CITY COUNCIL STAFF REPORT

TO:

Honorable Mayor and City Council

DATE: February 20, 2018

FROM:

Matthew Bronson, City Manager

PREPARED BY:

Matthew Bronson, City Manager
Bruce Buckingham, Community Development Director

SUBJECT:

Development Review Study Report

RECOMMENDATION
Receive the final report of the development review study and provide input to staff in developing
an implementation plan to carry out recommendations in the report.
BACKGROUND
In September 2017, City staff initiated a study of the City’s development review process to
evaluate the current process and identify ways to improve and streamline the process. This study
was part of the 2017-18 work program for the Development Review Major City Goal. Zucker
Systems based in San Diego was selected for this study given the firm’s expertise in conducting
similar studies in communities throughout California and across the country. Areas covered by
this study included:


Evaluate practices, procedures, and performance standards of the building, planning, and
public works/engineering services provided by the City along with fire plan check services
provided by the Five Cities Fire Authority for conformance with industry standards,
practices, and legal requirements.



Evaluate the ability of the City’s development review service contractors to effectively
support development review customers.



Identify other recommended reviews and work efforts to improve the delivery of
development review services to customers.

The study began in October and took approximately three months to complete with the Zucker
Systems team conducting a site visit on November 1 and 2. The study process included the
following activities:


Interviews with the Mayor and Council Members, Planning Commission Chairperson, and
City Manager;



Interviews with staff members in Community Development, Public Works, and Five Cities
Fire Authority and with consultants JAS Pacific and GTA;



Customer focus group representing a cross-section of frequent development customers;



Email survey to recent applicants for planning approvals or permits and building permit
and inspection customers;



Review of numerous documents, surveys, and reports; and



Tour of employee work spaces and observations at the front counter in City Hall.
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The final report is included as Attachment 1 along with an excerpt of the report containing the
executive summary and list of recommendations. The final report includes 107 prioritized
recommendations to improve the development review process in Grover Beach with a suggested
implementation period of 18 months. Key priority areas include:


Permit and development process changes and timelines,



Full implementation of permit tracking technology system,



Update of engineering, building, and planning services contracts,



Elimination of duplicate review of engineering plan reviews,



Staff and contract services performance monitoring, and



Minimum plan submittal checklist.

These recommendations provide a roadmap for improving the development review process in the
interest of seeking continuous improvements of City services and processes. These
recommendations also build on a number of strengths identified in the report including a
comprehensive building permit checklist, strong Council direction and staff commitment to
improving the process, and use of a unified development application. The intent of this study is to
not take away from the achievements and work by City staff engaged in development review but
to identify opportunities to make this process more effective for both customers and City staff.
In conjunction with presentation of the report, City staff is also working on the implementation
process including development of a work plan to carry out the recommendations. Implementation
of certain recommendations is already underway including re-establishing the Development
Review Committee, developing a training program for Planning Commissioners, and preparing
an RFP for contract engineering services. Following this presentation, staff will work with Zucker
Systems on any final changes to the study report reflecting Council direction and prepare a
prioritized implementation plan for the Council’s approval this spring. This plan will be
incorporated into the City’s 2018-19 budget and work program for the coming year.
FISCAL IMPACT
There is no fiscal impact from receiving this report and the fiscal impacts of implementing specific
recommendations will be shared as recommendations are presented.
PUBLIC NOTIFICATION
The agenda was posted in accordance with the Brown Act. A copy of this staff report and the
meeting agenda were provided to all those who participated in the in-person interviews and focus
group.
ATTACHMENTS
1. Study Report Excerpt with Executive Summary and List of Recommendations
2. Full Study Report

Attachment 1

I.

EXECUTIVE SUMMARY

A. BACKGROUND
This study was initiated by the City Manager in response to the City Council’s
identification of Development Review as one of the Major City Goals for FY 17-18 to
improve the development process through streamlining and enhanced predictability.

B.

KEY PRIORITY AREAS

This report includes 107 recommendations for improving the development review
process. While all the recommendations are important, we believe there are six key
areas or groupings that need the highest priority as follows:

1. PERMIT AND DEVELOPMENT PROCESS CHANGES
AND TIMELINES
Findings
City policy makers and customers are concerned at how long it takes to obtain permits
in Grover Beach. These timelines are impacting the economic development goals of
the City. Most building permits and inspections are proceeding at a reasonable basis.
However, problems appear to be in the Planning Entitlement Process and Public
Works reviews. Good data does not exist on existing timelines. At our request, nine
entitlement projects were traced with an average timeline of 153 days which included
two large and complex multi-family projects. This average timeline is much longer
than practiced by Best Practice communities.
Recommendations:
 Make more decisions at staff level, Recommendation10.
 Adopt performance standards for building permit review, Recommendation
24.
 Track compliance with performance standards, Recommendation 26.
 Adopt performance standards for all functions as shown, Recommendation
28.
 Aim to process Administrative Development Permits within five working
days, except for major projects with major Public Works review,
Recommendation 68.
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 Review times for development application plan reviews should be 10
working days for first review and five for subsequent reviews,
Recommendation 69.
 Comment letter to
Recommendation 70.

be

prepared

within

five

days

of

reviews,

 Revise development review process as shown in two examples to reduce
the average time from 153 days to 48 or 76 days, Recommendation 71.
 Include fees for staff time in processing third review when comments are
not responded to, Recommendation 74.
 Require pre-application for all non-single family and some residential
projects, Recommendation 78.
 Amend Code regarding single-family
Development Permit, Recommendation 80.

houses

for

Administrative

 Expand annual calendar for Planning Commission meetings and process,
Recommendation 93.

2. TECHNOLOGY – IMPLEMENT PERMIT TRACKING
SYSTEM

Findings
The City has recently implemented the Harris Innoprise permit tracking software
system for receiving applications for Building, Planning and Engineering. We
commend the City for taking these initial steps to improve customer service.
However, staff has stopped short of fully implementing the full array of features they
have purchased. It has been our experience that many jurisdictions successfully
complete the first phase of their upgraded software installation, but the efforts stall
and ultimately the full benefits of the program are never achieved. The City should
diligently pursue full implementation of all of the features offered through the
software they have purchased and require all participants in the review process,
including contract vendors, to utilize the system for tracking and communication
purposes.

Recommendations:
 All reviewing parties to participate in tracking system, Recommendation
12.
 Create standard naming
Recommendation 32.
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 Fire Authority to participate in permit tracking system, Recommendation
41.
 Provide tablet computers for fire field inspectors, Recommendation 41.
 Fully implement Innoprise program, Recommendation 100.
 Provide quality control of Innoprise program prior to acceptance,
Recommendation 101.
 Create task force for implementation of Innoprise, Recommendation 103.

3. CONSULTANT SERVICES - PREPARE RFPS FOR
ENGINEERING, BUILDING & PLANNING SERVICES
Findings
There are several cases where outside consultants continue to provide services to the
City under contract terms that have expired. These contracts should be updated to
include performance standards and to better reflect the actual market-based cost of
providing those services. These new market-based costs should be reflected in an
updated permit fee schedule.

Recommendations
 Update JAS contract, and expand re-engineering and fire suppression
systems, Recommendation 35 and 36.
 JAS to adhere to performance standards as shown, Recommendation 38.
 Pre-qualify consultants to do environmental work, Recommendation 72.

4. STREAMLINING - ELIMINATE DUPLICATE REVIEW OF
ENGINEERING PLAN REVIEWS

Findings
The original purpose of utilizing the services of outside consultants was to supplement
in-house staff by reducing their workload demands. In addition, outside consultants
can provide additional expertise. Currently in-house staff is duplicating the work of
the engineering consultant and finding numerous deficiencies. This duplication of
work is burdensome and costly to City staff and customers and undermines the City’s
efforts to streamline the plan review process.
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Recommendations
 Prepare RFP for Engineering Services for development review,
Recommendation 82.
 Eliminate redundant plan reviews by discontinuing the practice of sending
all engineering plan reviews to the outside consultant, Recommendation 84.
 Consider using existing building plan review consultant to provide
engineering and ADA compliance plan reviews, Recommendations 35 and
36.

5. AUDITING – STAFF AND CONTRACT SERVICES
PERFORMANCE MONITORING

Findings
We have included recommendations for establishing performance standards for both
plan review turnaround times and customer service features. We have also
recommended that the quantity of these services be closely tracked and reported.
However, we believe it is also very important that the quality of these services be
closely monitored. This recommendation applies not only to in-house staff but also
for those services being provided by outside consultants.

Recommendations
 Take a more active role in managing consultants, Recommendation 13.
 Include performance standards in consulting contracts, Recommendation
25.
 Track compliance with performance standards, Recommendation 26.
 Continue use of contractors for building plan review and inspection,
Recommendation 40.
 Adopt performance standards for Fire Authority, Recommendation 46.

6. PROCESS - MINIMUM PLAN SUBMITTAL CHECKLIST
Findings
A frequent complaint expressed by both staff and customers was the difficulty they
experienced in reaching consensus regarding what is an acceptable level of detail that
must be included on a set of plans during each of the various steps in the approval
process. Staff equates some of the cause for this problem back to the numerous
outdated provisions in the local codes and standards that they are responsible to
Grover Beach, California
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interpret. However, in some cases customers have simply chosen to ignore the items
on the minimum submittal checklist.
Information presented in the Planning Division Section shows that one of the reasons
for significant delay in the planning entitlement process is the back and forth between
the City and applicants trying to secure submittal of all the data required for planning
entitlement approval. This delay can be reduced by consistently reviewing planning
entitlement applications at the front counter when submitted to ensure that all of the
items on the submittal checklist have been provided. Incomplete applications should
not be accepted.

Recommendations
 All participants in development process to prepare intake checklist,
Recommendation 63.
 Require complete applications at counter intake, Recommendation 66.
 Create clear plan submittal requirements for engineering review,
Recommendation 86.
 Return incomplete applications to applicant, Recommendation 88.
 Add fees and meeting with plans examiner for incomplete engineering
plans, Recommendation 89.
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II.

BACKGROUND AND PURPOSE

A. THE CONTRACT
This study was initiated by the City Manager for an Assessment of the Development
Review Process. A contract was approved effective September 1, 2017.
Zucker Systems staff spent time in Grover Beach on November 1 and 2, 2017.

B.

BACKGROUND

Zucker Systems used a proprietary well-tested, integrated methodology for this study,
as shown in Figure 1. We brought our extensive experience to the study, worked
closely with staff and contract staff, and solicited input and observations from
customers and policy makers. The methodology is built on interrelating records,
observations, and interviews. Each is necessary for valid studies. National research
has shown that each one of these three—if relied upon exclusively—can be subject to
substantial error. For example, record systems are often found to be as high as 50% in
error, or the wrong things are measured. We used observations and interviews to
verify records. Records and interviews were used to verify observations. Records and
observations were used to verify interviews. Each group of people, shown in Figure 1,
was an important part of the process.
Figure 1
Methodology Overview
Consulting
Experience

City Staff

Observations
Operational
Analysis

Recommendation
and Action Plan
Records

Interviews

Customers

Policy Mak ers

Specific activities conducted for this study included the following:
 Customer survey sent to 180 people;
 Employee survey completed by five people;
 Interview with Mayor;
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 Interview with four (4) Council Members;
 Interview with the City Manager;
 Interview with the Chairperson of the Planning Commission;
 Interviews with seven staff and three consultants;
 One customer focus groups of eight people; and
 Review of files and background information.

C.

FINDINGS AND RECOMMENDATIONS

Areas of Strength
This assessment found many exemplary features within the Community Development
Department and other participating departments/agencies as well as several areas
where improvement is possible.

Building Permits
 Building Permit checklist is comprehensive and available via City website;
and
 Building plan review and inspection services are provided by a consulting
firm that only employs individuals with nationally recognized
certifications.

City Council
 City Council has identified streamlining and improving predictability in the
development process as high priorities;
 Council Members express support for staff doing a more thorough review
at the time of application submittal and rejecting incomplete applications;
 Council members said that staff is cooperating well across departmental
lines and is working hard to meet applicants’ expectations; and
 There is a clear statement from the Mayor on behalf of Council – our
strategy for economic development has to be based on being able to
approve projects faster than other communities.

City Staff
 City staff prides themselves on being readily available to meet with
customers to discuss and resolve processing problems;
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 Additional fees are assessed for staff time and costs related to plan review
if project is not approved after second plan review;
 The Community Development Director has a decade of experience working
in the private sector on development projects and is better qualified than
many of his peers to understand and work with issues of concern to the
project developers in Grover Beach;
 City staff are aware of many opportunities for improving the development
review process but report lacking the time to implement these changes;
 Staff is aware of the outdated sections in the Development Code that need
to be updated and has extensive notes on required revisions; and
 A new Senior Planner has commenced work with the Department. This
should substantially improve the work flow in the Community
Development Department.

Fire Reviews
 Fire Authority specifies a performance standard for plan review turnaround
times.

Planning Commission
 The Chair of the Planning Commission is extremely knowledgeable and
experienced. He is enthusiastic about the opportunity to work on
improvements to the systems.

Process
 Flow charts identifying processing steps and timelines are available to
customers;
 City planning is scanning documents as time permits;
 The Community Development Department uses a Unified Development
Application;
 City Planning has updated checklists for all their planning applications;
 As the pace of development is picking up as a result of the Cannabis
ordinance, the City is re-establishing the Development Review Committee.
All departments meet and review planning applications and discuss
conditions of approval;
 Cal Poly San Luis Obispo is nearby, and some issues identified in this
report could be addressed through one or more class project; and
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 The City has hired a consultant to work on parking standards. The amount
of required parking requirements is seen as a barrier to development.

Technology
 Building permit fees include a 2.5% surcharge to provide for on-going
technology improvements;
 The City authorized a full-time IT position to replace a part-time contract
IT support position;


Implemented portions of permit tracking software for Planning, Building
and Engineering permits; and

 New permit system is fully integrated with City’s financial reporting
system.

Opportunities for Improvement
Problem areas and opportunities for improvement are described throughout this
report. What we consider to be six key areas, or themes, are discussed in the
Executive Summary, the first chapter in this report.
Table 1 summarizes the 107 recommendations and opportunities for improvement
made throughout this study. To assist the reader, each summarized recommendation is
cross-referenced to the page on which the supporting text appears. Although all of
these recommendations are important, each was given a priority number in order to
help the City with implementation. There are 49 priority number one
recommendations, 55 priority number two recommendations and 3 priority number
three recommendations. We assume that existing staff will implement many of the
recommendations and the cost, except for new staffing, generally should be absorbed
through greater efficiency.
To further help the City and departments in implementation, we have also coded all
the recommendations. “Phase One Actions” are recommendations that we believe
should be completed in the first nine months. “Phase Two Actions” we believe should
be completed within 18 months.
There are 76 Phase One Action recommendations. Some of these are given priority 1,
2, or 3. However, that does not mean that only the priority 1 recommendations should
be addressed. There are 31 Phase Two Action recommendations. The departments
should develop a detailed implementation plan with time targets for these
recommendations.
For each recommendation, we also indicate a responsible party for implementation.
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While the above priorities and action schedules should help the City with its
implementation plan, it is essential to initially focus on the six key priorities discussed
in the Executive Summary.

15

1

X

23

2

24

1

City Manager’s Office

24

2

Responsibility

Agree on an implementation plan

City Manager

Phase Two
Actions

Phase One
Actions

1.

Recommendation

Priority

#

Page

Table 1
Table of Recommendations

ISSUES RELATED TO ALL FUNCTIONS
Communications

2.

Use standard format for process guides

3.

Review all handouts and online information so it is
current

4.
5.

Create City Directory of Services
JAS to create outreach to construction industry

6.

Negotiate cost of outreach program with JAS

7.

Establish fee for outreach program

8.

Develop code interpretation manuals

9.

Make interpretation manuals available to the public

10.

Make more decisions at staff level

11.

Create policy and procedures manuals

12.

All reviewing parties to participate in tracking system

Community Development
Director
Community Development
Director

X
X

JAS Pacific

25

2

Community Development
Director

25

2

X

Administrative Services

25

2

X

26

1

X

26

2

X

Community Development
Director and City Engineer
Community Development
Director and City Engineer

X

City Council

26

1

X

Community Development
Director and City Engineer

26

1

X

City Manager

27

1

X

Community Development
Director and City Engineer

28

1

Consultants

13.

Take more active role in managing consultants

X

Customer Service

14.

Create and distribute customer service forms

City Manager

29

2

X

15.

Design customer service forms to address specific
services

City Manager

29

3

X

16.

Send surveys to applicants after projects are completed

29

2

X

17.

Share customer comments with staff and consultants

30

2

X

City Council

31

2

X

Community Development
Director
Community Development
Director

Financial Issues

18.

Establish policy that development should pay full cost
for City services

19.

Create a reserve account for development fees

Administrative Services

31

2

X

20.

Consultant fees to be reflected in fee schedule

Community Development
Director

31

2

X
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Phase One
Actions

City Council

32

1

X

Responsibility

Phase Two
Actions

Priority

Recommendation

Page

#

Management Issues

21.

Add management analyst to City Manager staff

Office Space

22.

Remodel plan to include Building/Planning Technician
at permit counter

Public Works

32

1

X

23.

Prioritize records for scanning

City Manager

32

2

X

City Manager

34

1

X

35

1

X

35

1

X

35

2

City Manager

36

1

All functions

36

2

Community Development
Director

36

2

Performance Standards

24.

Adopt performance standards for building permit review

25.

Include performance standards in consulting contracts

26.

Track compliance with performance standards

27.

Post performance standards compliance on website

28.

Adopt performance standards for all functions as shown

Community Development
Director
Community Development
Director
Community Development
Director

X
X

Records Management

29.

Aggressive program to digitize and index new
applications and paper records

30.

Use outside vendor to digitize plans

31.

Expand digitizing as part of new permit tracking system

All functions

37

2

32.

Create standard naming conventions for development
projects

City Manager

37

1

X

40

2

X

40

2

X

X
X
X

BUILDING PERMITS AND INSPECTIONS
Organization Issues
Community Development
Director
Community Development
Director

33.

Create audit program for JAS reviews

34.

Local JAS representative to be audited by JAS
management

35.

Update JAS contract

City Manager

41

1

X

36.

City Manager

41

1

X

37.

Expand JAS contract re-engineering and fire
suppression systems
Include California Certified Accessibility Specialist in
contracts

City Manager

41

2

X

38.

JAS to adhere to performance standards shown in table

42

1

X

39.

Post building target plan review times

43

2

X

40.

Continue use of contractors for building plan review and
inspection

43

1

X

Fire Authority and Community
44
Development Director

1

X

1

X

Community Development
Director
Community Development
Director
Community Development
Director

FIVE CITIES FIRE AUTHORITY
Organization Issues

41.

Fire Authority to participate in permit tracking system

42.

Table computers for Fire field inspectors.
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Priority

Phase One
Actions

Phase Two
Actions

Page

43.
44.

Create audit program for plan reviewers and inspectors

Fire Authority

45

2

X

Periodically audit work of Collings and Associates

Fire Authority

45

2

X

45.

Review fire sprinkler plan reviews for possible review by
in-house staff

Fire Authority

46

2

X

46.

Adopt performance standards as shown in report

Fire Authority

46

1

X

49

2

X

49

2

X

49

1

X

50

1

X

50

2

X

50

3

X

50

3

50

2

51

2

51

2

51

2

X

52

1

X

52

1

X

53

1

X

53

2

X

53

2

X

#

Recommendation

Responsibility

Process Issues

PLANNING DIVISION
Organization Issues
Communication

47.

Add Frequently Asked Questions to website

48.

Provide paper handouts of information on the website
for customers who visit City Hall
Include property owner in communications on
application
Community Development and Public Works to have
good communication on projects

49.
50.
51.

Discourage communication outside of roles

Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director and Public Works
Community Development
Director

Counter

52.

Post notice when counter is or will be closed

53.

Cross train other staff to answer questions when
counter is closed

Community Development
Director
Community Development
Director

X

Customer Service

54.

Provide customer service training

55.

Provide surveys for customers to evaluate service

56.

Staff to enhance the development review process

57.

Cross training for inspectors and office staff

Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director

X
X
X

Policy Issues
General Plan

58.
59.

Up-date all elements of the General Plan at least every
eight years
Prepare Environmental Justice Element of the General
Plan

Community Development
Director
Community Development
Director

Interpretation Manual for Development Code

60.

Code interpretations to be written and available to all
staff

61.

Annual revisions to most frequent code provision issues

62.

Track code interpretations for workload

Community Development
Director
Community Development
Director
Community Development
Director

Process Issues
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Phase One
Actions

55

1

X

55

2

Community Development
Director

55

1

X

Community Development
Director

56

1

X

Community Development
Director

56

1

X

58

1

X

61

1

X

61

1

X

66

1

X

Community Development
Director

66

1

X

Community Development
Director

67

2

67

1

X

67

2

X

68

1

X

68

2

X

69

1

X

69

2

X

70

1

X

Responsibility

Phase Two
Actions

Priority

Recommendation

Page

#

Check Lists

63.

All participants in development process to prepare
intake checklists

64.

Review checklists with development community

Community Development
Director
Community Development
Director

X

Code Interpretations

65.

City Council to provide clarity on Code interpretations

Complete Applications

66.

Require complete applications at counter intake

Development Review Committee

67.

Formalize Development Review Committee

Development Review Process

68.
69.
70.
71.

Process Administrative Permits within five working days
Review times for development plan reviews should be
10 working days for first review and five days for
subsequent reviews
Comment letter to be prepared within five days of
reviews
Revise development review process as shown in two
examples

Community Development
Director
Community Development
Director and all reviewing
agencies
Community Development
Director
Community Development
Director

Environmental Consultants

72.

Pre-qualify consultants to do environmental work

Industry Relations

73.

Create Technical Advisory Committee re forms,
checklists and procedures

X

Plan Review

74.
75.
76.

Extra fees for staff time in processing third review when
comments are not responded to
Invite applicants to identify plan comments that should
have been caught earlier
Respond to emails and phone calls same day received

Community Development
Director
Community Development
Director
Community Development
Director

Policy and Procedure Manuals

77.

Community Development
Director

Prepare procedures manual

Pre-Application

78.

Require pre-application for all non- single family and
some residential projects

79.

Adjust fees re pre-application requirements

Community Development
Director
Community Development
Director

Review Authority

80.

