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1. INTRODUCTION AND EXECUTIVE SUMMARY 
 

The report, which follows, presents the results of the organization and 

management analysis of the City’s development review process conducted by the 

Matrix Consulting Group.  

This first chapter introduces the analysis – outlining principal objectives and how 

the analysis was conducted – and presents an Executive Summary. 

1. MANAGEMENT STUDY SCOPE AND OBJECTIVES. 
 

The Matrix Consulting Group conducted a comprehensive organization and 

management analysis of the City’s development review process including its existing 

operations, service levels, and staffing levels. The analysis was to be fact based and 

include all aspects of service provision. The analysis focused on:  

• Organizational structure, including the division of labor and manager/supervisor 
spans of control; 

 
• Effectiveness of staffing and service levels including, but not be limited to, staff 

assignments, workload, training, and cost-effectiveness of service levels and 
service delivery; and 

 
• Benchmarks and other objective indicators of program effectiveness.  
 

The approach of the project team in meeting this scope is portrayed below. 

• Develop an in-depth understanding of the key issues impacting the 
development review process. The Matrix Consulting Group conducted 
interviews with the City’s staff involved in the development review process. The 
interviews focused on goals and objectives, management systems, the use of 
technology, the development review levels of service provided by the City, the 
resources available to provide those services, etc. 

 
• Develop a profile of the development review process. The Matrix Consulting 

Group conducted interviews with staff, managers and supervisors involved in the 
development review process in the City to define the current organization of 
services, the structure and functions, budgets, workload data, management 
systems, etc. 
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• Conduct a comparison of the development review process and its program 
and practices to ‘best management practices.’ This assessment of the 
development review process was based upon prior consulting engagements of 
the Matrix Consulting Group, the American Planning Association, the ISO 
Building Code Effectiveness Grading Schedule, etc., and emerging trends in the 
profession. 

 
• Conduct focus groups to elicit feedback from customers of the City’s 

development review process regarding the adequacy of the levels of 
service. These focus groups were conducted with representatives of the 
development community, with the resident community, with members of the 
Design Commission, Historic Preservation Commission, Planning Commission, 
and individual meetings or phone calls with the Mayor and City Council. The 
purpose of the focus group meetings was to obtain perceptions regarding the 
Planning and Community Development Department and the development review 
process. There were more than twenty (20) separate focus group meetings and 
phone calls.  

 
• Evaluate the staffing, organization structure, and service levels for the 

City’s development review process. This included interviews with key staff to 
develop an understanding of the current service delivery model, evaluation of the 
adequacy of current service levels, work practices, work planning and scheduling 
systems, productivity and staffing levels, the plan of organization, and asset 
management. 

 
The objective of this assessment was to identify opportunities for improvement in the 

operational and economic efficiency of the development review process, and practicable 

opportunities for enhancing the quality of development review process product and 

services. 

2. THE CITY’S DEVELOPMENT REVIEW PROCESS EMPLOYS A NUMBER OF 
BEST PRACTICES. 

 
An organizational and management analysis by its nature focuses on 

opportunities for improvement. However, there are numerous strengths of the 

development process. Examples of these strengths are portrayed below. 

• The Planning Commission allocates a substantive portion of its meetings to 
advanced planning. The Planning Commission has been extensively involved in 
the general plan update, for example. 
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• The Permit Center exists for submittal of permit applications that consolidates in 
one office space many of the divisions and staff necessary for the processing of 
land entitlement permits and building permits. 

 
• The Planning and Community Development Department provides its staff with 

GIS tools to analyze proposed development scenarios. 
 
• The Department of Transportation has recently developed updated transportation 

review guidelines, updating these guidelines for Complete Streets legislation. 
 
• Authority for approval of many land entitlement permits has been effectively  

“pushed down” in the zoning ordinance to the Zoning Hearing Officer. 
 
• There are a number of different types of land entitlement permit applications that 

can be approved at staff-level. 
 
• The zoning ordinance is up-to-date having been updated in 2005. 
 
• The preliminary design review allows applicants to obtain early design advice 

from the Design Commission to “test the waters”. 
 
• Neighborhood Commercial and Multi-family Residential design guidelines contain 

clear guidance on what constitutes design “excellence”. 
 
• CEQA guidelines have been developed and are available on the City’s Intranet. 
 
• CEQA mitigation monitoring programs are adopted with all Mitigated Negative 

Declarations and Environmental Impact Reports. 
 
• The Planning Division staff received basic and advanced CEQA training – in five 

(5) sessions. 
 
• The general plan was recently updated; it was last updated in 2005. 
 
• The General Plan is complete and contains all the elements required by the 

State. 
 
• The Housing Element has been certified by the State Office of Planning and 

Research. 
 
• The Building and Safety Division utilizes the latest edition of the Commercial and 

Residential Building Codes – the Los Angeles Regional Uniform Code Program. 
 
• Combination inspectors are utilized to respond to inspection requests although 

the inspection staff are separated from residential and commercial inspections. 
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These strengths provide a sound basis for further enhancements. 

3. AGENDA FOR IMPROVEMENT FOR THE DEVELOPMENT REVIEW 
PROCESS. 

 
In developing recommendations for the improvement of the development review 

process, the project team was guided by a publication of the American Planning 

Association entitled The Development Review Process: A Means To A Nobler and 

Greater End.1 The publication indicated that applicants want: 

• Predictability including clear expectations, no surprises, and a clear decision 
process with decision points; 

 
• Fair treatment with rules that are the same for everyone with the offering of trust 

to applicants by the City and the demonstration of trustworthy behavior by the 
City; 

 
• Accurate and accessible information that is easy to find and understand, with 

clear applicant requirements and standards; 
 
• Timely processing that establishes early tentative dates for hearings, 

guaranteed review turnaround times, and published commission and council 
meeting dates; 

 
• Reasonable and fair costs for application fees, impact fees, and development 

commitments; 
 
• Competent staff with a team that possesses a balance of “hard” technical skills 

and “soft” people skills; 
 
• Elegant regulations that fit the circumstances of Pasadena, are easy to 

navigate, are rational, and that contain desired outcomes not requiring 
“herculean” efforts top attain. 

 
The report itself contains over 270 recommendations.  

It is important for the City, as it begins to implement these recommendations, not 

to get lost in the volume and number of recommendations, but to focus on the essential 

themes for improvement.  It is also important to keep the study and the volume of 
                                            
1 American Planning Association, Zoning Practice, The Development Review Process: A Means To A 
Nobler and Greater End, January 2005. 
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recommendations in the study in perspective. The Matrix Consulting Group has had the 

opportunity to conduct management studies of the development review process for 

hundreds of cities and counties in the United States. The findings, conclusions, and 

recommendations regarding the development review process in Pasadena are no 

different than the challenges and issues found in these other cites and counties. 

(1) Enhance the Regulations and Plans that Guide the Future of the City. 
 

The City’s General Plan and associated regulations are the primary tool for 

guiding the future development of the city. The City is faced with choices about growth, 

housing, transportation, neighborhood improvement, and service delivery. The general 

plan and associated regulations provide a guide for making these choices by describing 

long-term goals for the City’s future as well as policies to guide day-to-day decisions. 

The Matrix Consulting Group recommends enhancements in the City’s general 

plan and associated regulations. These include, but are not limited to, the 

enhancements presented below. 

• The specific plans that were adopted more than ten (10) years ago should be 
updated. This should include the South Fair Oaks Specific Plan, West Gateway 
Specific Plan, East Pasadena Specific Plan, and Fair Oaks and Orange Grove 
Specific Plan. 

 
• The Planning and Community Development Department should prepare a 

specific plan for the Northwest area of the City. 
 
• The Planning and Community Development Department should integrate the 

mandated elements of the General Plan into a cohesive single document. 
 
• The Planning and Community Development Department should reduce the non-

mandated general plan elements by consolidating these elements (e.g., Social 
Development Element, Scenic Highways Element, Energy Element, etc.), 
wherever practical, into the mandated elements. 

 
• The City should prepare citywide design guidelines using a consulting 

architectural / planning firm to prepare the guidelines. 
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• The City should update its sign design guidelines as part of the development of 

overall design guidelines for the City as a whole. 
 
(2) Enhance Customer Service in the Permit Center 
 

The Pasadena Permit Center opened its doors on January 3, 1994. The vision of 

the Permit Center was to provide all development review and permit services for the 

City’s customers, embody the highest levels of customer service; facilitate when 

possible, regulate when needed; and provide a single point of contact. A combination of 

highly trained inspectors, plan reviewers, support and technical staff, state-of-the-art 

technology, and a re-engineered process would make the Permit Center a model of 

government efficiency and effectiveness. 

Changes should be made in service delivery in the Permit Center to enhance its 

ability to achieve that vision. The higher priority and significant changes are presented 

below. 

• The Planning and Community Development Department should define, in writing, 
the desired outcomes for the Permit Center. 

 
• The Permit Center should be managed by a Permit Center Manager. This should 

not be a new position. 
 
• Permit Technicians – a new classification series – should staff the Permit Center 

and be utilized to plan check and issue minor land entitlement and building 
permits. These should not be new positions. 

 
• The six (6) positions in the Engineering Services Section, Engineering Division, 

of the Department of Public Works should be physically located in the Permit 
Center Building. The Operations Assistant in the Engineering Services Section, 
should be assigned to the Permit Center. The position should report to the Permit 
Center Manager. 

 
• The Utility Service Planning Group, Power Delivery Business Unit, Water and 

Power Department should assign one (1) of its (10) positions to the Permit 
Center for the same business hours as the Permit Center is open for business.  
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• The three (3) positions in the Transportation Planning and Development Division 
should be physically located in the Permit Center Building. 

 
• The Permit Technicians assigned to the Permit Center should respond to 

applicants seeking occupancy inspections, zoning code inspections, mitigation 
monitoring inspections, yard sale permits, temporary banner permits, etc., and 
not the Staff Assistants from the Code Compliance Division. 

 
• The Permit Center should use the automated permitting information system to 

enable applicants to complete and pay for a permit application via the Internet, 
eventually involving all single trade building permit transactions (mechanical, 
electrical, and plumbing). The Permit Center should issue not less than 15% to 
20% of building permits on-line using the Internet and the automated building 
permit information system. 

 
• The City should acquire software to enable electronic submittal and plan check of 

building permit plans. The City will need to train its staff and permit applicants in 
how to submit and to plan check plans electronically. This should include training 
for the City’s system administrator from the Department of Information 
Technology, training for plan check staff in how to utilize the software for plan 
checking, workflow training for the staff of the Permit Center, etc. 

 
• The process for intake and plan check of simple building permits should be 

simplified. Only two desks in the Permit Center should be involved in the plan 
check of simple building permit plans: Reception and Permit Processing (or the 
Permit Technician at the Permit Processing Desk). 

 
• The plans examiners from the Building and Safety Division, the Planners from 

Zoning, and the Planners from Design and Historic Preservation should not be 
involved in intake and plan check of simple building permit plans unless 
requested by a Permit Technician. 

 
• The cashier assigned to the Permit Center by the Finance Department should not 

be involved in the intake and plan check of any building permit plans: the Permit 
Technicians should function as the cashiers. The cashier position assigned to the 
Permit Center by the Finance Department should be eliminated through attrition. 

 
• The City should expand the types of building permits issued over-the-counter 

beyond single trade permits, and the plan check and issuance of these types of 
permits should involve only the Permit Technicians. 

 
• The staff of the Planning Division that are assigned to the Permit Center should 

not be routed minor building permits for zoning clearance. This responsibility 
should be assigned to the Permit Technicians. This includes fence permits, 
landscape and hardscape permits, and paving permits. 
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• The Planning Division should not assign two planners to the Permit Center: one 
from the Zoning Section and the other from the Design and Historic Preservation 
Section. One planner should be assigned to represent the zoning, design, or 
historical preservation perspective. If that planner encounters a land entitlement 
permit or a building permit beyond their expertise, the planner should call for the 
assistance of a more experienced planner at the Permit Center. During those 
hours that customer demand at the Permit Center exceeds the capacity of one 
planner, a second planner should be assigned. 

 
• Once the City acquires a full-featured automated permit information system, 

applicants should be able to pay application fees on-line, check the status of their 
permits on-line, view plan check comments made by staff, schedule inspections, 
check the results of inspections, apply for simple permits on-line, etc. 

 
• The web site for the Permit Center should be expanded to provide a consolidated 

web site for all of the City’s permits, with access to this web site enabled from the 
City’s home page. In addition, the web site for the Permit Center should include a 
dedicated web page for business that includes resources for starting a business, 
obtaining / renewing a business license, streamlined permit assistance (e.g., 
over-the-counter plan check), a link to the City’s Economic Development Division 
with up-to-date information on available commercial and industrial land and 
buildings in the City, utility business incentive programs (e.g., solar energy 
program, energy audits, etc.), a guide to opening a restaurant, etc. 

 
• The web page for the Permit Center should also include streamed information 

regarding wait times for the Permit Center. This will require replacement of the 
existing queuing software used by the Permit Center. 

 
Overall, the Permit Center is the first point-of-contact by a permit applicant with the City. 

Changes should be made, as recommended in this report, to enhance that experience.  

(3) Streamline the Land Entitlement and the Building Permit Processes 
 

PricewaterhouseCoopers developed a model, with the cooperation of the 

American Institute of Architects, to document the increase in local development activity 

and government tax revenues through more efficient permit processes.2 The specific 

findings of the application of this model are summarized as follows: 

• Efficient permitting times will encourage economic development; 
 
                                            
2  PricewaterhouseCoopers, the Economic Development of Accelerating Permit Processes on Local 
Development and Government Revenues, December 2005 
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• Permitting delays raise tenant costs both in new buildings and existing buildings; 
 
• With competition between jurisdictions for new development dollars, more 

efficient permit processes can attract investment from other areas; 
 
• Accelerating permit processes can permanently increase local government 

revenues; 
 
• Increased construction spending provides broader economic benefits; and 
 
• Because of the economic importance of investment in structures, even modest 

gains in the efficiency of the permitting process can have a large impact.  
 

The project team identified opportunities to streamline and simplify the 

development review process for the City. These opportunities are summarized below. 

• Some land entitlement permits should be consolidated with other types of 
permits. The adjustment permit should be eliminated altogether, and a minor 
variance permit used instead. The expressive use permit should be eliminated 
altogether, and a conditional use permit required instead. The sign exception 
permits should be eliminated altogether, and a minor variance permit utilized 
instead.  

 
• Upon the development and adoption of the city-wide design guidelines and the 

training of the staff of the Design and Historic Preservation Section in their 
application, the design review process in Pasadena should be streamlined. The 
design review applicant should only be required to submit two types of 
applications to the Design Commission: a conceptual design and a final design. 
The initial meeting - conceptual design - should focus on the location and 
massing of the structures. The second meeting - final design - should address 
materials, landscaping, and architectural details. Ultimately, after staff of the 
Design and Historic Preservation Section and the Design Commission have 
gained experience in the administration of the city-wide design guidelines, only 
one submittal of the application should be made to the Design Commission: not a 
preliminary and a final, just a final application. This would only occur if the 
applicant did not request a departure from the citywide design guidelines; such a 
departure request should necessitate a preliminary and a final design review. 

 
• Multiple land use entitlement permit applications, applications that will be 

processed by both the Zoning Section and the Design and Historic Preservation 
Section, should be processed concurrently. This would necessitate that the 
design review application proceed concurrently with the zoning permit processed 
by the Zoning Section including CEQA review.  
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• Decision-making authority for simple land entitlement permits should be 
simplified. This includes the examples noted below.  

 
– The Zoning Administrator should serve as the review authority for new 

building wall signs in the Central District, new signs and awnings (for all 
projects requiring design review only) outside the Central District, and 
creative signs. 

 
– Decision-making authority for the minor land entitlement permit 

applications should be delegated from the Zoning Hearing Officer to the 
Zoning Administrator including minor use permits; minor variances; 
tentative parcel maps; lot line adjustments; modifications for persons with 
disabilities; and sign exceptions. Some of these permits should continue to 
require public hearings, only by the Zoning Administrator (minor use 
permits, minor variances, and tentative parcel maps). 

 
– The Zoning Section should outsource the processing and analysis of tree 

removal permits by the Planning Division to an ISA-Certified Arborist. 
 
• The accountability of the Zoning Section and the Design and Historic 

Preservation Section for predictable and timely processing of permits should be 
enhanced. 

 
– The Zoning Section should schedule (tentatively) land entitlement permit 

applications for a Zoning Hearing Officer public hearing at the time of 
submittal if the application is determined to meet submittal requirements. 
Ultimately, after staff of the Design and Historic Preservation Section and 
the Design Commission have gained experience in the administration of 
the city-wide design guidelines and the design review processes have 
been streamlined, the Design and Historic Preservation Section should 
schedule (tentatively) land entitlement permit applications for a Design 
Commission public hearing at the time of submittal if the application is 
determined to meet submittal requirements. 

 
– The Zoning Section and the Design and Historic Preservation Section 

should establish cycle time objectives for land entitlement permits. The 
Principal Planners in the Zoning Section and the Design and Historic 
Preservation Section should track and monitor the success of Planners, 
Project Planners, and Senior Planners in meeting the cycle time objectives 
through reports generated on a monthly basis by the automated permit 
information system. The ability of the Planners, Project Planners, and 
Senior Planners to consistently meet the cycle time objectives should be 
integrated into their performance evaluation. 

 
– The Principal Planners in the Zoning Section and the Design and Historic 

Preservation Section should formally plan and schedule the land 
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entitlement permit applications processed by their staff using automated 
permit information system. 

 
– The Principal Planners in the Zoning Section and the Design and Historic 

Preservation Section should generate monthly reports using the 
automated permit information system to track performance against cycle 
time objectives, and monitor the case workload and performance of the 
Planners, Project Planners, and Senior Planners in the sections. 

 
– The Zoning Section and the Design and Historic Preservation Section 

should utilize a case management system entitled the “Concierge 
System.” The roles and responsibilities of the “case manager” in the 
Zoning Section and the Design and Historic Preservation Section should 
be clearly identified in a Departmental policy and procedure. 

 
– The Planning and Community Development Department should develop 

and adopt land entitlement permit cycle time agreements with applicants 
for high priority projects. 

 
– The role of the case manager in the Zoning Section should include holding 

the Water and Power Department and the Fire Department accountable 
for fully and meaningfully participating in the zoning process beginning 
with the pre-application process (boilerplate responses should be 
unacceptable) through the zoning permit application process (e.g., 
conditional use permit). The role of the case manager should be clarified 
in a written policy and procedure issued by the Office of the City Manager.  

 
• An interdepartmental review committee should be established. When 

established, the interdepartmental review committee would include staff from 
Planning, Building and Safety, Transportation, Engineering, Fire Prevention, 
Police, and Water and Power. The Zoning Section should provide the leadership 
of the interdepartmental review committee meetings. The interdepartmental 
review committee should meet bi-weekly and review all land entitlement permits 
that have been submitted in the previous two weeks. After the meeting, case 
managers from the Zoning Section should consolidate and prioritize 
interdepartmental review committee comments, develop, and send a letter to the 
applicant outlining what steps will be required to get the project processed and 
completed. 

