1700 Convention Center Drive, Miami Beach, Florida 33139
COMMISSION MEMORANDUM

TO: Honorable Mayor Dan Gelber and Members of the City Commission
FROM: Alina T. Hudak, City Manager |
DATE: October 18, 2023

SUBJECT: A RESOLUTION OF THE MAYOR AND CITY COMMISSION OF THE CITY OF
MIAMI BEACH, FLORIDA, ACCEPTING THE RECOMMENDATION OF THE FINANCE AND
ECONOMIC RESILIENCY COMMITTEE, MADE AT ITS OCTOBER 16, 2023 MEETING, AND
AUTHORIZING THE CITY ADMINISTRATION TO MOVE FORWARD WITH THE ACTION
ITEMS IDENTIFIED IN THE REPORT ATTACHED TO THIS RESOLUTION RELATING TO THE
CITY’'S PERMITTING IMPROVEMENT DEVELOPMENT REVIEW PROCESS.

BACKGROUND

For the last year, City staff has been working to improve the City's regulatory permit processes
and customer experiences in development review, including bi-weekly staff meetings with
department heads involved in the permitting process, and working with an external consultant for
a comprehensive assessment and recommendation on the permitting process.

The consultant’'s complete report was included as an attachment to this item in September.
Included herein as a supplemental attachment, staff has summarized the consultant’s report on
the attached chart into 14 individual points including action items for ease of tracking and providing
status updates.

ANALYSIS

Within the 14-recommendation staff has identified 5 overarching focuses that will lead the actions
to address the recommendations. These five are:

1. Governance — Bi-weekly Policy Control Group that include Deputy City Manager and
Department Heads; and a Change Advisory Group made up of subject matter experts that
work with the EnerGov permitting system to ensure we are streamlining and maximizing
the use of EnerGov.

2. Training —Training staff internally for continuous technological proficiency and provide
training to applicants to assist them in understand the process.

3. Technology — Created a permitting landing page for a “one stop shop” of all Miami Beach
permit information and guides in Miami Beach; Decision Engine to help direct applicants
to the proper information and applications; Expand the use of the Bluebeam Plan Review
software to improve and facilitate the explanation of code requirements on plans.

4. Customer Service — As approved in FY 24 budget, creating the Customer Liaison
position; Updated over 175 checklists for every building permit type that we handle;



Automating instructions on how to work with outside agencies for required permits, such
as Miami Dade County.

5. Process Improvements — Reviewing manual process; removing unnecessary reviews
and inspections; streamlining workflows, standardizing comments for consistency and
creating drop down lists for plan reviewers to access and provide to applicants.

RECOMMENDATION

On October 16, 2023, the Finance & Economic Resiliency Committee (FERC) unanimously
accepted the plan and action items as presented related to the permit process review. FERC
recommended that staff return to FERC every 4-6 months to provide updates on the related action
items.

Attachment
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CITY OF MIAMI BEACH PERMIT PROCESS IMPROVEMENT PROGRESS REPORT

September 2023

# CHALLENGE

ACTION ITEMS

BERRYDUNN-IDENTIFIED OPPORTUNITIES

RESPONSIBLE GROUP(S)

STATUS

The development review process is layered and
complex.

CREATE WORKING GROUPS

The City should consider eliminating duplicate review processes
where it is possible to do so without compromising safety or
compliance. If greater responsibility is placed with the applicant to
identify changes made when resubmitting plans, reviews by
departments that have already

approved a project could be eliminated in certain

circumstances.

IT
BUILDING
PLANNING
FIRE
PUBLIC WORKS
(inc. ROW and Elevator)
ENVIRONMENT & SUSTAINABILITY
(inc. Urban Forestry)

=IN

Policy Working Group and Change Control Advisary Group (CCAG)
have been created.

The CCAG agreed that additional permit types should be created for
sub-permits to prevent unnecessary duplicate reviews of
improvements that were approved within a finalized Master permit.

| Additionally, the group created an "All-Inclusive” application type to
allow simultaneous submittals of Master and Sub-permit applications
for mechanical, electrical, and plumbing. With this change, the
applicant will no longer be required to return to the partal to apply for
[sub-permits which facilitates the issuance of permits and
commencement of improvemants.

a thorough completeness check at intake.

