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Save a Tree - And Your Peace of Mind:

How Modernizing Your Internal Business Processes
Improves Efficiencies & Community Satisfaction
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How May We Help You?

Access service information and apply onling —all from here.

Hilliard, OH

Start a Project
Choose below to start a project

e FEverythingin one place for staff

and applicants

e Single source of truth

Get Started Get Started

e Efficient, cross-department

Discover Online Services
Choose below to browse services by department

collaboration
e Digitize other type of non-building
forms
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Is the Status Quo Working
for You?
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Challenges of In-Person, In-Line, and On-Paper Permitting

Permit/

Dept License

Application :
Reviews Granted

X X X

Incomplete  Startand Stop Lack of Delayed Waiting Scheduling; Sticky
Submissions;  Workflows; Transparency Payment; Risk Inline Notes & Log Book
Missing/Incorrect Linear Process of Collecting Documentation
Documents Steps CC#s & Checks

Time to Permit: 3-4 Weeks (Highly Variable)
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Waste is Found in Outdated Processes

Overproduction: Outdated
paper forms often
continue to circulate
resulting in defects

Defects: Lack of controls
to ensure that forms are
completed correctly

Underutilizing

Human
Talents

Extra Processing: Manual re-entry
of paper or pdf forms into back-
end systems

Waiting and Unnecessary
Motion: Printed forms
are manually routed for
review and approval
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Modern Processes for Permitting & Licensing

Event Permit Application Flowchart
No cost for permit. Used for races, parades, large scale special events, events that may ne dmul!pl -oads closed or events that may need officers posted at road intersection:

Applicant
e

—_ °
Permlde ied. Reason:____. ) Appl nt T I nSI ht L[] 0 n
Eemi to NTFD Fire Prev ‘ L]
org

\ HPD Admin Sgt
et el i S

Paperwork Corrected. Applicant |

Liw;u nt ﬁ o r
= — — its. Goes back to NTFD —
Completed application information A d i ip.org | p e rS O n n e V e r
. --—] Hoporoved HPDAdmmSgt — =
‘
If race/walk-a-thon, attach route map | \ s — L - ——
—— = Appli i
If parade, attach route map J e — 2 . % Return to Applicant: Permit Denied. Reason:___ ‘)’E Y k n 0 W S a | | Of
{

If large scale event, attach detailed layout map |$’: Paperwork corrected.

Needs paperwork corrected or

No lApp d additional information provided.

/ Return to Applicant: Need paperwork St il
/ icant re-submits. Goes
/" /7| corrected or additional information provided. PP i

to HPD Admin Sgt.

“’ I
.|. If roads need closed, route to |P’ ] —_— o ' .
it Y gy e aetalls
If road barricades are needed or not known | ot Approve e
,} n —_— Y
1 /

= Send to City Permit Processor
Attach neighborhood/business notification J v

necessary
Send to NTFD: cummand@norwic‘hfownsrfip.crg I f O r a p p r O V a I

Send to: HPDPatrolSupervisors@hilliardohio gov }

letter, if needed

/
/ /
If mobile signage will be used, attach photo. /
P -
——

‘{ = Permit denied. Reason: ]47! Applicant |
Send to Service Dept: ] .
CELL AL e 'A Return to Applicant. Needs paperwork

\ Nc, App,wed Ew corrected or additional info provided.
\

Paperwork corrected. Applicant If food truck/pushcart will be onsite, issue food truck/pushcart permit ]

% |fiprpred fcant
s resubmits. Goes to Servico Dept H Send to: HPDPatrolSupervisors@hilliardohio.gov J

Issue Event Permit

Send to City Service Dept/311: dgarwood@hilliardohio.gov I

Send to: hpdrecordsunit@hilliardohio.gov |

HPD Admin Sgt

Send to: hpdrecordsunit@hilliardohio.gov
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How May We Help You?

Access service information and apply onling —all from here.