Amend Code re single-family houses for Administrative
Development Permit
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Priority

Phase One
Actions

City Engineer

73

1

X

City Engineer

73

1

X

Provide audit program for consulting contracts

City Engineer

74

2

X

Conduct more in-house staff reviews

City Engineer

74

2

X

City Engineer

75

2

X

Recommendation

Responsibility

Phase Two
Actions

Page

#

PUBLIC WORKS/ENGINEERING
Organization Issues
Capital Improvement Projects Review

81.

CIP projects to undergo independent plan review

Contract Service

82.

Prepare RFP for Engineering Services for development
review

Performance Auditing

83.
84.

Public Improvement Records

85.

Obtain public improvement plans from Garing, Taylor
Associates

Process Issues

86.
87.
88.

Create clear plan submittal requirements

City Engineer

75

1

X

Create industry task force re submittal checklist

City Engineer

76

2

X

Return incomplete applications to applicant

City Engineer

76

1

X

89.

Add fees and meeting with plans examiner re
incomplete plans

City Engineer

76

1

X

City Engineer

77

2

X

78

2

78

1

X

79

1

X

79

2

X

79

2

X

79

2

X

80

2

X

80

2

X

80

2

X

81

1

X

Stormwater Management

90.

Create handout for stormwater management

PLANNING COMMISSION

91.

Provide link to Planning Commission on Community
Development webpage

92.

Revise staff reports to clarify staff recommendations

93.
95.

Develop annual calendar for Planning Commission
meetings and process
Calendar for Planning Commission to be widely
available
Provide applicants with tentative Planning Commission
date

96.

Accommodate minor item submittals after deadline

97.

Develop training for Planning Commissioners

98.

Provide APA membership for Planning Commissioners

99.

Have annual work session between Planning
Commission and City Council

94.

Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director

X

TECHNOLOGY
Permit Tracking Software

100. Fully implement Innoprise program
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Phase One
Actions

Community Development
Director
City Manager, IT and
Community Development
Director
IT and Community
Development Director

82

1

X

82

2

X

City Manager

83

1

X

City Manager

83

2

X

City Manager, IT and
Community Development
Director

83

2

X

84

2

85

2

Responsibility

Provide quality control of Innoprise program prior to

101. acceptance

Contact other communities using Innoprise program re

102. implantation ideas

Phase Two
Actions

Priority

Recommendation

Page

#

103. Create task force for implementation of Innoprise
Purchase large monitors and mobile devices to work

104. with Innoprise system

Graphical Information System

105. Evaluate GIS system for possible expansion
Website

106. Add How To and How Do I headings to website
107. Expand website as shown in Table

Community Development
Director
Community Development
Director

X
X

Before the City begins implementing this study, we suggest that it take the following
action.

1.

Recommendation: The City Manager should review the study and agree on
an implementation plan, which should include:
 An agreed-upon timetable and work program; and
 Costs estimates and method of funding.

The various departments already have many important tasks they are undertaking and
may find the 107 recommendations overwhelming. However, as improvements take
place and staff becomes empowered to change, the City may be surprised at how fast
implementation can occur.
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I.

EXECUTIVE SUMMARY

A. BACKGROUND
This study was initiated by the City Manager in response to the City Council’s
identification of Development Review as one of the Major City Goals for FY 17-18 to
improve the development process through streamlining and enhanced predictability.

B.

KEY PRIORITY AREAS

This report includes 107 recommendations for improving the development review
process. While all the recommendations are important, we believe there are six key
areas or groupings that need the highest priority as follows:

1. PERMIT AND DEVELOPMENT PROCESS CHANGES
AND TIMELINES
Findings
City policy makers and customers are concerned at how long it takes to obtain permits
in Grover Beach. These timelines are impacting the economic development goals of
the City. Most building permits and inspections are proceeding at a reasonable basis.
However, problems appear to be in the Planning Entitlement Process and Public
Works reviews. Good data does not exist on existing timelines. At our request, nine
entitlement projects were traced with an average timeline of 153 days which included
two large and complex multi-family projects. This average timeline is much longer
than practiced by Best Practice communities.
Recommendations:
 Make more decisions at staff level, Recommendation10.
 Adopt performance standards for building permit review, Recommendation
24.
 Track compliance with performance standards, Recommendation 26.
 Adopt performance standards for all functions as shown, Recommendation
28.
 Aim to process Administrative Development Permits within five working
days, except for major projects with major Public Works review,
Recommendation 68.
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 Review times for development application plan reviews should be 10
working days for first review and five for subsequent reviews,
Recommendation 69.
 Comment letter to
Recommendation 70.

be

prepared

within

five

days

of

reviews,

 Revise development review process as shown in two examples to reduce
the average time from 153 days to 48 or 76 days, Recommendation 71.
 Include fees for staff time in processing third review when comments are
not responded to, Recommendation 74.
 Require pre-application for all non-single family and some residential
projects, Recommendation 78.
 Amend Code regarding single-family
Development Permit, Recommendation 80.

houses

for

Administrative

 Expand annual calendar for Planning Commission meetings and process,
Recommendation 93.

2. TECHNOLOGY – IMPLEMENT PERMIT TRACKING
SYSTEM

Findings
The City has recently implemented the Harris Innoprise permit tracking software
system for receiving applications for Building, Planning and Engineering. We
commend the City for taking these initial steps to improve customer service.
However, staff has stopped short of fully implementing the full array of features they
have purchased. It has been our experience that many jurisdictions successfully
complete the first phase of their upgraded software installation, but the efforts stall
and ultimately the full benefits of the program are never achieved. The City should
diligently pursue full implementation of all of the features offered through the
software they have purchased and require all participants in the review process,
including contract vendors, to utilize the system for tracking and communication
purposes.

Recommendations:
 All reviewing parties to participate in tracking system, Recommendation
12.
 Create standard naming
Recommendation 32.
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 Fire Authority to participate in permit tracking system, Recommendation
41.
 Provide tablet computers for fire field inspectors, Recommendation 41.
 Fully implement Innoprise program, Recommendation 100.
 Provide quality control of Innoprise program prior to acceptance,
Recommendation 101.
 Create task force for implementation of Innoprise, Recommendation 103.

3. CONSULTANT SERVICES - PREPARE RFPS FOR
ENGINEERING, BUILDING & PLANNING SERVICES
Findings
There are several cases where outside consultants continue to provide services to the
City under contract terms that have expired. These contracts should be updated to
include performance standards and to better reflect the actual market-based cost of
providing those services. These new market-based costs should be reflected in an
updated permit fee schedule.

Recommendations
 Update JAS contract, and expand re-engineering and fire suppression
systems, Recommendation 35 and 36.
 JAS to adhere to performance standards as shown, Recommendation 38.
 Pre-qualify consultants to do environmental work, Recommendation 72.

4. STREAMLINING - ELIMINATE DUPLICATE REVIEW OF
ENGINEERING PLAN REVIEWS

Findings
The original purpose of utilizing the services of outside consultants was to supplement
in-house staff by reducing their workload demands. In addition, outside consultants
can provide additional expertise. Currently in-house staff is duplicating the work of
the engineering consultant and finding numerous deficiencies. This duplication of
work is burdensome and costly to City staff and customers and undermines the City’s
efforts to streamline the plan review process.
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Recommendations
 Prepare RFP for Engineering Services for development review,
Recommendation 82.
 Eliminate redundant plan reviews by discontinuing the practice of sending
all engineering plan reviews to the outside consultant, Recommendation 84.
 Consider using existing building plan review consultant to provide
engineering and ADA compliance plan reviews, Recommendations 35 and
36.

5. AUDITING – STAFF AND CONTRACT SERVICES
PERFORMANCE MONITORING

Findings
We have included recommendations for establishing performance standards for both
plan review turnaround times and customer service features. We have also
recommended that the quantity of these services be closely tracked and reported.
However, we believe it is also very important that the quality of these services be
closely monitored. This recommendation applies not only to in-house staff but also
for those services being provided by outside consultants.

Recommendations
 Take a more active role in managing consultants, Recommendation 13.
 Include performance standards in consulting contracts, Recommendation
25.
 Track compliance with performance standards, Recommendation 26.
 Continue use of contractors for building plan review and inspection,
Recommendation 40.
 Adopt performance standards for Fire Authority, Recommendation 46.

6. PROCESS - MINIMUM PLAN SUBMITTAL CHECKLIST
Findings
A frequent complaint expressed by both staff and customers was the difficulty they
experienced in reaching consensus regarding what is an acceptable level of detail that
must be included on a set of plans during each of the various steps in the approval
process. Staff equates some of the cause for this problem back to the numerous
outdated provisions in the local codes and standards that they are responsible to
Grover Beach, California
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interpret. However, in some cases customers have simply chosen to ignore the items
on the minimum submittal checklist.
Information presented in the Planning Division Section shows that one of the reasons
for significant delay in the planning entitlement process is the back and forth between
the City and applicants trying to secure submittal of all the data required for planning
entitlement approval. This delay can be reduced by consistently reviewing planning
entitlement applications at the front counter when submitted to ensure that all of the
items on the submittal checklist have been provided. Incomplete applications should
not be accepted.

Recommendations
 All participants in development process to prepare intake checklist,
Recommendation 63.
 Require complete applications at counter intake, Recommendation 66.
 Create clear plan submittal requirements for engineering review,
Recommendation 86.
 Return incomplete applications to applicant, Recommendation 88.
 Add fees and meeting with plans examiner for incomplete engineering
plans, Recommendation 89.
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II.

BACKGROUND AND PURPOSE

A. THE CONTRACT
This study was initiated by the City Manager for an Assessment of the Development
Review Process. A contract was approved effective September 1, 2017.
Zucker Systems staff spent time in Grover Beach on November 1 and 2, 2017.

B.

BACKGROUND

Zucker Systems used a proprietary well-tested, integrated methodology for this study,
as shown in Figure 1. We brought our extensive experience to the study, worked
closely with staff and contract staff, and solicited input and observations from
customers and policy makers. The methodology is built on interrelating records,
observations, and interviews. Each is necessary for valid studies. National research
has shown that each one of these three—if relied upon exclusively—can be subject to
substantial error. For example, record systems are often found to be as high as 50% in
error, or the wrong things are measured. We used observations and interviews to
verify records. Records and interviews were used to verify observations. Records and
observations were used to verify interviews. Each group of people, shown in Figure 1,
was an important part of the process.
Figure 1
Methodology Overview
Consulting
Experience

City Staff

Observations
Operational
Analysis

Recommendation
and Action Plan
Records

Interviews

Customers

Policy Mak ers

Specific activities conducted for this study included the following:
 Customer survey sent to 180 people;
 Employee survey completed by five people;
 Interview with Mayor;
Grover Beach, California
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 Interview with four (4) Council Members;
 Interview with the City Manager;
 Interview with the Chairperson of the Planning Commission;
 Interviews with seven staff and three consultants;
 One customer focus groups of eight people; and
 Review of files and background information.

C.

FINDINGS AND RECOMMENDATIONS

Areas of Strength
This assessment found many exemplary features within the Community Development
Department and other participating departments/agencies as well as several areas
where improvement is possible.

Building Permits
 Building Permit checklist is comprehensive and available via City website;
and
 Building plan review and inspection services are provided by a consulting
firm that only employs individuals with nationally recognized
certifications.

City Council
 City Council has identified streamlining and improving predictability in the
development process as high priorities;
 Council Members express support for staff doing a more thorough review
at the time of application submittal and rejecting incomplete applications;
 Council members said that staff is cooperating well across departmental
lines and is working hard to meet applicants’ expectations; and
 There is a clear statement from the Mayor on behalf of Council – our
strategy for economic development has to be based on being able to
approve projects faster than other communities.

City Staff
 City staff prides themselves on being readily available to meet with
customers to discuss and resolve processing problems;
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 Additional fees are assessed for staff time and costs related to plan review
if project is not approved after second plan review;
 The Community Development Director has a decade of experience working
in the private sector on development projects and is better qualified than
many of his peers to understand and work with issues of concern to the
project developers in Grover Beach;
 City staff are aware of many opportunities for improving the development
review process but report lacking the time to implement these changes;
 Staff is aware of the outdated sections in the Development Code that need
to be updated and has extensive notes on required revisions; and
 A new Senior Planner has commenced work with the Department. This
should substantially improve the work flow in the Community
Development Department.

Fire Reviews
 Fire Authority specifies a performance standard for plan review turnaround
times.

Planning Commission
 The Chair of the Planning Commission is extremely knowledgeable and
experienced. He is enthusiastic about the opportunity to work on
improvements to the systems.

Process
 Flow charts identifying processing steps and timelines are available to
customers;
 City planning is scanning documents as time permits;
 The Community Development Department uses a Unified Development
Application;
 City Planning has updated checklists for all their planning applications;
 As the pace of development is picking up as a result of the Cannabis
ordinance, the City is re-establishing the Development Review Committee.
All departments meet and review planning applications and discuss
conditions of approval;
 Cal Poly San Luis Obispo is nearby, and some issues identified in this
report could be addressed through one or more class project; and
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 The City has hired a consultant to work on parking standards. The amount
of required parking requirements is seen as a barrier to development.

Technology
 Building permit fees include a 2.5% surcharge to provide for on-going
technology improvements;
 The City authorized a full-time IT position to replace a part-time contract
IT support position;


Implemented portions of permit tracking software for Planning, Building
and Engineering permits; and

 New permit system is fully integrated with City’s financial reporting
system.

Opportunities for Improvement
Problem areas and opportunities for improvement are described throughout this
report. What we consider to be six key areas, or themes, are discussed in the
Executive Summary, the first chapter in this report.
Table 1 summarizes the 107 recommendations and opportunities for improvement
made throughout this study. To assist the reader, each summarized recommendation is
cross-referenced to the page on which the supporting text appears. Although all of
these recommendations are important, each was given a priority number in order to
help the City with implementation. There are 49 priority number one
recommendations, 55 priority number two recommendations and 3 priority number
three recommendations. We assume that existing staff will implement many of the
recommendations and the cost, except for new staffing, generally should be absorbed
through greater efficiency.
To further help the City and departments in implementation, we have also coded all
the recommendations. “Phase One Actions” are recommendations that we believe
should be completed in the first nine months. “Phase Two Actions” we believe should
be completed within 18 months.
There are 76 Phase One Action recommendations. Some of these are given priority 1,
2, or 3. However, that does not mean that only the priority 1 recommendations should
be addressed. There are 31 Phase Two Action recommendations. The departments
should develop a detailed implementation plan with time targets for these
recommendations.
For each recommendation, we also indicate a responsible party for implementation.
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While the above priorities and action schedules should help the City with its
implementation plan, it is essential to initially focus on the six key priorities discussed
in the Executive Summary.

15

1

X

23

2

24

1

City Manager’s Office

24

2

Responsibility

Agree on an implementation plan

City Manager

Phase Two
Actions

Phase One
Actions

1.

Recommendation

Priority

#

Page

Table 1
Table of Recommendations

ISSUES RELATED TO ALL FUNCTIONS
Communications

2.

Use standard format for process guides

3.

Review all handouts and online information so it is
current

4.
5.

Create City Directory of Services
JAS to create outreach to construction industry

6.

Negotiate cost of outreach program with JAS

7.

Establish fee for outreach program

8.

Develop code interpretation manuals

9.

Make interpretation manuals available to the public

10.

Make more decisions at staff level

11.

Create policy and procedures manuals

12.

All reviewing parties to participate in tracking system

Community Development
Director
Community Development
Director

X
X

JAS Pacific

25

2

Community Development
Director

25

2

X

Administrative Services

25

2

X

26

1

X

26

2

X

Community Development
Director and City Engineer
Community Development
Director and City Engineer

X

City Council

26

1

X

Community Development
Director and City Engineer

26

1

X

City Manager

27

1

X

Community Development
Director and City Engineer

28

1

Consultants

13.

Take more active role in managing consultants

X

Customer Service

14.

Create and distribute customer service forms

City Manager

29

2

X

15.

Design customer service forms to address specific
services

City Manager

29

3

X

16.

Send surveys to applicants after projects are completed

29

2

X

17.

Share customer comments with staff and consultants

30

2

X

City Council

31

2

X

Community Development
Director
Community Development
Director

Financial Issues

18.

Establish policy that development should pay full cost
for City services

19.

Create a reserve account for development fees

Administrative Services

31

2

X

20.

Consultant fees to be reflected in fee schedule

Community Development
Director

31

2

X
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Phase One
Actions

City Council

32

1

X

Responsibility

Phase Two
Actions

Priority

Recommendation

Page

#

Management Issues

21.

Add management analyst to City Manager staff

Office Space

22.

Remodel plan to include Building/Planning Technician
at permit counter

Public Works

32

1

X

23.

Prioritize records for scanning

City Manager

32

2

X

City Manager

34

1

X

35

1

X

35

1

X

35

2

City Manager

36

1

All functions

36

2

Community Development
Director

36

2

Performance Standards

24.

Adopt performance standards for building permit review

25.

Include performance standards in consulting contracts

26.

Track compliance with performance standards

27.

Post performance standards compliance on website

28.

Adopt performance standards for all functions as shown

Community Development
Director
Community Development
Director
Community Development
Director

X
X

Records Management

29.

Aggressive program to digitize and index new
applications and paper records

30.

Use outside vendor to digitize plans

31.

Expand digitizing as part of new permit tracking system

All functions

37

2

32.

Create standard naming conventions for development
projects

City Manager

37

1

X

40

2

X

40

2

X

X
X
X

BUILDING PERMITS AND INSPECTIONS
Organization Issues
Community Development
Director
Community Development
Director

33.

Create audit program for JAS reviews

34.

Local JAS representative to be audited by JAS
management

35.

Update JAS contract

City Manager

41

1

X

36.

City Manager

41

1

X

37.

Expand JAS contract re-engineering and fire
suppression systems
Include California Certified Accessibility Specialist in
contracts

City Manager

41

2

X

38.

JAS to adhere to performance standards shown in table

42

1

X

39.

Post building target plan review times

43

2

X

40.

Continue use of contractors for building plan review and
inspection

43

1

X

Fire Authority and Community
44
Development Director

1

X

1

X

Community Development
Director
Community Development
Director
Community Development
Director

FIVE CITIES FIRE AUTHORITY
Organization Issues

41.

Fire Authority to participate in permit tracking system

42.

Table computers for Fire field inspectors.
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Priority

Phase One
Actions

Phase Two
Actions

Page

43.
44.

Create audit program for plan reviewers and inspectors

Fire Authority

45

2

X

Periodically audit work of Collings and Associates

Fire Authority

45

2

X

45.

Review fire sprinkler plan reviews for possible review by
in-house staff

Fire Authority

46

2

X

46.

Adopt performance standards as shown in report

Fire Authority

46

1

X

49

2

X

49

2

X

49

1

X

50

1

X

50

2

X

50

3

X

50

3

50

2

51

2

51

2

51

2

X

52

1

X

52

1

X

53

1

X

53

2

X

53

2

X

#

Recommendation

Responsibility

Process Issues

PLANNING DIVISION
Organization Issues
Communication

47.

Add Frequently Asked Questions to website

48.

Provide paper handouts of information on the website
for customers who visit City Hall
Include property owner in communications on
application
Community Development and Public Works to have
good communication on projects

49.
50.
51.

Discourage communication outside of roles

Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director and Public Works
Community Development
Director

Counter

52.

Post notice when counter is or will be closed

53.

Cross train other staff to answer questions when
counter is closed

Community Development
Director
Community Development
Director

X

Customer Service

54.

Provide customer service training

55.

Provide surveys for customers to evaluate service

56.

Staff to enhance the development review process

57.

Cross training for inspectors and office staff

Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director

X
X
X

Policy Issues
General Plan

58.
59.

Up-date all elements of the General Plan at least every
eight years
Prepare Environmental Justice Element of the General
Plan

Community Development
Director
Community Development
Director

Interpretation Manual for Development Code

60.

Code interpretations to be written and available to all
staff

61.

Annual revisions to most frequent code provision issues

62.

Track code interpretations for workload

Community Development
Director
Community Development
Director
Community Development
Director

Process Issues
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Phase One
Actions

55

1

X

55

2

Community Development
Director

55

1

X

Community Development
Director

56

1

X

Community Development
Director

56

1

X

58

1

X

61

1

X

61

1

X

66

1

X

Community Development
Director

66

1

X

Community Development
Director

67

2

67

1

X

67

2

X

68

1

X

68

2

X

69

1

X

69

2

X

70

1

X

Responsibility

Phase Two
Actions

Priority

Recommendation

Page

#

Check Lists

63.

All participants in development process to prepare
intake checklists

64.

Review checklists with development community

Community Development
Director
Community Development
Director

X

Code Interpretations

65.

City Council to provide clarity on Code interpretations

Complete Applications

66.

Require complete applications at counter intake

Development Review Committee

67.

Formalize Development Review Committee

Development Review Process

68.
69.
70.
71.

Process Administrative Permits within five working days
Review times for development plan reviews should be
10 working days for first review and five days for
subsequent reviews
Comment letter to be prepared within five days of
reviews
Revise development review process as shown in two
examples

Community Development
Director
Community Development
Director and all reviewing
agencies
Community Development
Director
Community Development
Director

Environmental Consultants

72.

Pre-qualify consultants to do environmental work

Industry Relations

73.

Create Technical Advisory Committee re forms,
checklists and procedures

X

Plan Review

74.
75.
76.

Extra fees for staff time in processing third review when
comments are not responded to
Invite applicants to identify plan comments that should
have been caught earlier
Respond to emails and phone calls same day received

Community Development
Director
Community Development
Director
Community Development
Director

Policy and Procedure Manuals

77.

Community Development
Director

Prepare procedures manual

Pre-Application

78.

Require pre-application for all non- single family and
some residential projects

79.

Adjust fees re pre-application requirements

Community Development
Director
Community Development
Director

Review Authority

80.

Amend Code re single-family houses for Administrative
Development Permit
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Priority

Phase One
Actions

City Engineer

73

1

X

City Engineer

73

1

X

Provide audit program for consulting contracts

City Engineer

74

2

X

Conduct more in-house staff reviews

City Engineer

74

2

X

City Engineer

75

2

X

Recommendation

Responsibility

Phase Two
Actions

Page

#

PUBLIC WORKS/ENGINEERING
Organization Issues
Capital Improvement Projects Review

81.

CIP projects to undergo independent plan review

Contract Service

82.

Prepare RFP for Engineering Services for development
review

Performance Auditing

83.
84.

Public Improvement Records

85.

Obtain public improvement plans from Garing, Taylor
Associates

Process Issues

86.
87.
88.