 
• The Planning and Community Development Department should move to a model 

in which the design review and historic preservation specialists in the Design and 
Historic Preservation Section continue to be the lead in processing design review 
and historic preservation permit applications, but the staff should also process 
zoning applications whenever these design review and historic preservation 
permit applications are just one part of a multiple permit application (e.g., a 
conditional use permit and a design review permit). This should include any 
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CEQA review and analysis associated with these permits. A review of workload 
for the past twelve months indicates that the staff of the Design and Historic 
Preservation Section has untapped workload capacity. 

 
• The staff of the Zoning Section should also be provided with training in 

processing design review applications. The staff should be utilized to process – 
initially – minor design review applications. This would include - minor projects - 
signs, awnings, paint color or similar minor alterations and minor projects – new / 
replace storefronts. To enhance the ability of the staff of the Zoning Section to 
effectively process these applications, training in design review for these types of 
minor applications should be provided for the professional-level planners of the 
Zoning Section. 

 
• The responsibility for routine fire code plan check and inspections should be 

assigned to the to Building and Safety Division. The Building and Safety Division 
should be responsible for the plan check and inspection of all exiting, exiting 
signage, and occupancy separation, while the Fire Prevention Bureau should be 
responsible for handling alarms, hazardous materials, and special systems. 

 
• The accountability of the Building and Safety Division for predictable and timely 

processing of permits should be enhanced. 
 

– The Building and Safety Division should develop and install a case 
management system for the building permit plan check process. 

 
– The Plans Examiners and Senior Plans Examiners should be team 

leaders for a multi-disciplinary team (e.g., Zoning, Transportation, Public 
Works-Engineering, Water and Power, etc.) and be responsible for 
keeping the plan checking of building permit plans on track, making sure 
issues involving conflicting code or regulatory issues are resolved, 
charting a clear course for the applicant through the process, and making 
sure issues are identified early in the process. 

 
– The case manager in the Building and Safety Division should be held 

accountable for ensuring the full participation by the Fire Department and 
the Water and Power Department in the building permit plan check 
process. 

 
– The Building and Safety Division should set formal written building permit 

plan check cycle time metrics. 
 
– The Building and Safety Division should reduce the divisions and 

departments that are routed building permit plans. 
 
– The Building and Safety Division, and the divisions and departments 

involved in the building permit plan check process, should utilize an 
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“approved as noted” approach to approval of building permit plans for 
minor code issues that may be marked up so the plan review may be 
approved. 

 
– The Building and Safety Division should utilize an “Interactive Review” 

approach to approval of building permit plans. An interactive review 
involves suspending the building permit plan check during the initial check 
to clarify questions and allow a response by the applicant to correct 
problems, instead of returning the plans for correction. 

 
– The Building and Safety Division should develop and deploy a priority plan 

check process that grants to architects and engineers, who have earned a 
high pass rate on their 1st and 2nd plan check submittal, a higher priority 
during initial and subsequent plan checking. The building permit plan 
check process should not solely be a “first in-first out” process. 

 
– The Building and Safety Division should develop and deploy a conditional 

review program that allows architects and engineers with a high pass rate 
on their 1st and 2nd plan check submittal the ability to begin work in the 
field on code compliant areas of the project while noted non-code 
compliant areas will be addressed through subsequent plan checking. 
This is comparable to phased permitting, e.g., foundation-only permits. 

 
– The Building and Safety Division should charge additional fees for those 

building permit plans that require four (4) or more plan checks. 
 
(4) Streamline the Code Compliance Processes 
 

The Code Compliance Officers and Senior Code Compliance Officers play an 

important role in maintaining and improving the quality of life in residential and 

commercial neighborhoods. However, it is important that the talent and skill of the staff 

be effectively utilized in accomplishing this mission. An analysis of their workload, the 

effectiveness of their service, and existing mix of service indicates opportunities for 

improvement, as noted below. 

• The Occupancy Inspection Program should not be continued in its present form. 
A sample of inspections conducted as part of the Occupancy Inspection Program 
found that 36% of the inspections generated no active violations, and 33% were 
minor violations relating primarily to the lack of smoke detectors and carbon 
dioxide detection devices (which the Division does not re-inspect for compliance). 
In addition, this program largely duplicates disclosures already required by State 
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law. The City should alter the Occupancy Inspection Program as proposed 
below.  

 
– Inspections should not be required.  
 
– A Report of Building Records should be required to be prepared by the 

Building and Safety Division, and an inspection required by the Division if 
there are still “open” building permits that have not been finalized. The 
Report of Building Records would disclose the building permit history for 
the property, zoning information, and offer the property owner the 
opportunity for an inspection, which may be declined.  

 
– The property owner, however, would be required to disclose to the buyer 

that the property owner declined the inspection and provide a copy of the 
Report of Building Records. 

 
• The Community Planning Section should develop a neighborhood revitalization 

plan for those neighborhoods in greatest need of public sector intervention. The 
development of the neighborhood revitalization plans should be based upon a 
collaborative effort include the Planning and Community Development 
Department, Office of the City Manager, Police Department, Fire Department, 
Office of the City Attorney, Human Services and Recreation Department, Health 
Department, and Public Works Department. 

 
• The Code Compliance Division should develop and adopt a written procedure 

and metrics for case handling and processing by Senior Code Compliance 
Officers and Code Compliance Officers after assignment of new cases. 

 
• The Code Compliance Officers and Senior Code Compliance Officers in the 

Code Compliance Division should be responsible for the processing, 
investigation, and closure of assigned cases as case managers. This should 
include responsibility for managing all aspects of a case including being the 
single point of contact for complainants, managing the timeliness of the 
processing of the case in accordance with adopted metrics, taking an active role 
in managing the case through the process including resolving delays in the 
processing of the case, and coordinating the response of a multi-disciplined team 
(when that response is necessary). 

 
• The Senior Code Compliance Officers should plan and schedule the processing, 

investigation, and closure of cases using the automated permit information 
system and be held accountable for the timely processing of the cases. 

 
• The Code Compliance Division should adopt productivity metrics for the Code 

Compliance Officers as recommended within the report. 
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• The Code Compliance Division should work to develop a larger array of financial 
resources from funds available to assist low and moderate-income homeowners 
rehabilitate their homes and their businesses and bring the property into 
compliance with the City’s codes and regulations. 

 
(5) Streamline the Number of Commissions 
 

Public input and participation should be encouraged, but there appear to be two 

commissions whose workload and role appear to duplicate the potential of the Planning 

Commission as noted below. 

• The Board of Zoning Appeals should be eliminated and appeals from a 
determination of the Zoning Hearing Officer or Planning Director made to the 
Planning Commission.  

 
• The Environmental Advisory Commission should be eliminated and the Planning 

Commission assigned responsibility for policy recommendations of the City's 
environmental charter and the monitoring and guiding of the Green City Action 
plan assigned to the Planning Commission. 

 
The Planning Commission should be more effectively utilized. 

(6) Streamline the Plan of Organization. 
 

The Matrix Consulting Group evaluated the sustainability and the effectiveness of 

the organizational structure of the Planning and Community Development Department. 

Changes should be made to improve the plan of organization, reduce costs, and 

enhance customer service. These proposed changes are presented below. 

• The Code Compliance Division should be integrated as a Section within the 
Building and Safety Division. This same approach can be found in other cities 
such as Santa Clarita, Santa Barbara, Ventura, Rancho Cucamonga, etc. There 
are two Code Compliance Managers within the Planning and Community 
Development Department. The Code Compliance Manager position within the 
Code Compliance Division should be eliminated, through attrition. The Code 
Compliance Manager position in Building Inspection should be responsible for 
the supervision of the Senior Code Compliance Officers. The Senior Code 
Compliance Offices should function as team leaders for the Code Compliance 
Officers assigned to their team. 
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• The Permit Center Manager should report directly to the Deputy Planning 
Director. 

 
• The Chief Building Official should report directly to the Deputy Planning Director. 
 
• One (1) of the two (2) Senior Plans Examiner positions, currently vacant, should 

be upgraded to Principal Plans Examiner. This position should function as a 
leadworker. This position should conduct plan checking, not less than 50% of 
available work hours, and lead the work of the Senior Plans Examiner, Plans 
Examiner, and the Engineer. This position should report to the Chief Building 
Official. 

 
• The responsibility for fire plan check and inspection services should be 

transferred from the Fire Prevention Bureau, Fire Department to the Building and 
Safety Division. One (1) of the civilian inspector positions from the Fire 
Prevention Bureau should be reallocated to the Building and Safety Division to 
conduct new construction inspections. The Supervising Plans Examiner and the 
Senior Plans Examiner positions budgeted in the Fire Department should be 
transferred from the Fire Prevention Bureau to the Building and Safety Division 
and budgeted in that Division. The Supervising Plans Examiner should report 
directly to the Chief Building Official. 

 
• The responsibility for transportation planning should be reallocated from the 

Transportation Department to the Planning and Community Development 
Department. The three staff allocated to transportation planning – a 
Transportation Services Manager, Engineer, and Associate Engineer - should be 
transferred to the Planning and Community Development Department. 

 
(7) Replace Legacy Technology Used in the Development Review Process. 
 

The technology in place in the City’s development review process is largely 

“legacy” technology: the automated permit information system, the queuing software in 

use in the Permit Center, and the Interactive Voice Response System. These 

technologies are obsolete, not user-friendly, inhibit the City’s ability to facilitate e-

government, and, in the instance of the automated permit information system, face the 

likelihood of lack of support by the vendor in the not-too-distant future. All of this 

technology should be replaced.  

  *  *  *  *  *  * 
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The following table presents a summary of the recommendations. 

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

following actions:  

Recommendation #1: The management study of the development review process 
should be distributed to the departmental directors, managers and supervisors of 
the City that are involved in the development review process for review and input.  
 
Recommendation #2: The Planning Director and Deputy Director should review 
the proposed plan of implementation and the summary of recommendations in 
this report with these e managers and supervisors of the City that are involved in 
the development review process, modify the plan of implementation as 
appropriate, and submit the revised plan of implementation to the Office of the 
City Manager. 
 
Recommendation #3:  After acceptance of the report and the implementation plan 
by the Office of the City Manager, a semi-annual status report outlining 
implementation progress should be provided to the Office of the City Manager by 
the Planning and Community Development Department. 
 

It is important that a project manager is assigned to the successful 

implementation of the recommendations contained in this report. While the Planning 

Director and Deputy Director in the Planning and Community Development Department 

should be held accountable for successful implementation, the Planning Director and 

Deputy Director do not have sufficient available time and hours in the day, beyond 

managing the Planning and Community Development Department, to propel the 

implementation of these recommendations through the organization. 
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SUMMARY OF RECOMMENDATIONS 
 

Rec. 
No. Recommendation 

Page 
No. 

  Chapter 1 - Introduction and Executive Summary  
1 The management study of the development review process should be distributed to 

the departmental directors, managers and supervisors of the City that are involved in 
the development review process for review and input.  

17 

2 The Planning Director and Deputy Director should review the proposed plan of 
implementation and the summary of recommendations in this report with these e 
managers and supervisors of the City that are involved in the development review 
process, modify the plan of implementation as appropriate, and submit the revised plan 
of implementation to the Office of the City Manager 

17 

3 After acceptance of the report and the implementation plan by the Office of the City 
Manager, a semi-annual status report outlining implementation progress should be 
provided to the Office of the City Manager by the Planning and Community 
Development Department. 

17 

Chapter 4 - Analysis of the Permit Center 
4 The Planning and Community Development Department should define in writing the 

desired outcomes for the Permit Center. 
124 

5 The Planning and Community Development Department should publish these desired 
outcomes to the Permit Center web site. 

124 

6 A Permit Center Manager should manage the Permit Center. This should not be a new 
position. 

128 

7 Four Permit Technicians should be assigned to the Permit Center. This would require 
the creation of a new classification. These should not be four new positions. 

128 

8 The six (6) positions in the Engineering Services Section, Engineering Division, of the 
Department of Public Works should be physically located in the Permit Center Building.  

134 

9 The Operations Assistant in the Engineering Services Section, should be reallocated to 
the Permit Center, and classified within the Permit Technician classification series. The 
position should report to the Permit Center Manager. 

134 

10 One the ten (10) positions in the Utility Service Planning Group, Power Delivery 
Business Unit, Water and Power Department should be physically located in the 
Permit Center Building for the same hours the Permit Center is open for business to 
the public.  

137 

11 The three (3) positions in the Transportation Planning and Development Division 
should be physically located in the Permit Center Building.  

139 

12 One of the staff of the Environmental Health Services Division should be physically 
assigned to and based in the City’s Permit Center not less than four hours each 
workday – Monday through Friday with responsibility for plan checking land entitlement 
permits and building permits, and participating in the development review process with 
other divisions and departments that are similarly assigned to the Permit Center. 

141 

13 The Staff Assistants of the Code Compliance Division should not staff the Permit 
Center to serve applicants seeking occupancy inspections, zoning code inspections, 
mitigation monitoring inspections, yard sale permits, temporary banner permits, etc. 

143 

14 The Permit Technicians assigned to the Permit Center should respond to applicants 
seeking occupancy inspections, zoning code inspections, mitigation monitoring 
inspections, yard sale permits, temporary banner permits, etc. 

143 

15 The Permit Center should use the automated permitting information system to enable 
applicants to complete and pay for a permit application via the Internet, eventually 
involving all over-the-counter transactions. 

144 

16 The Permit Center should issue not less than 15% to 20% of building permits on-line 
using the Internet and the automated building permit information system. 

144 

17 The City should acquire software to enable electronic submittal and plan check of 146 
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Rec. 
No. Recommendation 

Page 
No. 

building permit plans. 
18 The City will need to work with and train its customers in how to submit building permit 

plans electronically. 
146 

19 The City will need to train its staff in how to plan check plans electronically. This should 
include training for the City’s system administrator from the Department of Information 
Technology, training for plan check staff in how to utilize the software for plan 
checking, workflow training for the staff of the Permit Center, etc. 

146 

20 The City should develop written guides for electronic building permit plan submission, 
published on-line at the Permit Center web site, regarding the requirements for 
electronic plan check building permit submittals. 

146 

21 The process for intake and plan check of simple building permits should be simplified. 
Only two desks in the Permit Center should be involved in the plan check of simple 
building permit plans: Reception and Permit Processing (or the Permit Technician at 
the Permit Processing Desk). 

150 

22 The plans examiners from the Building and Safety Division, the Planners from Zoning, 
and the Planners from Design and Historic Preservation should not be involved in 
intake and plan check of simple building permit plans unless requested by the Permit 
Technician.  

150 

23 The cashier assigned to the Permit Center by the Finance Department should not be 
involved in the intake and plan check of any building permit plans: the Permit 
Technicians should function as the cashiers. The cashier position assigned to the 
Permit Center by the Finance Department should be eliminated through attrition. 

150 

24 The Permit Center should clarify on its web page those types of permits that will be 
plan checked over-the-counter, and that would only involve intake and plan check by 
Permit Technicians. 

150 

25 The City should expand the types of building permits issued over-the-counter beyond 
single trade permits, and that should involve only the Permit Technicians. 

150 

26 The Planning and Community Development Department should work with the Finance 
Department to consolidate business licensing for businesses that are attempting to 
obtain a building permit in one location: the Permit Center This would require that the 
staff of the Permit Center be able to utilize the business license software upon their 
training in its use and the provision of written user guides. 

155 

27 The web site for the Permit Center should include a guide to opening a restaurant. 155 
28 The Planning and Community Development should create a map or directory of all 

restaurant inspections needed, who makes the inspections, why, and at what point in 
the construction process, and publish this map or directory to the Permit center web 
site. 

155 

29 Ultimately, the City should consider a long-term goal of having one department make 
all the inspections related to new restaurant construction including fire, building, and 
food safety codes related to new construction. 

155 

30 Upon the development of citywide design guidelines (as recommended elsewhere in 
this report) including storefront design guidelines, the authority to approve or 
disapprove façade improvements and new signage should be delegated to staff of the 
Planning Department. These approvals, at staff level, should be appealable to the 
Design Commission. 

155 

31 The staff of the Planning Division should facilitate concurrent processing of all 
restaurant permit applications. This should include, for instance, submit for conditional 
use permit, design review, encroachment permits (for open air dining), in-lieu parking 
and other permit types at the same time, instead of sequentially as is the case 
presently. 

155 

32 The staff of the Planning Division, that are assigned to the Permit Center, should not 
be routed minor building permits for zoning clearance. This includes fence permits, 
landscape / hardscape permits, and paving permits. 

159 
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Rec. 
No. Recommendation 

Page 
No. 

33 The Planning Division should not assign two planners to the Permit Center: one the 
Zoning Section and the other from the Design and Historic Preservation Section. One 
planner should be assigned to represent the zoning, design, or historical preservation 
perspective. 

160 

34 If that planner encounters a land entitlement permit or a building permit beyond their 
expertise, the planner can call for the assistance of a more experienced planner at the 
Permit Center. 

160 

35 The Planning Division should develop and implement a written policy and procedure 
on land development application completeness. 

162 

36 The Planning Division should provide training on the policy and procedure on land 
development application completeness to staff of the Planning Division. 

162 

37 The Planner on duty at the Permit Center should check land entitlement permit 
applications at submittal to assure these applications meet essential submittal 
requirements and reject incomplete applications. 

163 

38 The applicant, after the land entitlement permit has initially been deemed incomplete, 
should be required to submit as part of their second submittal a memorandum that lists 
each of the items that was cause for the application being deemed incomplete and 
what measures the applicant has taken to address each item on the list. 

163 

39 The application guides for the Planning Division should be enhanced. The application 
guides should provide background information on how to apply for an application. The 
Planning Division should include, in a single Adobe Portable Document Format 
application guide, all of the documents necessary to submit an application, rather than 
require the applicant to find all of the relevant documents on the Permit Center web 
site. The Planning Division should include instructions on how to prepare certain 
aspects of applications. The Planning Division should evaluate what is not and what is 
required for submittal of land entitlement permit applications in the application guides. 
The Division should clarify in what instances supplemental information will be required. 
The application guides should include suggested tips for success on the part of the 
applicant. 

164 

40 The Planning Division should conduct periodic workshops for consulting planners, 
architects, engineers, developers and others involved the land entitlement permit 
process regarding land entitlement permit submittal requirements. 

168 

41 The case manager assigned to a land entitlement permit application by the Planning 
Division should meet with the permit applicant to discuss issues that have been found 
during the initial review of the application if the application was deemed incomplete. 

168 

42 The fee structure for land entitlement permit applications should provide the option to 
require additional payments by the applicant should the application be deemed 
incomplete more than twice. These payments would be based upon the amount of 
hours required to process an application to approval (or disapproval) after an 
application has been deemed incomplete twice. 

169 

43 The web site for the Permit Center should be modified to provide a single web site 
portal for all permits regardless of whether these are planning, building, engineering, 
fire, traffic, or water and power permits. 

170 

44 There should be a link to the Permit Center web site portal on the City’s home page.  170 
45 Once the City acquires a full-featured automated permit information system, applicants 

should be able to pay application fees on-line, check the status of their permits on-line, 
view plan check comments made by staff, schedule or cancel inspections, check the 
results of inspections, apply for simple permits on-line, etc. 

170 

46 The web site for the Permit Center should enable electronic plan submission, review, 
and tracking, a paperless initiative for construction plan approval and secure, web-
based collaboration. 