TRAINING FOR INTAKE STAFF

help ensure that reviews are routed to the correct
review disciplines and help ensure that all required
information is included in the application. This can
increase the time that review staff have to review
applications because the first review would not
serve as a completeness check.

(inc. ROW and Elevator)
ENVIRONMENT & SUSTAINABILITY
(inc. Urban Forestry)
PARKING

Additionally, where applicants provide sufficient PARKING
detail at the time of the initial building permit CODE ENFORCEMENT [Additionally, the city will shortly commence the configuration and
iati W i ion of a and friendly decision tree,
appllcatlon. some sub-permits could ‘be created, TOURISM & CULTURE bbb s il o e i Bl
revreyved, and issued concurrently with the master parmitting sndiLand Usa/Bosrd approvsl progsss.
permit.
Furthermore, departments continue to review permit types to
eliminate all permit and inspections that don't require their input in
lorder to and prevent ing delays.
The City should consider offering training for permit (ANGOING I AROGRESS
intake staff on how to read plans and what should BUILDING The Building Department has weeKly trainings for its permit intake
be included in an application for a specific permit PLANNING staff, The :ppllcant'cheolckh:ts 101"1a'qu|md and musl-hav: documents|
" - o are currently being finalized by all of the permit process departments.
tyﬁ:& lz:”:\:f:ﬁ%g:::i:'gﬁ: T:l::lt;rs“zlr(\eecsktsf(f:'a‘:\ FIRE Once completed, the Building Department will have a training wath all
Permit intake staff are not sufficiently trained to conduct “andu 9 P PUBLIC WORKS et procass departmenta and perit lninjes siaft oioxplein the

updated checklists in detail and how to identify the must-have
documents. The permit intake staff will then conduct a thorough
review of submitted documents before apening the technical plan
review, and they will doubls reference the
documents against the checkiists. This vall prevent delays during
technical plan review, as application packages are often deficient,
causing permit intake staff to reject the submissions until all
requirements are satisfied.
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Publicly available information on the
development review process does not
provide clear guidance on process
requirements.

- WEBSITE UPDATE
-~-CONSOLIDATED WEBSITE/LANDING PAGE
- CREATE DECISION TREE

The City detalled informafion about specific
aspects of the development review process.
Improvements to the organization of this
information and coordinating information provided
by all departments could help to improve the
[review process and the quality of plan and permit
|applications.

The City should consider establishing a decision
tree in CSS to help applicants navigate the permit
process and determine which permit type they
should apply for. The City should also consider
creating a document that defines what types of
projects would fall under a particular permit type to
help applicants better understand what to apply for.
The City should also consider housing all of the
development review requirements for each
department under one centralized location.

IT
BUILDING
PLANNING
FIRE
PUBLIC WORKS
(inc. ROW and Elevator)
ENVIRONMENT & SUSTAINABILITY
(inc. Urban Forestry)

[COMPLETED - CONTINUOUS

- Website Update & Consolidated Website or Landing Page

As of 8/28/2023, CMB website's homepage has been updated to
include an easily accessible consolidated permit landing page. This
pa 5 well as its subpages, will be updated on an as-needed
basis. Checklists per discipline (175+ in total) have been reviewed
finalized, and prepared for newly formatted template designed by
CMB Communications Department.

[ONGOING - IN PROGRESS

- Create Decision Tree

The city has commenced the planning necessary prior to
implementation of a comprehensive and user-friendly decision tree,

Currem[yl requirements are listed on each PARKING using w}dultry#avomd Boulder, Colorado as a model to facilitate the
depanment‘s webpage and can be hard for par‘mImm and Land Use Board approval process. Additionally, each
reviewing department will evaluate permit types routed for their

applicants to find information, especially when one review to eliminate reviews and inspections that are not required.