Create clear plan submittal requirements

City Engineer

75

1

X

Create industry task force re submittal checklist

City Engineer

76

2

X

Return incomplete applications to applicant

City Engineer

76

1

X

89.

Add fees and meeting with plans examiner re
incomplete plans

City Engineer

76

1

X

City Engineer

77

2

X

78

2

78

1

X

79

1

X

79

2

X

79

2

X

79

2

X

80

2

X

80

2

X

80

2

X

81

1

X

Stormwater Management

90.

Create handout for stormwater management

PLANNING COMMISSION

91.

Provide link to Planning Commission on Community
Development webpage

92.

Revise staff reports to clarify staff recommendations

93.
95.

Develop annual calendar for Planning Commission
meetings and process
Calendar for Planning Commission to be widely
available
Provide applicants with tentative Planning Commission
date

96.

Accommodate minor item submittals after deadline

97.

Develop training for Planning Commissioners

98.

Provide APA membership for Planning Commissioners

99.

Have annual work session between Planning
Commission and City Council

94.

Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director
Community Development
Director

X

TECHNOLOGY
Permit Tracking Software

100. Fully implement Innoprise program
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Phase One
Actions

Community Development
Director
City Manager, IT and
Community Development
Director
IT and Community
Development Director

82

1

X

82

2

X

City Manager

83

1

X

City Manager

83

2

X

City Manager, IT and
Community Development
Director

83

2

X

84

2

85

2

Responsibility

Provide quality control of Innoprise program prior to

101. acceptance

Contact other communities using Innoprise program re

102. implantation ideas

Phase Two
Actions

Priority

Recommendation

Page

#

103. Create task force for implementation of Innoprise
Purchase large monitors and mobile devices to work

104. with Innoprise system

Graphical Information System

105. Evaluate GIS system for possible expansion
Website

106. Add How To and How Do I headings to website
107. Expand website as shown in Table

Community Development
Director
Community Development
Director

X
X

Before the City begins implementing this study, we suggest that it take the following
action.

1.

Recommendation: The City Manager should review the study and agree on
an implementation plan, which should include:
 An agreed-upon timetable and work program; and
 Costs estimates and method of funding.

The various departments already have many important tasks they are undertaking and
may find the 107 recommendations overwhelming. However, as improvements take
place and staff becomes empowered to change, the City may be surprised at how fast
implementation can occur.
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III.

PROFILE

A. OVERVIEW
The City
The City of Grover Beach is located in the southern part of San Luis Obispo County
on California’s Central Coast. Grover Beach is bordered by Pismo Beach to the north,
Arroyo Grande to the east, unincorporated Oceano to the south, and the Pacific Ocean
to the west. The City serves a population of 13,397 residents, covers an area of 2.31
square miles and is located approximately mid-way between San Francisco and Los
Angeles.
The community is comprised of residential housing stock of all types and at a range of
costs, commercial retail businesses along West Grand Avenue serving both local
residents and tourists, and nearly 90 acres of industrial areas currently comprised of
light manufacturing and service businesses. The City is working with private
developers to construct two hotels and a beachfront conference center and partnering
with a local Internet provider to install a municipal broadband network. In addition,
the City recently adopted a commercial medical cannabis ordinance to allow for a
range of businesses including manufacturing, cultivation, retail dispensaries,
distribution, testing, and other uses which would be allowed to operate within the
City’s industrial areas.

Government
The City was originally founded in 1887 with incorporation in 1959 and now operates
under a Council-Manager form of government with four Council Members serving atlarge for four-year terms and a directly elected Mayor serving two-year terms. The
Mayor and City Council serve as the legislative and policy-making body of the City.
The City Manager, appointed by the Council, serves as chief executive officer and is
responsible for the day-to-day administration of City affairs. There are three Advisory
Boards and Commissions that are appointed by the City Council: Planning
Commission; Parks, Recreation and Beautification Commission; and Traffic
Committee.
The Mayor and Council have expressed a strong desire to improve the image of
Grover Beach as a business-friendly community and have specifically identified the
need to improve the development process as one of their top priorities in the current
budget cycle. They specifically want to improve and streamline the development
review process to enhance service and community investment, and to provide clearer
guidelines for permit applicants, to include environmental, planning, engineering, and
construction standards. The current development process is believed to take too long
Grover Beach, California
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and is unpredictable, making it difficult for developers and homeowners to accurately
quantify the costs and timeframes for obtaining entitlements and completing
construction.
The City believes it is on the verge of a significant increase in construction activity as
it attempts to promote economic growth through promoting tourism and welcoming
the economic opportunities associated with approving the full spectrum of activities
associated with the new cannabis industry. For many years the City has utilized a
provision in the Land Use Element to moderate the annual level of residential permits
to an increase of no more that 2.5% or 123 units per year. Actual construction of new
residential units has averaged 20.6 units per year over the last 11 years.

City Organization
The current City organization is shown in Figure 2.
Figure 2
City Organization

Community of Grover Beach

City Council

City Attorney
City Manager

City Manager’s
Office

Administrative
Services

Community
Development

Public Works

Parks and
Recreation

Police

Development Departments and Functions
The development process is focused through a Community Development Department.
The Department coordinates the development review and permit issuance process by
working with Engineering staff from Public Works, fire staff with the Five Cities Fire
Authority, as well as consultants who provide plan review services. The Department
administers the City’s land use and building regulations through the implementation
of the General Plan, Development Code, and building codes. The Department also
supports the implementation of the City’s adopted economic development strategy.
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The Department is organized around five divisions:
 Building
 CDBG and HOME
 Economic Development
 Housing
 Planning
The Department is adding a staff person to assist with Code Compliance around the
Development Code.
The Code Compliance function, as a whole, is part of Public Works. The Public
Works staff is also actively engaged in the development review process because of
municipal requirements for drainage, stormwater management, and public
improvements such as utilities, along with streets and sidewalks.

Consultants
The development review work is carried out through a combination of staff and
consultants engaged to support both the Community Development and the Public
Works Department as shown in Figure 3. Current consultants include:
 JAS Pacific (located in Southern California) for building plan check and
inspection. (Managed by Community Development Director)
 Collings and Associates for fire plan check.
 Oasis Associates for landscape plan check. (Managed by the Community
Development Director)
 Wallace group for map checking. (Managed by City Engineer)
 Five Cities Fire Authority (local joint Powers Agreement) for fire plan
check and inspection.
 Garing Taylor & Associates for Engineering Plan Check. (GTA)
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Figure 3
City Consultants
Community
Development
Department

JAS Pacific
Building Plan
Check
Inspection

Five Cities
Fire Authority
Fire Plan Check
& Inspection

Oasis
Associates
Landscape Plan
Check

Collings and
Associates
Fire Plan Check

B.

Public Works
Department
Code Compliance
Training
Sidewalks
Streets
Stormwater
Utilities

Wallace Group
Map Checking

Garing Taylor &
Associates
Engineering Plan
Check

AUTHORITY

The City of Grover Beach, through the adoption of provisions found in the Grover
Beach Municipal Code, establishes specific requirements to oversee the development
of facilities, both private and public as well as structures in the public right-of-way.
The local code also includes provisions to adopt minimum standards established by
the State of California by reference. Pertinent sections include the following;
 Article VII – Engineering City Standards & Specifications;
 Article VIII –
w/amendments;

Building

Regulations

–

California

State

Code

 Article IX – Grover Beach Development Code. The City’s Development
Code (Chapter 9 of the Municipal Code) was adopted in 2012. Staff has
identified that a number of the Code elements are in need of revision;
 The City planning and development work must be processed through the
California Coastal Commission thereby adding a layer of complexity;
 Parking standards. Work on this has been budgeted for this FY;
 Sign ordinance. Work is programmed to be done in-house this FY;
 PUD standard;
 Utility undergrounding;
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 Subdivision ordinance;
 Street trees;
 Engineering Standards and Specification. Work is programmed to be done
in-house this FY; and
 The City has an adopted General Plan. It includes the seven mandatory
elements and two optional elements: Parks and Recreation, and Scenic
Routes.

C.

ORGANIZATION

The approved FY 17-18 – Budget indicates that 5.25 FTE’s have been approved for
the Community Development Department, including the Director, Sr. Planner
(vacant), Planner II, Building/Planning Technician, Code Compliance Officer
(vacant), and 0.25 Administrative Assistant. Positions are shown in Table 2.
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Table 2
Existing Community Development Department Staffing & Functional Staffing
Classification

# of
Positions
(FTEs)

Director

1

1
Senior Planner

1

Planner II

Bldg/Plan
Technician

1

Code
Compliance
Officer

1

Administrative
Assistant
Total FTE’s

0.25

Responsibility

Reports to

Oversees the Community Development
Department including management of staff
and consultants. Supports the Planning
Commission and City Council. Provides
leadership and direction in implementation of
adopted plans and interpretation of Municipal
ordinances and Code. Oversees special
projects and responds to Council priorities as
directed by the City Manager.

City Manager

Provides professional level work in support of
current and long-range planning services.
Processes plan and Code amendments and
reviews complicated projects. Prepares
special studies as may be required.

Director of CD

Provides professional level work requiring
limited supervision. Process plats, site plans,
variances and other current planning
applications. May also be assigned to special
studies in support of long range planning.

Director of CD

Receives and process applications for
development review (entitlements) and
building permits. Checks for completeness,
calculates fees and routes plans to
appropriate departments, consultants and
agencies.

Director of CD

Respond to complaints regarding potential
zoning and building code and enforce
provision of Commercial Medical Cannabis
Land Use Permits.

Director of CD

This employee provides administrative
assistance and is shared between PW and
CD.

PW Director and
CD Director

5.25
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IV.

ORGANIZATIONAL OVERVIEW

A. MISSION/VISION
The Community Vision, as expressed in the adopted General Plan, is to:
 Revitalize the Grand Avenue corridor, particularly through new mixed-use
development;
 Create an active waterfront that includes tourist amenities;
 Create defined gateways at the entrances to Grover Beach;
 Preserve and enhance the “beach community” feel of Grover Beach; and
 Increase and broaden the City’s tax base.
The work of Zucker Systems is tied to the vision for increasing and broadening the
City’s tax base through recommendations for streamlining the development review
process and providing greater predictability thereby increasing the competitive
advantage of Grover Beach.

Grover Beach, California
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V.

ISSUES RELATED TO ALL
FUNCTIONS

A. COMMUNICATIONS
Customer Handouts and Checklists
We are strong advocates of providing customers with as much written information as
possible to help them navigate through the various processes necessary for them to
receive the service they require. Customers who become well informed of the City’s
processes prior to arriving at the permit counter significantly improve their chances of
success in acquiring the approvals they need. And while it is possible to obtain needed
information directly from staff via face-to-face conversations or over the phone,
having this information readily available on the City’s website is more convenient for
customers who can access the information 24/7. This approach also significantly
reduces the time staff must spend answering routine questions. Research recently
cited in the Harvard Business Review indicated that 81% of customers would prefer to
receive information on a website rather than to talk to a customer representative.
Given this strong customer preference, it makes sense to have the City prioritize its
efforts to ensure that the information available to the public is comprehensive,
accurate, and easily understood.
The City has created a variety of forms and customer handouts that are currently
available via the website. In some cases, these guides have outdated information such
as referencing former City Council Members and the former City Manager in the
heading. These handouts also do not follow a consistent format. On some handouts, it
is difficult to readily identify the subject of the handout and many handouts do not
contain a revision date or the title of a contact person. We recommend that all
handouts follow a consistent format (template) that will help customers quickly
identify the subject of the handout and contain basic information including who to
contact for future information. Additionally, we don’t recommend process-related
handouts include the names of Council Members or the City Manager because they
are subject to change and such information may inappropriately suggest to customers
that they should contact a Council Member or the Mayor regarding routine
information on the handout.

2.

Recommendation: All development related process guidelines should
utilize a standard format that allows easy identification of the subject,
revision date, and title of a contact person.
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Ensuring that the information on public handouts is accurate is an ongoing challenge
and is of particular importance when the City periodically updates it standards, such
as the adoption of new editions of the building code every three years. All existing
handouts should be reviewed to determine continued accuracy given the new codes
that will be enforced. The standard template should include a field to confirm that the
document has been reviewed/revised to reflect the currently adopted codes.

3.

Recommendation: The city should review all online and hard copy handout
materials to confirm they are consistent with the most recently adopted
edition of each code.

As observed during the customer focus group meeting and interviews with staff, there
is a considerable knowledge gap among customers regarding the purpose of some the
standards and regulations the City is required to enforce. Frequently, guidelines are
provided to assist customers in meeting the technical requirements for completing a
form or application, but little or no information is provided to explain the desired
outcome or purpose of the regulations. Providing this information in the form of a
general description of the program and the goals the program is intended to achieve
may help garner more customer support for the need for such a program.

Directory of Services
A comment frequently provided by both staff and customers was the frustration they
experience when a customer is transferred from the City’s main telephone line to a
department that is not responsible for answering the customer’s question. Other
jurisdictions have addressed this recurring problem by creating and maintaining a
directory of services at all stations that answer the phone from the public. Such a
directory contains information about which department and/or employee is assigned
to field questions on a specific subject. This directory can also prove to be a useful
guide for in-house employees, particularly new employees, to help them develop a
better understanding “of how all the City services fit together”.

4.

Recommendation: The City Manager’s Office should coordinate the
creation of a City Directory of Services for staff use to help ensure
customers are being sent to the proper staff to answer their questions.

Construction Industry Communications
It is very common for jurisdictions to implement changes to their policies and
procedures. Often these changes are necessitated by a recent court decision or the
adoption of a new code at the local and/or state level. How this information is
communicated to customers, particularly within the commercial construction industry,
is frequently more important that the scope of the actual technical requirements that
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are being changed. Progressive jurisdictions invest energy in establishing a strong line
of communication with industry representatives. They consistently make an effort to
ensure that appropriate industry representatives are informed of potential policy and
procedure changes that could impact their industry. Whenever possible, these
jurisdictions actively solicit the input of industry representative to help shape a new
policy or procedure and collectively work to present the changes in a format easily
understood by all parties. Given that the City currently contracts for JAS Pacific to
provide building plan review and inspection services, it will be incumbent upon them
to take the lead in establishing this heightened level of communication with industry.
As this is a service that is not currently being provided by JAS Pacific, it is
appropriate that the cost of these additional services be negotiated with the City and
reflected in a future building permit fee schedule.

5.
6.
7.

Recommendation: The City should work with JAS Pacific to create an
outreach program with the construction industry serving Grover Beach.
Recommendation: The City should negotiate an appropriate fee with JAS
Pacific to cover the cost of establishing and maintaining an industry
outreach program.
Recommendation: The additional cost of establishing an industry outreach
program should be factored into an updated permit fee schedule.

Interpretation Manuals – Council Direction
One of the ways that progressive communities establish predictability for customers
of the development review process is by having up-to-date adopted code language,
technical specifications, and standards. Even with these up-to-date standards,
departments frequently need to document and publish their local interpretation of the
code language. Frequently, the development of these local interpretations involves
significant staff research and internal discussion before an interpretation is officially
rendered. By properly documenting these efforts it becomes less likely that future
occurrences of the same situation will require such an extensive investment of staff
resources along with the unavoidable delay that occurs during this research period.
In the case of Grover Beach, the need for a comprehensive interpretation manual is
even more critical because the current codes and standards are seriously outdated.
This has led to a situation where staff may be reluctant to make basic interpretations
of the existing code language because of the perceived frequency of appeals of staff
level interpretations. This approach is inconsistent with the nationally recognized Best
Practice of consciously seeking to allow staff to approve projects at their level
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whenever possible. This current approach is also inconsistent with Council’s stated
high priority to streamline the development process.
As stated elsewhere, priority should be given to updated current codes and standards;
however, in conjunction with that effort, staff should be authorized to develop an
interpretation manual based on their best efforts and in consultation with the City
Attorney to interpret the current code language while also reflecting direction
previously provided by Council.

8.
9.
10.

Recommendation: The Directors of Community Development and Public
Works/Engineering should be directed to compile Interpretation Manuals
that will assist staff in applying the existing codes and standards.
Recommendation: Interpretation Manuals should be readily available to
the design community as a means of promoting greater predictability
during the plan review process.
Recommendation: City Council should be encouraged to promote the
practice of allowing approval decisions to be made at the staff level
whenever legally possible and to codify this practice.

Policies and Procedures Manuals
When we prepare to conduct on-site interviews as part of our study, we request copies
of the current policies and procedures manuals. We were advised that no such
material currently exists. Our experience has shown that jurisdictions that have
comprehensive and up-to-date policies and procedures manuals have a tendency to
apply their standards in a more consistent manner. In addition, the learning curve for
new employees is substantially reduced and they make fewer errors. These manuals
become particularly useful when an organization is undergoing a significant change,
such as the implementation of a new computer-based permit tracking program.
Providing written guidance on how to accurately and consistently enter data into such
a system will be critical for all who contribute data to the system. Inconsistent data
entry will lead to useless or misleading information for both staff and customers.

11.

Recommendation: The City Manager should direct department heads to
work with their staff to create and maintain a set of policies and
procedures manuals.
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Project Submittal Status Tracking
Typical of many organizations we study, communication between employees within
departments, and between employees and customers can take a variety of forms. The
efficacy of an operation can frequently be determined by evaluating the relative ease
with which an employee and/or customer can retrieve accurate and timely information
about a particular subject. In the case of development review, that subject would be
the status of a project submittal. We have seen such an exercise be performed nearly
instantaneously when the jurisdiction utilizes a comprehensive permit tracking system
and all parties diligently participate in immediately entering updated status
information. We have also observed situations where it is nearly impossible to
retrieve reliable information in a timely manner because either a reliable system was
not in place or not all participants contributed entering the required data. As covered
in the Technology section of this report, we question whether the permit tracking
system purchased as part of the financial reporting system has the capability to meet
the long-term needs of both the employees and customers. While we are
recommending that this program be thoroughly evaluated before investing significant
staff resources, we also need to emphasize the importance of having all participants in
the development review process commit to full utilization of the product. Anything
short of a full commitment will ultimately fail to achieve the level of communication,
both internally and with customers, that the City seeks to provide.

12.
B.

Recommendation: The City should mandate that all reviewing parties fully
participate in the implementation and maintenance of the tracking system.

CONSULTANTS

The City has traditionally relied heavily on the use of consultants to provide technical
support in Planning, Building, and Engineering. In many cases these service providers
have performed well, but not in all cases, resulting in delayed projects and poor
service to customers. In many cases the terms of the original contracts to provide
these services have expired and no longer accurately reflect market conditions. The
City needs to take a more active role in monitoring the performance of these outside
consultants and be prepared to change service providers when necessary to achieve
the desired level of service.
The use of multiple consultants adds complexity to the process. There can be a lack of
communication among the consultants themselves as well as a lack of communication
with staff. Having come through the same recession that challenged similarly situated
communities, reliance on the consultants might be seen as keeping down the City
payroll, avoiding indirect personnel costs, etc. The reliance on consultants though
makes it difficult to collaborate and to get all of the work needed on a timely basis.
For example, according to the Community Development Director, Fire plan checks
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are routed to both the FCFA and Collings and two fees are charged, and inspectors are
done by FCFA, not the building inspector (JAS Pacific). Also, the current practice is
to have City engineering staff review GTA’s work prior to sending comments to the
applicants which means, in effect, that the engineering review work is being done
twice to ensure a quality response for applicants. Another problem occurs with JAS
Pacific. They are willing to discuss issues on the phone with applicants, but meetings
are not possible because of the Southern California location of the firm. Further, the
Public Works Director questioned whether they have appropriate staff assigned to
address ADA questions. Finally, Zucker Systems reviewed some of the comments
provided by the consultants to applicants and noted that some consultants don’t
provide any contact information so applicants have no choice but to contact the City
rather than the most knowledgeable person. The bulk of the complaints made about
the work of the consultants were associated with GTA.
Current consultants include:
 JAS Pacific (located in Southern California) for building plan check and
inspection. (Managed by Community Development Director)
 Collings and Associates for fire plan check.
 Oasis Associates for landscape plan check. (Managed by the Community
Development Director)
 Wallace group for map checking. (Managed by City Engineer)
 Five Cities Fire Authority (separate Joint Powers Authority) for fire plan
check and inspection.
 Garing Taylor & Associates for Engineering Plan Check. (GTA)
Additional comments on consultants are found in other chapters of this report.

13.
C.

Recommendation: The City should take a more active role in monitoring
the performance of outside consultants and be prepared to change service
providers when necessary to achieve the desired level of service

CUSTOMER SERVICE

The City of Grover Beach currently does not actively solicit comments from
customers regarding the quality of the service they receive. Actively soliciting
feedback from customers is an effective way of gauging the effectiveness of the
organization from the customer’s perspective. As part of this study, we conducted
confidential surveys of customers and employees; their scores and comments are
provided in an Appendix.
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During these studies, we frequently find that employees and management are very
surprised by some of the negative comments. Often staff will respond that the
customer’s comments are inaccurate and consequently dismiss them as having no
value for further consideration. While we may agree that the comment is factually
inaccurate, we also believe there is some value to be gained to the organization to
recognize that, from this customer’s perspective, it is their reality. Progressive
organizations take this customer perspective and try to determine how the
organization’s message could have been so incorrectly interpreted by the customer.
They strive to identify those components of their message that could have supported
the customer’s interpretation and then work to clarify and redirect the message to help
avoid such misunderstandings in the future. This is hard work and potentially involves
staff at all levels of the organization, up to and including the City Manager, Mayor,
and Council. These types of problems will not get resolved if managers simply
discount the complaints.

14.

Recommendation: The City Manager should direct the Departments to
create and distribute customer survey forms on the website and at the
public counter.

We have seen jurisdictions utilize a variety of customer survey questionnaires ranging
from very detailed ones based on specific services provided by an individual
department to very general questions answered in emoji style. We recommend
customer surveys be customized to match the services being provided by each
department. Using some of the questions we posed to customers in our survey (See
Appendix D) should be considered.

15.

Recommendation: Customer surveys should be designed to address those
specific services being provided by each department.

We have found that many customers are reluctant to complete customer surveys while
their projects are still being reviewed or inspected for fear of some reprisal by City
staff that would hold up or block their project. Jurisdictions that recognize this
situation go a step further in soliciting customer feedback by sending a customer
survey, either electronically or through the mail, to the customer after the project has
been finalized. Feedback provided in this way tends to better reflect the customer’s
perception of the entire process from conceptual planning through final inspection.