170 

47 The web site for the Permit Center should enable automated e-mail notification so that 
applicants can receive automatic e-mail notifications of plan review or inspection 

170 
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activity on a specific process or permit. Notifications should automatically be sent to 
the applicant within one hour of a plan review or inspection update.  

48 The web site for the Permit Center should provide answers to frequently asked 
questions. 

170 

49 The web site for the Permit Center should include a dedicated web page for business 
that includes resources for starting a business, obtaining / renewing a business 
license, streamlined permit assistance (e.g., over-the-counter plan check), a link to the 
City’s Economic Development Division with up-to-date information on available 
commercial and industrial land and buildings in the City, utility business incentive 
programs (e.g., solar energy program, energy audits, etc.), etc. 

170 

50 The web page for the Permit Center should also include streamed information 
regarding wait times for the Permit Center. This will require replacement of the existing 
queuing software used by the Permit Center. 

170 

51 The Permit Center should develop on-line guides to the development review process. 
The guides should be developed and structured around specific types of development. 
The guides should steer the applicant through each of the steps necessary including 
pre-application, application and land entitlement, plan review and permitting, 
inspections, and the certificate of occupancy. 

172 

52 Once the technology systems have been installed and deployed in the Permit Center, 
the roles of the staff of Permit Center have been expanded to include plan checking of 
simple building permit plans, and the Operations Assistant of the Engineering Services 
Section, Engineering Division, of the Department of Public Works reallocated to the 
Permit Center, the Matrix Consulting Group recommends that the number of positions 
within the Permit Center can be reduced somewhat by one position. 

173 

Chapter 5 - Analysis of the Zoning and Historic Preservation Sections 
53 The zoning permit, the process of checking for zoning conformance, should be 

accomplished by Permit Technicians with the use of checklists and with the provision 
of training by the staff of the Zoning Section in the use of these checklists. 

187 

54 The adjustment permit should be eliminated altogether, and a minor variance permit 
used instead. 

187 

55 The expressive use permit should be eliminated altogether, and a conditional use 
permit required instead. 

187 

56 The sign exception permit should be eliminated, and a minor variance permit utilized 
instead. 

187 

57 The Zoning Administrator should serve as the review authority for new building wall 
signs in the Central District, new signs and awnings (for all projects requiring design 
review only) outside the Central District, and creative signs should be approved (or 
disapproved as appropriate) at the Planning Director level. 

187 

58 The City should update its sign design guidelines as part of the development of overall 
design guidelines for the City as a whole. 

187 

59 The case manager in the Zoning Section is taking thirty (30) calendar days to 
determine whether the land entitlement permit application is complete. As 
recommended elsewhere in this report, this responsibility should be front-shifted to the 
Permit Center as much as possible. 

189 

60 Staff from the Zoning Section should distribute the land entitlement permit application 
to other divisions / departments for comment before the application is deemed 
complete. 

189 

61 Staff of the Zoning Section should not wait until after the land entitlement permit is 
deemed complete to begin the CEQA review process. This CEQA review process 
should be integrated into the determination of whether an application is complete, not 
after the 30-day completeness review, particularly for those applications that are 
exempt from CEQA. 

189 

62 The City should authorize the preparation of citywide design guidelines using a 190 
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consulting architectural / planning firm. 
63 Upon development and adoption of the citywide design guidelines, the consulting 

architectural / planning firm retained to develop these guidelines should train the staff 
of the Design and Historic Preservation Section in their application. 

190 

64 Upon the development and adoption of the citywide design guidelines and the training 
of the staff of the Design and Historic Preservation Section in their application, the 
design review process in Pasadena should be streamlined. The design review 
applicant should only be required to submit two types of applications to the Design 
Commission: a conceptual design and a final design. The initial meeting - conceptual 
design - should focus on the location and massing of the structures. The second 
meeting - final design - should address materials, landscaping, and architectural 
details. 

194 

65 Upon development and adoption of the citywide design criteria and the training of the 
staff of the Design and Historic Preservation Section in their application, the design 
criteria for the North Lake specific plan area should be brought into conformance with 
the other areas of the City, with the exception of the Central Business District. Upon 
development and adoption of the citywide design criteria, the criteria for review of 
projects in North Lake should be adjusted to 25,000 square feet for alterations, 
additions, and new construction. The staff of the Design and Historic Preservation 
Section would review projects that fall below that criterion for conformance with the 
citywide design criteria. 

194 

66 Upon development and adoption of the city-wide design criteria and the training of the 
staff of the Design and Historic Preservation Section in their application, the criteria for 
review of projects in the City of Gardens and senior housing in the PS District should 
be adjusted to 25,000 square feet for alterations, additions, and new construction. The 
staff of the Design and Historic Preservation Section would review projects that fall 
below that criterion for conformance with the citywide design criteria. 

194 

67 The staff of the Design and Historic Preservation Section should work closely with the 
applicant to attain compliance with the citywide design guidelines, and make 
recommendations to the Design Commission regarding project approval (or 
disapproval as appropriate). 

194 

68 Upon development and adoption of the city-wide design criteria and the training of the 
staff of the Design and Historic Preservation Section in their application, only one 
submittal of the application should be made to the Design Commission: not a 
preliminary and a final, just a final application. This would only occur if the applicant did 
not request a departure from the citywide design guidelines; such a departure request 
should necessitate a preliminary and a final design review. 

194 

69 The Design and Historic Preservation Section should mimic the Zoning Section and 
utilize an Excel spreadsheet to manage the design review permit workload. Ultimately, 
both sections should utilize the automated permit information system to plan, schedule, 
and manage permit workload when a new state-of-the-art automated permit 
information system is acquired. 

199 

70 : The case planner in the Design and Historic Preservation Section is taking thirty (30) 
calendar days to determine whether the design review application is complete. This 
responsibility should be front-shifted to the Permit Center as much as possible. 

199 

71 The review of the draft staff reports that will be submitted to the Design Review 
Commission should not require multiple reviews by multiple managers in the Planning 
and Community Development Department. This review should be reduced to either the 
Senior Planner or the Principal Planner. One manager quality controlling the staff 
report should be sufficient. 

199 

72 In instances in which land entitlement permits involve multiple land use permit 
applications, the applications should be processed concurrently. This would mean that 
the design review application, certainly at the concept design review, should proceed 

199 
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concurrently with the permit being processed by the Zoning Section including CEQA 
review. 

73 For the 50% design review application, the applicant should gather necessary 
materials for the submittal based upon a list provided by case manager, with an on-line 
list provided at the Section’s web page. 

199 

74 The Planning and Community Development Department should move towards a model 
in which these specialists in the Design and Historic Preservation Section continue to 
be the lead in processing design review and historic preservation permit applications, 
but that these staff also process zoning applications whenever these design review 
and historic preservation permit applications are just one part of multiple applications 
(e.g., a conditional use per it and a design review permit. This should include any 
CEQA implications associated with these zoning permits. 

201 

75 The Planning and Community Development Department should move towards this 
model only after the professional-level planners in the Design and Historic 
Preservation Section are provided with training in processing zoning permits and in the 
interpretation of the zoning ordinance. 

201 

76 The staff in the in the Design and Historic Preservation Section should continue to 
receive ongoing training in design review and historic preservation. 

201 

77 The staff in the Design and Historic Preservation Section should be assigned a 
“mentor” in the Zoning Section – either of the two (2) Senior Planners – to coach them 
in the processing of these zoning applications. 

201 

78 Initially, the staff in the Design and Historic Preservation Section should be utilized to 
process minor zoning permits such as minor conditional use permits.  

201 

79 However, the staff in the Design and Historic Preservation Section should process any 
design review permit application that is associated with a zoning permit. This should 
only be done after the provision of training and with the “mentor” coaching these staff 
in the processing of these types of applications. 

201 

80 The staff of the Zoning Section should also be provided with training in processing 
design review applications: initially minor design review applications. These staff 
should be utilized to process – initially – minor design review applications. This would 
include - minor projects - signs, awnings, paint color or similar minor alterations and 
minor projects – new / replace storefronts. To enhance the ability of the staff of the 
Zoning Section to effectively process these applications, training in design review for 
these types of minor applications should be provided for the professional-level 
planners of the Zoning Section. 

201 

81 Decision-making authority for the minor land entitlement permit applications should be 
delegated from the Zoning Hearing Officer to the Zoning Administrator including minor 
use permits; minor variances; tentative parcel maps; lot line adjustments; modifications 
for persons with disabilities; and sign exceptions. 

205 

82 Decision-making authority for temporary use permits should be delegated from the 
Zoning Administrator to the Planning Director. 

205 

83 The staff of the Zoning Section should be authorized to appeal minor land entitlement 
permit applications to the Zoning Hearing Officer if it is evident the application has high 
exposure or impact. 

205 

84 Multiple land use permit applications, including applications that will be processed by 
both the Zoning Section and the Design and Historic Preservation Section, should be 
processed concurrently.  

207 

85 The Zoning Section should outsource tree removal permits by the Planning Division to 
an ISA-Certified Arborist. 

208 

86 The Zoning Section should schedule (tentatively) land entitlement permit applications 
for a Zoning Hearing Officer public hearing at the time of submittal if the application is 
determined to meet submittal requirements. 

209 
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87 The Zoning Section and the Design and Historic Preservation Section should establish 
cycle time objectives for land entitlement permits. 

216 

88 The development of the cycle time objectives should be a collaborative effort by the 
staff of the Zoning Section and the Design and Historic Preservation Section. 

216 

89 The cycle time objectives should be published to the Permit Center website and 
identified in the application guides published by the Zoning Section and the Design and 
Historic Preservation Section. 

216 

90 The Planning Division should also work with its other partners in the development 
review process, in other departments, to develop similar cycle time objectives for 
permits issued by those departments in instances in which those departments serve as 
the lead in processing these types of permits e.g., improvement plans. These cycle 
time objectives should be developed as a collaborative effort between the Planning 
Division and these other departments. These cycle time objectives should be 
published to the Permit Center website and identified in the application guides 
developed by these departments. 

216 

91 The Zoning Section and the Design and Historic Preservation Section should develop 
and adopt a written Division policy and procedure for the maintenance of case status 
information in in the automated permit information system by the Planners, Project 
Planners and Senior Planners to whom the land entitlement applications is assigned. 

219 

92 The Zoning Section and the Design and Historic Preservation Section should develop 
and adopt a written Division policy and procedure that assigns responsibility to the 
Principal Planner in the Zoning Section and the Principal Planner in the Design and 
Historic Preservation Section for assuring ongoing maintenance of case status 
information in the automated permit information system, and that requires the Principal 
Planner to sample the caseload assigned to each of the Planners, Project Planners 
and Senior Planners under his / her supervision to determine whether the cases are 
being maintained in the automated permit information system. 

219 

93 The Principal Planners in the Zoning Section and the Design and Historic Preservation 
Section should track and monitor the success or failure of Planners, Project Planners 
and Senior Planners in meeting cycle time objectives through regular management 
information reports generated on a monthly basis by the automated permit information 
system. 

220 

94 The ability of the Planners, Project Planners and Senior Planners to consistently meet 
the cycle time objectives should be integrated into their performance evaluation. 

220 

95 The Principal Planners in the Zoning Section and the Design and Historic Preservation 
Section should formally plan and schedule the land entitlement permit applications 
processed by their staff using automated permit information system. 

221 

96 The Principal Planners in the Zoning Section and the Design and Historic Preservation 
Section should be held accountable for the ongoing maintenance of this open case 
inventory and the completion of the processing of permits by their staff in accordance 
with the cycle time objectives. 

221 

97 The Principal Planners in the Zoning Section and the Design and Historic Preservation 
Section should generate ongoing monthly management information reports using the 
automated permit information system to track performance against cycle time 
objectives and monitor the case workload and performance for the Planners, Project 
Planners and Senior Planners in the sections. 

223 

98 The Zoning Section and the Design and Historic Preservation Section should utilize a 
case management system that should be entitled as the “Concierge Service”. 

227 

99 The roles and responsibilities of the “case manager” in the Zoning Section and the 
Design and Historic Preservation Section should be clearly identified in a Departmental 
policy and procedure. 

227 

100 The City should consider the imposition of new requirements during construction by 
the Fire Department, the Water and Power Department, or any other department to be 

231 
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unacceptable behavior and work practice. 
101 The case manager in the Zoning Section should be held accountable for ensuring the 

full and meaningful participation by the Fire Department and the Water and Power 
Department in the zoning process beginning with the pre-application process 
(boilerplate responses should be unacceptable) through the zoning permit application 
process (e.g., conditional use permit). 

231 

102 If the Fire Department and the Water and Power Department do not fully and 
meaningfully participate in the zoning process beginning with the pre-application 
process (boilerplate responses should be unacceptable) through the zoning permit 
application process (e.g., conditional use permit), then the case manager should notify 
their departmental management regarding this problem. If the problem continues, the 
Office of the City Manager should be notified. 

231 

103 The role of the case manager in the Zoning Section in holding the Water and Power 
Department and the Fire Department fully and meaningfully participating by in the 
zoning process beginning with the pre-application process (boilerplate responses 
should be unacceptable) through the zoning permit application process (e.g., 
conditional use permit) should be clarified in a written policy and procedure issued by 
the Office of the City Manager. 

231 

104 The Planning and Community Development Department should develop and adopt 
land entitlement permit cycle time agreements with applicants for high priority projects. 

233 

105 The Zoning Section and the Design and Historic Preservation Section should notify the 
land entitlement permit applicant of the name of their “case manager” no later than five 
working days after the submittal of their application. 

234 

106 An interdepartmental review committee should be established. 235 
107 When established the interdepartmental review committee would include staff from 

Planning, Building and Safety, Traffic and Transportation, Engineering, Fire 
Prevention, and Water and Power. 

235 

108 The Planning Division should provide the leadership of the meetings of the 
interdepartmental review committee. 

235 

109 The interdepartmental review committee should meet bi-weekly and review all land 
entitlement permits that have been submitted in the previous week. After the meeting, 
project managers from the Zoning Section should consolidate and prioritize 
interdepartmental review committee comments, develop and send a letter to the 
applicant outlining what steps will be required to get the project processed and 
completed. 

235 

110 The Zoning Section should use the interdepartmental review committee meetings to 
ensure the applications are handled consistently and correctly, and that decisions are 
consistent with past precedents and decisions. 

235 

111 The Zoning Section should establish and monitor all environmental reviews with the 
following cycle time goals: (1) For categorical exemption projects, the determination of 
exemption should be made with 5 days of the application being deemed complete; (2) 
negative and mitigated negative declarations should be completed within 75 days of 
the application being deemed complete; and (3) environmental impact reports should 
be completed within 360 days of the application being deemed complete. 

238 

112 The Zoning Section should develop standard environmental mitigations measures for 
all projects based upon the General Plan environmental impact report.  

239 

113 The Zoning Section should publish these standard mitigation measures to its web site. 239 
114 The Planning Division should define CEQA appeal timelines and procedures. 239 
115 The Zoning Section should utilize tiering of environmental impact reports to streamline 

environmental review. 
240 

116 The Zoning Section should implement a monitoring or reporting program for mitigation 
measures associated with mitigated negative declarations or an environmental impact 
reports. 

242 
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117 The existing filled positions in the Zoning and the Design Review and Historic 
Preservation sections are sufficient to handle the existing workload given the existing 
level of complexity in these processes. 

243 

118 The two vacant professional-level planner positions in the Zoning and the Design 
Review and Historic Preservation sections that are vacant at the present time - a 
Senior Planner and a Planner - should not be filled until the workload increases 
substantively. 

243 

119 Two (2) of the five (5) clerical positions within the Zoning and the Design Review and 
Historic Preservation sections should be eliminated, through attrition. 

243 

120 More often than not, when vacancies in the Planner classification series occurs, the 
Planning and Community Development Department should recruit applicants at the 
Planner level, and not an Assistant Planner or Associate Planner 

243 

121 One of the two Senior Planner positions in the Design and Historic Preservation 
Section should be eliminated, through attrition, and replaced with an Urban Designer 
position. The Urban Designer position should be responsible for the City's urban 
design program, providing the leadership necessary to guide the implementation of 
City’s design guidelines through relationships with developers and their architects, 
various Boards and Commissions, and Planning and Community Development 
Department staff. The position should require possession of a valid certificate of 
registration as an architect from the State of California. The position should report to 
the Principal Planner that manages the Design and Historic Preservation Section. 

249 

Chapter 6 - Analysis of the Building and Safety Division 
122 The Building Inspection Manager should assign a proportionate number of aging 

permits, permits for which inspections that have not been called in 180 days, and 
expired permits to all Building Inspectors for resolution.  

265 

123 When aging permits, permits for which inspections that have not been called in 180 
days, and expired permits are cleaned up, the Building Inspection Manager should 
make each Building Inspector responsible for aging and expired permits in their 
assigned area. 

265 

124 The automated permit information system should be utilized to send automated notices 
to all permit applicants whose building permits are about to expire within thirty (30) 
calendar days asking them to renew their building permits. If the permit applicant fails 
to respond, the automated permit information system should be utilized to send a 2nd 
automated notice warning the permit applicant that the matter will be referred to the 
City Attorney’s Office unless the permit is renewed within thirty (30) calendar days. 

265 

125 The Building Inspection Manager should determine whether inspection requests 
should be scheduled for a 2nd day after the inspection request was made, and not a 
Staff Assistant in the Permit Center. 

266 

126 The Building Inspectors should be capable of making twelve (12) to fifteen (15) 
inspection stops a day, including the two Senior Building Inspectors. 

266 

127 If the Senior Building Inspectors have reached the maximum number of inspection 
requests that can be assigned under current Division policy, inspection requests 
should be assigned to Building Inspectors before the inspection requests are 
scheduled for the 2nd following workday. 

266 

128 The Building and Safety Division should adopt an objective to respond to inspection 
requests within one workday of the request, for 98% of the requests. The Building 
Inspection Manager should utilize the automated permit information system to 
document and report the actual level of service versus this objective on a monthly 
basis. 

266 

129 With the acquisition of an effective interactive voice response system, the Building and 
Safety Division should accept inspection requests until 7 am of the day the inspections 
are made. 

266 

130 The number of Building Inspectors is sufficient given existing workload and the number 270 
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of inspection positions should not be increased or decreased.  
131 With the acquisition of hand-held technology, the Senior Building Inspectors and 

Building Inspectors should spend more their workday in the field conducting building 
inspections.  

272 

132 With the acquisition of hand-held technology, the Senior Building Inspectors and 
Building Inspectors should get into the field more quickly in the morning, and avoid 
returning to the office in the evening, and continue inspecting until the end of the 
workday. 

272 

133 The Senior Building Inspectors and Building Inspectors should not spend more than 
15% of their available work hours in the office. The acquisition of hand-held technology 
should facilitate that objective. 

272 

134 The responsibility for routine fire code plan check and inspections should be assigned 
to the to Building and Safety Division. The Building and Safety Division should be 
responsible for the inspection of all exiting, exiting signage, and occupancy separation, 
while the Fire Prevention Bureau should be responsible for handling alarms, 
hazardous materials and special systems. 

273 

135 The Building and Safety Division should establish a quality control program for building 
inspection. 

274 

136 The Building and Safety Division should establish and publish quarterly training 
agendas for Senior Building Inspectors and Building Inspectors, assign all Senior 
Building Inspectors and Building Inspectors as presenters on a rotating basis, and 
have the Senior Building Inspectors and Building Inspectors prepare outlines for their 
presentation on a rotating basis.  The Building and Safety Division should bring in 
outside industry training where appropriate. 