project requires review by and/or separate permits

from multiple departments or agencies. Application

checklists and guides for various departments

could be centralized in one location. The City

should also consider providing flow charts for

complex permit types to help applicants navigate

The City should consider exploring additional GRGOG- N RD e

functionality and workflows in EnerGov to eliminate IT

manual processes. This can decrease the amount BUILDING - Create Working Graups
:;;Z:ﬁ(;izsa;;e’::hildé?;?ns of time that staff are using to conduct manual tasks PLANNING L“;:;::L?YC)AG iestings {15 configon/tine: ikie Enaicisviey
consuming for staff and can result in -- TRAINING FOR INTAKE STAFF and:reduce himan eifa. The City'shotild consider HIRE

adding permanent parking space removal as a PUBLIC WORKS *Manual process comment was specific to parking space removal.
delgys it tol UMM Stron or SCREATEWORKINGIGROURS sub-permit or as an additional layer of review in the (inc. ROW and Elevator) i Paeidog upastmant e mod Wil contiium i "I""“"e PEFf
nconsiStency/dusito)lack pstart building permit process. Building out a workflow to ENVIRONMENT & SUSTAINABILITY [ e e e oy
trEining; track and review parking space removal will allow (inc. Urban Forestry)

staff to be able to easily track the number of PARKING Policy Working Group Is discussing workflow modifications related to

spaces removed, assess fees, and create reports. puo; e

The City should consider establishing standards for

internal communication and coordinate to help

ensure consistent and efficient reviews. When

internal communication improves, this will have a BUILDING QUOOMNG ~IN FROGRESS

direct positive impact on external communication to PLANNING . Create Working Groups
S ooianalibhEid catAvniaaten custorners' and will increase transparency and FIRE :‘r:t::n:; C?AG Meetings (to configure/fine-tune EnerGov as
among departments involved with the — CREATE WORKING GROUPS pisHistablity fosapplicanis. Tha Gityiehalldialso PUBLIC WORKS E

development review process is
inconsistent.

-- CUSTOMER LIAISON

consider establishing one point of contact for the
|applicant during their review. Currently, each
reviewer leaves their contact information in their
comments, and applicants often reach out with
questions or lobby each reviewer for different
responses. Establishing one point of contact for the
project can streamline communication with the
lapplicant.

(inc. ROW and Elevator)
ENVIRONMENT & SUSTAINABILITY
(inc. Urban Forestry)
PARKING

- Customer Liaison
The working group and the City Manager's Office ars finalizing the
customer laison/ombudsman position.

In addition to the Customer Liaison position, the Working Group is
exploring the feasibility of a team who will serve as an expert solution|
call center.
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There is a lack of consistency in
communication and responsiveness
across City departments.

SECRET SHOPPER

The City has developed Service Excellence
standards that should be followed to the greatest
extent possible. Consider working with the City's
customer service team on monitoring progress in
complying to standards and identifying areas for
improvement.

BUILDING
PLANNING
FIRE
PUBLIC WORKS
(inc. ROW and Elevator)
ENVIRONMENT & SUSTAINABILITY
(inc. Urban Forestry)
PARKING

'ONGOING - IN PROGRESS

+ Building holds regular internal training for its intake staff. Reviewing
disciplines will conduct training sessions for call center staff as well
as intake team to provide information that will assist in routing and
responding to customers questions. This will also strengthen

to ensure receive

accurate information with minimal points of contact.

Environmental and Sustainability (E&S) receives a high valume of
calls for one plan reviewer to address. To make sure that a live
person can answer and provide service, E&S initiated a project with
IT in order to create a more efficient phone system for the Urban
Forestry Division ("UF"). An automated voice recording system was
set-up to clearly outline service options for callers; this prompts
callers to select between permit reviews/iree removals,
inspections/code violations, and general urban forestry questions.
Each menu option directly routes to a UF team member; if a staff
member is unable to answer the call, the caller is routed to the E&S
Main Line to reach a dep: the user|
lexperience and ensuring the public can reach someone during
business hours wathout the added frustration of leaving a voicemail.

The land use board review process is
long.

CREATE WORKING GROUPS

City should consider prioritizing current
applications for land use board agendas to
streamline the process and reduce the time
between hearings, provided the applicant is able to
submit the necessary information in the appropriate
time frame.

Other opportunities to streamline the board
approval process can include board training and
enhancements to staff report documents that can
help to keep the board discussion focused on the
codes and requirements of the applications. A
consent agenda for a specified and limited number
of application types may also provide the
opportunity to delegate reviews to staff while also
providing high-level board oversight.