16.

Recommendation: The Community Development Department should
establish a program to send customer survey forms to permittees after
their projects have been completed.
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The City of Grover Beach utilizes the services of numerous consultants in providing
its services to customers. It is important that customer feedback be shared with these
consultants so they may be aware of how their services are being perceived by the
public. Sharing these customer survey comments with the consultant also providers
the City with the opportunity to confirm the consultant is presenting their services in a
manner consistent with the City’s mission and goals. In some cases, it may be
appropriate to modify the terms of an existing consultant contract in order to resolve
an issue that has arisen based on a customer survey comment.
Just as it is appropriate to share customer comments with consultants providing
services on behalf of the City, it is equally important to share relevant comments with
other departments identified in the customer comments. It is not uncommon for
customers to become confused about which department provided a specific service.
Sharing information across department lines in an important step in addressing
customer complaints.
Finally, it should be kept in mind that often the customer responses are highly
favorable, and it is helpful to learn who is earning the approbation of the development
community.

17.

Recommendation: Information gathered on individual department
customer survey forms should be shared with consultants or staff from
other departments when they have been referenced in the customer’s
survey.

D. FINANCIAL ISSUES
Increasingly, the norm throughout the country is full cost recovery for permitting and
development activities. The theory is that development should pay its own way.
Most communities, including Grover Beach, have two types of fees. One is impact
fees that generally support public infrastructure and improvements. Some feel that the
City’s impact fees are too high and discourage the type of investment that Grover
Beach desires. Analyzing the impact fees is not included in the scope of this Study.
The other fees are for processing of development applications. These fees are much
lower than impact fees and only a very small part of most development applications.
We have worked with these fees in over 170 communities in 32 states and developers
everywhere tell us the same thing. They are concerned with good service and short
timelines and will even pay higher fees to obtain such service. Communities that are
full cost recovery for these services, also build a reserve account to support staff and
services during a down cycle. We recommend the reserve account equal the normal
annual operating budget.
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When communities decide they need to or want to reduce government expenditures,
staff is often cut across all departments. However, for functions that are full-cost
recovery, this is counter-productive and can reduce service, increase timelines, and
work against other economic development goals.

18.
19.

Recommendation: The City should establish an official policy that states
that development fees will be established based on the principal that
development should pay the full cost of the services they require.
Recommendation: The City should establish permit fees based on the
assumption that a reserve should be created to buffer the City from
requiring substantial staff reductions during periods of reduced
construction activity.

We have recommended the City immediately take steps to update all current
consultant contracts and to initiate a Request for Proposals (RFP) process for
engineering plan review services. We anticipate that this process will result in an
increase in consultant service fees to reflect current market rates. The additional cost
associated with these services should be reflected in an updated permit fee schedule.

20.
E.

Recommendation: The increased fees to be paid for consultant services
should be reflected in an updated permit fee schedule.

MANAGEMENT ISSUES

Management Responsibilities
Our observation of the overall role of management within the areas we reviewed
revealed a group of highly motivated and dedicated individuals that are buried in dayto-day activities that leaves little time for focused attention on big-picture issues.
Deferred maintenance of administrative functions such as having current contracts
with third-parties providing services, preparing RFPs for needed services, and
updating antiquated design standards are hampering the City’s ability to achieve its
goal of having a streamlined and predictable development review process. In many
cases we see department heads and the City Manager handling assignments that we
normally see being performed by support staff either in the departments or through
the City Manager’s Office. A report by the consulting firm Management Partners in
2016 also identified this problem as impacting the City’s overall effectiveness. We
concur with the recommendation from that report that indicates a management analyst
position should be hired to support the City Manager and be available to assist the
department heads on an as-needed basis.
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21.
F.

Recommendation: The City Manager should hire a management analyst
position to provide staff support to the City Manager and Department
Heads.

OFFICE SPACE

We are aware that Public Works is in the process of preparing an office remodel plan
for City Hall with much of the emphasis is on upgrading restrooms. Based on our
brief observations and the numerous comments from staff, it is clear that there is a
serious lack of available office space for the current staff and the additional staff
authorized in the current budget will only make this situation worse. We have been
advised that one of the plans under consideration is to free up space in the main
building by relocating Parks and Recreation staff to an off-site location. Their space
will then be occupied by Community Development staff, including a new Sr. Planner.
This plan may also provide some much-needed space for the Engineering staff, who
have resorted to unrolling plans on the floor to perform reviews.
Our approach to allocating office space is based on the principle that employees that
have the greatest amount of face-to-face contact with customers should be located in
close proximity to the public counter. We believe the relocation of the
Building/Planning Technician to the space vacated by Parks and Recreation is a move
in the right direction but feel a more appropriate move would be to reconfigure the
front counter space to accommodate the Building/Planning Technician on a full-time
basis.

22.

Recommendation: The remodel plan under consideration for City Hall
should include relocating the Building/Planning Technician full-time to
the permit counter.

As stated elsewhere in this report, one of the primary issues impacting the lack of
available office space is the volume of paper plans and documents. These records
appear to be stuffed in every available space. This practice not only makes it difficult
to retrieve the records but also jeopardizes their quality. We recommend an inventory
of these plans and records be created and a program be initiated to prioritize the
scanning of those records that will free up the greatest amount of critical office floor
space.

23.

Recommendation: The City Manager should direct the departments to
compile an inventory of the various records and plans stored in the office
space and create a program to identify those records that should be
prioritized for scanning to order to recover needed office space.
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G. PERFORMANCE STANDARDS
Performance Standards
Jurisdictions that consistently utilize Best Practices establish and closely monitor their
actual performance against those standards established by the organization. We have
included a table of recommended performance standards for plan review turnaround
times that we believe represent the Best Practices we have witnessed in the numerous
studies we have conducted throughout the country. We recognize that these standards
may not be a perfect fit for every jurisdiction, but we provide them in the interest of
communicating the standards that are being achieved by other jurisdictions that may
be competing with the City of Grover Beach in attracting the types of commercial and
residential developments desirous to the City.
When we approach jurisdictions to collect their performance standards, we frequently
are presented with considerable data about the activities the jurisdictions have
processed within a specified timeframe. While this information is useful in
determining overall changes in activity levels over time, it is not truly a reflection of
what we consider to be the jurisdiction’s performance standards. We consider
performance standards to be the “agreement” the jurisdiction has established with the
community regarding the level of service they should expect the City to provide its
customers. The most prominent performance standard applicable to the development
review process is the plan review turnaround time. Simply measuring activity levels
will not provide answers to these performance-based questions. The ability to meet
specified performance standards is a function of both activity level (workload) and the
resources (staffing) dedicated to performing task(s).
Figure 4
Relationship Between Demand and Resources
Fluctuating
Demand for
Services

Performance
Standard
(Constant)

Fluctuating
Availability of
Staff and
technology
Resources

Currently the Community Development Department cannot provide accurate data on
actual performance in meeting performance standards. We believe that each party
currently participating in the development review process has established informal
turnaround time goals, but interviews with staff and customers indicate that these
standards are not published and rarely referenced in discussions with customers. This
failure to initially communicate anticipated turnaround times can create a scenario
that results in a breakdown in trust between customers and the City when unspoken
expectations are not met. Customers, often professional architects and engineers, rely
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on the information provided by City staff when communicating critical information to
their clients. When this information proves vague or faulty, it not only undermines the
credibility of the professionals in the eyes of their clients but also frequently results in
financial losses to the owner that could have been avoided had there been more
accurate communication from City staff at the inception of the project. We have
recommended specific performance standards in other parts of this report which
include public improvement standards that affect the building permit plan check
standards listed below. The adoption and adherence to these recommended
performance standards will help achieve the Mayor and Council’s stated goal of
improving predictability in the development review process.
Table 3
Building Permit Plan Check Recommended Performance Standards
Description

Reporting
Frequency

Performance Standard

Plan Review - New Commercial Building - >
$1,000,000 valuation

90% within 20 business days

weekly

Plan Review - New Commercial Building - <
$1,000,000

90% with 15 business days

weekly

Plan Review - Commercial Tenant
Improvements -

90% within 10 days

weekly

Plan Review - Residential - Multifamily - >
20 units

90% within 15 business days

weekly

Plan Review - Residential - Multifamily - <
20 units

90% within 10 business days

weekly

Plan Review - Residential - Single Family

90% within 10 business days

weekly

Plan Review -Residential - Single Family Standard Plan

90% within 5 business days

weekly

Plan Review - Residential modifications

90% with 5 business days

weekly

Plan Review - Minor Permits (P/E/M/S)

90% Over the counter/online

weekly

Plan review rechecks

90% within 1/2 of previous turnaround
time

weekly

Plan Review Quality Control

Monthly

Quarterly

24.

Recommendation: The City Manager should direct all participants in the
permit and development review process to adopt plan review turnaround
times.
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25.

Recommendation: Language formally adopting the recommended plan
review turnaround times should be incorporated into applicable contracts
for consultant services as a performance standard.

Adopting performance standards alone will not improve performance or enhance the
predictability of the process unless sufficient controls are implemented to accurately
track and periodically report on compliance with these performance standards.

26.
27.

Recommendation: Compliance with adopted performance standards
should be accurately tracked and reported through the City’s permit
tracking software.
Recommendation: Reports identifying compliance with the adopted
performance standards should be made available to City management and
be posted for public view via the City’s website.

In addition to performance standards for plan review turnaround, we have provided a
table of recommended performance standards for activities associated with
departments and development functions. Several of these standards are also applicable
City-wide (ex: returning phone calls). These reflect the Best Practices standards we
have seen implemented in our other studies throughout the country. The standards are
shown in Table 4.
Table 4
Recommended Performance Standards for All Permitting and Development
Functions
Description

Performance Standard

Reporting
Frequency

Counter Initial Service

90% within 15 minutes of arrival

weekly

Answering Customer
phone calls

90% within 3 rings

weekly

Returning phone calls
from messages

90% returned same day

weekly

Returning emails

90% returned same day

weekly

Employee Training
Budget

2% of Annual Personnel budget

Annually

Employee Training

5% of employee’s time

Quarterly
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Description
Customer Satisfaction
Surveys

Initial receipt of plans

Permit preparation for
issuance

28.

Performance Standard
85% satisfied or better

90% within 1 business day

90% within 2 business days

Reporting
Frequency

Remarks

semiannually

weekly

Time between
receipt of plans at
counter and delivery
to plans examiners

weekly

Time from approvals
of all plan reviewers
and permit ready to
issue

Recommendation: The Community Development Department and Public
Works/Engineering Department should adopt the performance standards
identified in the table above.

H. RECORDS MANAGEMENT
Electronic Records
While some departments and authorities have a records management program that
includes some digitizing and indexing of public documents, this practice is not being
consistently applied among all the groups that have some responsibility for the review
and approval of development applications. We believe the ultimate goal of the City
should be to have all relevant development information on every parcel available in a
digital format that can be accessed by all participating groups via the permit tracking
system and the City’s GIS system. This applies to both new projects and projects that
are currently archived on paper or microfiche and stored in a variety of locations.
Digitizing this information will not only enhance the efficiency of staff’s records
retrieval process but also significantly increase available office space. Due to the lack
of available office space in City Hall, we recommend the scanning of documents and
plans be performed by a third-party vendor at an off-site location.

29.
30.

Recommendation: All departments should implement an aggressive
program to digitize and index new applications as well as records
currently archived in a paper or microfiche format.
Recommendation: Archived records should be digitized in batches by an
outside vendor rather than on a piecemeal basis that would likely threaten
the security of the documents.
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This report is making a number or recommendations related the need to implement a
comprehensive computer-based permit tracking system. It is important that any future
decisions regarding the permit tracking system include consideration about how the
system will seamlessly interface with an electronic records management system. This
capability allows participants to access these critical records electronically without the
need to leave the actual permit system screens. While we recognize that the process of
maintaining a comprehensive digital records management system can be both timeconsuming and costly, we believe that continuing and expanding the City’s efforts to
make the various department’s records available in an electronic format should be
undertaken in conjunction with the implementation of a computer-based permit
tracking system.

31.

Recommendation: The departments and authorities participating in the
development review process should maintain and expand their digital
records management program in conjunction with implementing a permit
tracking system.

Naming Conventions
We strongly promote the need to have City records stored in a digital format to
conserve valuable office space, allow for concurrent document review, and facilitate
their timely retrieval. However, we frequently find that jurisdictions embark on a
program to scan their plans and documents without having given sufficient thought to
establishing an enterprise-wide set of naming conventions. Employees are currently
expressing frustration with their lack of confidence in being able to retrieve all
records associated with a particular project. They attribute this problem to the lack of
system-wide rules for naming individual projects. For a digital records management
program to be efficient, it must include a comprehensive indexing system that is based
on a standard set of rules for labeling documents (naming conventions). We
recommend this program be in place prior to initiating the digitization of archived
records by an off-site vendor.

32.

Recommendation: The City Manager should establish an in-house task
force to develop a set of standardized naming conventions for development
projects.
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VI.

BUILDING PERMITS AND
INSPECTIONS

A. PROFILE
Overview
The basic functions associated with providing building permit and inspection services
are to confirm that projects are designed and built to conform with the minimum
safety standards established by the State and adopted, with local amendments, by the
City of Grover Beach. Grover Beach currently contracts with JAS Pacific for building
plan review and inspection services for building permits and also use their services
during the conceptual design review phase of projects. This practice of hiring a
consultant to provide these services is quite common for jurisdictions with limited
construction permit activity as it provides the jurisdiction the opportunity to contain
costs by only contracting for the level of service under current demand. This approach
also helps defer the long-term benefit costs associated with hiring full-time in-house
employees until it can be clearly demonstrated that such an investment is prudent
based on the long-term projected workload.
JAS Pacific is a consulting firm that offers plan review and inspection services for a
variety of functions including building, accessibility, fire, and public works. The
firm’s headquarters are located in Upland, California and the firm employs
approximately 75 professional and administrative supportive staff. All building
inspection services are provided by a local ICC Certified Combination Inspector and
plan reviews for most projects are reviewed by this individual who is also an ICC
Certified Plans Examiner. Commercial projects are typically sent to the headquarters
office for building plan review either electronically or via overnight mail.

B.

POSITIVE POINTS/AREAS OF STRENGTH
 Building Permit checklist is comprehensive and available via City website.
 Building plan review and inspection services are provided by consulting
firm that only employs individuals with nationally recognized
certifications.
 The City has adopted the 2016 Edition of the California Building Code with
limited local amendments.
 The City assesses additional fees related to staff time addressing customers
who repeatedly fail to adequately respond to corrections identified during
the plan review process.
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C.

ACTIVITY LEVELS – BUILDING PERMITS
Figure 5
Building Permits by Year

Figure 6
Residential Permits Issued
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D. ORGANIZATION ISSUES
Audit Program
Commercial projects reviewed by JAS Pacific at the headquarters office are
periodically subjected to an informal audit program conducted by qualified
management staff; however, there is no audit program in place for plan reviews or
inspections performed by the local JAS Pacific plans examiner/building inspector. We
recommend the current informal audit program for commercial plan reviews be
created as a formal program that specifies frequency of reviews and documents the
findings of the reviews as well as any corrective action (ex: technical training)
initiated in response to findings. Such a program should also be initiated to audit the
work being performed by the plans examiner/inspector assigned to Grover Beach.

33.
34.

Recommendation: Commercial plan reviews performed by JAS Pacific
should include a formal audit program performed by qualified
management staff.
Recommendation: Plan reviews and inspections performed by the local
JAS Pacific representative should be subject to a formal audit program
under the direction of JAS Pacific management.

Contract for Services
During our interviews, we noted that many of the contract services being provided to
the City continue to be provided under contracts whose terms have expired. The
contract with JAS Pacific for building plan review and inspection services expired
several years ago. In addition to formal plan reviews during the building permit
process, the firm’s services have expanded to include generalized review comments
during preliminary development review as a means of identifying major issues that
could dramatically impact the feasibility of a project. Without an updated contract, it
is unclear how the cost of these types of additional services are to be recovered by the
consultant. We believe it is important for the City to have all contracted services
covered under the terms of a valid contract. Some of the reasons to support this
recommendation include;
 Confirmation of responsibility for errors and omissions;
 Ability to terminate contract for established cause(s);
 Clearly defined scope of services and performance expectations;
 Costs based on market rates;
 Permit Fee Schedule reflects actual costs of consultant services; and
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 Opportunity to determine if other vendors can provide competitive services.

35.

Recommendation: The City should update the current contract with JAS
Pacific to reflect current market conditions and performance expectations.

Expanding Existing Contract Services
Feedback from customer surveys and comments provided during the customer focus
group meeting were generally supportive of the quality of the services currently being
provided by this consulting firm. Given this fact and the fairly negative responses
customers provided about the consulting services being provided by the current firms
providing plan review for sprinkler systems and engineering projects, considerations
should be given to expanding the current scope of services provided by JAS Pacific to
include plan review of sprinkler systems and engineering projects.

36.

Recommendation: The City should consider expanding the scope of service
being provided by JAS Pacific to include the review of complex public
works engineering plan reviews and complex fire suppression systems.

One of the areas mentioned by focus group participants as a source of frustration for
developers was the perceived inconsistency demonstrated by the City’s engineering
staff when reviewing plans for compliance with accessibility standards contained in
the Americans with Disabilities Act (ADA) and California Accessibility Standards.
Our experience has shown that this is a fairly common occurrence in California due to
the complexity of the regulations and the existence of advocacy groups that frequently
audit new construction sites for compliance with these standards and actively
challenge cities and developers if these requirements are not being met. We believe it
is in the City’s best interest to retain experts qualified to interpret these accessibility
standards as a means of avoiding future liability and the potential cost of making
major modifications to recently constructed facilities. We recommend the City expand
its contracted services to include a review by a Certified Accessibility Specialist
(CASp) for large commercial projects and City-owned CIP projects in order to ensure
appropriate accessibility features are incorporated into these types of projects.

37.

Recommendation: The City should expand its contract services for
building and CIP projects to include a review by a California Certified
Accessibility Specialist (CASp).

Performance Standards
JAS Pacific management reports that their goal is to provide initial plan reviews
within 10 working days and rechecks within 5 days. In addition, they strive to provide
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next-day inspections. These performance standards, though not formally published
and tracked, are consistent with our recommendations. JAS Pacific Management
periodically communicates with the Community Development Director to confirm
that the level of service being provided is consistent with Council’s stated desire to
streamline the development review process. To achieve a true predictable and
streamlined plan review process, it is essential that all parties participating in the
process commit to meeting the same established performance standards. As a major
contributor to the review process, it is important that the City contractor providing
building plan review and inspection services commit to these standards. We
recommend the City require JAS Pacific to meet or exceed the performance standards
established in Table 5.
Table 5
Building Plan Check Recommended Performance Standards for JAS
Description

Reporting
Frequency

Performance Standard

Plan Review - New Commercial Building - >
$1,000,000 valuation

90% within 10 business days

weekly

Plan Review - New Commercial Building - <
$1,000,000

90% with 10 business days

weekly

Plan Review - Commercial Tenant
Improvements -

90% within 10 days

weekly

Plan Review - Residential - Multifamily - >
20 units

90% within 10 business days

weekly

Plan Review - Residential - Multifamily - <
20 units

90% within 10 business days

weekly

Plan Review - Residential - Single Family

90% within 10 business days

weekly

Plan Review -Residential - Single Family Standard Plan

90% within 5 business days

weekly

Plan Review - Residential modifications

90% with 5 business days

weekly

Plan Review - Minor Permits (P/E/M/S)

90% Over the counter/online

weekly

Plan review rechecks

90% within 1/2 of previous turnaround
time

weekly

Plan Review Quality Control

Monthly

Quarterly

38.

Recommendation: The City should require JAS Pacific to adhere to the
performance standards identified in Table 5 above.

In an effort to promote Council’s priority of improving the predictability of the City’s
development process, it is important to communicate the City’s performance
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standards to its customers. The plan review turnaround times in the table above should
be prominently posted at the department’s public counter and on the website.

39.

Recommendation: The City should post the target plan review turnaround
times for building code reviews at the public counter and on the City’s
website.

Staff vs Contract Services
The graphs in Figure 5 and 6 identify the historical level of building permits issued
(11 years) and the number of new residential units constructed over the last ten (10)
years. Based on our experience with both large and small jurisdictions, the level of
permit activity over this period of time is not sufficient to support the need to hire
full-time in-house staff to provide plan review and inspection services. Currently
these services are being provided by JAS Pacific staff working only four (4) hours per
day. Working these limited hours, however, seems to be sufficient to meet our Best
Practices standards for plan review turnaround times and next-day inspections.
Therefore, we recommend the current arrangement of contracting for plan review and
inspection services be retained for the foreseeable future. Even with the anticipated
construction of three hotels and a convention facility, the anticipated workload should
not exceed the capabilities of the current contract provider. Should additional plan
review and inspection services be warranted, the current service provider should be
capable of providing the necessary resources and the additional permit fees for these
projects should offset any additional costs for these contract services.

40.

Recommendation: The City should avoid hiring full-time in-house staff to
provide building plan review and inspection services that can be otherwise
provided by qualified contract staff.
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VII. FIVE CITIES FIRE AUTHORITY
A. PROFILE
Overview
The City of Grover Beach is served by the Five Cities Fire Authority through a
contractual arrangement that began in 2004. The original agreement included just the
cities of Grover Beach and Arroyo Grande. By 2010, the jurisdiction of the Authority
had been expanded to include neighboring areas comprising 10 square miles and
serving a population of approximately 38,000. Those activities associated with
development in Grover Beach consist of providing plan review and fire inspections of
fire related equipment. Within Grover Beach, virtually all new construction and some
major additions require the installation of fire sprinklers. A Fire Captain is designated
as the primary support for the plan review and inspection services within the City.
This individual reports to a Battalion Chief that is available to provide back-up
support as needed. Both of these individuals possess the appropriate nationally
recognized certifications to perform the work they are currently performing. Fire
alarm systems and kitchen hood systems, as well as minor fire sprinkler systems are
reviewed by this staff; however, any fire sprinkler systems that are complex and/or
involve hydraulic calculations are sent to an outside Fire Protection Engineering firm
(Collings and Associates). The cost of the services provided by the outside firm is
added to the normal cost of obtaining the fire sprinkler permit. The Fire Authority’s
website indicates that their target turnaround time for completing plan reviews is 14
business days.

B.