275 

137 The Building and Safety Division should develop standard plans for use by the public 
in minor residential improvements. 

276 

138 The Building and Safety Division should develop a “Home Improvement Center” web 
page on the City’s website to assist the homeowner navigate through the building 
permit plan check and inspection process. 

276 

139 The Building and Safety Division should develop and install a case management 
system for the building permit plan check process. 

281 

140 The responsibility and the authority of the Plans Examiners and Senior Plans 
Examiners in managing the building permit plan check process on a citywide basis 
should be clearly spelled out in a written policy developed by the Building and Safety 
Division and approved by the City Manager’s Office. 

281 

141 The Plans Examiners and Senior Plans Examiners should be a team leader for a multi-
disciplinary team responsible for keeping the review of a building permit plans on track, 
making sure issues involving conflicting code or regulatory issues are resolved, 
charting a clear course for the applicant through the review process, and making sure 
issues regarding the plan are identified early in the review process. 

281 

142 The case manager in the Building and Safety Division should be held accountable for 
ensuring the full and meaningful participation by the Fire Department and the Water 
and Power Department in the building permit plan check process. 

287 

143 If the Fire Department and the Water and Power Department do not fully and 
meaningfully participate in the building permit plan check process, then the case 
manager should notify their departmental management regarding this problem. If the 
problem continues, the Office of the City Manager should be notified. 

287 

144 The role of the case manager in the Building and Safety Division in holding the Water 
and Power Department and the Fire Department fully and meaningfully participating by 
in the zoning process beginning with the pre-application process (boilerplate 
responses should be unacceptable) through the zoning permit application process 
(e.g., conditional use permit) should be clarified in a written policy and procedure 
issued by the Office of the City Manager. 

287 
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145 The Building and Safety Division should set formal written building permit plan check 
cycle time metrics. 

289 

146 The building permit plan check cycle time metrics should identify those organizations 
that should be routed building permit plans. 

289 

147 The building permit plan check cycle time metrics should be established as a joint 
effort by the divisions / departments involved in the building permit plan check process. 
Ultimately, however, the Chief Building Official needs to review these metrics to 
determine whether processing targets are not unacceptably long. 

289 

148 The building permit plan check cycle time metrics need to be differentiated according 
to the type of plan being processed and its complexity. 

289 

149 The building permit plan check cycle time metrics should be differentiated according to 
whether the plan check is the first review, or a recheck of a revised plan. A recheck 
should be one-half of the cycle time for the initial plan check. 

289 

150 The building permit plan check cycle time metrics should be designed to enable the 
Plans Examiners and Senior Plans Examiners to hold each division / department 
involved in the building permit plan checking process accountable for the length of time 
the unit takes to review and approve plans. 

289 

151 The building permit plan check cycle time metrics should be published to the Division’s 
web page, and the Division should utilize the automated permit information system to 
report its progress in meeting these metrics on a monthly basis, publishing the results 
to its web page. 

289 

152 The Building and Safety Division should reduce the number of divisions and 
departments that are routed building permit plans. Single-family interior alterations and 
single-family additions should only be plan checked by the Building and Safety 
Division. Minor tenant improvements should only be plan checked by the Building and 
Safety Division unless a restaurant / food service is involved. In that instance, the 
building permit plans should be routed to the Environmental Health Division. 

293 

153 The Chief Building Official should develop a proposal for the consideration of the 
Planning Director to reduce the number of divisions and departments that are routed 
building permit plans. 

293 

154 The Plans Examiners or the Senior Plans Examiners in the Building and Safety 
Division should meet with the applicant to discuss issues that have been found during 
the initial review of the building permit plans. This should be utilized for major 
construction projects and building permit plans that have significant problems meeting 
code requirements. 

295 

155 The Building and Safety Division should provide ongoing training to consulting 
architects, engineers and developers regarding its building permit plan check submittal 
requirements. 

296 

156 The Building and Safety Division should publish common plan check corrections on the 
Division’s website to provide guidance to consulting architects, and engineers and 
developers in the construction requirements in Pasadena. 

297 

157 The Building and Safety Division and all of the divisions / departments involved in the 
building permit plan check process should utilize an “approved as noted” approach to 
approval of building permit plans for minor code issues that may be marked up so the 
plan review may be approved. 

297 

158 The Chief Building Official, in consultation with the other divisions / departments 
involved in the building permit plan check process, should develop a written policy and 
procedure for the use of “Approved as Noted” for building permit plan checking. This 
policy and procedure should be published to the Division’s web page and an 
“Approved as Noted” guide developed for consulting architects and engineers that 
prepare and submit building permit plans.  

297 

159 The Building and Safety Division should utilize an “Interactive Review” approach to 
approval of building permit plans. 

300 
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160 The Chief Building Official should develop a written policy and procedure for the use of 
the “Interactive Approach” for building permit plan checking. This policy and procedure 
should be published to the Division’s web page and an “Interactive Approach” guide 
developed for consulting architects and engineers that prepare and submit building 
permit plans.  

300 

161 The Building and Safety Division should develop and deploy a priority plan check 
process that accords architects and engineers that have earned high pass rates to be 
assigned a higher priority during initial and subsequent plan checking. In other words, 
the building permit plan check process should not be a “first in-first out” process. 

302 

162 The Building and Safety Division should develop and deploy a conditional review 
program allows projects that architects and engineers that have earned high pass 
rates the ability to begin work in the field on code compliant areas of the project while 
noted non-code compliant areas will be addressed through subsequent plan checking. 
This is comparable to phased permitting. 

302 

163 The Building and Safety Division should develop and deploy a collaborative review 
program that allows architects and engineers that have earned high pass rates to 
discuss code related issues with the Division’s Plans Examiners and Senior Plans 
Examiners during the design of the project, prior to initial plan check. The level of initial 
plan check at the conclusion of the design of the project should be directly related to 
the level of "collaboration" performed during the design of the project. 

302 

164 The Building and Safety Division should charge additional building permit plan check 
fees for those building permit plans that require four (4) or more plan checks. 

302 

165 The Chief Building Official should develop a written policy and procedure for the use of 
the priority plan check process, conditional review program, and collaborative review 
program. This policy and procedure should be published to the Division’s web page 
and a guide developed for consulting architects and engineers that prepare and submit 
building permit plans. 

302 

166 The Building and Safety Division, as part of the update of the City’s user fees, should 
include provisions that allow the Division to charge additional plan check fees for those 
building permit plans that require four (4) or more plan checks. 

302 

167 The Building and Safety Division should utilize the automated permit information 
system to assure that the status of each building plan is readily visible. 

304 

168 The Building and Safety Division should develop a monthly reporting system using the 
automated permit information system to report actual performance in processing 
building permit plans against metrics. 

304 

169 The two (2) vacant positions assigned to the Building and Safety Division – the Plan 
Check Engineer and the Senior Plans Examiner, should be filled immediately. 

305 

Chapter 7 Analysis of the Code Compliance Division 
170 The Occupancy Inspection Program should not be continued in its present form. A total 

of 36% of the inspections found no active violations, and 33% were found to have 
minor violations relating primarily to the lack of smoke detectors and carbon dioxide 
detection devices.  

315 

171 The City should change the nature of the Occupancy Inspection Program to a Report 
of Building Records, but include a mandatory inspection if there are still “open” permits. 

315 

172 The Code Compliance Officers should be held accountable for the quality and 
completeness of the data entered into the automated permit information system 
regarding their assigned cases. 

319 

173 The Senior Code Compliance Officers should be held accountable for ensuring that the 
Code Compliance Officers assigned to their team for supervision maintain the quality 
and completeness of data in the automated permit information system regarding the 
cases assigned to their Code Compliance Officers. 

319 

174 The Senior Code Compliance Officers should emphasize in formal written procedures 
the importance of keeping accurate data in automated permit information system, 

319 
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provide direction for proper records management, monitor conditions and provide 
corrective action as needed.  

175 The Senior Code Compliance Officers should audit the quality of the data within the 
automated permit information system on a monthly basis. 

319 

176 The Code Compliance Division should develop and adopt written protocols with the 
Police, Health, and Fire departments regarding the delivery of services to improve the 
communities and neighborhoods in Pasadena.  

321 

177 The Code Compliance Division should develop a formal written communications plan.  323 
178 The Code Compliance Division should update the communications plan not less than 

once every three years. 
323 

179 The Code Compliance Division should develop a proactive team that includes the 
Division’s Senior Code Compliance Officers and Code Compliance Officers to 
communicate the key messages of the Division, and make presentations to civic 
organizations, service clubs, neighborhood associations, chamber of commerce, etc., 
that convey the key messages of the Division. The Division should set an objective of 
not less than five (5) separate presentations each month. 

325 

180 The Code Compliance Division should enhance the web page for the Division. 326 
181 The Code Compliance Division should publish an article in the City Newsletter – 

Pasadena in Focus - Once Every Four Months.  
326 

182 The Code Compliance Division should use “social media” to communicate with the 
residents and businesses of Pasadena. 

327 

183 The Code Compliance Division should develop an enhanced set of educational 
materials about the code enforcement process, common code violations, and the kinds 
of activities that require a permit. The description of code enforcement processes 
should include an overview of the avenues available to property owners to resolve 
violations, including the Notice of Violation process, voluntary compliance, and 
administrative citations and administrative civil penalties; and the materials should 
provide an overview of the appeal and penalty processes. These materials should 
include definitions and descriptions stated clearly in lay terms. 

328 

184 The Code Compliance Division should investigate and pursue additional distribution 
venues for these materials to support its stated goal of educating the community. 

328 

185 The Code Compliance Division, in its Notice of Violation letters to property owners, 
should include educational materials on the code enforcement process. 

328 

186 The Code Compliance Division should collect data at the neighborhood-level to identify 
the neighborhoods in the City with the greatest need for public sector intervention. 

329 

187 The Community Planning Division should develop neighborhood revitalization plans for 
those neighborhoods in the City that are in the greatest need of public sector 
intervention. 

329 

188 The development of the neighborhood revitalization plans should be based upon a 
collaborative effort include the Planning and Community Development Department, 
Office of the City Manager, Police Department, Fire Department, Office of the City 
Attorney, Human Services and Recreation Department, Health Department, and Public 
Works Department. 

329 

189 The Code Compliance Division should develop and adopt a written Division procedure 
for metrics for case handling and processing by Senior Code Compliance Officers 
Code Compliance Officers after assignment of new cases to the Code Compliance 
Officers. 

333 

190 The Code Compliance Division should adopt the metrics as recommended within this 
report for case handling and processing by Senior Code Compliance Officers and 
Code Compliance Officers including (1) an initial site visit / investigation and (2) the 
case closure for voluntary compliance and forced compliance. 

333 

191 The Senior Code Compliance Officers and Code Compliance Officers should be 
accountable for consistently meeting these metrics. 

333 
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192 The Senior Code Compliance Officers should clearly be assigned responsibility for 
active supervision of the investigation and closure of code enforcement cases. 

335 

193 The Senior Code Compliance Officers should be assigned responsibility for the 
supervision of the processing of code enforcement cases. This should include the 
performance of Code Compliance Officers in accordance with adopted timeliness 
metrics including the resolution of problems with metrics for the processing of cases. 

335 

194 The Code Compliance Division should clearly spell out the responsibility of the Senior 
Code Compliance Officers for the active supervision of the processing, investigation, 
and closure of cases by their assigned Code Compliance Officers in a written 
procedure.  

335 

195 The Senior Code Compliance Officers should be held accountable for meeting the 
timeline metrics for the processing, investigation, and closure of cases by their 
assigned Code Compliance Officers, and for monitoring their performance against the 
timeline metrics on an ongoing basis. 

335 

196 The Code Compliance Officers in the Code Compliance Division should be responsible 
for the management of the processing, investigation and closure of assigned cases as 
case managers responsible for managing all aspects of a code enforcement case 
including being the single point of contact for complainants, managing the timeliness of 
the processing of the case in accordance with adopted metrics, taking an active role in 
managing the case through the process including resolving delays in the processing of 
the case, and coordinating a multi-disciplined team in the processing, investigation, 
and closure of cases when voluntary compliance has clearly been achieved or forced 
compliance is clearly achieved. 

336 

197 The Code Compliance Division should clearly spell out the authority and responsibility 
of the Code Compliance Officers as case managers with responsibility for the 
processing, investigation, and closure of cases in a formal written procedure.  

336 

198 The Senior Code Compliance Officers should plan and schedule the processing, 
investigation, and closure of cases using the automated permit information system. 

338 

199 The Senior Code Compliance Officers should monitor and maintain case assignment 
and case status information versus the plan and schedule using the automated permit 
information system. 

339 

200 The Code Compliance Division should develop a written procedure that requires the 
Senior Code Compliance Officers to audit the caseload assigned to each of the Code 
Compliance Officers under their supervision to determine to determine whether cases 
are being effectively and timely processed, investigated and closed or whether 
discussions should be held with the Code Compliance Officer regarding their 
performance. 

339 

201 The Code Compliance Division should adopt productivity metrics for the Code 
Compliance Officers as recommended within the report. 

340 

202 The Code Compliance Officers and Senior Code Compliance Officers should be held 
accountable for consistently meeting this metric. 

340 

203 The Code Compliance Division should work with the Housing Department to develop a 
larger array of financial resources to the City to assist low and moderate-income 
homeowners rehabilitate their homes and their businesses. 

341 

204 The Code Compliance Division more effectively publicize the financial resources 
available to low and moderate-income homeowners in need including publicizing these 
services on the Division’s web site and in publications developed by the Division. 

341 

205 The Planning and Community Development Department should allocate seven (7) 
Code Compliance Officers and Senior Code Compliance Offices to the Quadrennial 
Inspection program, the Code Compliance Program and the Business License 
Inspection Program. 

342 

Chapter 8 - Analysis of the Community Planning Section 
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206 A summarized twenty-four to thirty-six month bar chart schedule should be prepared 
for all projects that have been or will be assigned to the Community Planning Section. 

355 

207 The Community Planning Section should expand its annual work program. 355 
208 The Community Planning Section should complete a project scoping form before 

commencement of a project. 
356 

209 The executive management team of the Planning and Community Development 
Department and the Planning Commission should approve the project-scoping 
document before commencement of a project by the Community Planning Section. 

356 

210 The specific plans that were adopted more than ten years ago should be updated. This 
should include the South Fair Oaks Specific Plan, West Gateway Specific Plan, East 
Pasadena Specific Plan, and Fair Oaks and Orange Grove Specific Plan. 

358 

211 The Planning and Community Development Department should prepare a specific plan 
for the Northwest area of the City. 

358 

212 The Planning and Community Development Department should integrate the 
mandated elements of the General plan into a cohesive single document. 

360 

213 The Planning and Community Development Department should reduce the number of 
General Plan elements by consolidating non-mandated elements, wherever practical, 
into the mandated elements. 

360 

214 The Planning and Community Development Department should update the zoning 
ordinance upon adoption of the updated general plan. 

363 

215 The Community Planning Section should be charged with updating the zoning 
ordinance, in concert with the Zoning Section and the Design and Historic Preservation 
Section. In fact, staff from these two sections should be assigned to work on the team 
from the Community Planning Section that updates the zoning ordinance. 

363 

216 The Community Planning Section should continue to generate the Green City Report 
and the Green City Indicators Report on an annual basis. 

364 

217 The Planning and Community Development Department should develop a program to 
rotate staff between the Zoning and Design and Historical Preservation Sections and 
the Community Planning Section. 

365 

218 The responsibility for the preparation and updating of master plans should be assigned 
to the Zoning Section. 

366 

219 The authorized staffing for the Community Planning Section should be maintained 
given its current work program and address other advanced planning priorities such as 
updating specific plans. 

367 

Chapter 9 - Analysis of the Administration Division 
220 The Planning and Community Development Department should develop a clearly 

written, five-year minimum, Strategic Plan. 
369 

221 The Planning and Community Development Department and the Information 
Technology Department should adopt a service level agreement. 

371 

222 The Planning and Community Development Department should clearly document its 
policies and procedures. 

372 

223 The Planning and Community Development Department should establish a policies 
and procedures committee, consisting of five to seven staff, that includes a 
representation of managers from all divisions. 

372 

224 The Planning and Community Development Department should develop a training plan 
for its employees based upon a needs assessment. 

373 

225 The Planning and Community Development Department should develop goals, 
objectives, and performance measures. 

375 

226 A Management Analyst IV position should be authorized for the Planning and 
Community Development Department, Administration Division. 

377 

227 The Planning and Community Development Department should conduct fee 
comparisons with five to seven other comparable cities in the Los Angeles basin every 

378 
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two years. The comparison should include entitlement fees, construction fees, impact / 
capacity fees, and construction or development taxes. 

228 In considering increasing land entitlement permit fees, the City should consider its total 
costs of fees (entitlement, construction, and impact) and its construction taxes, how the 
totality of these fees compare with its peers. 

379 

229 The City should consider a “revenue neutral” response that increases fees for land 
entitlement permits to increase cost recovery, but proportionately reduces construction 
taxes. 

379 

Chapter 10 - Analysis of Technology 
230 The Planning and Community Development Department should develop a technology 

implementation plan for the acquisition and deployment of the automated permit 
information system. 

381 

231 All of the departments and divisions involved in the development review process should 
be required to utilize the automated permit information system for all aspects of the land 
entitlement ad building permit process. 

388 

232 Modules, applications and reports should be developed within the automated permit 
information system to support the work of these departments and divisions.  

388 

233 Training should be provided to staff for all of the departments and divisions in the use of 
the automated permit information system. 

388 

234 All of the divisions and departments involved in the development review process should 
enter and store their annotations, comments, and conditions in the system 

389 

235 All documents created by staff regarding permits, plan checks, and inspections should 
be archived in the automated permit information system. 

389 

236 Architectural plans should be archived in the automated permit information system once 
the permit is finalized. 

389 

237 The City should utilize the automated permit information system to provide the capacity 
for the public and for applicants to access data through the Internet or for the public and 
applicants to subscribe to information. 

391 

238 The automated permit information system should include the capacity to interface with 
an Interactive Voice Response system. 

392 

239 The City should utilize the automated permit information system to enable applicants to 
apply for simple trade permits via the Internet involving all of what is now an over-the-
counter transaction. 

393 

240 The automated permit information system should have wireless capabilities. 395 
241 The automated permit information system should have an automated workflow capacity. 395 
242 The automated permit information system should have the capacity for online project 

management and collaboration tools. 
396 

243 The automated permit information system should have the capacity to interface with 
GIS. 

396 

244 The Planning and Community Development Department should replace the interactive 
voice response system at the same time as the automated permit information system.  

397 

245 The legacy queuing software used by the Permit Center should be replaced. 398 
246 At the same time that the legacy automated permit information system is replaced, the 

Planning and Community Development Department should also acquire wireless, 
remote, hand-held technology for the Senior Building Inspectors and Building Inspectors 
to assist them with real-time entry of inspection results to the automated permit 
information system. 

398 

Chapter 11 - Analysis of Commissions 
247 The Planning Commission, Design Commission and Historic Preservation Commission 

should each continue conduct annual retreats. 
400 

248 At the first annual retreat, the commissions and the staff of the Planning and Community 
Development Department should define the expectations the commissions have of staff 
and, similarly, what expectations staff has of the commissions. 