Modern Processes for
Critical Workflows

e Everythingin one place for staff
and applicants

e Single source of truth

e Efficient, cross-department
collaboration

e (ustomer can see status of review

e Improved customer experience

online
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Steps to Take Today - and
Throughout - Your
Modernization Transition




Next Steps

Event Permit Application Flowchart

pormit. Used for "

Applcant
ok

(Attach the

permitdeniedRessoni__ | [ sppicant y
[ eo haminsge

Applcant

Send to NTFD Fire Prev -
bureau@norwichtownship.org

1

Needs paperwork corrected or
Notapproved | = |

3 icant
re-submits. Goes back to NTFD —

oproved bureau@rnorwichtownship.org
= J o st

d v N T A
Return to Applicat: Need paperwork

[completed application information

Wracelwalka on, atachoute map | =
f parade, atach route map. =

Ifroad barricades are needed or not known Not Approved

ifneeded, route to

Attach nelghborhood/business notification |
letter, i needed ’

YV

(fssue event permi |

bl sgage vl b s, tachnote. |9

Send to City Service Dept/311: dgarwood@hillardohio gov

[sestontso commragroniciompos |
st ooparomsponanmionesn |
Srie ooy |

Send to Serice Dept:
(ddale@hitiardonio.gov

Retun to Applicant. Needs paperwork
corrected or additional info provided.
Paperwork corrected. Applicant

5 oot
| " |_re-submits. Goes to Service Dent.
5 (oo namnsse

T ——————

Send to: hpdrecordsunit@hillardohio gov
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Next Steps

Event Permit Application Flowchart

pormit. Used for "

Applcant
ok

(Attach the

Send o NTFO Fire rev - ~
e {170 admin e e
e )

Needs paperwork corrected or
re-submits. Goes back to NTFD— |

oproved bureau@rnorwichtownship.org
= J o st

3 v [ v A |

ot Approved e
[completed application information

If race/walk-a-thon, attach route map =
If parade, attach route map. =

Ifarge scale event,attach detailed layout map.

H troads e closed, routeto__ ] =

Ifroad barricades are needed or not known
ifneeded, route to

Attach nelghborhood/business notification |
letter, f needed ’

Not Approved

(fssue event permi |

Send to City Service Dept/311: dgarwood@hillardohio gov

W mable sgnoge wi b s, atach phto. |
~ - [Semto . cmmeranonimiowratp o
:

send to service
Ul il iiiond Return to Applicant. Needs papervork

corrected or additional info provided.

Send to: HPDPatrolSupervisors @hillardohio gov

Send to: hpdrecordsunit@hiliardohio.gov

5 [ Avicant [ Paperwork corrected. Applcant
| ~ |_re-submits. Goes to serice Deat.

Uy [oson | y

T ——————

Send to: hpdrecordsunit@hillardohio gov
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Build Trust: Map the processes
for a couple of forms in your
office that have pain points

Think about submission from the
customer perspective




Next Steps

ppiication Flowchart
losed orevents that may need off ted at road intersections.

permit denied. Reason: | [ Agpicant

= e —
ttach the. o >[ HPD Admir

= Needs paperwork corrected or —
| additional information provided. | {271 o Paperwork Corrected. Applicant
et re-submits. Goes back to NTFD —

(Completed application information bureau@norwichtow

4 HPD Admin
5 Applicant
—f Aoplcant |0

to HPD Admin Sgt.

. If not fully digital, it's time to evaluate
e )7 tools for accepting and processing
forms digitally

e aNTTD:

oo |
|Approved 'i 3
L [0 Admin
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Last Thing: Do These 3
Things for Optimal Form
Digitization




Best Practice:
Get the Right Data

Permits & Licenses

§om— S 3 Data means:

Projects job data.
Types of business data.

Other data points unique to your
community and its goals.

] .

_— : =_ _u- . = Getting the data you need can be the
. difference between intentional growth and

chaos.

B8 " fal g
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Best Practice:
Enable Collaboration

Collaboration means:

Enabling businesses to be true partners
with the city.

But also breaking down internal silos,
allowing for cross-departmental
collaboration.

Push to streamline communication,
processes, and systems so everyone is on
the same page.
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Best Practice:
Control Your Systems

Control means:
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Flexible reporting.
,,,,,,,,,,,,,,,,,,, Staff are in the driver’s seat for
e implementing changes to license
e process.
You can be accountable and proactive,
helping build trust with residents.

Having control over your systems improves
business relationships, staff experience,
and can help you get the data you need,
when you need it.

Poll Question: What would you most want to see
improved in your permitting and inspection process?

I I I N N

4
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Collecting the necessary information from applicants at start
Communicating with applicants

Review and inspections steps happen one at a time, and do not run in tandem
Scheduling inspections

Calculating and/or collecting fees

Reporting on fees and permits

| don't know



Ouestions?