ORGANIZATION ISSUES

Permit Tracking System
Currently, all transactions between the City and the fire authority are conducted on
paper. With the City’s implementation of a computer-based permit tracking system,
we recommend that appropriate staff in the Fire Authority be given access to the new
online system and training as a means of streamlining the review process and
providing a single repository of information related to the project. We further
recommend that field staff be provided with tablet computers that will allow staff to
not only post inspection results from the field but also access the permit system to
conduct research while still in the field.
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41.
42.
C.

Recommendation: The Fire Authority should participate in the
implementation of a computer-based permit tracking system for the City
of Grover Beach.
Recommendation: The Fire Authority should purchase tablet computers
for field inspectors use to allow instantaneous inspection result posting
and field research.

PROCESS ISSUES

Auditing
We believe it is important to have a formal audit program in place to confirm that
inspections and plan reviews are being performed in a consistent and uniform manner.
We also believe that those services being provided through contractual arrangements
should also be subject to an audit program. While auditing of in-house staff
performance is generally performed by supervisory or management staff, auditing of
contract services provided by licensed professionals usually requires a review by
individuals with similar qualifications. We recommend the authority retain the
services of an independent Fire Protection Engineering firm to perform periodic
audits of the plan reviews conducted by Collings and Associates with costs allocated
to the member agencies.

43.
44.

Recommendation: The Fire Authority should establish a formal audit
program for in-house staff to confirm inspections and plan reviews are
being performed in a uniform and consistent manner.
Recommendation: The Fire Authority should retain the services of an
independent Fire Protection Engineering firm to periodically audit the
quality of the plan reviews being performed by Collings and Associates

Fire Sprinkler System Plan Reviews
Information provided to us in customer surveys and during the focus group discussion
indicated that some customers were frustrated by the volume of fire sprinkler system
plan reviews that were being sent out to the consultant for review. Customers felt that
this trend resulted in both higher fees and delayed responses. These customers would
like to see more of their fire sprinkler plans reviewed by in-house fire staff. We do not
disagree that some fire sprinkler systems are of sufficient complexity to warrant
review by a qualified Fire Protection Engineer (FPE); however, we recommend the
Fire Authority review the types of projects they are routinely sending out for review.
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It may be possible that some sprinkler projects could be reviewed by in-house staff if
they received additional training/certifications. We believe that processing some of
these plan reviews by in-house staff would streamline the process and contain costs.

45.

Recommendation: The Fire Authority should review the types of fire
sprinkler plan reviews they send out to consultants to determine if some of
those projects could be reviewed by in-house staff that have received
additional training.

Performance Standards
As stated throughout this report, we are strong advocates of the need to establish
performance standards as a means of establishing an “agreement” with customers.
This could also be described as what Council has stated as a priority to increase the
predictability of the development review process. As there are multiple entities
participating in the development review process, it is essential that all parties support
the same set of performance standards. Therefore, as we have done with the
Community Development Department and Public Works/Engineering, we are
recommending the Fire Authority adopt the same performance standards for building
plan review turnaround times. Those standards can be found in Table 5.

46.

Recommendation: The Fire Authority should adopt the plan review
turnaround performance standards as identified in Table 5.
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VIII. PLANNING DIVISION
The approved FY 17-18 - Budget indicates that 5.25 FTE’s have been approved for
the Community Development Department, including the Director, Sr. Planner
(vacant), Planner II, Building - Planning Technician, Code Compliance Officer
(vacant) and 0.25 Customer Service Representative.
Because there are currently only four people in the Community Development
Department working on both current and long-range planning there is a lot of
flexibility and overlap in functions. The current junior planning staff is experienced in
handling 90 percent of the work that comes into the department – new single-family
homes and single-family remodels. Any planning review functions or initiatives that
fall outside of these parameters end up being the responsibility of the Director who
seems to function more as a senior level professional out of necessity than as a
functional manager. For out of the ordinary projects, some training has been offered
but the new skills don’t always “stick” as there are limited opportunities to practice on
similar new projects as they are few and far between.
Interviews with junior staff confirmed they have extensive years of experience with
the City and that they enjoy the basic work to which they are assigned and may have
limited interest in new skill development or aggressively pursuing ideas for changing
the work processes.

A. STRENGTHS OF THE DIVISION
City Council
 Council members said that staff is cooperating well across departmental
lines and is working harder to meet applicants’ expectations.

Other
 Cal Poly San Luis Obispo is nearby and some issues identified in this report
could be addressed through one or more class project.

Planning Commission
 The Chair of the Planning Commission is extremely knowledgeable and
experienced. He is enthusiastic about the opportunity to work on
improvements to the systems.
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Policy and Codes
 Staff is aware of the problems with the Development Code and has
extensive notes on required revisions; and
 The City has hired a consultant to work on parking standards. The amount
of parking required is seen as a barrier to development.

Process
 As the pace of development is picking up due to the Cannabis ordinance,
the City is reestablishing the Development Review Committee. All
departments meet and review planning applications and discuss conditions
of approval;
 City planning is attempting to scan documents as time permits. Every 3rd
Friday, four hours is devoted to the effort;
 The Community Development Department uses a Unified Development
Application; and
 City Planning has updated checklists for all their planning applications.

Staff and Management
 The Community Development Director has experience working as a
developer;
 Planning staff are highly sensitive to the general dynamics of political
processes and about the person(s) who may influence a specific issue;
 City staff are aware of many opportunities for improving the development
review process; and
 A new Senior Planner position has been added which will substantially
improve the work flow in the Community Development Department.

B.

ORGANIZATION ISSUES

The in-house staff of three planners are fully engaged and work to balance a growing
development-related workload with Council/Manager expectations for progress in
other areas. There are physical and technological constraints. The offices are small
and without space for quiet work. The planning staff spends a notable amount of time
on clerical functions such as data entry for consultants who cannot access the
Innoprise software for development tracking or creating mailing labels for public
notices (a common GIS feature to do this is currently not available).
In interviews and surveys, staff frequently repeated the fact that 90% of their project
review caseload is single family homes, either new construction or additions. Yet
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when asked for examples of how the planners can streamline the process so that it is
easier for themselves and for applicants, beyond checklists, there were few ideas
brought forward. Despite the obstacles noted in this report, staff is getting the work
done although the “work arounds” in place impact several important areas of concern
including outreach and customer service.

Communication
The Community Development website is missing information that is typically
communicated in a series of “Frequently Asked Questions.” Such information helps to
ensure a consistent response to queries. Background information should be prepared
for typical projects explaining how the process works, how long it takes, and what the
range of costs will be. For people who do make the trip to City Hall, there should be
hand-outs covering this same information.

47.
48.

Recommendation: Improve information available on the website to include
Frequently Asked Questions and background information on how the
development process works for most typical small projects.
Recommendation: Provide paper copies of the information on the website
for customers who do not visit City Hall.

Communications regarding the status of applications are between the applicant and
the City staff, often via email. As a result, information that the City conveys to the
developer or architect may not be passed on to the property owner on a timely basis.
Many communities now routinely include the property owner on all correspondence
from the City so that the owner has the same information on the status of the project
as does the applicant. This can help to ensure transparent communication.

49.

Recommendation: Send copies of project correspondence and emails to the
property owner if the applicant is a developer, architect, or engineer.

Staff from Public Works expressed reservations about the way staff from Community
Development communicate with the engineering staff. While well-intentioned, it is
sometimes perceived as intrusive and causing confusion. The respective Directors can
resolve this through a conversation resulting in agreed-upon protocols for information
and recommendations being shared between the staffs. Of course, all parties need to
demonstrate flexibility for special projects or looming deadlines.

50.

Recommendation: The staff from Community Development and Public
Works should generally communicate with one another regarding projects
under review according to established protocols.
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One staff person noted that because of the tight quarters at City Hall, communication
among staff is immediate and often effective. But sometimes, there are too many
voices at the table. Individuals not directly involved often participate in the
conversation because it is occurring around them. This can cause confusion. If this
continues to be a problem, it is probably best addressed through a friendly admonition
from a supervisor.

51.

Recommendation: Supervisors should be alert to office conversations in
which personnel participate in decision-making outside of their actual role
and discourage such engagement with a friendly admonition.

Counter
The regular counter hours for planners are sometimes eliminated to allow staff to
meet deadlines for public meetings and hearings.

52.

53.

Recommendation: As soon as it become apparent that the counter will
have to be closed, a sign should be posted advising the public. If the
closure is associated with scheduled public meetings or hearings, it should
be possible to post the closure notice several days ahead of time.
Recommendation: Offer cross training so other City staff can respond to
basic questions and refer applicants to hand outs and Frequently Asked
Questions when the counter must be closed.

Customer Service:
Customer service is something the Community Development Department is very
interested in and they pride themselves on having staff generally available to meet
with the community as they present themselves at the Planning Counter, by telephone,
or by email. But they have not thought beyond these simple standards. There are
many opportunities for improvement.

54.

Recommendation: Basic customer service training should be offered.

There are no metrics for measuring customer satisfaction. A Best Management
Practice is to have opportunities for people to evaluate (anonymously) the quality of
their encounter with staff. There also does not appear to be formal customer service
training for staff. Staff does not seem especially sensitive to how their language is
perceived. It may be a true statement when a planner says, “I can’t approve this
application because you didn’t provide us with. . . .” However, it makes a world of
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difference to instead say, “I can approve your application as soon as you provide us
with . . .”
Some customer service complaints seem unrealistic. Some design professionals
expect the staff would do Code research for them so they don’t have to check heights
and setbacks. Some developers think staff should pick up or deliver applications.
Doing this kind of clerical work reduces the availability of staff to complete their
professional responsibilities.
And, as is often the case, field staff and their office counterparts have different
understandings of the entire process and may need training to develop an enhanced
appreciation for the work of their colleagues.

55.

56.
57.
C.

Recommendation: The City should establish a Survey Monkey type survey
for people to evaluate their experience working with staff assigned to the
Development Review Process. The survey should be anonymous and
provide opportunities to both recognize good customer service and to
highlight the need for improvement
Recommendation: Staff should be encouraged to provide customer service
that enhances the development review process rather than work that
simply does part of the applicant’s job.
Recommendation: As resources permit, institute cross training for
inspectors and office staff so each has an enhanced understanding of the
customers’ expectations.

POLICY ISSUES

Policy issues refer to actions that can be taken to improve the development review
climate, but which are not specific to the way the development process itself works.

General Plan
The Governor’s Office of Planning and Research recommends that elements be
updated every eight years, but there are no enforcement mechanisms in place. Further,
communities defined as disadvantaged communities are now required to prepare an
Environmental Justice component for the General Plan. This issue is not currently on
the schedule for staff work. Updated elements are needed to help guide capital
improvement investments and other long- range endeavors to enhance the City’s
quality of life.
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Table 6
General Plan Elements and Dates
Element

Required/Optional

Year Adopted/Revised

Land Use

Required

2012

Housing

Required

2014

Circulation

Required

2005*

Parks and Recreation

Optional

2005*

Safety

Required

2000*

Noise

Required

1993*

Scenic Routes

Optional

1981*

Open Space and Conservation

Required

1973*

58.
59.

Recommendation: All elements of the General Plan should be updated
every eight years. Table 6 has starred six elements that are older than
eight years.
Recommendation: The City should prepare the
Environmental Justice Element of the General Plan.

State

required

Interpretation Manuals for Development Code
The sections of the Development Code in need of updating require interpretation by
staff from time-to-time. Other sections require reconsideration as development
practices and types change. Staff reports spending time on these interpretations also
carefully note these interpretations so that when a comprehensive Code update has
begun, the necessary material will be easily available. Customer service could be
improved if these interpretations were formalized and accessible to all staff. There is
no tracking of these interpretations as part of the workload although there should be.
Finally, a few Code revisions should be made annually to establish a schedule for
coming forward with Code changes and to address the elements of the Code causing
the most confusion. Consultation with the Council and the Planning Commission in
developing the list of items to be addressed would be most useful.
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60.
61.
62.

Recommendation: Code interpretations should be individually written up
and located in a single source available to all staff to ensure a consistent
approach to resolving questions.
Recommendation: In advance of a comprehensive Code update, there
should be an attempt to make annual revisions addressing some of the
most frequently interpreted Code provisions.
Recommendation: Staff should track activities related to Code
interpretations as this is reported to be a significant portion of the
workload.

D. PROCESS ISSUES
Applications
Data provided by the City shows that the number of applications being reviewed is
increasing as shown in Table 7 below. There were 46 applications reviewed in 2016
and 85 in 2017.
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Table 7
Types and Number of Planning Applications for 2016 and 2017
City Council Decisions

Year

General Plan
Amendment

Local Coastal
Program
Amendment

Development
Code
Amendment

Cannabis
Permits

1

10

Final Parcel
Final
Map
Tract Map

2016
2017

Totals

0

0

0

0

0

11

Tentative
Parcel Map

Tentative
Tract Map

5

1

Planning Commission Decisions
Coastal
Development
Permit

Development
Permit

2016

7

16

5

2017

10

16

12

Use Permit

Variance

28
44

Community Development Staff Decisions
Administrtive
Development
Permit
2016

5

2017

3

Administrative
Use Permit

Home
Occupation
Permit

1

18

Temporary
Use Permit Interpretations
12

0

17

6

0

28

Other -- To be Granted by Original Project Approving Authority
Time
Extension
2016

1

1

2017

2

2

Checklists
Planning applications are current and include a unified application for most types of
development review. Checklists are also available for the applications as follows:
 Development Permit and Use Permit – New Construction
 Development Permit and Use Permit – No New Construction
 Lot Line Adjustment
 Tentative Map
 Variance
 Code/Policy Amendment
 Reasonable Accommodation
There are also several permits and checklists available for Commercial Cannabis
Projects. Citations to relevant portions of the Development Code appear on the
checklist as well.
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Similar checklists are not available for all of the permits required in other
Departments related to development review. Such checklists are extremely helpful to
both the applicant and to the City staff helping to ensure a complete application is
prepared and submitted thereby reducing the number of reviews required. However,
to achieve maximum effectiveness, staff should be available at the time of application
submittal to review the checklist and ensure that all of the key information has been
provided. Planning staff indicated that, from time to time, the press of other business
has made it difficult to do a review of the contents when applications are left at City
Hall particularly resubmitted applications and applications without a transmittal
memo highlighting the contents of the application.
The checklists have not been well received by all applicants, some of whom wish to
be able to negotiate on a case-by-case basis for a simpler data set.

63.
64.

Recommendation: Checklists should be prepared by departments other
than planning for applications associated with development review.
Recommendation: Periodic meetings with the development community to
review and discuss the checklist requirements would help address some of
the outstanding concerns, especially if there is a willingness to consider
revisions based on the high cost of providing some information at the early
stages of a project.

Code Interpretations
Information provided in the Zucker Systems’ customer surveys and the focus groups
expressed frustration about working with staff around issues of complying with the
City’s Municipal Code and the difficulty of securing helpful and timely
interpretations. Many of the requested interpretations relate to thresholds and the
requirements that pertain to the threshold. Clearer direction from the City Council
would improve the process in terms of consistency and a clear understanding of
expectations for developers.

65.

Recommendation: The City Council should have a work session, perhaps
in partnership with the Planning Commission, around its
recommendations for alternative interpretations of thresholds and the
development requirements associated with the thresholds. The goal of the
work session is to provide clear and uniform direction to guide the
development review process.
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Complete Applications
At one point in time staff felt the need to accept incomplete applications in order to
start the process and promote a positive attitude toward applicants. This is not a
recommended practice. It wastes time for everyone in the long run. Getting a
complete application into the system as the first submittal is a Best Practice for
ensuring timely review and response by all parties.

66.

Recommendation: Planning staff needs to assign a priority to taking time
at the counter to confirm that all the information required has been
provided.

Development Review Committee
Staff reports that the increase in non-single-family projects has prompted them to reinitiate meetings of a Development Review Committee for allowing all staff to work
collaboratively with each other in reviewing projects. This is still an informal and as
needed process. With more experience, the Development Review Committee can
function as an application review committee and developers can present their projects
for feedback and also to address questions. This is a Best Management Practice for
communities.

67.

Recommendation: The Development Review Committee’s work should be
formalized, and the Committee should be encouraged to have applicants
attend the meetings for input.

Development Review Process
The existing development review process as set forth by the City is shown in Figure 7.
Using the numbers shown in the figure, it would require 95 to 105 days from the date
of application to the Planning Commission. However, the projects we reviewed as
shown in Table 8 indicated average time of 153 days including time by the applicant
in making revisions to the application. Time for any appeals or City Council action
would be in addition to this time.
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Figure 7
Development Review Process As Set By The City
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The City does not have a good data system to monitor or report on processing times.
As such, we asked the staff to provide detailed data for nine projects as shown in
Table 8.
The number of days from application to approval for the other eight items ranged
from 19 to 440 days with an average of 153 days or over five months. Some of this
time was taken by applicants in changing their plans; however, these times are well
outside Best Practice and not consistent with the City’s stated economic development
goals.
The time from application to approval for the one Administrative Development
Permit was eight days which is near an acceptable timeline. We suggest the City set a
Performance Standard (goal) to complete Administrative Development Permits within
five working days for minor permits such as planning review with no public
improvements. Major permits involving public improvements, multiple department
review, or a Coastal Development Permit may take longer than five working days.

68.

Recommendation: All minor Administrative Development Permits should
be processed within five working days.
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Table 8
Development Application Review & Processing Times for Representative Projects

Project

Application

App #

Av # of
Date
# of
Days for
Complete*
Application Reviews
Staff
Review

Date
scheduled
for
Planning
Comm.**

Date of
Final
Action **

# of Days
Submittal/
from
Resubmittal
Address
Submittal
and Letter
to Approval
Dates
S 10/2712/10/15
RS 3/11-

1

2

2 live work
and 13 unit
multi-family
project

ED GPA ZC
DA 15-18 10/27/2015
DP UP

18 unit multiDevelopment
family
DA 16-7
Permit
project

3/25/2016

3?

3

9/12/2016

35

1/9/2017

440

35

10/12/2016

201

RS 4/8RS 5/36/8/16
RS 7/11RS 7/298/23/16
8/23 MND
contract
RS 10/12S 3/254/29/16

1400
Ramona

1176
Ramona

RS 5/12-6/8
RS 7/26-9/12

3

19 unit multiDevelopment
family
DA 16-28 10/21/2016
Permit
project

4

7 unit multiDevelopment
family
DA 16-36 12/13/2016
Permit
project

5

Coastal
Development
Permit & DA 17-04
Development
Permit

1

11/9/2016

19

1176
Ramona

S 10/21/2016

S 12/13-1/13
3

4/10/2017

24

5/10/2017

6/14/2017

183

461 S
13th

RS 2/1-2/23
RS 3/13-4/10

6

SFR

Development
Permit &
2 unit PUD
DA 17-11
Tentative
Parcel Map

S 2/21-3/13
2/21/2017

2

5/26/2017

20

6/12/2017

7/12/2017

141

RS 5/5-

858 N 5th

RS 5/25-5/26
S 5/10-6/20
5/10/2017

3

8/30/2017

25

9/11/2017

10/11/2017

154

557 S
10th

RS 7/24-8/14
RS 8/16-8/30
S 5/17-6/7

6

SFR

Development
DA 17-12
Permit

5/17/2017

3

8/23/2017

19

9/11/2017

10/11/2017

147

RS 6/30-8/2

549
Saratoga

RS 8/21-8/23

7

8

Coastal
Res.
Development
Remodel &
DA 17-22
Permit &
Addition
Development
Retail &
Massage
Therapy
Business

Administrativ
e
DA 17-30
Development
Permit

Average
Elapsed
Time

S 8/1-8/14
8/1/2017

2

8/24/2017

8

10/11/2017 10/25/2017

85
RS 8/22-8/24

9/5/2017

1

9/13/2017

6

n/a

9/13/2017

8

88 days

21 days

24 days

48 days

153 days

S 9/13/17

143
Atlantic
City

480 W
Grand

Note: *Deemed complete time includes waiting for a response by the applicants to comments.
**Elapsed time calculated from when the application was complete. Also, this is not the date of the meeting, but the date the meeting was identified.
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The City also provided information on review time by department as shown below in
Table 9.
Table 9
Building Permit Review and Processing Times by Department for
Representative Projects in Grover Beach
Review Times by Dept.

Address

1400 Ramona

Review # 1 Bldg returned 11/13 Engineering undated, but comments included in 11/24 draft
letter. Fire returned 11/2. Planning drafted letter 11/24. Review #2 Building undated.
Engineering returned 5/9. Revised comments received 6/7. Draft incomplete letter from
planning 5/17.

1176 Ramona

Review #1. Building returned 4/5. Engineering un-dated. Fire returned 3/31. Planning draft
complete letter 4/22. Review #3 Building returned 8/2. Engineering returned 8/18. Planning
returned 8/12. 8/25 Bruce emailed to Lilly that it ws complete. Draft complete letter emailed to
Bruce on 9/9. Some thought that work was being done on an infill exemption between 8/26 and
9/9.

1176 Ramona
461 S 13th
858 N 5th
557 S 10th
549 Saratoga

Review #1 Building returned 5/22. Engineering returned 6/19. Fire returned 5/15. Planning
returned 6/6.
Review #2 Engineering returned 7/24. Fire returned 7/6. Planning received 7/6. Applicant only
submitted two sets.

143 Atlantic City
480 W Grand

Table 10
Summary Data for Comparison of Development Application Review Time by
Department
Department

Average Review Time

Building

12 days

Engineering

25 days

Planning

19 days (preparation of comment letter)

Fire

6 days

The data also shows review times by function and shows average times for Building
as 12 days, Engineering 25 days, Fire 6 days, and Planning 19 days (including
comment letter). We believe that 10 working days is a reasonable performance
standard for all functions aside from complex projects involving public works that
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may take more time to review. Additionally, many projects may have more than one
review. For all subsequent reviews we suggest the review standard be five working
days.

69.
70.

Recommendation: Review times for development plan reviews should be
set as 10 working days for first review and 5 working days for all
subsequent reviews.
Recommendation: After receipt of comments, the comment letter should be
prepared by the Planning staff within 5 days.