400 
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249 The Planning and Community Development Department should use an outside 
facilitator to facilitate the annual retreats. 

400 

250 The Planning Commission, Design Commission, and Historic Preservation Commission 
should hold a joint retreat not less than once every two years. 

400 

251 New Planning Commission, Design Commission, and Historic Preservation Commission 
members should be provided with orientation by the Community Development 
Department. 

402 

252 Planning Commission, Design Commission, and Historic Preservation Commission 
members should be provided with ongoing training of not less than four hours a year. 

402 

253 The members of the Planning Commission, Design Commission, and Historic 
Preservation Commission should be provided with membership in the American 
Planning Association. 

402 

254 The City Council, the Planning Commission, Design Commission, and Historic 
Preservation Commission should conduct joint meetings at least annually. 

404 

255 The Board of Zoning Appeals should be eliminated, and appeals from determinations of 
the Zoning Hearing Officer or Planning Director made to the Planning Commission. 

404 

256 The Environmental Advisory Commission should be eliminated, and the Planning 
Commission assigned responsibility for policy recommendations in support of the City's 
environmental charter and the monitoring and guiding of the Green City Action plan 
assigned to the Planning Commission. 

405 

257 The membership of the Design Review Commission should be reduced from its current 
nine (9) members to five (5) members. 

407 

258 The membership of the Design Review Commission should be modified so that it 
consists of not less than three (3) members should be are licensed architects. The other 
two (2) members should be persons who, as a result of their training and experience are 
qualified to analyze and interpret architectural and site planning information, including, 
but not limited to, licensed landscape architects, urban planners, or engineers. 

407 

Chapter 12 - Analysis of the Plan of Organization 
259 The span of control of the Planning Director should be reduced. The Planning Director 

should only supervise the Deputy Planning Director. 
420 

260 The Deputy Planning Director should be responsible for the day-to-day management of 
the Planning and Community Development Department. This responsibility should 
include the supervision of all of the middle managers of the Planning and Community 
Development Department. 

420 

261 The Permit Center Manager should report directly to the Deputy Planning Director. 420 
262 The Chief Building Official should report directly to the Deputy Planning Director. 420 
263 One (1) of the two (2) Senior Plans Examiner positions, currently vacant, should be 

upgraded to Principal Plans Examiner. This position should function as a leadworker. In 
other words, this position should conduct plan checking, not less than 50% of available 
work hours, and supervise the Senior Plans Examiner, Plans Examiner, and the 
Engineer. This position should report to the Chief Building Official. 

420 

264 The Code Compliance Manager (Building Inspection) should supervise the Senior Code 
Compliance Officers. The Code Compliance program should be fully integrated into the 
Building and Safety Division, and supervised by the Code Compliance Manager 
(Building Inspection). 

421 

265 The Senior Code Compliance Officers, Code Code Compliance Officers, and support 
positions should be transferred from the Code Compliance Division to the Building and 
Safety Division. 

421 

266 The functions currently assigned to the Code Compliance Division should be modified 
or transferred to other divisions in the Planning and Community Development 
Department. The position of Code Compliance Manager within the Code Compliance 
Division should be eliminated, through attrition. 

422 

267 The responsibility for fire plan check and inspection services should be transferred from 422 
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Rec. 
No. Recommendation 

Page 
No. 

the Fire Prevention Bureau, Fire Department to the Building and Safety Division. 
268 One (1) of the civilian inspector positions from the Fire Prevention Bureau should be 

reallocated to the Building and Safety Division to conduct new construction inspections. 
422 

269 The Supervising Plans Examiner and the Senior Plans Examiner positions budgeted in 
the Fire Department should be transferred from the Fire Prevention Bureau to the 
Building and Safety Division and budgeted in that Division. The Supervising Plans 
Examiner should report directly to the Chief Building Official. 

422 

270 The Building Inspector and Senior Building Inspector classifications in the Building and 
Safety Division should be retitled as Building and Fire Safety Inspector and Senior 
Building and Fire Safety Inspector. This should include modification of the knowledge, 
skill and ability requirements and the certification requirements (e.g., ICC Fire Inspector 
I Certification). 

422 

271 The Planning Director and the Fire Chief should develop a written service level 
agreement that clarifies the working arrangement for the provision of fire plan check and 
inspection services by the Building and Safety Division on behalf of the Fire 
Department. 

422 

272 In the short term, the Building and Safety Division should begin cross training of its 
inspection and plan checking staff for the building and the fire codes. This will likely take 
several years, but will enhance the ability of the Division to provide cost effective and 
responsive services. 

422 

273 In the longer-term, the Building and Safety Division should utilize its Building and Fire 
Safety Inspectors and Senior Building and Fire Safety Inspectors as combination 
inspectors responsible for enforcement of building and fire codes. This means one 
building site, one inspector for enforcement of building and fire codes. This can occur 
only after successful completion of training of this staff in fire inspection by professional 
organizations such as the International Code Council, and ongoing training to maintain 
this certification (estimated at 20 CEU hours per year). 

422 

274 In the longer-term, the Building and Safety Division should utilize its plans examiners for 
plan review of building construction plans for building and for fire codes. This cross 
utilization should focus on simpler and smaller building construction plans such as 
single family remodels, tenant improvements, fire sprinkler systems, commercial kitchen 
hoods, etc. This can occur only after successful completion of training of this staff in fire 
plans examining by professional organizations such as the International Code Council, 
and ongoing training to maintain this certification (estimated at 20 CEU hours per year). 

422 

275 The Supervising Plans Examiner and the Senior Plans Examiner positions, currently 
budgeted in the Fire Department, should continue to plan check building permit plans 
for adherence to fire codes. This responsibility should continue until successful 
completion of training by the plans examining staff in the Building and Safety Division in 
fire plans examining. 

422 

276 The responsibility for transportation planning should be reallocated from the 
Transportation Department to the Planning and Community Development Department.  

429 

277 The three staff allocated to transportation planning – a Transportation Services 
Manager, Engineer, and Associate Engineer - should be transferred to the Planning and 
Community Development Department. 

429 

278 In the long run, the three positions a Transportation Services Manager, Engineer, and 
Associate Engineer - should be reclassified within a transportation planner classification 
series to better reflect the role and responsibilities of these positions. 

429 
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2. PROFILE 
 

This chapter presents background information regarding the City of Pasadena, 

the Planning and Community Development Department, and the other city divisions and 

departments involved in the development review process. The chapter includes the 

following: 

• The organizational structures for the Planning and Community Development 
Department and the other divisions and departments involved in the development 
review process; 

 
• The workload and staffing trends where available; and 
 
• The role and responsibilities of staff within the Planning and Community 

Development Department and the other divisions and departments involved in 
the development review process. 

 
The chapter opens with a description of Pasadena. 

 
1. THE CITY OF PASADENA IS THE NINTH LARGEST CITY IN LOS ANGELES 

COUNTY. 
 

In the 2010 Census, Pasadena had a population of 137,122, making it the ninth 

largest city in Los Angeles County. 3  This is an increase of 2.4% from the 2000 Census 

figure of 133,936. 4 

Through the City’s General Plan, most of the city’s growth since 1994 has been 

directed to seven specific plan areas and along major transit corridors. Each specific 

plan area has a cap on the total amount of construction that can occur, or development 

allocation. The geographic areas where the greatest amount of housing unit growth has 

occurred has been the Central District Specific Plan (3,250 units), the Multi-family zoned 

                                            
3 California State Department of Finance, Demographic Research Unit, Census 2010 Demographic 
Profile Summary File, 2011 
4 California State Department of Finance, Demographic Research Unit, Census 2010 Demographic 
Profile Summary File, 2011 
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areas (672 units), the Fair Oaks-Orange Grove Specific Plan (205 units), and the East 

Pasadena Specific Plan (204 units).  

From 1994 to 2010, the City has seen, on average, 254,458 square feet of net-

new, non-residential construction completed every year. The top geographic areas 

where this non-residential growth has occurred include the Central District Specific Plan 

(1,328,329 square feet), the South Fair Oaks Specific Plan (606,879 square feet), the 

Public and Semi-Public zoned areas (469,047 square feet), and the East Colorado 

Specific Plan (373,335 square feet).5 

Since the 1994 General Plan, the Central District experienced greater residential 

and non-residential growth than any other area of the city. Approximately 69% of all 

residential units and 40% of all non-residential square footage built in the city since 

1994 were constructed in the Central District.6 

Pasadena comprises 23 square miles in terms of its land area. 

2. THE PLANNING DIVISION IS AUTHORIZED TWENTY-EIGHT FULL-TIME 
EQUIVALENT POSITIONS. 

 
The Planning Division is responsible for a number of tasks, as identified within 

the fiscal year 2013 budget, including the following: 

Process a variety of developments permits for residential and commercial businesses. 
 
• Facilitates citizen participation in the land use and development review process; 

long-range planning including update of the General Plan, Specific Plans and 
other development regulations. 

 
• Review of development plans for compliance for compliance with City plans, the 

Zoning Code, architectural design review, standards, historic preservation 
regulations and state environmental law  

 

                                            
5 City of Pasadena, General Plan Metrics Report, 2010 
6 City of Pasadena, General Plan Metrics Report, 2010 
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• Provision of staff support to the Planning Commission, Design Commission, 
Historic Preservation Commission, Environmental Advisory Commission (EAC), 
Hearing Officer, the Board of Zoning Appeals, the General Plan Update Advisory 
Commission (GPUAC) and the Open Space and Conservation Committee. 

 
The plan of organization for the Planning Division is presented in an exhibit at the 

end of this chapter (see Exhibit 1). The Division is authorized twenty-eight (28) full-time 

equivalent positions. Important points to note concerning the plan of organization are 

presented below. 

• The Planning Division is organized into three sections: Zoning, Design and 
Historic Preservation and Community Planning. A fourth section was recently 
created on a temporary basis for the General Plan Update. 

 
• The authorized Planning Division staffing by Section is presented in the table 

below. As the table notes, the Division is authorized twenty-eight (28) positions. 
 

Class Title Number of Authorized Positions 
Zoning 13 
Design and Historical Preservation 7 
Community Planning 8 
TOTAL 28 

 
• The authorized Planning Division staffing by classification title is presented in the 

table below. 
 

Class Title Number of Authorized Positions 
Principal Planner 3 
Senior Planner 7 
Planner (which includes Associate Planner and 
Assistant Planner) 

12 

Operations Assistant 1 
Staff Assistant 5 
TOTAL 28 

 
• The Deputy Director of Planning serves as the division-head for the Planning 

Division, and reports to the Planning Director. The Deputy Director of Planning 
manages the Division and supervises three Principal Planners, a Planner, and 
two Staff Assistant IV’s. (The Deputy Director of Planning and the two Staff 
Assistant IV’s are budgeted in the Administration Division, the Planning Division, 
and the Building and Safety Division.) 

 
• Current Planning/Zoning Section. A Principal Planner supervises the Current 

Planning/Zoning Section.  The staff of this Section is responsible for the 
processing of discretionary and administrative permit applications including 
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assuring the applications meet the requirements of the general plan and the 
zoning ordinance, writing the staff reports, and presenting the reports to a 
Hearing Officer and Board of Zoning Appeals. The staff also provides assistance 
at the public counter at the Permit Center.  The staff is only responsible for 
processing those aspects of each application as it concerns the zoning ordinance 
and CEQA. The staff also reviews plan for construction and building alterations 
for zoning code compliance. The section is authorized thirteen (13) positions. 

 
• Design and Historic Preservation Section. A second Principal Planner 

supervises the Design and Historic Preservation Section. The staff of this Section 
reviews plans for construction and building alterations affecting historic 
properties, reviews the design of new development and alterations, conducts 
historic building surveys, carries out environmental reviews in compliance with 
state and federal laws regarding the preservation of historic resources, 
designates properties as historic monuments, landmarks and landmark districts, 
and directs nominations to the National Register of Historic Places.  The staff 
also provides assistance at the public counter at the Permit Center.  The staff is 
only responsible for processing those aspects of each application as it concerns 
to design, historic preservation and CEQA. The Section is authorized seven (7) 
positions. 

 
• Community Planning Section. A third Principal Planner supervises the 

Community Planning Section. The staff of the Section is responsible for 
developing of new plans or updating the City’s existing seven (7) Specific Plans 
that provide more guidance for these particular communities (an eighth Specific 
Plan is currently underway), processing Master Development Plans, Zone 
Change applications and Zoning Code Amendments and is also responsible for 
responding to State mandates such as having a General Plan Housing Element 
and providing a Housing Element Annual Report. The City’s sustainability 
program is also the responsibility of this Section.  The staff also provides 
assistance at the public counter at the Permit Center.  This Section is authorized 
six (6) positions. 

 
• General Plan Update Section. A Planner oversees the General Plan Update 

Section.  This Section is a temporary ad hoc team dedicated to the update of the 
Land Use and Mobility Elements of the City’s General Plan. The update was 
begun in 2009 and is expected to be complete by 2013. This Section is 
authorized two (2) positions. 

 
The roles and responsibilities of the staff assigned to the Planning Division are 

presented in an exhibit at the end of this chapter (see exhibit 2). 

The Planning Division supports a number of commissions as noted below. 
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• Design Commission. A nine-member Design Commission reviews new 
construction and applies adopted design guidelines to development projects 
throughout the City. The Commission reviews exterior alterations, new 
construction, and rehabilitations of historic properties in the Central 
District.  Elsewhere it reviews new construction over certain thresholds (based on 
square footage of new construction and/or location of a project). It also makes 
recommendations to the Planning Commission and City Council about Master 
Plans and Environmental Impact Reports (EIRs) and has authority to call staff-
level design review decisions for review.  The Commission meets the 2nd and 
4th Mondays of every month. 

 
• Planning Commission. The nine-member Planning Commission is the primary 

advisory body to the City Council regarding the General Plan, and the adoption 
or implementation of programs under the Plan, including specific plans, the 
zoning map, zoning regulations, and review of the capital improvements 
program. They also review major commercial projects (over 75,000 square feet 
of new construction).  The commission meets the 2nd and 4th Wednesdays of 
every month. 

 
• Historic Preservation Commission. The nine-member Historic Preservation 

Commission reviews applications for Certificate of Appropriateness for exterior 
alterations and additions, relocations, and demolitions of designated landmarks, 
properties listed in the National Register of Historic Places, buildings in landmark 
districts, and works of the architects Greene and Greene. The Commission also 
makes recommendations to the City Council about designation of historic 
monuments, landmarks and landmark districts and provides comments on 
proposed listings in the National Register of Historic Places of properties in 
Pasadena.  It also provides advisory comments to Planning Commission and City 
Council about Master Plans and EIRs affecting historic resources and has 
authority to call staff-level Certificate of Appropriateness decisions for review.  
The commission meets 1st and 3rd Mondays of every month. 

 
• Hearing Officer. The Hearing Officer is empowered to make decisions with 

regard to Conditional Use Permits, Hillside Development Permits, Variances and 
Subdivision applications and any environmental determination that may be 
necessary in those cases (large commercial projects with over 75,000 square 
feet of new construction are reviewed by the Planning Commission).  The 
Hearing Officer meets the 1st and 3rd Wednesdays of every month. 

 
• Board of Zoning Appeals. The Board of Zoning Appeals has the authority to 

make decisions on appeal cases, any environmental determination, and decision 
from the Hearing Officer, the Zoning Administrator, the Film Liaison, the Planning 
Director, and the Environmental Administrator. The Board is comprised of five (5) 
members of the Planning Commission on a rotating basis. The Board of Zoning 
Appeals meets on the 3rd Wednesday of every month, if necessary. 
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• Environmental Advisory Commission (EAC). The nine (9) member 
Environmental Advisory Commission advises the City Council and makes policy 
recommendations in support of the goals and objectives of the City’s 
Environmental Charter and monitors and guides the Green City Action Plan. This 
commission  serves as a forum for the discussion of environmental issues with 
local, regional, and global impacts. The Commission meets on the 3rd Tuesday 
of every month. 

 
• Open Space and Conservation Committee. Pasadena’s Open Space and 

Conservation Element underwent significant revisions to meet directives 
established by the City Council and community groups. This update 
complements the Green Space, Recreation and Parks Element that was adopted 
in 2007. The City Council established an ad hoc five (5)-member committee to 
oversee the creation of this Element. With the adoption of the Open Space and 
Conservation Element in October of 2011, this committee has been sunsetted. 

 
• General Plan Update Committee (GPUAC). The General Plan Update Advisory 

Committee, an ad hoc committee, is charged with guiding the city’s community 
outreach program and making sure diverse views are woven into the Land Use 
and Mobility Elements update. The Mayor, City Council, the Pasadena Unified 
School District, and the Chamber of Commerce appointed eleven primary 
members and eleven alternates. The committee meets on the first and third 
Thursday of every month.  Once the plan is adopted, it is anticipated the 
committee will be sunsetted. 

 
Over the three-year period from 2009 through 2011, the Planning Division 

processed almost 3,000 permits (see exhibit 3 at the end of this chapter). As the exhibit 

indicates, the largest volume of planning application permits included design review, 

certificates of appropriateness, zoning letters, conditional use permits, and tree 

removals. The largest volume of zoning permits included fences and paving. A 

significant number of temporary use permits were also issued. 

Over the three-year period from 2009 through 2011, the Planning Division 

processed almost 3,000 permits (see exhibit 3 at the end of this chapter). As the exhibit 

indicates, the largest volume of planning application permits included design review; 

certificates of appropriateness; zoning letters; conditional use permits; and tree 
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removals. The largest volume of zoning permits included fences and paving. A 

significant number of temporary use permits were also issued. 

3. THE BUILDING AND SAFETY DIVISION IS AUTHORIZED TWENTY-ONE 
POSITIONS. 
 
The Building and Safety Division provides plan review, permitting and 

construction inspection services to enforce minimum standards to safeguard life and 

safety by regulating and controlling the design, construction, quality of materials, use 

and occupancy, location and maintenance of all buildings and structures.  

The Building and Safety Division also provides accompaniment and technical 

support to Code Compliance and other Planning Sections as requested as well as 

issuing Stop Work Orders at the request of other sections.  The current codes enforced 

by the Division include the following: 

• 2010 California Building Code (Volume 1 & 2); 
 
• 2010 California Residential Code; 
 
• 2010 California Electrical Code (2008 NEC); 
 
• 2010 California Mechanical Code; 
 
• 2010 California Plumbing Code  2010 California Energy Code; 
 
• 2010 California Green Building Standards Code; and 

 
Important points to note concerning the plan of organization of the Building and 

Safety Division are presented below. 

• The Division is organized into four sections: Administration, Building Inspection, 
Plan Check, and Permit Center. 

 
• The authorized Division staffing by Section is presented in the table below. As 

the table notes, the Division is authorized twenty-two (22) positions. 
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Class Title Number of Authorized Positions 

Administration 2 
Building Inspection 6 
Plan Check 4 
Permit Center 9 
TOTAL 21 

 
• The authorized Division staffing by classification title is presented in the table 

below. 
 

