements

February 2016 Update & 
Report to the Customers of 
LUESA – Code Enforcement 



Background 
• In February 2014, development services departments in Mecklenburg

County, the City of Charlotte, and the surrounding Towns concurred there
were opportunities to enhance services and improve collaboration to
provide more seamless service delivery.

• City/County contracted with consultants to obtain the “Voice of the
Customer” and to conduct an independent review of process and
procedures, with input from the Towns.

• Gartner was hired to conduct the independent review.  The project team
identified seven priorities for moving forward:

1. Establish Unified Development Services Governance and Supporting
Sub-Committees

2. Improve Customer Alignment
3. Improve Culture and Foster Partnership
4. Implement Immediate Process and Technology Improvements
5. Develop Future Services Delivery Models
6. Establish Long-Term Permitting and Plan Review Application Strategy

and Implement
7. Establish an Optimization Process Leveraging Enhanced Metrics

• City and County staff are working collaboratively on Priorities 1-4; and
Gartner has been contracted to assist with Priorities 5 & 6.  Priority 7 will be
initiated once the new service delivery model has been developed.

• The project timeline for completion of all tasks/subtasks is three years.  By
leveraging Gartner for assistance in some of the items, several of the efforts
are projected to be completed by the end of 2016.
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Priority Implementation Updates – 
through January 2016 
Code Enforcement’s volume of work over the last four fiscal years: 

In order to maintain adequate response times, the BOCC approved a 
recommendation by staff to enhance the Code Enforcement staff by 20 positions. 
Hiring is currently underway to fill the positions to meet ongoing increased 
demand for services. 

Priority 1. Establish Unified Development Services Governance and Supporting 
Sub-Committees 

Implementation Status: 

• Researched best practices and consulted with Gartner
• Presented a proposed framework to city and county managers, including

scopes of responsibilities for a unified advisory committee and joint
City/County leadership team

• Next steps:  The County, in collaboration with the City, will work on
establishing a formal charter, identify staff composition and partner with
building industry representatives to refine the industry’s advisory roles and
responsibilities

3"
"



"

Priority 2. Improve Customer Alignment 

Implementation Status: 

• Documented the different customer types and needs
• Restructured inspection staff to create Mega-Multifamily Inspections

Team, comprised of inspectors with extensive experience with mega and
multifamily projects.

• Rolled out new customer
service model that
leverages technology for
more seamless delivery
of service and includes
hands-on assistance for
novice customer

• Next steps: The County
will be working on
additional restructuring
of the Inspection team
and the Mega-
Multifamily Team to
include a mega- and
multifamily-exclusive plan
review component, alongside Residential and Small Commercial teams,
including further integration of customer perspectives into future service
delivery model

Priority 3. Improve Culture and Foster Partnership 

Implementation Status:  

• City & County adopted a joint vision developed in partnership with the 
Customer and the Towns: Partnering with our customers to efficiently, 
effectively and collaboratively build a safe and thriving community.

• City & County staff in collaboration with customers developed a high-level 
concept of defining roles and responsibilities for all parties involved in the 
development process

• The County’s Building Development Commission (BDC) and the City’s 
Development Services Technical Advisory Committee (DSTAC) are taking 
a more active role in enhancing collaboration and partnerships between 
the municipalities and the customers

• All Code Enforcement staff have participated in an intensive customer 
service training

• Customer service training will be provided on a continual basis for new 
employees, with "refresher" trainings for existing staff 
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Priority 4. Implement Immediate Process & Technology Improvements 

• Improved inconsistencies between Plan Review & Inspections
• Streamlined revisions to approved plan process
• Improve City/County coordination regarding the resolution of holds
• Building permit holds on addresses are viewable
• Fast-tracked plan review pick-up and drop-off
• Reformatted Electronic Sheet Index, a cumbersome and frequently-used

customer form
• Completed upgrade of POSSE permitting & inspections software (Phase I,

which built the infrastructure for further customer-facing enhancements)
• County and City have selected a vendor for new business wizard, which

will help guide customers, specifically small business, through what kinds of
permits and other development services their proposed projects will need
based on customer answers to a series of questions

• Next steps: Conversion of POSSE to web-based application (Phase II);
implementation of changes to existing software to enhance transparency
and simplicity

Priority 5. Develop Future Services Delivery Models 

• Gartner has documented current state process and identified pain points
based on industry input

• Proposed future state service delivery model will be shared with staff later
this month

Priority 6. Establish Long-Term Permitting and Plan Review Application Strategy 
and Implement 

• Gartner’s recommendations are pending the proposed future state
service delivery model

Priority 7. Establish an Optimization Process Leveraging Enhanced Metrics 
• Measures will align to future service delivery model

Continuous Improvement Updates 
• Building with Our Veterans, Code Enforcement’s veteran apprenticeship

program, is under way. The first cohort of 8 participants began training at
Central Piedmont Community
College Jan. 11, and will begin field
training with Code Enforcement staff
in Feb. 2016

• Move to Suttle Avenue facility
complete – the space remains
convenient to I-85, I-77, I-485, US 74 and Uptown, and features more
convenient parking, open floor plans to encourage staff collaboration, a
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lobby-level Customer Service Center, and a new centralized telephone 
number (980-314-CODE) 

• The next phase of technology project planning is underway to implement 
proposed changes to existing systems for more transparency and 
simplicity for our customers"
"

Previously Reported Efforts 
• The Building-Development Commission formed a task force comprised of 

industry representatives, including design professionals, contractors and 
homebuilders, and"issued a report in Feb. 2015 documenting a series of 19 
customer service enhancement projects recommended by the task force 
and endorsed by the BDC. One year later, more than 50% of those 
projects are completed. All of the task force’s recommendations align 
closely with Gartner’s priorities.  

• All Code Enforcement staff have participated in a customer service 
training and customer service expectations are now incorporated in 
employee performance reviews.  

• As an initial step to enhance consistency, we have revised our procedures 
so that inspectors are now accountable for resolving concerns with plan 
reviewers and the preference is for this to occur on site (in the field).  

• Code Inspectors are now required to include code citation and 
deficiencies, specifically in failed inspections.  

• In collaboration with the Building Development Commission, staff have 
streamlined the RTAP (revisions to approved plan) process. 

• The names and telephone numbers of Project Managers and Trade Team 
Leads are now printed on permits. 

• A checklist has been created for contractors to assist with streamlining the 
process of obtaining a certificate of occupancy. 

• Code Enforcement now incorporates a more comprehensive 
communications plan designed to have a greater impact with the 
customer base.  

• Based on information received from customer focus groups, a streamlined 
process has been implemented for customers seeking to pick up and 
drop off plans. 
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http://charmeck.org/mecklenburg/county/LUESA/CodeEnforcement/Tools/Publications/Documents/FINAL%20AE-GC-Builder%20Task%20Force%20Report%2002.10.2015.pdf