Development Review Process Revised
Both the elected officials of Grover Beach and the development applicants were
united in their desire for a consistent process that would move projects to approval
more quickly. The average project approval time, according to data supplied by the
City, is more than 150 days.
First, as the data presented earlier shows, if the City of Grover Beach is to be
successful in reducing the amount of time to get to a decision on a project, it is critical
that developers submit complete applications and that incomplete applications be
turned back at the counter.
Second, each department engaged in the Development Review process needs to share
the Council’s perspective on the importance of a speedy development review and be
willing to demonstrate administrative flexibility in achieving this goal.
We have proposed a new review system with two examples laid out below. The most
significant change to the current process is the implementation of new performance
standards for: staff review of applicant submittals, staff preparation of comments and
review letters, and staff review of draft documents. This work should be done in
consultation and concurrence with the City Attorney to ensure legal compliance.
The revised development process now includes a Development Review Committee
(DRC) which meets every two weeks. The DRC brings together representatives of the
departments and agencies to meet with the applicant to resolve all outstanding issues.
With the new system of complete applications being submitted at the beginning of the
process, the Development Review Committee meeting can function as a forum for
resolving the few anticipated un-resolved items which may require interdepartmental
collaboration, or an answer to a question from the applicant’s consultants who should
also be present at the meeting.
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Sample Project A – 48 days
Project A requires approval by the Planning Commission which involves conducting a
public hearing and notification. The project was determined to be exempt from
CEQA. Also, to ensure that this project made it to the April Planning Commission
agenda, the time allotted to internal review by the City Attorney was reduced to 5
days versus the previous standard of 10 days. The alternative would be to push the
project back an entire month, an outcome that would fail to achieve the objectives laid
out by City Council.
Table 11
Project A Going to the Planning Commission with a CEQA Exemption
Estimated 48 Review Days Required
April

February
23
24
25
26
27
28

Cut off date for project submittal

1
2

Application distributed
10 day staff review begins
staff review continues

3
4
5
6

March
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18

19
20
21
22
23
24
25
26
27

staff review continues
staff review continues

City attorney and other internal review
underway.
City attorney and other internal review
underway.
Internal review complete and all changes sent to
Planning.
Packet preparation.
Deliver packets to PC.

7
staff review continues
staff review continues
staff review continues
staff review continues
staff review continues

8
9
10
11

PC meeting.

10 day staff review ends. Comments sent to
Planning.
Planning begins to assemble comments
Planning works on comments. Identifies issues
and helps with resolution.
Planning works on comments
Planning works on comments

All comments assembled. Include CEQA
determination or completion of initial study.
Project scheduled for next DRC meeting
Development Review Committee Meeting.
Determination that project is exempt.
Planning begins work on final staff report.
Planning continues work on staff report.
Planning continues work on staff report.

Public hearing notice gets sent to the newspaper
for the April PC meeting.
Planning continues work on staff report.
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28

29
30

Staff report complete and sent to City Attorney
for review.
Deadline to mail public hearing notices and
posting deadline For April PC meeting. Internal
review underway.
City attorney and other internal review
underway.

31

Sample Project B – Project Requiring a Negative Declaration – 76 days
Project B requires approval by the Planning Commission which includes notification
and a public hearing. In this case, a Negative Declaration is required to comply with
the California Environmental Quality Act.

Grover Beach, California

63

Zucker Systems

Table 12
Project B Going to the Planning Commission with a Negative Declaration
Estimated 76 Review Days Required
Jan
24 Application cut off date for April meeting for P.C., Neg Dec Project
25 Application distributed
26 10 day staff review begins
27
28
29 staff review continues
30 staff review continues
31 staff review continues
Feb.
1 staff review continues
2 staff review continues
3
4
5 staff review continues
6 staff review continues
7 staff review continues
8 10 day staff review ends. Comments sent to Planning.
9 Planning begins to assemble comments
10
11
12 Planning works on comments
13 Planning works on comments
14 Planning works on comments including environmental determination
15

All comments asembled. Include CEQA determination or completion of initial study. Project
scheduled for next DRC meeting

16
17
18
19
20 Development Review Committee meetings. Project requires Negative Declaration
21 Planning prepares Notice of Intent to Adopt ND with time for review. Post, mail, and publish.
22
23
24
25
26 Advertisement of intent to adopt neg dec.
27 20 day consultation period for Neg Dec Begins
28 Day 2 of consultation period
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March
1 Day 3 of consultation period
2 Day 4
3 Day 5
4 Day 6
5 Day 7
6 Day 8
7 Day 9
8 Day 10
9 Day 11
10 Day 12
11 Day 13
12 Day14
13 Day15
14 Day 16
15 Day 17
16 Day 18
17 Day 19 of consultation period
18 End of consultation period
19
20
21 Finish staff work on negative declaration
22 Draft staff report completed.
23 Internal review by City Attorney & others
24 Internal review by City Attorney & others
25 Internal review by City Attorney & others
26 Newspaper Public Hearing Notice deadline for submittal
27 Internal review by City Attorney & others
28 Internal review by City Attorney & others
29 Internal review by City Attorney & others
30 Mail public hearing notices and posting deadline
31
April
1
2
3
4 final revisions to report by Planning
5 PC packet prepared
6 PC packets distributed.
7
8
9
10
11 Planning Commission Meeting. Adoption of Findings of Facts along with ND.

These two sample schedules cover a range of the type of projects that are reviewed by
the Grover Beach Planning Commission. However, it should be noted that:
Grover Beach, California

65

Zucker Systems

 The schedule would be substantially longer if a full Environmental Impact
Report were required.
 The schedule would be substantially shorter if a project did not have to go
before the Planning Commission.
 It may take a while for applicants to adapt to the new system of filing
complete applications and, as a result, it may be necessary at the outset to
request additional information from the applicant that would require a
second round of staff review.
 The proposed timelines are premised on one cycle of staff review which
historically has not been common in the City. Additional cycles plus the
time for applicants to review their projects would add to the timelines.

71.

Recommendation: The development process should be revised as per the
two samples above.

Environmental Consultants
The current system for engaging environmental consultants is cumbersome and adds
several months to the review process. Staff requests Proposals and seeks responses
from at least two consulting firms to demonstrate that the lowest cost option was
chosen. This process can add an additional 30 days for staff to complete the
consultant selection. Best Practice communities pre-qualify a list of consultants based
on an RFP. This pre-qualification status is adopted by City Council and contracts are
simply awarded in rotation. Once the initial selection of the qualified list is in place,
the consultant selection can be accomplished within 5 days.

72.

Recommendation: Based on a Request for Proposals and a City Council
selection process, pre-qualify a list of consulting firms for doing
environmental review work and award the contracts for work in rotation

Industry Relations With Development Community
In the Focus Group, some of the developers expressed frustration with the checklists,
pointing out that more information is being requested of them than is allowed by the
Municipal Code. Others said that they had found producing more information at early
stages of the project saved them time and money as it revealed potential problems
early on. There does not appear to be a mechanism for collaboration with the
development community when new procedures are implemented. A Technical
Advisory Committee could be helpful in ensuring that the changes achieve the City’s
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objectives while minimizing any new financial or administrative burden on the
applicants.

73.

Recommendation: The Community Development Director should establish
a Technical Advisory Committee to advise the development community on
significant changes to forms, checklists, and procedures with the potential
for major impact on the development community.

Plan Review
Grover Beach staff has experience with developers who fail to coordinate their
subconsultants, or who submit only partially complete work relying on the
Community Development staff to revise their applications to conform to the
requirements of the Code. This pattern reduces the overall efficiency of staff and can
slow up all the projects in the development review queue. However, staff needs to be
aware of Council’s expectations for customer service which may well include
performing this level of review work. It is not unusual for applicants, including those
in Grover Beach, to re-submit entitlement plans for review without having addressed
all of the comments from the previous review cycle. This wastes time for all parties
concerned. This can be addressed by charging a new fee for entitlement plans and
building permit review requiring a third review cycle because of issues called out by
the City but not addressed by the applicant. The fee would not be assessed if there are
new issues being called out as a result of plan review.

74.

Recommendation: Reduce the frequency of applications being resubmitted
without responding to all the review comments by charging a new fee for a
third entitlement review or conducting a counter review of all resubmittals to ensure that missing information has been provided and do
not accept for re-review entitlement plans where items are missing.

There were some complaints from the Focus Group and in surveys about issues being
brought up in a second or third review that should have come up in the first review.
This is an issue that all communities should be prepared to address aggressively. No
specific examples were provided to the consultants for review. Staff did acknowledge
that information missing from the first or second submittal can raise corrections when
it is finally provided. To an applicant, this is a “new issue” at third review. To the
city, it is a first review of information provided after the first submittal.

75.

Recommendation: Invite applicants to specifically identify comments being
provided late in the review process so that the City can implement
appropriate training for staff or provided better guidance to the
consultants.
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Focus Group members expressed frustration with a lack of accountability on the part
of staff and consultants in terms of when questions will be answered. It is a Best
Practice to return all phone calls and emails within the same day received. If the
question cannot be answered at the time of the response, then a best estimate of when
the information will be provided should be included with the message. This policy
should apply to all City staff engaged

76.

Recommendation: Questions submitted electronically or via the telephone
to Planning and other City staff should receive a response within the same
day received. When the information is not available in the response, an
estimated time when it will be provided should be included.

Policy and Procedure Manuals
While there might be well-understood ways of doing things, when staff undertakes
their review of projects, the process has not be documented in the form of procedures
manuals or formalized processes that include expectations and timeframes for
completing tasks. These kinds of manuals help to ensure consistency among staff and
are also extremely valuable in training new personnel as well as helping to bring to
light differences among staff in how the work is currently accomplished. When
resources are constrained, staff can begin the process of manual preparation by simply
keeping small dictation equipment close at hand and explaining the way they are
doing the work. Transcripts can be prepared from these recording devices.

77.

Recommendation: Staff should begin the process of preparing procedures
manuals by starting with the simplest and most frequent types of project
requests. Manuals should cover processes and time frames for completing
tasks. A topic like room additions could be a good place to start.

Pre-Application
The City has a pre-application process, but there is a charge for a pre-application
review meeting with staff. In a fashion that might be described as “penny wise and
pound foolish,” planning staff report that no one requests a pre-application meeting.
Planning staff offers to review and comment on proposals as soon as the applicant has
something to share. This review does not trigger a fee, but is also not a multidepartmental review which can highlight potential issues at the earliest stages of a
project. Because applicants choose not to avail themselves of this opportunity, it is not
surprising that during the focus group there were comments made about not feeling as
if all the necessary information was provided by everyone at the beginning of the
process.
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Having a pre-application meeting is generally accepted Best Practice and both
communities and applicants have seen both time and money saved as a result. Staff
should ensure that these meetings are of value by providing preliminary comments in
writing ahead of time, offering a preliminary development review schedule, and
explaining how fees can be calculated for the project.

78.
79.

Recommendation: Require pre-application meetings for all non-single
family residential new construction and all new two-story single family
residential construction above a threshold size to be determined by staff.
Recommendation: Adjust the fee scheduled to reduce the pre-application
fee for single family residential construction.

Review Authority
The review authority in Grover Beach is shown in Table 13. Six items are decided by
the City Council which is normal practice and required in California. Six items are
decided by the Planning Commission and the same number are determined by staff,
with one item shared among the three parties.
Table 13
Planning Review Authority and Decision Making
Council

Total
#
2016

Total
#
2017*

Recommend

Decision

0

0

Recommend

Recommend

Decision1

0

0

7.30

Recommend

Recommend

Decision

0

1

Medical Cannabis Permits

4.10.045

Recommend

Recommend

Decision

0

10

Final Parcel Map

8.30.030

Recommend

No action

Decision

0

0

Final Tract Map

8.30.010

Recommend

No action

Decision

0

0

Coastal Development Permit

6.20.040

Recommend2

Decision

Appeal

7

10

Development Permit

6.20.060

Recommend

Decision

Appeal

16

16

Use Permit

6.20.090

Recommend

Decision

Appeal

5

12

Variance

6.20.100

Recommend

Decision

Appeal

0

0

Tentative Parcel Map

8.30.030

Recommend

Decision

Appeal

0

5

Tentative Tract Map
Administrative Development
Permit

8.30.010

Recommend

Decision

Appeal

0

1

6.20.020

Decision

Appeal

Appeal

5

3

Administrative Use Permit

6.20.030

Decision

Appeal

Appeal

0

1

Home Occupation Permit

6.20.070

Decision

Appeal

Appeal

**

18

Temporary Use Permit

6.20.080

Decision

Appeal

Appeal

12

6

Review Authority

Code
Section

Director

Commission

General Plan Amendment
Local Coastal Program
Amendment

7.30

Recommend

7.30

Development Code Amendment

Type of Action
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Interpretations

1.10.050

Decision

Appeal

Appeal

0

0

Lot Line Adjustment

8.60.030

Decision

Appeal

Appeal

2

1

6.30.060

Decision3

Decision3

Decision3

1

2

Time Extensions

Note: 1. The decision by the City Council does not take effect until it is certified by the California Coastal
Commission.
2. The Director may approve a Coastal Development Permit in compliance with Section 6.20.040.
3. Whichever authority approved the permit must grant the extension.
*2017 Data was compiled the first week of December.
**Data not available.

The authority assigned to staff is appropriate as a framework for decision-making.
Only policy decisions require decision-making by either Council or Planning
Commission. In all of our interviews and surveys, only a single decision was
identified as appropriate for re-assignment to staff: in residential zones, new
construction or additions to single family dwelling units greater than 15 feet in height
require a development permit from the Planning Commission if the construction is
north of West Grand Avenue according to Section 2.20.030.

80.

Recommendation: Amend the Municipal Code to eliminate the
requirement for a development permit from the Planning Commission for
new construction or additions to single family dwelling units that exceed
15 feet in height North of West Grand Avenue. Instead, classify this as an
Administrative Development Permit.
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IX.

PUBLIC WORKS/ENGINEERING

A. PROFILE
Overview
The Department of Public Works is responsible to provide water, wastewater, and
stormwater services in a cost effective and environmentally responsive manner and to
construct, improve, and maintain City facilities, streets, parks, vehicles, and
equipment. In addition, Public Works is responsible for implementing the City
Municipal and Development Codes in a manner that encourages investment in the
community while assuring adherence to adopted standards. The Department consists
of two divisions: the Maintenance Operations Division and the Engineering Services
Division.
The Maintenance Operations Division provides stewardship of the City’s streets,
water, sanitary sewer and stormwater systems, parks, and City fleet and facility
maintenance.
The Engineering Services Division provides for regulatory compliance, traffic
engineering, design, and construction management services to improve the City’s
sewer and storm drain systems, streets, parks, and facilities. This division also
provides coordination with regulatory agencies and management of regional
resources. The three primary functions of the Engineering Services Division are: (1)
Engineering Design, (2) Development Review, and (3) Regulatory Compliance. For
the purpose of this study, our focus is on the development review function.
Development Review provides for engineering review and inspection of all privately
funded public improvements within the City’s right-of-way.
The Department of Public Works is staffed by a total of 15.38 FTE positions with
three supporting the Development Review function: the Director/City Engineer, an
Associate Engineer, and an Engineering Technician. However, these positions are not
dedicated to development review as they have numerous responsibilities. Historically
much of the actual Development Review plan review has been performed by an
outside engineering firm (Garing, Taylor and Associates Engineering). A Principal of
this company, Jim Garing, served as the City Engineer for the City of Grover Beach
from 1981 to 2011. Since departing the City, his firm has continued to provide
engineering services to the City on a contract basis.

B.

POSITIVE POINTS/AREAS OF STRENGTH
 Public has almost direct access to reviewers and department heads;
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 Staff provides critical information early in the development process to alert
customer of major issues; and
 In-house staff are well-qualified through professional licensing and
experience to perform their assigned duties.

C.

ORGANIZATION ISSUES

Staffing for the Public Works development review is shown in Table 14.
Table 14
Existing Public Works Development Review Functional Staffing
Classification

Director/City
Engineer

# of
Positions
(FTEs)

1

Responsibility

Reports to

Manages Department, including Development
Review functions. Frequently called upon to
perform plan review audits of work performed
by consultants and staff. Responds directly to
Council inquiries and performs first-line
supervision duties.

City Manager

Director/City
Engineer

Associate
Engineer

1

Professional Engineer, reviews projects for
compliance with stormwater regulations and
does not supervise Engineering Technician

Engineering
Technician

1

Performs plan reviews and conducts field
inspections for privately funded public projects
in City right-of-way.

Total FTE’s

3

Current Staffing – Department 15.38 FTE

Capital Improvement Projects Review
The firm of Garing, Taylor and Associates has had a long-term arrangement with the
City to provide engineering plan review services and has periodically conducted
engineering design for capital improvement projects constructed on City property.
Several participants in the customer focus group raised concerns that this arrangement
suggests a potential conflict of interest for the firm. We are not in a position to make
such a determination; however, a question does arise regarding how CIP projects
designed by the firm are subsequently subject to an independent review for code
compliance. This is particularly relevant for public projects in California where there
is heightened scrutiny of these projects by the public to ensure they meet State and
Federal accessibility requirements. A recommendation to retain the services of a
California Accessibility Specialist (CASp) to perform plan reviews for accessibility
features on public projects is contained elsewhere in this report. We recommend the
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City devote special attention to ensure that CIP projects designed by third-party
engineering firms undergo an independent review to confirm compliance with all
appropriate regulations.

81.

Recommendation: The City Engineer should ensure that CIP projects
undergo a thorough independent plan review.

Contract Service
The City of Grover Beach has had a long-term relationship with Jim Garing, FPE to
provide plan review services for engineering related projects. As the former City
Engineer (1981-2011) Mr. Garing possess significant intuitional knowledge of the
City development. Currently, Garing, Taylor and Associates provide plan review for
review all private projects submitted to the City for building permits. Additionally, the
firm has provided engineering design work periodically for City CIP projects.
Based on comments provided by customers in confidential surveys and during the onsite focus group meeting we conducted along with comments from City staff, it is
apparent to us that significant problems exist regarding the quality of the services
currently being provided by this firm. Unfortunately, there is no valid contract in
place at this time that could be consulted to clearly identify the scope and quality of
services that the firm has agreed to provide the City. It is possible that the level of
service currently being provided is a reflection of the relatively low fees being
collected by the firm. As stated elsewhere, we strongly recommend that all services
being provided to the City on a contract basis be established through a formal contract
that identifies the scope of work, including performance standards, and reflect market
rates. The City needs to prepare a comprehensive Request for Proposal (RFP) to
provide these engineering services in the future. Giving a variety of firms the
opportunity to compete for the business should help ensure the City is acquiring the
needed services at a competitive rate.

82.

Recommendation: The City Engineer should immediately prepare an RFP
for Engineering Services for development review.

Performance Auditing
An essential component of an effective working relationship with contract staff is the
monitoring of the work product to confirm compliance with established program
requirements. We recommend that all work being performed by both in-house staff
and third-party contract service providers be subject to a formal audit program. Such a
program would identify the specific frequency and level of review that such an audit
program comprises. Audits should cover reviews of all types of projects and include
written documentation of findings from the audit. This documentation can prove
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useful in focusing attention on areas in need of further training or interpretation. As
the City moves forward in obtaining engineering services in the future the contract
should include provisions for an audit program.

83.

Recommendation: Future contracts for engineering service should include
specific language that provides for a suitable auditing program to confirm
the performance terms of the contract continue to be met.

While we advocate the importance of having an auditing program to measure work
performance in both quantity and quality terms, we are mindful that such a program
represents a certain level of duplication of work and therefore a delay in completing
projects. The key to achieving efficiency in such a program is striking a balance
between performing an adequate cursory review during an audit versus a complete
plan review. Unfortunately, in the City of Grover Beach, the audit program has
become a complete duplication of services. Every plan that has been sent to the
outside engineering firm has been subsequently subjected to a complete plan review
by the in-house Engineering Technician and/or the City Engineer. Staff reports that
this comprehensive level of review is required based on the large volume of missed
items that continue to be discovered by in-house staff. The purpose of utilizing a
third-party engineering review firm is to reduce the workload on in-house staff. That
purpose is not being met if all projects reviewed by the outside engineering firm are
also undergoing a complete in-house review. This scenario indicates that the City is
paying for unnecessary services and customers are being needlessly delayed in
receiving their plan reviews through this duplication of effort. It has been the City’s
policy to send all of these projects out to be reviewed by the outside firm. Given that
each of these projects is also being checked by in-house staff, we suggest the City
cease to send projects to the outside engineering firm for review if those projects can
be appropriately checked by in-house staff if resources permit.

84.

Recommendation: The City Engineer should cease sending all projects to
the third-party engineering firm if those projects can be adequately
reviewed by in-house staff.

Public Improvement Records
For many years the City has relied on the services of Jim Garing, P.E., initially as the
City Engineer and subsequently as a consultant providing engineering plan review
services through the firm of Garing, Taylor and Associates. One of the by-products of
this arrangement has been that the City’s records of public improvements continues to
be retained by Mr. Garing at an off-site location. As these records are the property of
the City and essential to the City’s long-term ability to track and make improvements
to publicly owned property, it is essential that these records be in the possession of the
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City. It is our understanding that Garing, Taylor and Associates routinely digitize their
records so it may be possible for the firm to make these records available to City in a
digital format with relative ease and in a timely manner.

85.

Recommendation: The City Engineer should immediately make a formal
request of Garing, Taylor and Associates to provide them with a copy of
all Grover Beach public improvement plans in their possession.

D. PROCESS ISSUE
Incomplete Plan Submittals
A common complaint we observed in the employee surveys and interviews was the
department’s apparent unwillingness to establish and enforce a minimum level of
quality that all submittals must meet before they will be accepted for review. We have
witnessed this in many jurisdictions that struggle with consistently meeting
established turnaround times for plan review. What they seem to not recognize is that
the staff’s willingness to accept incomplete applications guarantees that subsequent
resubmittals will be required and that these additional submittals result in a
cumulative drain on the department’s resources and ultimately leads to conflict with
the customer. In addition, this willingness to appease poorly prepared customers
eventually results in punishing those other applicants that were properly prepared
because the staff resources they need are not available.
During the focus group meeting, we received substantial feedback from participants
that the current process for reviewing engineering plan submittals is not working
efficiently. Some participants claimed they submitted plans that they felt met all the
criteria but were subsequently rejected during plan review, citing that the submittal
was incomplete. Other participants admitted that they were directed by their client to
resubmit the incomplete plans without responding to the previously identified needed
corrections. Subsequent discussions with staff suggested that while the minimum plan
submittal checklist may list all the materials that must be included in the submittal,
there may not be consensus on definitions of each of the items on the list. We
recommend staff create a supplemental information sheet to accompany the current
minimum plan submittal checklist. This sheet would provide a more detailed
description of the essential components of each of the items on the minimum
submittal sheet.