Class Title Number of Authorized Positions 
Building Official 1 
Principal Operations Specialist 2 
Code Compliance Manager (Building 
Inspections Supervisor) 1 

Senior Building Inspector 2 
Building Inspector 4 
 Plan Check Engineer 1 
Senior Plans Examiner 2 
Plans Examiner 1 
Management Analyst V (Acting program 
Coordinator III) 1 

Staff Assistant III 2 
Acting Staff Assistant II (Acting as Staff 
Assistant III) 1 

Operations Assistant  2 
Operations Assistant (filled as Acting Staff 
Assistant III) 1 

TOTAL 21 
 

The specific responsibilities are presented below. 

• Plan Check Section. The staff of the Plan Check Section perform residential 
and commercial plan checks for life-safety, structural, electrical, mechanical, 
plumbing, Title-24 energy, Title-24 disabled access, and pertinent municipal code 
and state regulations governing the design and construction of buildings and 
other structures. Participates in Pre-Development Plan Review pre-submittal 
meetings with other departments and applicant(s), as required, and provide pre-
application comments, and conditions.  Reviews Conditional use Permit and 
Variance applications.  The plan check staff is each a certified plans examiner 
with engineering or architectural degree.  There are four (4) positions authorized 
for the Plan Check Section. 

 
• Permit Center. Under the direction of the Building Official, the staff of the Permit 

Center acts as the Department’s liaison for counter windows, monitors budget 
and provides cashiering services for the Department. The Permit Center is also 
responsible for the intake of all plan review applications, routing of plans, 
verifying workers compensation and contractors licenses before issuance of 
building permits, issuing building permits, responding to phone calls from 
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customers, scheduling inspections, maintenance of permit records and plans, 
prepares fee estimates, provides statistical reports, addressing and parcel 
maintenance, etc. Currently this staff is not to be certified as International Code 
Council permit technicians. The Permit Center is open for business from 8:00 am 
to 5:00 pm Monday through Thursday and 8:00 am to 12 noon on Friday. There 
are eight (8) positions authorized for the Section.  In addition, a ninth position that 
provides cashier support is funded by the Finance Department. 

 
• Building Inspection Section. The staff of the Building Inspection Section is 

responsible for building, plumbing, mechanical, and electrical inspections to 
assure code compliance. They also perform final Zoning inspections in 
conjunction with Final Building Inspections except in cases where it is solely 
Zoning Permit or special cases such as City of Gardens projects. The inspection 
staff are classified as Building and Senior Building Inspectors and all perform 
building, plumbing, electrical, mechanical and all other related inspections as 
combination inspectors. There are seven (7) staff allocated to building inspection. 

 
The plan of organization for the Building and Safety Division is presented in an 

exhibit at the end of this chapter (see exhibit 4). It is also relevant to note that the 

Finance Department has assigned a Staff Assistant III to the Permit Center to function 

as a cashier.  

The roles and responsibilities of the staff of the Building and Safety Division are 

presented in an exhibit at the end of this chapter (see exhibit 5). 

Over the three-year period from 2009 through 2011, the Building and Safety 

Division issued a little more than 21,000 building permits (see exhibit 6 at the end of this 

chapter). As the exhibit indicates, the largest volume of building permits issued included 

single trade permits (plumbing, mechanical and electrical) that comprised almost 61% of 

the total permits, minor building permits (e.g., reroof, window replacement, sign, block 

wall, solar, etc.), that comprised almost 20% of the total permits, and building permits, 

that comprised a little more than 17% of the total permits. 
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From 2009 to 2011, the number of building permits issued increased by 19%, but 

60% of this increase occurred in single trade permits and 29% in minor trade permits 

over this three-year period. 

Over the same three-year period, the Building and Safety Division conducted 

almost 92,000 inspections (see exhibit 7 at the end of this chapter). The largest 

proportion of the inspections were building (27% of the total inspection), electrical (20% 

of the total inspections), plumbing (17% of the total inspections), minor building permit 

(11% of the total inspections), and mechanical (11% of the total inspections). Over the 

three-year period from 2009 to 2011, the number of inspections did not vary much 

ranging from a low of 29,997 inspections in 2010 to a high of 31,688 inspections in 

2009, a variance of 5.6%. The valuation of the building permits, however, experienced a 

significant increase in 2011 (see the table below). 

 

$0 

$20,000,000 

$40,000,000 

$60,000,000 

$80,000,000 

$100,000,000 

$120,000,000 

$140,000,000 

$160,000,000 

$180,000,000 

$200,000,000 

2009 2010 2011 

Bulding Permit Valuation By Year 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group  Page 46 

As the chart indicates, the valuation of building permits increased substantively in 2011 

– 96% more than 2010 and 75% more than 2009. 

4. THE CODE COMPLIANCE DIVISION IS AUTHORIZED FOURTEEN 
POSITIONS. 

 
The Code Compliance Division is responsible for promoting and maintaining 

standards to preserve and enhance the quality of life in the City by ensuring compliance 

with various regulations including building, land use, and property maintenance. The 

Division provides multi-family rental inspection, housing inspection of single-family 

properties that are for sale, and nuisance abatement.  

Important points to note regarding the service delivery by the Division are 

presented below. 

• The Division has divided the City into nine (9) geographical zones and assigned 
a Code Compliance Officer or Senior Code Compliance Officer to each of these 
zones. 

 
• The Division has developed weighted workload for each of the various work 

activities performed by the Division. 
 
• The Division provides a number of services in support of the Planning Division 

and the Building and Safety Division in issuing citations including inspection of 
the the close of escrow occupancy permit, expired building permits, new or 
renewed business licenses, etc. 

 
• The multi-family rental inspections are performed on a four-year cycle (hence the 

name Quadrennial Inspections). These inspections are assigned to a Code 
Compliance Officer or Senior Code Compliance Officer based upon a workload 
assessment. 

 
• The housing inspection of inspections associated with the Occupancy Inspection 

Program (single family homes, duplexes, and condominiums at the time of sale 
or at the time of a change of occupancy) are assigned to a Code Compliance 
Officer or Senior Code Compliance Officer based upon a rotating daily basis. 

 
• Business licenses are assigned on a rotating basis to a Code Compliance Officer 

or Senior Code Compliance Officer. 
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• Business license applications (new and renewals) and home occupation permits 
are routed – hard copy - to the Code Compliance Division by the Treasury and 
Cash management Division, Finance Department, which serves as intake for 
these permits. 

 
The authorized Division staffing by classification title is presented in the table 

below. 

Class Title Number of Authorized Positions 
Code Compliance Manager 1 
Senior Code Compliance Officer 3 
Code Compliance Officer 6 
Staff Assistant 4 
TOTAL 4 

 
The plan of organization for the Code Compliance Division is presented in an 

exhibit at the end of this chapter (see exhibit 8). The roles and responsibilities of the 

staff of the Division are presented in an exhibit at the end of this chapter (see exhibit 9). 

Over the three-year period from 2009 through 2011, the Division conducted 

almost 37,000 inspections (see exhibit 10 at the end of this chapter). The largest 

proportion of the inspections were code complaint tracking inspections and re-

inspections, primarily code compliance inspections, that represent 56% of the total 

inspection; and code compliance inspections and re-inspections, primarily Business 

License inspections and Occupancy Inspection Program inspections and re-inspections, 

that represent 40% of the total inspections. The number of inspections decreased over 

this three year period by 33% from 15,242 inspections in 2009 to 10,162 inspections in 

2011. The most significant decrease occurred in code complaint inspections and re-

inspections, code compliance quality control inspections, and home occupation 

inspections. Conversely, the number of Quadrennial units inspected increased by 24% 

during this same three-year period from 5,385 units in 2009 to 6,668 units in 2001 
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(although the number of units decreased in 2010 and was 40% less than 2009 and 51% 

less than 2011). 

5. THE FIRE PREVENTION BUREAU, FIRE DEPARTMENT ALLOCATES 
THREE POSITIONS TO LAND ENTITLEMENT PERMIT AND THE BUILDING 
PERMIT PLAN CHECK AND INSPECTION. 

 
The Fire Prevention Bureau is managed by the Deputy Fire Chief / Fire Marshal. 

The goal of the Bureau is to reduce the likelihood of fire, burns, and environmental 

emergencies and to mitigate the potential severity of those events that do occur. The 

Bureau accomplishes this goal through plan review; inspections of buildings and 

premises; hazardous vegetation mitigation; monitoring and regulating the storage, 

handling and use of hazardous materials; preparing and revising laws and codes; public 

education; fire investigation; and the enforcement of fire and hazardous materials 

regulations. The Bureau has co-located its plan check staff with the Building and Safety 

Division. 

The Bureau’s responsibilities, as it pertains to plan review and inspection of land 

entitlement permits and building permits, are presented in the paragraphs below. 

• Enforce the California Fire Code, the California Building Codes, and California 
Code of Regulations Title 19 by plan checking building permits and land 
entitlement permits. The plan checking includes such aspects as fire access, fire 
resistance, panic hardware, exits, emergency lighting, exit paths for assembly, 
mechanical for ventilation, electrical for secondary power, fire sprinklers, fire 
alarms, wet / dry chemical systems, etc. 

 
• Provide Permit Center building permit plan check to ensure compliance with Fire 

Codes and Building Codes related to “life / safety” directives.  The Bureau has an 
office at the Permit Center and its plan checkers are available to meet with the 
public and review plans when the Permit Center is open.  

 
• Participate in Predevelopment Plan Review pre-submittal meetings with other 

departments and applicant(s), as required, and provide pre-application 
comments and conditions.  
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The authorized staffing in the Fire Prevention Bureau for land entitlement and 

building permit plan check and inspection by classification title is presented in the table 

below. These three (3) positions are non-sworn. 

Class Title Number of Authorized Positions 
Supervising Fire Plans Examiner 1 
Plans Examiner 1 
Fire Inspector 1 
TOTAL 3 

 
The roles and responsibilities of the three staff of the Fire Prevention Bureau who 

are assigned to land entitlement and building permit plan check and inspection are 

presented in an exhibit at the end of this chapter (see exhibit 11). 

6. THE ENGINEERING SERVICES SECTION, THE DEPARTMENT OF PUBLIC 
WORKS, ALLOCATES TWO POSITIONS TO LAND ENTITLEMENT PERMIT 
AND THE BUILDING PERMIT PLAN CHECK AND INSPECTION. 

 
The Engineering Services Section, Engineering Division, of the Department of 

Public Works is responsible for permit administration and inspection for all activities 

within the public right of way. All work within the public right of way requires separate 

permit(s) issued by the Department of Public Works. This includes streets, sidewalk, 

parkway, drive approach, curb, gutter, and in some cases, public easements granted to 

the City within private property. The general types of permits issued by the Section 

include, but are not limited to, the following: 

• News Rack Permit; 
 
• Public Improvement Permit; 
 
• Sidewalk Dining Permit; 
 
• Street and/or Sidewalk Occupancy Permit; 
 
• Block Party Permit; 
 
• City Hall Courtyard Rental; 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group  Page 50 

 
• Tree Maintenance Permit; 
 
• Utility Excavation Permit; 
 
• Wide Load / Heavy Equipment Travel Permit; and 
 
• House Move Permit. 
 

The specific responsibilities of Section are presented below. 

• Review land entitlement permit applications including tentative maps, use 
permits, variances, etc., for grading, drainage, site improvements (i.e., streets, 
sidewalks, curb and gutter), National Pollutant Discharge Elimination System 
(NPDES) best management practices and access, and developing 
recommended conditions of approval. 

 
• Plan check final maps and improvement plans for conformance with Public 

Works Department standard specifications. 
 
• Plan check building permit plans for compliance with engineering conditions of 

approval including grading, drainage, easements, compliance with NPDES best 
practices, and on-site and off-site improvements 

 
• Issue encroachment permits for construction in the City right-of-way, excavation 

permits, driveway permits, etc.  
 
• Participate in Pre-development Plan Review pre-submittal meetings with other 

departments and applicant(s), as required, and provide pre-application 
comments and conditions.  

 
The Engineering Services Section does not allocate any of the positions 

responsible for permit administration and inspection within the public right of way to the 

Permit Center on a regular, ongoing basis. 

The authorized staffing in the Section for land entitlement and building permit 

plan check and inspection by classification title is presented in the table below.  

Class Title Number of Authorized Positions 
Principal Engineer 1 
Engineer 1 
Associate Engineer 1 
Senior Engineering Aide 1 
Engineering Aide 1 
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Class Title Number of Authorized Positions 
Operations Assistant 1 
TOTAL 6 

 
These two (2) positions are part of the six (6) authorized positions assigned to 

the Section. The roles and responsibilities of the staff of the Section that assigned to 

land entitlement and building permit plan check and inspection are presented in an 

exhibit at the end of this chapter (see exhibit 12). The 2011 workload for the section is 

portrayed in the table below. 

Type of Permit / Workload Activity Number of Permits / Activity 
Development 
Plan reviews 387 
Final sign offs 466 
Conditions set 57 
Land and Property   
Street Vacations completed 2 
Easements completed 18 
License agreements completed 4 
Tract Maps  4 
Parcel Maps 2 
Conditional Use Permits 86 
Centerline Ties 4 
Permits 
General occupations 356 
Courtyard events 23 
Oversize load 345 
House moves 4 
Sidewalk dining(new) 12 
Sidewalk dining(renewal) 38 
Water 146 
Power 62 
ATT 49 
Other telecommunication permits 80 
Gas Company 152 
Filming  36 
Special Event (PW) 88 
Special Event (SE) 53 
Industrial waste 5 
Bid packages/public counter/phones 1,146 
Miscellaneous 
Claims/Request for Records 57 
Public information requests 467 
Sundries opened/closed 157 
Sundry closures 244 
Interdepartmental requests 489 
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7. THE TRANSPORTATION PLANNING AND DEVELOPMENT DIVISION, 
TRANSPORTATION DEPARTMENT ALLOCATES TWO POSITIONS TO 
LAND ENTITLEMENT PERMIT AND THE BUILDING PERMIT PLAN CHECK 
AND INSPECTION. 

 
The overall role of the Transportation Planning and Development Division in the 

building permit and land entitlement process is to review land entitlement permit 

applications for layout and design of streets and sidewalks, traffic control, and 

recommend conditions of approval to the Planning Division. This Section also reviews 

building permit applications to assure conformance with the Division’s conditions of 

approval and mitigation measures cited in land entitlement permits.  

The specific duties of the Division, as it pertains to land entitlement and building 

permit plan check and inspection, include the following: 

• Manage the preparation of traffic impact studies by traffic engineering 
consultants and the Division’s own staff including the development of mitigation 
measures; 

 
• Participate in Predevelopment Plan Review pre-submittal meetings with other 

departments and applicant(s), as required, and provide pre-application 
comments and conditions;  

 
• Evaluate land entitlement permit applications including tentative maps, use 

permits, variances, final maps / improvement plans, etc., to assess the project’s 
impact on parking services, the amount of pedestrian traffic or bike use, the 
traffic impact on adjacent neighborhoods and / or on de-emphasized streets, the 
impacts on transit corridors, the impact on multimodal corridors, the compliance 
with the requirements of the City's Trip Reduction Ordinance, and recommend 
conditions of approval; and 

 
• Plan check building permit plans for conformance with land entitlement permit 

conditions of approval that were recommended by the Division. 
 

The Transportation Planning and Development Division does not allocate any of 

the positions responsible for the building permit and land entitlement process to the 

Permit Center on a regular, ongoing basis. 
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The authorized staffing in the Division for land entitlement and building permit 

plan check and inspection by classification title is presented in the table below.  

Class Title Number of Authorized Positions 
Transportation Manager 1 
Engineer 1 
Associate Engineer 1 
TOTAL 3 

 
The roles and responsibilities of the Division staff that assigned to land 

entitlement and building permit plan check and inspection are presented in an exhibit at 

the end of this chapter (see exhibit 13). 

8. THE WATER AND POWER DEPARTMENT ALLOCATES TEN STAFF TO THE 
BUILDING PERMIT AND LAND ENTITLEMENT PROCESS. 

 
The role of the Utility Service Planning Unit, Power Delivery Business Unit, Water 

and Power Department in the building permit and land entitlement process is to review 

land entitlement permits and building permit plans for both utilities: water and power. 

The specific responsibilities of the Utility Service Planning Unit, Power Delivery 

Business Unit, Water and Power Department, as it pertains to the land entitlement and 

building permit process, are presented below. 

• Review land entitlement permit applications including conditional use permits, 
easements, street vacations, tentative maps, etc. in terms of their impact on 
electrical loads,  

 
• Plan check building permit plans including electrical service drawings (site plan, 

elevation plans, line diagram, load schedules, main switch size, etc.), plumbing 
plans, public utility easements, etc., for compliance with Regulation 21, standards 
for backflow prevention devices, fire flow and water pressure, etc.  

 
• Participate in Predevelopment Plan Review pre-submittal meetings with other 

departments and applicant(s), as required, and provide pre-application 
comments and conditions including an electrical load analysis and water 
pressure analysis.  
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The Utility Service Planning Unit, Power Delivery Business Unit, Water and 

Power Department does not allocate any of the positions responsible for the building 

permit and land entitlement process to the Permit Center on a regular, ongoing basis. 

The Unit is authorized ten (10) staff. The roles and responsibilities of this staff are 

presented in an exhibit at the end of this chapter (see Exhibit 14). 

The authorized staffing in the Division for land entitlement and building permit 

plan check and inspection by classification title is presented in the table below.  

Class Title Number of Authorized Positions 
Principal Electrical Engineer 1 
Electrical Engineer 3 
Engineering Aide 3 
Utility Services Planner Supervisor 1 
Senior Utility Service Planner 1 
Utility Service Planner 1 
TOTAL 10 

 
The roles and responsibilities of the two staff of the Division who are assigned to 

land entitlement and building permit plan check and inspection are presented in an 

exhibit at the end of this chapter (see exhibit 14). 

9. THE POLICE DEPARTMENT CONDUCTS REVIEWS ONLY CONDITIONAL 
USE PERMITS PERTAINING TO APPLICATIONS TO SELL ALCOHOLIC 
BEVERAGES. 

 
Conditional use permits are routed to the Criminal Investigations Division, Police 

Department. Police Officers assigned to that Division conduct background research on 

those types of conditional use permits, those pertaining to establishments selling 

Alcoholic Beverages. The Police Department will conduct neighborhood canvases, 

research regarding the criminal activity and background of the applicant, etc. This 

evaluation of these conditional use permits, those pertaining to establishments selling 
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Alcoholic Beverages, is an “other related duty” of the Police Officers assigned to the 

Criminal Investigation Division. 

10. THE HOUSING DEPARTMENT IS PRIMARILY INVOLVED 
PREDEVELOPMENT PLAN REVIEW APPLICATION PROCESS. 

 
The Housing Department is involved in the building permit and land entitlement 

process in limited amounts. The Department is primarily involved in the Pre-

Development Plan Review process to assure that residential and mixed use projects 

include a share of housing that is affordable to low and moderate-income households. 

The requirements apply to projects of ten or more units. The ordinance requires that 

15% of newly constructed units be affordable. 

However, the Housing Department also discusses with applicants for residential 

and mixed-use projects of ten or more units the requirements for design, landscaping, 

etc. for these low and moderate-income households. 

Building permits and land entitlement permits are not routinely routed to the 

Housing Department. However, the Housing Department does receive tentative 

subdivision maps and Predevelopment Plan Review permits. The Housing Department 

plan checks building permit plans for residential and mixed use projects of ten or more 

units to assure that the application meets the Department’s conditions of approval, and 

that the requirements for design, landscaping, etc. for these low and moderate-income 

households are met. 