The City may also consider adding meeting dates
during peak seasons of the year or establishing a
policy for holding special meetings on a limited
basis to accommodate more land use board

PLANNING DEPARTMENT
PERMITTING POLICY GROUP

In an effort to streamiine the Planning-related boards (Planning, Land
Use, Historic Preservation, and Design Review) approval processes,
the Planning Department will review opportunities to expand meeting
calendars to add additional dates. The Department and the City
|Attorney’s office will review the possibility of creating a consent
[agenda to approve minor and ministerial items which will free board
time for a greater number of projects to be considered.

lapplications when needed.
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September 2023

EnerGov is not being used

BerryDunn has noted several opportunities where
improvements to system configuration could help
to improve efficiency, reduce the chance of human
error in data entry, improve communication and
transparency, and streamline the review process.
The City should consider reestablishing a change
control/advisory group to help ensure that changes
made to the system are implemented appropriately
and done with consideration for all end-user
groups.

IT
BUILDING
PLANNING
FIRE
PUBLIC WORKS

[ONGOING - IN PROGRESS

- Create Working Groups
Internal CCAG Meetings (to configure/fine-tune EnerGov as
necessary)

8 |consistently across departments and CREATE WORKING GROUP IR coprdinalioniwittine chanaeicentioliEdvis (inc. ROW and Elevator) The IT Department has established an internal Change Control
is not being used to its full capacity. . ng LAGVISORY, ENVIRONMENT & SUSTAINABILITY ~ |Advisory Group to caordinate system configuration changes across
group, the City should consider establishing = departments. Each Department has selected lead(s)/experts to
firictional EReGavIsadaTor a3eh (inc. L’;f;z'i:’éemm paricipat in mastngs, dacume a0 v o acion . i vl
Ee ; an
ok b Sacliaty comunLRAGeROT AT oA CODE ENFORCEMENT e ) .
pecific regarding are being
across departments, coordinate with IT on TOURISM & CULTURE researched.
configuration changes and updates, share system
knowledge with internal department staff, and
assist with developing system training and training
manuals.
(ONGOING - IN PROGRESS
-Website Update
IT To Increase the public's awareness of the County's process, an
email was ped to inform 1o apply directly
BUILDING with the County as well as information on obtaining assistance with
Comprehensive guidance on process PLANNING the County's process. a webpage
requirements including county and state FIRE explaining the County's process and providing the County’s contact
: : informati d.
County and State agency reviews can -- WEBSITE UPDATE processes, could help ensure that applicants are PUBLIC WORKS Py e
9 |cause significant delays in the -- CREATE WORKING GROUPS aware of all required approvals when they begin (inc. ROW and Elevator) - Creating a Working Group
development review process. -- CUSTOMER LIAISON the process. The City may also consider ENVIRONMENT & SUSTAINABILITY Ionai el CCAG Nietinas (i, configuin) fne-kioe Ens (Gov.as
opportunities to coordinate messaging to the public (inc. Urban Forestry)
with county and state agencies to help ensure PARKING - Customer Liaison
consistency in information received by applicants. CODE ENFORCEMENT :S:m"r:::".?:i‘x r:::d‘:‘r;‘cn";o“:;::w" Offcs ara finelzing the
TOURISM & CULTURE i
In addition to the Customer Liaison position, the Working Group
lunder IT's leadership is exploring the feasibility of a team who will
serve as an expert solution call center.
OFFICE OF THE CITY MANAGER
The City should consider establishing one point of IT  GNGOING - I PROGRESS
- I stakehold Il and i contact for the applicant during their review. BUILDING
xtern::] 5iakelo fers calian em"al Currently, each reviewer leaves their contact PLANNING The working group and the City Manager's Office avau'mahzmg the
about the status of reviews a§ well as TR CRISE information in their comments, and applicants often FIRE E:::r:m liaison/ombudsman position under the title "Customer
19: | (EUSEtsio takeneview/pe it reach out with questions or lobby each reviewer for PUBLIC WORKS )

applications out of order, taking up
significant staff time.

different responses. Establishing one point of
contact for the project can streamline
communication with the applicant.