86.

Recommendation: The City Engineer should develop a supplemental
information sheet that describes in detail the full scope of materials that
should be submitted for each of the items contained on the minimum plan
submittal checklist.
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Upon prompting, most of the participants in the focus group agreed they would be
willing to participate on a task-force to work with staff to more fully develop the
current minimum submittal checklist. They also agreed, following the creation of the
updated checklist, that they would endorse the need to have the City reject submittals
that did not meet the revised checklist.

87.

Recommendation: The City Engineer should form a task force with
industry representatives to study and recommend improvements to the
current minimum plan submittal checklist.

In the interest of ultimately streamlining the process, achieving better plan review
turnaround times, and maintaining fairness among all applicants, we recommend the
department strictly enforce a minimum standard for all application submittals. When a
customer’s application and plans do not meet the minimum criteria, they should be
provided with a copy of the minimum submittal list that has been highlighted to
identify the missing information. This information should also be documented in the
permit tracking system for the application in question so that a history of
communications is available to all staff that may subsequently work on the proposed
project.

88.

Recommendation: When a development application is incomplete, staff
should highlight those missing items on a copy of the checklist provided to
the applicant, those items should be documented in the permit system and
the application should be returned to the applicant.

A similar problem exists when an applicant repeatedly fails to respond to all of the
corrections previously identified in the correction letters provided by plan review
staff. This presents not only an additional burden to plan review staff, but also to the
administrative staff that must process these resubmittals. Other jurisdictions have
stemmed the frequency of this type of drain on staff resources by implementing
policies to charge extra plan review fees for subsequent reviews and to mandate that
the applicant establish an appointment with the plans examiner to confirm all
corrections have been addressed before the City will accept the plans for resubmittal.
We recommend the City Engineer implement a program to charge additional hourly
plan review fees and mandate that a plan check appointment be established to review
resubmittals after a second recheck. The time consumed during the appointment and
any additional review of the plans should be charged at an hourly rate that includes
plans examiner review and administrative processing time.

89.

Recommendation: The City Engineer should implement a program to
reduce the frequency of incomplete resubmittals by charging additional
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plan review fees and mandating an appointment with the plans examiner
before plans will be accepted.

Stormwater Management
Focus group attendees expressed particular frustration over the imposition of the
stormwater management standards for individual residential lots. An informational
handout that describes the intent of this program, as well as the physical constraints
that exist within the City of Grover Beach, may help address some of the frustration
customers are currently experiencing regarding this State imposed requirement

90.

Recommendation: The City Engineer should develop an informational
handout that explains the purpose and goals of the stormwater
management requirements along with the physical constraints that exist in
the City.
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X.

PLANNING COMMISSION

The Grover Beach Planning Commission is composed of five members who are
appointed for four-year terms. Applicants are reviewed by a Screening Committee and
recommendations are sent to City Council which makes the appointments. The
Planning Commission meets monthly. Agendas and staff reports are posted on the
City’s website; however, this information is located under General Government and
there is no link from the Community Development page to the Planning Commission.

91.

Recommendation: Provide a link from the Community Development page
to the location of the Planning Commission and its agendas with staff
reports to make it easier to locate the information.

Staff reports were well-organized and addressed the significant issues. The staff report
did not always include a formal staff recommendation, but instead provided potential
options for the Planning Commission to consider. The staff position was sometimes
noted within the narrative when alternatives were presented. It is a Best Management
Practice for Planning Commission reports to clearly describe staff recommendations.
Such a practice makes clear that the expertise of staff is of value to the Commission
and to the community.

92.

Recommendation: Revise the staff report format for Planning Commission
items to clearly indicate staff recommendations.

There are generally two public hearing items on the agenda. An exception to this was
the meeting held in October of 2017 following cancelled meetings in August and
September. There were five public hearings in October. During the Focus Group,
complaints were made about the delays in getting on the Planning Commission
agenda. However, in reviewing agendas over the past three years, it would appear
that, with the exception of the October 2017 meeting, any time meetings have been
cancelled it has been primarily due to a lack of business and that the next agenda
following a cancellation still only had a couple of items.
The Community Development Director stated that it is possible for the Commission to
schedule a special meeting for priority economic development projects and that this
has occurred in the past. The Director believes that some of the complaints are from
applicants who miss the deadline for submittal of information for the Planning
Commission. In these cases, one of three things usually occurs:
 For minor items that come in only a few days after the deadline, staff may
continue to accept the information. This can work a hardship on staff as it
impacts report preparation, review of documents by the City Attorney’s
office, and the publication/printing of materials.
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 For major items that are late, staff may feel obligated to schedule the item
with limited review time based on expectations to expedite development
application reviews. This can impact other work activities in the department
including requiring staff to limit any counter service to provide time to
analyze the submittal, prepare the reports, etc. While extending this special
consideration to one applicant, it negatively impacts other customers
because of the counter being closed.
 The applicant is advised that the item will be scheduled for the next
Planning Commission meeting.
According to all the participants interviewed, most of the projects in the City are
single family homes or remodels and most of the applicants are knowledgeable about
the City processes having previously submitted projects. The Commission makes
efforts to approve projects in a single meeting by offering applicants alternatives to
better comply with the Code and secure approval at the meeting. Staff assists in
proposing these alternatives in the staff report. The Commission and staff worked
together on a recent larger multi-unit project which was denied by the Commission,
revised by the applicant, and then approved at the very next Commission meeting.

93.

94.

95.

96.

Recommendation: The Community Development Department should
prepare an annual calendar with multiple dates for each Planning
Commission meeting including deadlines for submittals for the agenda,
dates for publication of notices, dates for mailing notices, dates for
completing staff reports, dates for submitting reports to the City
Attorney’s office, dates for posting the agenda and related staff reports
on-line, and dates for preparing the agenda packet.
Recommendation: This calendar for the Planning Commission should be
widely available to all applicants, to elected and appointed officials, and
through the City Manager, the Council should be invited to accept the
calendar as the official set of deadlines for Planning Commission meetings.
The Calendar should also be posted on the Planning webpage.
Recommendation: Community Development staff should provide a
tentative schedule for review and action on the project and include specific
information about deadlines for the Planning Commission agenda to
ensure that the necessary information is provided to the applicants.
Recommendation: Community Development staff should continue their
current practice of accommodating the submission of minor items within a
day or two after the deadline.
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Some mention was made by one or more elected officials of the need to ensure more
training for the current Planning Commission to ensure a better understanding of
foundational principles and practices of planning. However, funding is not provided
for training for the Commission. The Commission Chair has traveled and taken
training at his own expense, but this is not a reasonable expectation for volunteers.
According to the most recent budget, the entire budget for training in Community
Development is $1,000.00 and this is both for staff and for the appointed officials.

97.

98.

Recommendation: Community Development staff should investigate
whether other smaller cities in the County have a similar need and if it is
possible to bring trainers to the County who would work with a larger
group of Planning Commissioners. Sources of trainers would include the
faculty at Cal Poly San Luis Obispo, staff working in the County, the local
Section of the California Chapter of the American Planning Association,
etc.
Recommendation: The Planning Commission should have a membership in
the American Planning Association. This provides access to a variety of
resources on best practices for planning. The estimated cost of the entire
Commission would be $450 per year. A number of free or low cost on-line
training opportunities are available through APA.

The City Council members expressed a clear policy of wishing to be known as
friendly to economic development. The Planning Commission Chair watches every
Council meeting so as to be better informed about Council issues and concerns.
However, Council itself can help clarify these expectations for the entire Commission
and also become better informed about how the Commission itself views its roles and
responsibilities.

99.

Recommendation: The City Council should schedule an annual work
session with the Planning Commission to ensure a shared understanding
of Council’s expectations.

A current member of the Planning Commission regularly accepts local engagements
from applicants and must recuse himself from a larger percentage of the
Commission’s business. This is not a desirable arrangement, but represents an issue
largely outside the scope of work of Zucker Systems. However, it does impact
applicants to the extent it can make achieving a quorum on a business item difficult if
another member of the Commission must miss a meeting and for decisions requiring a
majority of the Commission, the applicant must secure a favorable vote from 3 out of
4 of the seated Commissioners which can be an additional hurdle.
Grover Beach, California

80

Zucker Systems

XI.

TECHNOLOGY

A. INTRODUCTION
Like many smaller communities, it has been difficult for Grover Beach to take
advantage of the numerous technological advancements that have taken place in the
realm of providing improved customer service in the development review process.
Many jurisdictions have implemented technology that allows customers to have
immediate access to information on the status of their submittal 24 hours a day
through a customer portal into the City’s website. These communities also have
eliminated the need for customers to physically come to the City offices by offering
permits online, accepting credit card payments, and reviewing plans electronically for
larger projects.
The City recently implemented a new financial reporting system provided by Harris
Innoprise Financial System. This company is well known in the field of financial
reporting and has installed numerous systems throughout the country. The company
has also offered a program to assist jurisdictions in their efforts to track and issue
development related permits. This appears to be a fairly new venture for this company
with very few verifiable customers. The City has purchased this company’s permit
tracking module and has been using it since November 2016.

Permit Tracking Software
As described above, the City has completed the challenging and time-consuming
process of implementing the various features of the Innoprise Community
Development module but has not determined the full potential of the system. Based
on the information provided in the company’s website, the program appears to cover
the types of features that we recommend be included in such a software program. One
of the major features that we recommend be included in such a program is the ability
to provide customers with access to the system for the purpose of submitting permit
applications and paying fees via credit cards as well as tracking the status of projects
through plan review and inspections. We recommend management commit the
necessary staff resources to prioritize the implementation of those features of the
Innoprise program that have been purchased but not yet fully installed.

100.

Recommendation: Management should prioritize the allocation of
staff resources to fully implement all of the available features of the
Innoprise Community Development and Citizen Access Modules.

During our staff interviews, we observed that many employees seemed skeptical that
the program provided by Harris Innoprise Financial System would be sufficiently
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robust to deliver on all of the features they felt necessary for a comprehensive permit
tracking system. What they had observed during the short product demonstration left
them feeling the product was not particularly intuitive. While implementing some of
the basic features, staff has reported that the vendor has not been timely in responding
to requests for repairs to the software. In addition, staff reports that the vendor wants
to require additional payment to perform the software repairs that staff feels were part
of the original contract. We have seen many implementations fail because of poor
communication between the vendor and the customer and a general lack of
appreciation of the dramatic impact such an implementation program will have on an
organization. One of the valuable features that established companies who specialize
in permit tracking software offer to clients is their real-world experience surviving
multiple implementations and learning how and when to anticipate problems during
the process. Working with a company that has limited exposure to the intricacies of
the development review process can be a significant challenge. We encourage the
City to closely monitor the terms of the contract and insist that the software program
perform all of the required functions to the City’s satisfaction before authorizing final
acceptance.

101.

Recommendation: The City should insist that all features of the
Innoprise Community Development and Citizen Access modules perform
to the City’s satisfaction prior to acceptance.

Many of the jurisdictions we have studied have enhanced their experience of
implementing new permit tracking system software by reaching out to other
jurisdictions that have had similar experience implementing the same software. Where
a single software company has a large number of customers, these customers have
formed regional user groups to share their knowledge and combine their efforts to
request software enhancements. We encourage the City to contact other jurisdictions
that have implemented the Innoprise Community Development and Citizen Access
modules to gain insights into how the City can streamline the process of fully
implementing all of the Innoprise features.

102.

Recommendation: City staff should contact other jurisdictions who
have successfully implemented all of the Innoprise features to gain insights
to help streamline the implementation process.

To be a truly effective communication tool between the City and the customer, it is
vital that all participants in the development review process actively participate in
fully implementing all of the features of the Innoprise Community Development and
Citizen Access modules. Without full participation, the picture will not be complete,
and the customer will be burdened with the chore of hunting down the information
that should have been available through the online permit system. Normally the
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implementation of a program that involves multiple departments and outside agencies
will be initiated by forming a task force with appropriate representation from each
group to help ensure that the concerns of all parties are presented.

103.

Recommendation: The City Manager should direct that a task force
be created to facilitate the implementation of the new permit tracking
system. All parties in the development process should be represented on
the task force.

Full implementation of all of the features of the Innoprise Community Development
module will include the ability to perform electronic plan reviews. The City should
expect that staff will need to use much larger computer monitors or dual monitors. In
addition, for staff to access the system while in the field some form of smartphone or
tablet computer should be available. When making such purchases, we urge staff to
confirm 100% compatibility between the software and the operating system for the
mobile devices. Several of our recent studies revealed that saving a little money on
the purchase of mobile devices resulted in major compatibility problems with the
permit tracking software.

104.

Recommendation: The City should purchase large format computer
monitors to facilitate electronic plan review and mobile devices that are
compatible with the permit tracking software to allow field staff access to
the system.

Graphical Information System (GIS)
For many communities, the GIS system has become the backbone of their
development review process and an important tool for Public Works staff to manage
City owned properties. In addition, many communities have leveraged the information
available through the GIS system to facilitate identifying properties that can be the
source of future economic development. Comments from staff suggest that GIS is an
underutilized resource that warrants greater attention in order to fulfill its potential as
a tool to be used by both staff and the community. We commend the City for recently
upgrading its Information Technology (IT) support from a half-time contract position
to a fulltime employee position. This should help in implementing both a permit
tracking system and expanding the use of GIS. We recommend consideration be given
to upgrading the current GIS software licenses and providing additional staff training
to encourage greater use of the program.

105.

Recommendation: The current status of the GIS program should be
evaluated and improvements to facilitate expanded use should be
implemented.
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Website
Our brief review of the City’s website, coupled with the responses from customers
during our surveys, suggests that the site is attractive and houses a great deal of
information, but the site can be difficult to navigate to retrieve information about
various development processes. The entire site seems to have been designed around
the concept of separating the functions of individual departments and divisions rather
than highlighting the services that customers are likely to need and providing a path
for them to follow to receive those services. While the Home page includes a section
for “How Do I …?” it does not include “Get a Building Permit” as a choice. With
sufficient searching, it was possible to find a web page that provided valuable
information about the process to obtain a building permit that included information
about the role that other departments and agencies may play in the approval process.
The web page was found by going to the Community Development Department under
Departments, then the Building heading and finally by clicking on the link for “Permit
Application Process.” There should be a more direct link to this information via the
“How Do I?” tab on the City’s Home Page. The importance of this information is
reinforced by the fact that 40% of the customers responding to our survey indicated
that they did not understand the current process.

106.

Recommendation: The City should include “How to get a building
permit” as a choice under the “How Do I …? heading on the City’s Home
website page.

Table 15 below shows a list of the typical features that Best Practice Communities
include on their websites. The table indicates whether the City or the individual
department website pages include, partially include, or do not include typical features.
We recommend content identified a partially included or not included be added to the
appropriate website pages.
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Table 15
Website Features

Typical Best Feature Features
Announcements, News/Events
Comprehensive List or Link to all planning &
development related fees

Included
X

Partially
Included
Link
Provided

Not Included

X

Comprehensive Information page for Planning
Commission
Comprehensive Staff Contact List with Automated
email Contact Feature
Credit Card Payment Options for development
fees
E-government online application completion
Forms, Guides and Handouts
Frequently Asked Questions Related to the
development process
Functional Statement, Mission Statement
Links to State & Regional related agencies
Links to County Code, Zoning, Subdivision
Ordinance, Comprehensive Plan, Building Code
and other related regulations, plans, policies
Major Project List (i.e., recently approved, ongoing projects) for both Current and Long-Range
Planning
Office Location, Hours, Map/Directions to Offices
Organization Structure Chart
Permit Tracking
Public Notifications Displayed
Work Program for Departments Posted
Zoning Map/GIS

X
X
X
X
X
X
X
X

X

X
X
X
X
X
X
X

107.

Recommendation: The City should augment their website to include
content for those categories identified as deficient in Table 15.
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XII. EMPLOYEE PERCEPTIONS
A 10-page 40 question survey was given to staff to complete and email to Zucker
Systems. The surveys were confidential but used in our analysis.

Grover Beach, California

86

Zucker Systems

XIII. CUSTOMER PERCEPTIONS
In today’s environment, governmental performance is measured by customer
satisfaction. In order to determine the Planning Department’s performance, we used
several techniques consisting of interviews with the City Manager, City Council
members, Chairperson of the Planning Commission, one customer focus group, and
an email survey to applicants.
This chapter includes customer comments for improving the City’s development
review process. The intent of this customer input was to elicit views and opinions on
positive and negative aspects of activities and to seek ideas for change that will
improve and enhance the process. However, as would be expected, the focus was on
perceived problems.
In considering the results, the reader must bear in mind that, unlike documents and
statistics, the views expressed by individuals are subjective and may reflect personal
biases. Nonetheless, these views are at least as important as objective material
because it is these people, with their feelings and prejudices that work with or are
often affected by City activities. A second important consideration is that in analyzing
the material, it may not be as important to determine whether a particular response is
“correct” as it is to simply accept a response or try to determine why customers feel
the way they do. Tom Peters, the noted management consultant, has said that in
relation to customer service, “Perception is everything.” In other words, perception is
reality to the person holding the perception.
It should be noted that the purpose of this chapter is to report on the customer input so
that the reader of the report can view the comments as customer perceptions without
our editing. These comments are not the conclusions of the consultants. Using our
methodology as described in Figure 1 and Section B of Chapter II, the customer
comments are taken as one form of input to be merged by input of others and our own
judgment. Our specific response is in the form of the various recommendations
included in this report.

A. FOCUS GROUP
Eight people who had been applicants in the City’s development and permitting
process met on November 1, 2017 for two hours at the Ramona Garden Center. The
meeting was held in confidence and no staff members were present. The group
included architects for commercial and residential project, engineers, and commercial
property developers. Focus group comments are included below. Topics are arranged
in alphabetical order.
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City Council
Too many projects are going before Council for ultimate review and approval. More
projects should be approved at the staff level.

Conflict of Interest
Some participants expressed concern about the appearance of a conflict of interest on
the part of the consultant firm that provides both plan review for engineering plans as
well as designs Capital Improvement Projects for the City.

Engineering
The criteria currently posted in design manuals are still not good enough. Engineering
standards are very old and should be updated.
Hasn’t had problems with Building and Planning, most problems have been
Engineering related problems. Suggest hiring a different consultant for engineering
plan reviews.
The biggest problem is meeting engineering standards for ADA (Americans with
Disabilities).
Grover Beach should consider going to bid for outside engineering plan review
services.

Fees
We need someone to explain the fees that are being assessed.
Where does the in-lieu fees go for undergrounding utilities?

Five Cities Fire Authority
Comments provided by Five Cities Fire Authority plan reviewers are too general to be
valuable.

Incomplete Plan Reviews
Incomplete plan reviews are conducted by Planning staff during initial reviews.
Example, 5th review came up with new items that should have been identified during
initial plan review.
Frustration that developer includes everything on submittal checklist only to be told
additional information must be provided before application can move forward.
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Minor Projects
Minor projects should be issued over-the-counter.
The layering of contributing issues in different zones complicates the review process
and extends the time lines for review. This information is not available in GIS at this
time.

Other Jurisdictions
Examples of another jurisdiction to emulate include Henderson, Nevada and San Luis
Obispo County.

Planning Commission
Project timelines are impacted when the Planning Commission cancels a meeting and
makes it very difficult to reschedule an item for approval.
The Planning Commission makes decisions that are not within their authority.
The Planning Commissioners need more education regarding their role and the vision
the City is trying to achieve.

Plan Review – Details Required
There is inconsistency regarding what level of detail should be included on plans
submitted at the development review versus the building permit review stages.
Frequently too much detail is required for an initial development review submittal.

Plan Review - Timelines
Staff’s work should be periodically audited but should not significantly extend the
time necessary to complete the plan review.
We lose financing because of delays experienced during processing.
Material cost have risen between 30% and 50% while some projects have been mired
in the process.

Pre-Application Process
There needs to be a meaningful pre-application process that includes documentation
of decisions made during the review.
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Staffing
They are just understaffed which results in just NO statements from staff.
New City Manager has improved the service level because he is willing to challenge
the Department Heads when necessary.
The recent action by Council to approve cannabis industry related activities should
significantly improve the tax base for the City. The City should anticipate this revenue
growth and begin hiring staff to improve customer service.
Some staff seem to project an attitude of “Protect the City from developers” rather
than partnering to achieve a common goal.
There are new people in the Department who are trying to live by higher standards
than the community is ready for.
New staff got too critical – manager are better.

Submittal Requirements
Some owners instruct designer to submit the project package knowing it doesn’t meet
the minimum submittal requirements.
Many participants agreed they were willing to participate on a task force with City
staff to design a comprehensive checklist for submittals and agreed that plans should
be rejected for review if a submittal is incomplete. Suggested looking at the checklist
currently used by Morro Bay.
Staff needs to be adequately trained to perform a comprehensive review of initial plan
submittals to confirm the plan package includes all necessary types of information.

Stormwater
The requirement for stormwater retention on-site for individual residential lots has
complicated development for in-fill properties. Grover Beach does not have a
stormwater system. There needs to be more flexibility for these in-fill type projects.

Technology
Better use of technology would help but not required to make improvements.
Other jurisdictions in the region are requiring (Santa Barbara) or encouraging (Arroyo
Grande) the submittal of digital plans for plan review.
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B.