The Housing Department estimates that it receives one application on a monthly 

basis. 
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11. THE ENVIRONMENTAL HEALTH SERVICES DIVISION IS NOT A 
SIGNIFICANT PARTICIPANT IN THE DEVELOPMENT REVIEW PROCESS IN 
TERMS OF WORKLOAD. 
 
The Environmental Health Services Division is responsible for improving the 

environmental quality of life and the health of Pasadena residents through education 

and protection of the environment. The staff of the Division are responsible for enforcing 

California Health and Safety Codes and Municipal Codes related to all food facilities, 

street food vendors, public swimming pools, noise control and vector control. The staff 

of the Division also work with the Pasadena Humane Society to ensure animal and 

rabies control. 

The development review process represents a minor aspect of the Division’s 

workload. For example, the Division is only routed approximately 13% of all building 

permit plans for plan checking. The Division is primarily involved in the development 

review process as it pertains to food market retail, food processor, wells, swimming 

pools / spas (multi-family), miscellaneous food storage (e.g., food vehicle / cart), etc. 

However, the Division is an essential member of the process as it pertains to plan check 

and permitting of new or remodeled food service establishments. 

The Division is authorized a little more than seven (7.39) full-time equivalent 

positions. 

The number of initial inspections (excluding follow-up inspections) conducted by 

the Division (as reported by the Division) are presented in the table below. 
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Type of Inspection 2009 2010 2011 

Vector Control  367   403   243  
Food Complaints  146   158   132  
Food Inspections  1,863   2,077   1,935  
Noise Control  30   33   29  
General Environmental Health Complaints  88   113   104  

TOTAL  2,494   2,784   2,443  
 
As the table indicates, 85% of the inspection workload of the Division involves food 

inspections and food complaint inspections, primarily relating to the Division’s statutory 

responsibility to inspect restaurants in accordance with the California Health and Safety 

Code. 
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Exhibit 1 (1) 
 

Plan of Organization 
of the Planning Division 

 
 
 

Plan of Organization of the Zoning Section 
 
 

 
 
  

Principal  
Planner (1) 

Senior Planner (3) 

Planner (3) Associate Planner 
(3) Assistant Planner (1) 

Staff Assistant (2) 
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Exhibit 1 (2) 
 

 
Plan of Organization of the Design and Historic Preservation Section 

 
 
 
 

 
  

Principal Planner (1) 

Senior Planner (2) Planner (1) Assistant Planner (1) 

Staff Assistant (1) Operations Assistant (1) 
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Exhibit 1 (3) 
 

 
Plan of Organization of the Community Planning Section 

 

 
  

Principal Planner (1) 

Senior Planner (2) Associate Planner (1) Planner (1) Assistant Planner (1) 

Staff Assistant (2) 
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Exhibit 2 (1) 
 

Roles and Responsibilities of the  
Staff of the Planning Division 

 
Staffing By Classification Roles and Responsibilities 

Zoning 
Principal Planner 1 • Reports to the Deputy Director of Planning. 

• Supervises a team of 10 case planners and 2 staff assistants, 
including performance reviews, workload balancing, monitoring 
deadlines, coaching, training and review of work. 

• Reviews staff recommendations and provides agenda direction 
for Hearing Officer meetings. 

• Reviews staff case reports to the Board of Zoning Appeals and 
revised/edits accordingly prior to finalization.  Attends meetings 
and provides agenda preparation and meeting support for the 
Board. 

• Reviews presentations for City Council meetings and makes 
presentations for non-senior staff planners.  

• Resolves customer complaints when issues arise.  Interprets 
the zoning code for staff planners when issues arise. 

Senior Planner 2 • Reports to the Principal Planner. 
• Supervises a team of case planners and support staff including 

performance reviews, workload balancing, monitoring 
deadlines, coaching, training and review of work. 

• Completes final review of Hearing Officer agenda packet. 
• Assigns workload to case planners.  
• Assists staff in organizing Preliminary Project Reviews.  
• Coordinates planning related activities with other City 

Departments and Commissions, with outside agencies and 
nearby jurisdictions. 

• Confers with and advises architects, builders, contractors, 
engineers and the general public regarding City development 
policies and standards. 

• Prepares presentations for the City Council, Planning 
Commission and other Commissions and bodies. 

• Resolves customer complaints when issues arise.  Interprets 
the zoning code for staff planners when issues arise. 

Senior Planner (CEQA) 1 • Reports to the Principal Planner. 
• Supervises a team of 3 case planners and 1 support staff 

person including performance reviews, workload balancing, 
monitoring deadlines, coaching, training and review of work. 

• Allocated an estimated 55% of time performing the senior 
planner roles and responsibilities outlined above.   

• Serves as the CEQA expert for the Department and city. 
Allocates an estimated 45% of time to CEQA (with that time 
evenly split for the Department and rest of city). 

• Reviews assignments and trains planner that provides CEQA 
support. 

• Reviews all Initial Environmental Studies and Environmental 
Impact Reports (EIRs).  

• Maintains master list of qualified CEQA consultants, 
coordinates CEQA related staff training and manages the city’s 
environmental guidelines and administrative procedures.   
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Exhibit 2 (2) 
 

Staffing By Classification Roles and Responsibilities 
Zoning (Cont’d) 
Planner 2 • Reports to the Principal Planner and a Senior Planner. 

• Reviews staff reports and agenda for Hearing Officer meetings 
and serves as the acting Zoning Administrator at Hearing 
Officer meetings. 

• Coordinates minor assignments such as zoning letter and plan 
checks.  

• Work two half-day shifts (per week) on the public counter / 
public phones.  Assists the general public in discussing 
proposed land-use and how ordinances and regulations impact 
property.  This includes pre-application review of proposal 
regarding: interpreting zoning codes; determining if variances, 
or conditional use permits are needed, etc. 

• Manage assigned land entitlement cases, and processes cases 
related to subdivisions, conditional use permits, variances, 
Preliminary Project Review, etc. 

• Conduct plan checks for zoning clearance for building permits 
• Review and issue tree removal permits (work rotated among the 

sections) and other smaller project requests. 
• Prepares reports and oral presentations to the Hearing Officer, 

Planning Commission and other Commissions and bodies. 
Planner (CEQA support) 1 • Reports to the Principal Planner and Senior (CEQA) 

• Work two half-day shifts (per week) on the public counter / 
public phones.  Assists the general public in discussing 
proposed land-use and how ordinances and regulations impact 
property.  This includes pre-application review of proposal 
regarding: interpreting zoning codes; determining if variances, 
or conditional use permits are needed, etc. 

• Allocated an estimated 70% of time doing zoning case work. 
• Maintains counter / phones schedule.  
• Manage assigned land entitlement cases, and processes cases 

related to subdivisions, conditional use permits, variances, 
Preliminary Project Review, etc. 

• Conduct plan checks for zoning clearance for building permits 
• Review and issue tree removal permits (work rotated among the 

sections) and other smaller project requests. 
• Prepares reports and oral presentations to the Hearing Officer, 

Planning Commission and other Commissions and bodies.  
• Serves as an additional CEQA expert for the Department.  

Allocates an estimated 30% of time to CEQA. 
• Reviews and signs Notice of Exemptions for the Department 

and other City departments 
• Reviews City Council reports prepared by other City 

departments as it pertains to CEQA language. 
• Manages the selection of environmental consultants. 
• Serves as an additional CEQA expert for the Department.  

Allocates an estimated 30% of time to CEQA. 
• Reviews and signs Notice of Exemptions for the Department 

and other City departments 
• Reviews City Council reports prepared by other City 

departments as it pertains to CEQA language. 
• Manages the selection of environmental consultants.   
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Exhibit 2 (3) 
 

 

Staffing By Classification Roles and Responsibilities 
Zoning (Cont’d) 
Planner (Associate Planner) 3 • Reports to the Principal Planner and a Senior Planner. 

• Work two to three half-day shifts (per week) on the public 
counter / public phones.  Assists the general public in 
discussing proposed land-use and how ordinances and 
regulations impact property.  This includes pre-application 
review of proposal regarding: interpreting zoning codes; 
determining if variances, or conditional use permits are needed, 
etc. 

• Processes land entitlements cases for small to medium projects 
including coordinating reviews within the Section, with other 
Sections, City Departments and outside Agencies. Prepares 
reports / environmental documents on items such as 
Conditional Use Permits, Variances and Subdivisions that go to 
the Hearing Officer, the Board of Zoning Appeals, Planning 
Commission and other public meetings, and presents cases at 
meetings. 

• Conduct plan checks for zoning clearance for building permits 
• Completes zoning letters as assigned (e.g., allowed non-

conforming rebuild, allowed uses, other ordinance 
interpretations). 

• Reviews and issues tree removal permits (work rotated among 
the sections), alternative paving and other smaller project 
requests. 

• Prepares reports and oral presentations to Hearing Officer, 
Planning Commission and other Commissions and bodies. 

Planner (Assistant Planner) 1 • Reports to the Principal Planner and a Senior Planner. 
• Work two to three half-day shifts (per week) on the public 

counter / public phones.  Assists the general public in 
discussing proposed land-use and how ordinances and 
regulations impact property.  This includes pre-application 
review of proposal regarding: interpreting zoning codes; 
determining if variances, or conditional use permits are needed, 
etc. 

• Processes land entitlements cases for small to medium projects 
including coordinating reviews within the Section, with other 
Sections, City Departments and outside Agencies. Prepares 
reports / environmental documents on items such as 
Conditional Use Permits, Variances and Subdivisions that go to 
the Hearing Officer, the Board of Zoning Appeals, Planning 
Commission and other public meetings, and presents cases at 
meetings. 

• Conduct plan checks for zoning clearance for building permits 
• Completes zoning letters as assigned (e.g., allowed non-

conforming rebuild, allowed uses, other ordinance 
interpretations). 

• Reviews and issues tree removal permits (work rotated among 
the sections), alternative paving and other smaller project 
requests. 

• Prepares reports and oral presentations to Hearing Officer, 
Planning Commission and other Commissions and bodies. 
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Exhibit 2 (4) 
 

 
  

Staffing By Classification Roles and Responsibilities 
Zoning (Cont’d) 
Staff Assistant 2 • Reports to the Principal Planner and a Senior Planner. 

• Serve as recording secretary for the Hearing Officer and the 
Board of Zoning Appeals. 

• Prepares and assemble Hearing Officer and Board of Zoning 
Appeals agenda packets including public notices, posting 
agendas, etc. 

• Prepares the minutes of the Hearing Officer and the Board of 
Zoning Appeals meetings, and updates Tidemark regarding the 
results of the meetings. 

• Prepare decision letters for Hearing Officer and the Board of 
Zoning Appeals meetings, and edits the letter upon review by 
the case planner. 

• Routes zoning cases to various departments for comment. 
• Publish documents to the Section’s web page. 

Design and Historic Preservation 
Principal Planner 1 • Reports to the Deputy Director of Planning.  

• Supervises a team of 4 case planners and 2 staff assistants, 
including performance review, workload balancing, monitoring 
deadlines, coaching, training and review of work. 

• Assigns workload, in “team concept” organizational structure, to 
Senior Planners, Planners, and Associate Planners. 

• Attends meetings and manages agenda preparation and 
meeting support for the Design Commission and the Historic 
Preservation Commission. 

• Reviews staff case reports prepared by staff for the Design 
Commission and the Historic Preservation Commission and 
supplementary documentation—based on assignment-type-- 
and revises/edits accordingly prior to finalization. 

• Reviews decision letters. 
• Reviews reports and presentations for City Council meetings 

and makes presentations for non-senior staff planners.  
• Manages problem solving and makes determination on 

borderline issues.  Resolves customer complaints when issues 
arise.   
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Exhibit 2 (5) 
 

 
  

Staffing By Classification Roles and Responsibilities 
Design and Historic Preservation  (Cont’d) 
Senior Planner 1 • Reports to the Principal Planner 

• Manage assigned design review cases with responsibility for 
approximately 95% of the design review cases processed by the 
Division, including coordinating reviews within the Section, with 
other Sections, City Departments and outside Agencies. 
Prepares reports for the Design Commission, and presents 
cases at meetings of the Commission. 

• Attends meetings and provides staff support for the Design 
Commission. 

• Reviews design review staff reports and decision letters of case 
planners. 

• Advises development community, department staff regarding 
design and development concepts. 

• Field verifies compliance with the conditions of approval for 
design review applications processed. 

• Works one half-day shift (per week) at the public counter / public 
phones. 

• Manages and/or prepares comments for Preliminary Project 
Review applications. 

• Prepares reports, PowerPoint presentations and oral 
presentations to the City Council, Design Commission and other 
Commissions and bodies. 

Senior Planner 1 • Reports to the Principal Planner. 
• Provides staff support for the Historic Preservation Commission 

(attends all meetings)  
• Work one half-day shift (per week) on the public counter / public 

phones.  Assists the general public in discussing proposed land-
use and how ordinances and regulations impact property.  This 
includes pre-application review of proposal to determine if 
applications for Certificate of Appropriateness (COA) or design 
review are required. 

• Processes applications for COA for historic structures, design 
review, landmark/historic monument/landmark district 
designation.  Prepares & presents reports to the Design 
Commission and Historic Preservation Commission where 
required. 

• Manages major projects (e.g. Ambassador West). 
• Manages and/or prepares comments for Preliminary Project 

Review applications. 
• Field verifies compliance with the conditions of approval for 

design review application processed. 
• Prepares reports and presentations to the City Council, Historic 

Preservation Commission and other Commissions and bodies. 
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Exhibit 2 (6) 
 

 
  

Staffing By Classification Roles and Responsibilities 
Design and Historic Preservation (cont’d) 
Planner 1 • Reports to the Principal Planner. 

•  Manages City’s Mills Act Program (protecting historic properties 
in exchange for reduced property tax rates), reviewing work 
programs for properties, making annual inspections, reviewing 
contracts between the City and the respective property owners. 

• Processes applications for Certificate of Appropriateness, 
landmark/historic monument/landmark district designations, 
design review of minor-intermediate projects, relief from the 
replacement building permit requirement. 

• Work two half-day shifts (per week) on the public counter / 
public phones.  Assists the general public in discussing 
proposed land-use and how ordinances and regulations impact 
property.  This includes pre-application review of proposal to 
determine whether applications for Certificate of 
Appropriateness or design review are required. Reviews plan 
checks to determine if design or historic preservation review is 
required.  

• Prepares and presents reports to the Design Commission and 
the Historic Preservation Commission  

• Administers the City’s Certified Local Government (CLG) 
Program  

• Maintains City requirements for CLG status including applying 
for and managing CLG grants, supervising consultants in this 
area, developing historic surveys for properties and National 
Register nominations. 

 • Assists a Senior Planner with the City’s Mills Act Program. 
• Reviews and issues tree removal permits.   
• Maintains public information including CHRID (online database 

of historic properties), brochures and websites, GIS maps. 
• Manages and/or prepares comments for Preliminary Project 

Review applications.   
• Provides comments to zoning for all routed applications. 
• Field verifies compliance with conditions of approval for design 

review applications processed. 
• Administers the application process for New Mills Act    
• Works with a subcommittee of the Historic Preservation 

Commission each spring to develop property nominees and 
winners for the City’s Annual Preservation Awards 

• Prepares reports and presentations for the Design Commission, 
Historic Preservation Commission and other commissions and 
bodies. 
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Exhibit 2 (7) 
 

 

Staffing By Classification Roles and Responsibilities 
Design and Historic Preservation (cont’d) 
Planner (Assistant Planner) 1 • Works two to three half-day shifts (per week) on the public 

counter / public phones.  Assists the general public in discussing 
proposed land-use and how ordinances and regulations impact 
property.  This includes pre-application review of proposal to 
determine whether applications for Certificate of 
Appropriateness or design review are required. Reviews building 
permit plans to determine if design or historic preservation 
review is required; determines if variances, or conditional use 
permits are needed, etc. 

• Prepares and presents reports for the Historic Commission. 
• Processes applications for Certificate of Appropriateness, 

design review (minor projects) & landmark designation. 
• Assists in the administration of the City’s Certified Local 

Government Program (CLG) under the auspices of the State 
Office of Historic Preservation.   

• Reviews and issues tree removal permits (work rotated among 
this section). 

• Field verifies compliance with the conditions of approval for 
design review applications processed. 

• Prepares reports, PowerPoint presentations and oral 
presentations to the Design Commission, Historic Preservation 
Commission and other Commissions and bodies. 

Staff Assistant 2 • Reports to the Principal Planner. 
• Serve as recording secretary for the Design Commission and 

the Historic Preservation Commission. 
• Prepare and assemble Design Commission and the Historic 

Preservation Commission agenda packets including public 
notices, posting agendas, etc. 

• Prepares the minutes of the Design Commission and the 
Historic Preservation Commission meetings, and updates 
Tidemark regarding the results of the meetings. 

• Prepare decision letters for Design Commission and the Historic 
Preservation Commission meetings, and edits the letter upon 
review by the case planner. 

• Process applications for Mills Act including checking the 
application for completeness, drafting contracts, delivering the 
contracts to the County Assessor for recording, etc. 

• Publish documents to the Section’s web page. 
• Manages logistics for annual Historic Preservation Awards.  
• Inputs plan checks applications 
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Exhibit 2 (8) 
 

 
  

Staffing By Classification Roles and Responsibilities 
Community Planning 
Principal Planner  1 • Reports to the Deputy Director of Planning. 

• Supervises a team of 3 case planners 1 staff assistants, 
including performance review, workload balancing, monitoring 
deadlines, coaching, training and review of work. 

• This position is responsible for the overall management of long 
range planning projects (e.g. Specific Plans) and sustainability 
programs. Responsibilities include ensuring that projects are 
moving forward and being accomplished, assigning work, 
developing project plan budgets, project monitoring, etc. 

• Prepares the annual work program for the Section. 
• Manages the processing of Master Development Plans. A total 

of 21 master Development Plans have been prepared for the 
City. 

• Manage the processing of Zone Change applications and 
Zoning Code Amendments. 

• Provide staff support to the Planning Commission and the 
Environmental Advisory Commission (EAC). 

Senior Planner 2 • Reports to the Principal Planner. 
• Projects include preparation of new and updating existing 

specific plans, general plan updates, zoning ordinance 
amendments, data analysis, zone changes and general plan 
map amendments etc. 

• Specific tasks within projects include project management, 
planning, community outreach, adoption and implementation, 
etc. 

• Process Master Development Plan applications including 
updates to the plans. A total of 21 Master Development Plans 
have been prepared for the City.  

• Conduct plan checks for zoning clearance for building permits 
issued for Master Plans. 

• Case manager for PPR applications. 
• Process tree removals requests. 
• Work one to two half-day shifts (per week) on the public counter 

/ public phones.  Assists the general public in discussing 
proposed land-use and how ordinances and regulations impact 
property.  This includes pre-application review of proposal 
regarding: interpreting zoning codes; determining if variances, or 
conditional use permits are needed, etc. 

• Coordinating work with Public Works Department staff to apply 
for a public benefit conveyance of the Desiderio Army Reserve 
Center to the City. Coordinating the Predevelopment Plan 
Review application for housing component of the reuse plan. 

• Review the City’s Annual Capital Improvements Plan, and 
prepare General Plan consistency findings for the CIP Planning 
Commission Subcommittee and the Planning Commission. 