(inc. ROW and Elevator)
ENVIRONMENT & SUSTAINABILITY
(inc. Urban Forestry)
PARKING

In addition to the Customer Liaison position, the Warking Group
under IT's leadership is exploring the feasibilty of a team who wil
serve as an expert solution call center.
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The City could consider system configuration

[ONGOING - IN PROGRESS

changes that would allow for automatic calculation BUIIE)ING Internal CCAG Meetings (to configure/ fine-tune EnerGov as
of fees. In addition, strategically timing the PLANNING necessary)
Some fees are added and calculated :::Zis:t:'r:;} ; ':c:r::“::;;cgaﬁz feF:? ::(o;::]dpge;te FIRE The IT has aCCAG o inate system
11 |manually, and fees are added at CR TE Wi % g 3 v [configuration changes across departments. Each Department has
diff ikl FATEINORKING GROVES project valuation or square footage needs to be : PUBREINERIG selected lead(s)/experts to participate in meetings, discuss, and vote
i eren' pOInts n the process' 1) 1 i (Inc' ROW and E'evator) lon action items. This will streamline lh‘tlﬂ!plrﬁnlnhl
confirmed by a technical reviewer, the workflow ENVIRONMENT & SUSTAINABILITY i it
could be adjusted to have fees assessed later in ifias Urban B f X
the process to reduce the number of manual fee {ing:Eiban pommsty) IT and the Change Advisory Board vill meet with BerryDunn in
changes and refunds that need to be processed. RARBING ke 2821 ol Shsclip Enelda e B LG ATART
configurations.
System configuration changes and additional BUILII)ING IN PROGRESS
training for permit clerks could help to streamline PLANNING The working group and the City Manager's Office are finalizing the
Reviews may be assigned, and -- TRAINING FOR INTAKE STAFF the review process and help ensure that permit FIRE e
12 inspections and sub-permits added to -- WEBSITE UPDATE applications are routed correctly. The City should PUBLIC WORKS In addition to the Customer Liaison position, the Policy Working
permits where they are not required, causing confusion | -- CREATE WORKING GROUPS consider having the reviewer from each inc. ROW and Elevat Group under IT's leadership is exploring the feasibility of a team who
for applicants and delays in the process. -- CREATE DECISION TREE department be responsible for confirming that their ENVIR(SIEJMENT :nsus?;\all\:?BILlTY Wil servejas anexpartadiubonioal center
department's required inspections have been Policy Working Group is discussing workflow modifications related to
- (inc. Urban Forestry)
automatically added to the workflow. PARKING sub-permits including required inspections.
IT
5 " IN PROGRESS
7 4 Clear and consistent language regarding the BUILDING During tha Ghiarigs & satiolAdviedey. Grote mestha ek on
Applicants may apply for a sub-permit revision and sub-permit processes could help to PLANNING 9/20/2023, the working group began evaluating and brainstorming a
instead of a revision to the master - WEBSITE UPDATE reduce confusion by applicants. Additionally, the FIRE pew naring and description o begin ing sub
13 |permit, causing delays or -- CREATE WORKING GROUPS City should consider updating or adding descriptive PUBLIC WORKS pams:
inconsistencies between the master -- CREATE DECISION TREE language or questions on revision and sub-permit (inc. ROW and Elevator) Once the new naming convention and descriptions are finalized,
permit and sub-permits. applications to better guide applicants to the ENVIRONMENT & SUSTAINABILITY intake staff will be trained accordingly and stakeholders will be
correct process. (inc. Urban Forestry) :.‘;'::?l:';‘:‘g;y".: i o A G L
PARKING :
The City should consider establishing standards for ShiaoiNg= N PROGRESS
review comments, including required elements like IT
links to external agencies, requiring a narrative of BUILDING Internal Change Cantrol Advisory Group (to configure/ fine-tune
changes, and reviewer contact information. Some PLANNING EnerGovias necensary)
’ departments currently have standard comments FIRE The IT Dep has a CCAG to system
4 | ReviewgomnaNs can be Untlcar and CREATE WORKING GROUPS that all reviewers use to respond to common PUBLIC WORKS configuration change across departments, Each Depariment has

inconsistent.

changes. Each department should consider
establishing “canned” review comments that
reviewers can use. This list or library of comments
should be reviewed regularly for consistency in

language, tone, clarity, etc.

(inc. ROW and Elevator)
ENVIRONMENT & SUSTAINABILITY
(inc. Urban Forestry)
PARKING

selected lead(s)/experts to participate in meetings, discuss, and vote
on action items. This will streamiine intradepartmental
[communication and coordination.

Policy Working Group wll explore additional dropdown standard
comments.
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