CUSTOMER SURVEYS

A mail survey was used in this study to obtain applicant customer input. The survey
was sent to 180 applicants for development approvals or permits. Thirty-five surveys
were returned for a return rate of 19%. This is within our normal return rate of 15 to
25 %.
The response to the surveys is shown in Appendix D. Question 4 through 27 were
designed so that checking a “Strongly Agree” or “Agree” category is a sign of a
satisfied customer. A “Disagree” or “Strongly Disagree” is a sign of a dissatisfied
customer.
Normally, when negative responses of “Disagree” or “Strongly Disagree” exceed
15%, the responses indicate an area of possible concern. Less than 15% normally
indicates this category of question is satisfying the customers. Percentages higher than
15% but below 30% are areas that should be examined for possible customer service
concerns. Negative percentages of 30% or higher indicate areas needing early
attention since roughly one third or more of the customers have concerns about
service.
Some believe that only customers who have problems will return a survey of this
type. While it is likely that customers with problems may be more likely to return the
surveys, our experience with this and dozens of similar surveys indicate that they still
produce valid information. For example, we have worked in other communities where
the negative responses seldom exceeded 15%.
It should also be noted that a survey of this type is not a scientific, statistically
controlled sample. Nevertheless, when high numbers of respondents express concerns,
they are indications of problems that need to be addressed.
The questionnaires also asked applicants to indicate suggestions and areas for
improvement. These comments are also shown in Appendix D.
Type of Application: Respondents had processed a variety of application types as
shown in Question 1 including 88% for a building permit, 30% pre-application
review, and 27% each for administrative development permits and development
permits.
Type of Project: As indicated in Question 2, 43% were for a remodel or addition to a
single-family house, 33% for a new single-family house, and 27% for a remodel or
tenant improvement to a commercial or industrial building.
Frequency of Applications: As indicated in Question 3, frequent users were 34%,
occasional users 43% and one-time users 23%.
Understanding the Process: As shown in Question 4, close to half, 49%, understand
the City’s development process but 40 % do not understand the process.
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Understanding the Process by Function: As shown in Question 5, 60% understand
the Fire function, 58% the building functions, 47% the planning functions, and 44%
the Public Works function. Those that didn’t understand the development review
process included 41% planning, 34% public works, 27% building, and 17% fire.
Question 4 and 5 indicate that many of the customers do not understand the processes.
This means that all the functions need to work to clarify and communicate their
processes.
Cumbersome or Complexity of the Process: As seen in Question 6, a high percent
felt that planning is overly cumbersome or complex 61%, building was 48%, and
public works 39%. Fire was a more reasonable 18%.
A series of 16 questions compared scores for Planning, Building, Public Works and
Fire. We analyzed the negative scores for these questions. Good service normally has
negatives no higher than 15%. Negatives between 16 to 30% are areas needing
attention. Negatives over 30% negative are topics requiring major attention since a
third or more of the customers have concerns.
Table 16
Negative Scores For 16 Questions
Public
Question

Planning

Building

Works

Fire

21

24

28

11

38

38

39

11

38

41

41

21

38

27

41

14

76

68

68

26

7. When making an application, I have generally
found the City intake staff to be responsive and
helpful
8. Staff provides prompt feedback on incomplete
submittals
9. In general, after application is submitted, the City
staff anticipated obstacles early on and provided
options where they were available.

10. In general, the City staff provided good customer
service.
11. Have you experienced a situation where your
project was delayed by a problem that should have
been identified during initial review? (the yes is used
for this question)
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Public
Question

Planning

Building

Works

Fire

44

50

39

18

38

41

52

38

56

59

67

56

39

39

46

18

52

48

54

26

48

50

50

22

or counties where I have file applications.

48

39

54

27

20. The City staff was courteous.

9

15

10

3

38

38

43

18

30

26

26

18

needed assistance in resolving problems.

21

18

31

21

Average

40%

39%

44%

55%

12. Review services were completed by the date
promised.
13. Do you know what the City’s stated review times
were for your application? (the no was used for this
question)
14. Are the City’s development process delivery
dates reasonable and acceptable?
15. Codes and policies are applied by the City in a
fair and consistent manner.
16. The turnaround time for review and approval or
disapproval of my application was not any longer in
Grover Beach than other cities or counties where I
have filed applications.
17. If project processing is delayed, the delay is
typically justifiable. Projects are not delayed over
minor issues.
19. Grover Beach is just as fair and practical in its
application of regulations as other neighboring cities

21. The conditions of approval or plan review
corrections applied to my project were reasonable
and justified.
22. I found the handouts supplied by the City to be
useful and informative in explaining the requirements
I must meet.
23. The City staff was easily accessible when I

A series of eight questions merges all functions as shown in Table 17.
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Table 17
Eight Questions Merging All Functions
Question

% Yes

% No

11

45

have been caught during the plan review process.

54

12

25. The Planning Commission was helpful, fair, and courteous.

46

14

26. I am aware of and utilize available City information that is online.

82

6

27. The City’s website provides comprehensive and useful information.

67

18

28. The City’s website is easy to navigate.

36

30

29. The City Council treated me fairly and were courteous.

52

13

30. Was your application ultimately approved?

82

18

18. If a project is delayed, the delay is typically caused by functions other than
City Planning, Public Works, or Five Cities Fire Authority, such as County
Environmental Health. (the Agree and Strongly Agree was used for this
analysis)
24. Inspectors rarely found errors in the field during construction that should
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Appendix A
Persons Interviewed
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Mayor and City Council
John Shoals, Mayor
Mariam Shah, Mayor Pro Tem
Jeff Lee, Council Member
Barbara Nicolls, Council Member
Debbie Peterson, Council Member
Planning Commission
John Laferriere, Chairman
City Manager’s Office
Matt Bronson, City Manager
Community Development and Building Department
Bruce Buckingham, Director
Janet Reese, Planner II
Cassandra Mesa, Building/Planning Technician
Public Works Department
Greg Ray, Director/City Engineer
Mo Estepa, Associate Engineer
Keith MacGregor, Engineering Technician
JAS Pacific Building Inspection
Stuart Tom, President
GTA Engineering Plan Check
Anthony Coscia
Five Cities Fire Authority
Riki Heath, Battalion Chief
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Appendix B
Employee Long
Questionnaire
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City of Grover Beach
Development Review Process
EMPLOYEE QUESTIONNAIRE
Employee Name

Job Title

Department ________________________Division ________________________
The following questionnaire is an important and essential part of the City’s Analysis
of its Development Review Process being conducted by Zucker Systems. The study is
aimed at improving effectiveness and efficiency. Your ideas and thoughts are
essential to the study. This questionnaire will supplement other work being
undertaken by the consultants.
Please complete this questionnaire and return it to us within one week.
You can access the questionnaire directly online at the following link:
https://www.surveymonkey.com/r/9DWW8XX
If you have any problems call us at 619-260-2680 or 619-804-1769. Note: For
confidentially the program will not save your answers to be completed at separate
times. If you cannot complete the survey in one sitting, please submit the answers you
have completed. Then, you can access the survey again and answer the questions
unanswered the first time and submit that portion of the survey. We will merge your
surveys together for a complete survey. Just be sure to put your name on all submittals
so we can paste the parts together.
Take your time in answering the questions and be as through as possible. You are
encouraged to email (paul@zuckersystems.com) or mail attachments or examples.
Note that all questions may not apply to you. In that case, simply skip that question.
Your comments may be merged with others and included in our report; however, the
consultants will not identify individuals in relation to specific comments. Your
responses and comments will be held in confidence.
Thank you for your help.
Paul C. Zucker, President, Zucker Systems
____________________________________________________________
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1. What do you see as the major strengths of the City’s Development Review
Process, the things you do well?

2.

What do you see as the major weaknesses of the City’s Development Review
Process, and what can be done to eliminate these weaknesses?

3.

What important policies, services or programs are no longer pursued or have
never been pursued in relation to the City’s Development Review Process that
you feel should be added?

4.

Do you feel any of the City’s ordinances, policies, plans, or procedures related
to the City’s Development Review Process should be changed? If so, list them
and explain why.

5.

Are there any programs, activities or jobs related to the City’s Development
Review Process you would eliminate or reduce and why?

6.

How would you describe the goals or mission of your function, department, or
division?

Grover Beach, California

99

Zucker Systems

7.

What would help you perform your specific duties more effectively and
efficiently?

8.

What problems, if any, do you experience with your records or files and what
should be done to eliminate these problems? (Please be specific.)

9.

What problems, if any, do you experience with the current office layout, work
spaces, and public counters and what should be done to eliminate these
problems? (Please be specific.)

10. Are there any problems in providing good service to your customers? If so,
please list them and give recommendations to solve these problems.

11. Do you feel that the processing of development applications and permits
should be shortened, sped up, or simplified? If so, what do you suggest? Or
conversely, do you feel that you try to move development applications through
the permit process too quickly? In either case, how would you suggest it be
improved?

12. What suggestions do you have for improving internal communication in the
city’s Development Review Process?
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13. What suggestions do you have for improving external communication from
your function to customers or Stakeholders related to the City’s Development
Review Process?

14. Do you have any difficulty in carrying out your function due to problems with
other departments, divisions, or outside agencies? If so, please explain and
provide suggestions on how to correct these problems.

15. Have you received sufficient training for your responsibilities? If not, please
comment and indicate areas you would like more training.

16. What functions are you currently handling manually that you believe could or
should be automated? (Please be specific.)

17. What functions that are currently computer-automated need improvement? List
your suggested improvements.

18. What problems, if any, do you have with the telephone system and what would
you suggest to correct the problems?

19. What problems, if any, do you have with the email system and what do you
suggest to correct these problems?
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20. Do you have all the equipment you need to properly do your job? If not, please
list what you need.

21. Please provide comments concerning good or bad aspects of the City’s
organizational structure for the City’s Development Review Process; any
suggestions for improvement or changes.

22. Do you use consultants or should consultants be used for any of the functions
in the City’s Development Review Process?

23. If you use consultants for any of the functions in the City’s Development
Review Process, what problems, if any, do you experience with these
consultants and what would you recommend to correct this problem?

24. What changes, if any, would you recommend in relation to the City Council
processes in relation to the City’s Development Review Process?

25. What changes, if any, would you recommend in relation to the City Planning
Commission processes in relation to the City’s Development Review Process?

26. What changes, if any, would you recommend in relation to the Five Cities Fire
Authority in relation to the City’s Development Review Process?

Grover Beach, California

102

Zucker Systems

27. What changes, if any, would you recommend in relation to the ASA Pacific
building plan check and inspection in relation to the City’s Development
Review Process?

28. What changes, if any, would you recommend in relation to the Garing Taylor
Associates engineering plan check in relation to the City’s Development
Review Process?

29. What changes, if any, would you recommend in relation to the City’s Codes
and Ordinances?

30. What changes, if any, would you recommend in relation to the City’s
engineering construction standards?

31. If you are short of time to do your work, what changes would you recommend
to correct this problem?

32. Please list the major tasks or work activity you undertake and provide a rough
estimated percentage of your time for each task. The percentages should total
100%.
Task

Percent

_________________________
_________________________
_________________________
i.
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33. What additional handouts to the public or changes to existing handouts to the
public would be helpful?

34. How well do the department’s current public outreach methods and social
media efforts work and what suggestions do you have to improve them?

35. What additional educational materials for the public would help you do your
job?

36. What changes if any would you recommend for the City’s web page or egovernment applications?

37. What changes, if any, would you recommend in relation to the City’s computer
permitting system?

38. Do relations between the office staff and inspectors work well? If not, what do
you recommend to improve the relations?

39. Who is your direct supervisor; list name and position?
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40. List the names and positions of the staff that you supervise.

41. List any other topics you would like the consultants to consider, or other
suggestions you have for your function, the City’s Development Review
Process. Take your time and be as expansive as possible.

Note: Feel free to call us at 1.619.804.1769 or email to paul@zuckersystems.com to
discuss any concerns or provide recommendations. When calling, ask for Paul.
Grover Beach, California

105

Zucker Systems

Appendix C
Customer Survey
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Customer Survey Comments – Grover Beach
Building Permit and Inspection
1. We never saw an inspector on site during our small remodel. He signed the
building permit without checking off any parts of the permit. Our contractor never
saw him.
2. Hire a building official. One of the big challenges is everything is sent out for
review so there is little consistency or local accountability. Very little in-house
knowledge or expertise.

City Manager
1) I also feel the city manager is "spread" thin. He is doing a good job, but when you
receive emails at 11:00PM at night, that tells you he needs an assistant. I feel this
would be a significant move for city management. Either an assistant type city
manager, or just an assistant to the current city manager. A time and task
management assistant would speak volumes toward providing a degree of service
at all levels, not just with council and staff, but with the general public. This is
significant recommendation regarding city management.

Engineering/Public Works
1. Public Works needs to be streamlined. There are City standards for curb, gutter
and sidewalk guidelines. It should not take 8-9 months to approve plans for a
building permit, when Planning, Building and Fire get theirs done in 2 months.
Remember, the County issues in 1 month.
2. Use your City standards as your guideline. It isn't necessary to re-engineer
every project.

Fees
1. We have over 35 years of successful business experience, ran the second largest
AT&T multi store dealership in Sacramento Valley, own and operate a National
security company, and we didn’t make it even to the second tier for dispensary
license approval. It seems like the fix was in... Very very unfair treatment and we
feel like the City of Grover Beach stole & $9,100 dollars from us... We are
currently considering legal action.
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Fire Issues
1. Fire Sprinkler submittals should be approved by the Fire Chief, Fire Marshall, or
Chief Building Official in house. Stop sending out plans review by Fire Protection
Engineers. Have all the Residential fire sprinklers done in house by 5 cities fire
authority. you don’t need to send those out. Oh, by the way, why can't we send
them to our own FPE engineer, one that is listed on Cal Fire Website and have the
Fire department review them. Is that too much to ask. Allow Commercial fire
sprinklers submittals to be reviewed by any FPE. In other communities we are
occasionally asked to have plans reviewed by a Fire Protection Engineer. Grover
Breach can't even review a single small job with one head without sending the
plans out.... We ask our "Our" staff to use good judgement, common sense and be
polite and help. help. people...
2. My only concern is that all fire suppression systems (fire sprinklers) are
outsourced to 1 engineer in Ventura, California. The last 2 fire sprinkler permits
were very difficult as a result of this firm. I don't understand why this aspect needs
to be outsourced hundreds of miles away when there is most likely a local more
responsive firm that the city can contract with. Thank you.
3. The city fire department also needs to provide an assigned, up front, trained and
capable representative for pre-application input, consultation for life/fire safety in
new projects, and just a direct contact for dealing with preliminary design issues
and interpretations to both current code components and ongoing project
development. Someone with experience in building codes, fire suppression
systems, exiting and life/fire safety review. This is large and would have a
significant impact on project review timing and processing.

Other Cities
1. Look to City of Paso Robles as an example for a well-run system.
2. The City's process is overly cumbersome and takes far too long. Shorten and
streamline approval process. County building permits can be secured in a matter of
days. Building permits in Bakersfield can be had in a matter of hours. The City has
no skin in the game and adds no value. Why so many hoops?

Planning
1. Since you asked my opinion - My suggestion is that Grover beach needs to
consider a real streamline and simplify Planning application package & process
that can be completed in 90 days in order for the application to move forward
quickly and start the architectural, structural, civil plans package for City to
building department plan check. As a developer I need to know within 90 days if
my concept development proposed application will be supported by staff and the
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departments, my last use permit took way to munch time & required to many third
party involvement, many of the addition items should have been part of building
permit package not planning.
My last planning experience took 10 months to secure a very small lot
development project approval.

Process
1. Give a time table. This is my livelihood. Be up front on costs. Send people to
the CORRECT departments. Don't lose paperwork. At least pretend that you
want me there Have people that can at least accept paperwork if zoning has odd
business hours Try to take less than 3 months to let a business move Be
transparent about time frames Quit treating the job like a power struggle. I'm
just trying to work and to live (food, a roof, I'd like to be treated like I deserve
that not like I'm wasting someone's time) Don't tell people no they may not talk
to you when someone has concerns State laws trump City laws, please respect
that Hidden fees are not ok.
2. I have too much to say and not going to write it out. All I can say is in the 5
cities is engineers, contractors like myself avoid Grover Beach. Your survey is a
waste of time because nothing will change!!!
3. Many contractors and developers are hesitant to work in Grover Beach due to
unreasonable requirements. The City Building and Planning department has
become a broken system and should be repaired soon. I own a significant
amount of real estate in Grover Beach (single family and commercial) and
would like to see your systems and procedures repaired before I continue to
invest in and improve the City.
4. I am a Planning/Architectural consultant. For 12 years, my business has been
assisting my clients secure building permits for manufactured homes and other
residential development, with the site work and utilities required to serve them.
Over this time I have worked with the State of California, San Luis Obispo
County, Santa Barbara County, Monterey County, and almost all municipal
jurisdictions, in those Counties. I have completed over 250 projects over this
time. The City of Grover Beach has the reputation of being one of the most
difficult jurisdictions in San Luis Obispo County. And, I'm afraid, that has been
my experience, as well. On several projects, where I needed engineering work
done, I had to search for a firm that would do the work — 2 out of 3, would no
longer work in Grover Beach! Communication of the City's planning, building
and public works requirements is spotty and unclear. New requirements, are
often raised with every round of corrections, that could have been addressed in
the first corrections, unnecessarily extending the review process. The use of
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outside consultants to do project review is, in my opinion; A Bad Idea! Too
many cooks in the kitchen! On one project the review was done by City staff, 3
outside consultants, and Five Cities Fire. Often times these consultants, are
overly critical (or even in conflict), as a means of justifying their existence, and
of course their lucrative consulting agreements. This doesn't happen in other
jurisdictions. One of my simple residential projects, was in review, through 5
sets of corrections, for nearly three years, before my client pulled the
application, and gave up. This never happens with my projects, elsewhere, with
the possible exception of Santa Barbara County. After that experience, I
contemplated, NOT doing work in Grover Beach, again? Life's too short!
5. Meet seriously with developers, discuss and follow through with suggestions
(not just lip service). Put yourself in the private sectors position in regard to
deadlines and cost. Try to truly develop a relationship with loyal contractors.
Realize you have to give to get. Saying no to everything doesn't work. Get
creative. Work through red tape and get efficient. Get practical with decisions,
not political.
6. Realize that property owners should be able to make improvements to their
property without the City just saying "no". (2017)
7. We have delayed a project because we would have to pay to underground
utilities on a corner lot. Improvements would be good for the neighborhood and
the City, but the process is too cumbersome. (2012)
8. One of our projects involved getting an encroachment permit to repave our
driveway. The plan sat on the City employees desk for weeks. We were told it
would take a week, he didn't see any problem then I had to call and ask 3 times
getting excuses like," Oh, O.K. no problem". but still no approval. The approval
was granted and the job was completed but the process was cumbersome.
(2015)
9. On 1 property we had to get a permit for retrofit dual pane windows (2012) but
on a different project we were told no permit was required to replace existing
windows with retrofit.(2014)
10. Planning, Building, Public Works and Fire are all remarkably siloed, in some
instances I got the impression that these departments do not communicate with
one another at all. On my first permit project with the City, I thought maybe I
just had a bad experience where the ball was dropped multiple times during
hand offs between departments. On my second permit project with the City it
was confirmed, the departments operate independently from one another, do not
communicate well interdepartmentally, and I found that I as the applicant had to
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be the go between to keep the permit process moving. Most of the problems
with dropping the ball were with Public Works, and between Planning and
Public works.
11. The City of Grover Beach is a growing community. Development, at all levels,
will grow more than any time in the past. It's a good time to live in GB!
However, in order to keep up with new development, the City really needs to
provide forward thinking for the inevitable impacts. Specifically, the need to
continue with hiring staff and updating the website on a regular basis. The
planning and building departments are doing very well. Public works has an
exceptional engineer overseeing the department. However, they need to modify
their policy and method of using the current outside engineering review
consultant. This is a significant issue and needs to be addressed immediately.
The public works department needs to "staff" up as soon as possible and get a
qualified staff level to deal with everything on an "in house" basis.
12. I have several suggestions that are specific, and cannot be generalized. The use
of common sense would be useful. Efficiency should be rewarded.
13. Expedite the review process and examine the submitted plans closely. My plans
went to review and were approved by staff which caused the architect to
proceed as drawn. At a later date we were informed that a needed correction
was missed and that it needed to be remedied before we could proceed. This
caused me to incur additional costs to make corrections, redraw plans, reprint
multiple sets of plans, rebid sections of the project, etc. A small oversight by
staff can cause unnecessary expenses and large delays.
14. Chain of command and decision making authority should be better defined and
/ or understood by staff. In several instances we confirmed city policy / process
/ civil code with City staff or head of planning only to be told differently or
overruled by the head of public works / engineering.
15. Get rid of ____ ___. He is not knowledgeable, he is indecisive, often times
manipulative, and interferes with other departments. He is the greatest
bottleneck that the City has, often times inserting himself into situations with
little understanding of the situation, little regard and little respect for those
involved, and recommendations or requirements that are inaccurate or contrary
to civil code and/or City policy.
16. Departmental roles should be better defined. Staff should have better
understanding of their roles and responsibilities. It appears that City staff does
not fully understand their roles and responsibilities. Too often when trying to
confirm City policy, civil code, and or securing feedback from City staff we get
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bounced around or bounced back and forth between departments because staff
did not think that a particular activity or topic was their responsibility. In other
instances, a decision is made by one department only to be overruled by another
department after the fact.
17. Despite what is documented requirements are often different or a moving
target. In many instances we have confirmed requirements, steps in a process,
civil code, and/or City policy with City staff and "department heads"only to be
told down differently down the road. In other instances, City staff added
requirements along the way that were not documented or are contrary to civil
code, etc....

Third Party Review
1. Again, the combination of in house and third party plan checking is very
burdensome and unlike any other jurisdiction I have ever worked with, and I
have been submitting plans for 25 years now. Please just do one or the other,
preferably third party because in my experience they are generally thorough and
consistent and don't add new comments not issued the first time around. They
also seem to complete the plan checks in a more timely manner than in-house
ones. The one exception is the civil engineering reviews done by GTA. I think
there is a real conflict of interest having plan checks done by a local company
that presumably also conducts private work locally as well. There shouldn't be a
financial interest for them to keep making new comments not issued before (and
presumably getting paid for their time) and then applicant engineers having to
go back and forth and resolve conflicts in the plan review by the third party and
the in-house reviewer. That is just ridiculous, unfair, unprofessional. And, in the
end, the liability is almost entirely with the applicant's hired professionals
anyway. The City issues pretty blanket disclaimers about a permit being issued
not construing approval of any code violation.
2. Stop using Garing and Taylor for third party engineering review and Oasis for
landscaping review .....it’s in their best interest NOT to see any projects
approved. It’s been difficult to find civil engineers willing to work in the City of
Grover because of the silly issues created by Garing and Taylor. This has been
the case for the last 5 years, interview people who were subject to this review in
this last 5 years and they will comment on the ordeal they faced trying to
qualify for a permit.
3. Planning and building department staff are excellent, they don’t complicate the
process. But Oasis and Garing and Taylor will find a way to complicate and
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delay the citizens projects approval. Hurting the City’s image compared to other
neighboring cities.
4. The City uses 3rd parties (Gearing & Taylor, etc...) to assist with various
aspects of the plan check. Communication and coordination between City staff
and 3rd parties is poor. These 3rd parties often add significant delays to the
process. In addition, during the process "the right hand does to talk to the left."
Better communication is needed or a more formal or structured process to
manage activities with defined response times, etc...
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