• Oversee sustainability program including completing a 
greenhouse gas (GHG) emissions inventory, a climate action 
plan and other green initiatives.   

Planner  1 
Planner (Associate Planner)  1 
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Staffing By Classification Roles and Responsibilities 
Community Planning (Cont’d) 
   
Staff Assistant 1 • Reports to the Principal Planner. 

• Serve as recording secretary for the Environmental Advisory 
Commission (EAC) and the Planning Commission. 

• Prepare and assemble the EAC and the Planning Commission 
agenda packets including public notices, posting agendas, etc. 

• Prepares the minutes of the EAC and the Planning Commission 
meetings, and updates Tidemark regarding the results of the 
meetings. Update the Council Master Calendar status with items 
from the EAC and the Planning Commission. 

• Make arrangements for meeting rooms as required. 
• Publish documents to the Section’s web page. 
• Process purchase requisitions for the staff of the Section.  
• Order office supplies for the Section. 
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Permits Processed By the Planning  
Division: 2009 through 2011 

 
Planning Applications 2009 2010 2011 

Z - Affordable Housing Concession Permit 1 1 0 
A - Appeal of Decision 4 8 2 
D - Certificate of Appropriateness 96 75 85 
Z - Certificate of Compliance 0 2 1 
Z - Certificate of Exception 1 2 1 
A - Change to Approved Project 8 4 2 
D - Design Review 130 91 127 
Z - Creative Sign Plan 0 1 0 
Z - Conditional Use Permit 41 58 38 
Z - Expressive Use Permit 0 2 0 
D - Historic Building Search 0 3 0 
Z - Hillside Development Permit 6 10 10 
D - Landmark Designation 11 13 8 
Z - Minor Conditional Use Permit 28 17 24 
C - Master Devlp. Plan Amendment 0 1 0 
C - Master Development Plan 2 1 0 
D - Mills Act Contract 27 21 32 
Z - Modification Miscellaneous Application 1 7 3 
D - Master Sign Plan 6 4 3 
Z - Minor Variance 11 15 11 
A - Other 3 1 1 
Z - Preliminary Plan Check 7 12 10 
D - Relief of Replacement Building Permits 5 5 9 
Z - Sign Exception 4 6 3 
A - Time Extension 11 17 6 
A - Tree Protection Plan Review 0 0 1 
A - Tree Removal 26 35 43 
Z - Tentative Parcel or Tract Map 10 2 3 
Z - Variance 12 11 7 
Z - Voluntary Relinquishment 0 1 0 
Z - Vesting Tentative Map 1 0 3 
Z - Zoning Administrator Legal Interpretation 1 0 1 
C - Zone Change 2 0 0 
Z - Zoning Letter 14 40 98 
Z - Zoning Opinion 2 2 11 
Z - Zoning Parking Credit Application 1 1 3 

Sub-Total 472 469 545 
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Temporary Use Permits 2009 2010 2011 
Temporary Use Permit 86 96 97 

Sub-Total 86 96 99 
Zoning Permits 2009 2010 2011 

Combo Permit- Fence/Paving/Landscape 2 5 5 
Canopy Tents 1 0 0 
Temporary Car Wash 2 4 9 
Donation Facilities 6 5 0 
Fence 203 167 180 
Landscaping / Hardscape 13 4 15 
Miscellaneous 13 20 15 
Other Temporary Uses 2 0 1 
Paving 101 129 87 
Retaining Walls 2 2 4 
Storage Shed, 1-Story Detached 9 13 12 
Seasonal Sales 20 31 19 
Window Awnings 3 0 0 

Sub-Total 377 380 347 
TOTAL 936 945 992 
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Plan of Organization of the  
Building and Safety Division 
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Roles and Responsibilities of the  
Staff of the Building and Safety Division 

 

 
  

Staffing By Classification Roles and Responsibilities 
Administration 
 
Building Official 

 
1 
 

 
• Supervises the activities and performance of the permit 

processing, parcel maintenance, addressing, plan review and 
inspection staff. Develops and monitors the budget for the 
Building and Safety Division, and ensures the adherence of the 
Division to City adopted policies and procedures. Responsible 
for code adoptions and enforcement.  Responds to 
emergencies and participates in the Emergency Operation 
Center. Oversees the resolution of more complex or special 
cases that are directed to the Division. 

 
Principal Operations 
Specialist 

 
1 

 
• Provides administrative support to the Building Official, and 

Building & Safety Division staff.  Prepares agenda reports, 
purchasing card reconciliation and schedules training for 
Building & Safety Division. Files documents, answers phones, 
prepares correspondence, schedules and coordinates meetings, 
etc. 

• Assists the Division supervisors with the recruitment and 
selection process, scheduling interviews, etc. 

• Administers the purchasing process for the Division initiating 
and processing purchase requisitions, contracts and monitoring 
purchasing of office supplies and special equipment for the 
Division. 

• Monitors actual expenditures and prepares Request for 
Proposals. 

• Prepares certificate of occupancies and temporary certificate of 
occupancies, plan check and permit extensions, permit 
reactivations. 
• Liaison between Building Official, public and other City 

Department staff. 
Building Inspection 
 
Code Compliance Manager 
(Building Inspections 
Supervisor) 

 
1 

 
• Supervises inspection staff, including the assignment of projects 

to inspectors, approval of timesheets, performance evaluations 
• Resolves difficulties between inspection staff and contractors in 

the field as needed. 
• Responds to complex code enforcement complaints 
• Prepares annual budget projections for inspection work program 
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Staffing By Classification Roles and Responsibilities 
Building Inspection (Cont’d) 
 
Senior Building Inspector 

 
2 

 
• These positions are primarily responsible for the inspection of 

new residential and commercial construction, and residential 
and commercial remodels, and other larger and more complex 
projects. 

• These staff function as combination inspectors. 
• These positions are responsible for ensuring all development 

and construction adhere to all applicable building codes, as well 
as to the approved plans. 

• Two Senior Combination inspection staff are dedicated to 
commercial inspection with a dividing line of Lake Avenue as 
the dividing line between the two inspection staff. The four other 
Combination Inspection staff are assigned to the 4 residential 
inspection areas of the City.  These areas are numbered west to 
east with border lines.  Fair Oaks Avenue, Lake Avenue and 
Allen Avenue. 

 
Building Inspector 

 
4 

Plan Checking 
 
Senior Plans Examiner 

 
2 

 
• Review construction plans for compliance with building and 

zoning codes, regulations and ordinances. 
• Staffs the public counter one to two days per week to review 

plan submittals and perform plan check over the counter as 
necessary and approve single trade permits over-the-counter. 

• Review hillside grading projects.  

 
Plans Examiner 

 
1 

 
Plan Check Engineer 

 
1 

Permit Center 
 
Management Analyst V 

 
1 

 
• This position monitors the day-to-day operations of the Permit 

center lobby and supervises eight staff members and prepares 
and monitors the Building & Safety Division’s budget. . 

• Monitors the waiting time in the Permit Center lobby, personally 
responding to applicants with problems and concerns. 

• Act as the liaison with other Departments that are not located in 
the Permit Center. 

 
Principal Operations 
Assistant 

 
1 

 
• Assigns addresses to existing and new construction / 

development 
• Maintains the City’s parcel database in terms of parcel splits, 

retiring existing parcels, moving data to new parcels, etc. 
• In the absence of the supervisor, acts as staff lead.  May 

perform plans routing and cashiering services as needed 
responds to subpoena requests and public records requests 
from the Office of the City Attorney. 

• Quality controls building permit records before scanning and 
after scanning. 

• Prepares plans for imaging. 
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Staffing By Classification Roles and Responsibilities 
Permit Center (Cont’d) 
 
Operations Assistant 

 
1 

 
• Serves as the plan check coordinator for building permits with 

responsibility for routing building permit plans to and from 
departments / divisions for plan checking. 

 
Operations Assistant 
 

 
2 

 
• Serves as the plan check coordinator for building, plans with 

responsibility for routing building, plans to and from 
departments/divisions for plan checking. 

• Responds to customer inquiries, telephone calls, and provides 
fee estimates. 

• May act as receptionist on 9/80 Fridays 
• Filters plans for imaging and purging. 
• Process and issue building and sub trade permits, provide 

support and technical assistance to the public counter, over the 
telephone, via email and correspondences. 

• Assures contractors, possess a City business license, workers 
compensation insurance and a valid State Contractor’s license 
before issuance of the permit. 

• Processes building inspection requests via telephone, voice 
mail, permit counter and input into Tidemark. 

• Responds to questions over the phone regarding fees, the types 
of building permits required, etc. 

• Quality controls the building permit data in Tidemark in terms of 
fees, signatures, descriptions, spelling of names, etc. 

• Prepare request for services 
• Prepare certificate of occupancies. 
• Provide fee estimates. 
• Provide plans routing, receptionist and cashier services as 

needed. 

 
Staff Assistant III 

 
2 

 
Staff Assistant III 

 
1 

 
•  This position is encumbered in the Building Fund, but budgeted 

in the Finance Department.   
• Serves as full-time as the cashier in the Permit Center. 
• Processes payments of land entitlement permits and building 

permits using Tidemark including issuing receipts. 
• Reconciles cash, credit cards, checks in the cash drawer to 

Tidemark on a daily basis. 
• Compiles statistical reports for the Permit Center on a monthly 

basis e.g., number of permits, permit revenue, etc. 
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Staffing By Classification Roles and Responsibilities 
Permit Center (Cont’d) 
 
Staff Assistant III 

 
1 

 
• Functions as the central receptionist for the Permit Center.  
• Routes customers to the appropriate Window/Counter using 

Queue Flow software. 
• Prepares building permit expiration letters 

Prepares public records request for the duplication of plans. 
Prepares yard sale permits as needed. 
Responds to telephone calls and voicemails  

• Routes customers to the appropriate Window / Counter using 
Queue Flow software. 

• Prepares building permit expiration letters 
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Number of Building Permits Issued:  
2009 through 2011 

 
Type of Permit 2009 2010 2011 

Building Permit 
Foundation Only  11   2   3  
General  1,036   1,298   1,270  
Grading  23   11   5  
Relocation  2   -     -    
Unreinforced Masonry  5   -     -    

Sub-Total  1,077   1,311   1,278  
Minor Building Permit 

Block Wall  95   81   49  
Chimney  30   23   22  
Earthquake Repair  -     -     1  
Foundation Bolting  32   38   53  
Fence  7   5   -    
Fence/Wall Combo  1   5   7  
General  152   87   53  
Pool  64   51   48  
Paving  6   1   -    
Roof  444   496   801  
Seismic Retrofit  -     -     -    
Z-Sign Exception  10   15   12  
Sign  136   113   119  
Solar  86   96   53  
Stucco/Siding  33   38   32  
Window Replacement  194   289   322  

Sub-Total  1,290   1,338   1,572  
Single Trade Permits 

Electrical Permit  1,382   1,562   1,772  
Temporary Electrical  26   16   21  
Public Right Of Way  1   4   -    
Temporary Power Pole  23   16   11  
Mechanical Permit   1,035   1,089   1,169  
Gas  9   27   26  
Plumbing  1,457   1,470   1,676  

Sub-Total  3,933   4,184   4,675  
Request For Service - Information Request 

Building Damage – General  9   16   24  
Building Hit By Vehicle  1   -     3  
Bldg Courtesy Inspection  16   17   21  
Access For Disabled  2   1   -    
Expired Permit Inspection  1   -     -    
Preconstruction Meeting  -     1   1  
Structure Fire  1   4   6  

Sub-Total  30   39   55  
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Type of Permit 2009 2010 2011 
Temporary Use Permits 

Grandstands  74   73   73  
Temporary Structure  37   39   38  

Sub-Total  111   112   111  
Total  6,441   6,984   7,691  
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Number of Building Inspections  
By Type: 2009 Through 2011 

 
Building Permit Inspections 2009 2010 2011 

Total Stop Work Order Inspections:  24   12   4  
Total (007) SUSMP / BMP Inspections:  69   67   6  
Total (050) Grading Inspections:  43   38   11  
Total (100) Subject To Field Insp Inspections:  236   211   249  
Total Construction Site Complaint Inspections:  51   49   63  
Total Permit Expiration Site Inspect Inspections:  65   32   49  
Total (110) Handicap Inspections:  18   27   9  
Total (120) Setbacks Inspections:  127   220   141  
Total (130) Footings / Steel Inspections:  688   841   790  
Total (135) Chimney Steel/Strap Inspections:  3   5   5  
Total (140) Bond Beam Inspections:  3   6   8  
Total (145) Steel Bonding Inspections:  -     2   2  
Total (150) Seismic Inspections:  2   7   8  
Total (155) Rough Chimney Inspections:  1   4   1  
Total (160) Slab Inspections:  189   252   181  
Total (170) Grout Lift 1 Inspections:  79   108   92  
Total (180) Grout Lift 2 Inspections:  33   56   32  
Total (190) Grout Lift 3 Inspections:  16   24   23  
Total (210) Shear / Walls Inspections:  339   367   316  
Total (220) Framing Inspections:  1,291   1,304   1,255  
Total (225) Shaft Inspections:  14   8   2  
Total (230) Floor Joist 1 Inspections:  137   141   144  
Total (240) Floor Joist 2 Inspections:  13   10   9  
Total (250) Floor Joist 3 Inspections:  9   2   1  
Total (260) Sheathing / Floor Inspections:  119   64   34  
Total (265) Sheathing / Nailing Inspections:  26   18   8  
Total (270) Sheathing / Roof Inspections:  302   326   314  
Total (280) Sheathing Fl1 Inspections:  11   8   17  
Total (290) Sheathing Fl2 Inspections:  6   4   4  
Total (300) Anchors Inspections:  302   308   224  
Total (310) Insulation Inspections:  443   471   435  
Total (315) Diaphragm Nailing Inspections:  33   24   12  
Total (320) Drywall / Nail Inspections:  782   822   774  
Total (330) Exterior Lathing Inspections:  333   350   342  
Total (335) Repoint Inspections:  3   -     -    
Total (340) T Bar Inspections:  139   162   190  
Total (350) Draft Stop Inspections:  7   15   2  
Total (355) Strapping Inspections:  77   47   19  
Total (360) Parapet Anchors/Bracing Inspections:  6   3   6  
Total (005) Final Grading Insp Inspections:  53   32   22  
Total (007) SUSMP Final Inspection Inspections:  63   40   15  
Total (010) Bldg Final Inspection Inspections:  2,106   2,016   2,148  
Total (015) Accessibility Final Insp Inspections:  239   99   126  
Total (023) Leed Final Inspection Inspections:  -     -     1  
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Building Permit Inspections 2009 2010 2011 
Total (030) Zoning Final Inspection Inspections:  -     -     12  

Sub-Total  8,500   8,602   8,106  
Minor Building Permit       

Total Stop Work Order Inspections:  12   4   7  
Total (007) SUSMP / BMP Inspections:  7   1   2  
TOTAL (100) Subject To Field INSPECTIONS:  75   67   66  
Total Construction Site Complaint Inspections:  13   10   13  
Total Permit Expiration Site Inspect Inspections:  7   8   9  
Total (130) Footings / Steel Inspections:  189   152   137  
Total (135) Chimney Steel Inspections:  22   20   20  
Total (140) Bond Beam Inspections:  22   21   9  
Total (145) Steel Bonding Inspections:  55   31   31  
Total (150) Seismic Inspections:  1   4   1  
Total (155) Rough Chimney Inspections:  10   5   6  
Total (160) Slab Inspections:  22   12   15  
Total (170) Grout Lift 1 Inspections:  98   83   75  
Total (180) Grout Lift 2 Inspections:  22   22   15  
Total (190) Grout Lift 3 Inspections:  7   8   3  
TOTAL (195) OK To Gunite INSPECTIONS:  66   57   54  
Total (205) Fence / Gates Inspections:  82   78   57  
Total (210) Shear/Walls Inspections:  15   10   10  
Total (220) Framing Inspections:  133   93   82  
Total (225) Shaft Inspections:  1   -     -    
Total (270) Sheathing / Roof Inspections:  487   499   779  
Total (300) Anchors Inspections:  54   49   42  
Total (310) Insulation Inspections:  20   25   19  
Total (315) Diaphragm Nailing Inspections:  42   8   15  
Total (320) Drywall / Nail Inspections:  48   39   33  
Total (325) Walls Inspections:  3   2   2  
Total (330) Exterior Lathing Inspections:  81   92   73  
Total (335) Repoint Inspections:  -     1   -    
Total (355) Strapping Inspections:  2   6   2  
Total (450) Rough Electrical Inspections:  44   56   37  
Total (460) Fixtures Inspections:  16   17   7  
Total (520) UG Electric Inspections:  49   34   29  
Total (533) Release Solar (W&P) Inspections:  22   -     -    
Total (540) Oh Wires Inspections:  -     1   -    
Total (760) Equipment Location Inspections:  42   36   26  
Total (830) UG Water Inspections:  11   9   2  
Total Q/C BMN Inspection Inspections:  -     -     1  
Total (950) Pool Drain Piping Inspections:  44   36   27  
Total (960) Gas Piping Inspections:  42   41   26  
Total (010) Bldg Final Inspection Inspections:  1,502   1,437   1,810  
Total (070) P&D Final Solar Insp. Inspections:  3   3   8  
Total (300) Final Electrical Insp Inspections:  13   8   1  
Total (600) Pool Final Inspection Inspections:  81   47   41  
Total (700) Sign Final Inspection Inspections:  90   51   61  

Sub-Total  3,555   3,183   3,653  
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Building Permit Inspections 2009 2010 2011 
Complaint Tracking Program       

Total Initial Bldg Complaint Insp Inspections:  234   220   142  
Total Building Complaint Reinspect Inspections:  421   323   200  
Total Stop Work Order Inspections:  47   38   25  

Sub-Total  702   581   367  
Demolition Permit       

Total Sewer Cap Clearance Inspections:  38   48   47  
Total Stop Work Order Inspections:  1   -     -    
TOTAL (100) Subject To Field Inspect 
INSPECTIONS:  6   8   7  
Total (010) Bldg Final Inspection Inspections:  38   52   58  

Sub-Total  83   108   112  
Electrical Permit       

Total Stop Work Order Inspections:  4   -     3  
Total Construction Site Complaint Inspections:  3   6   3  
Total Permit Expiration Site Inspect Inspections:  6   5   15  
TOTAL (400) Subject To Field INSPECTIONS:  77   68   70  
Total (420) Temp Power Inspections:  58   31   35  
Total (430) Ufer Ground Inspections:  90   106   58  
Total (440) Ug Conduit Inspections:  184   212   162  
Total (450) Rough Electrical Inspections:  1,287   1,297   1,240  
Total (460) Fixtures Inspections:  167   122   135  
Total (470) Electrical T Bar Inspections:  141   167   185  
Total (480) Bonding Inspections:  300   232   185  
Total (490) Service Inspections:  765   812   771  
Total Prow Utility Service Insp Inspections:  4   -     -    
Total (500) Sub Panel / Switch Gear Inspections:  247   246   222  
Total (510) Transformer Inspections:  18   24   16  
Total (520) Ug Electric Inspections:  18   35   29  
Total (530) Release Electric (W&P) Inspections:  469   539   565  
Total (533) Release Solar (W&P) Inspections:  6   3   3  
Total (535) Ex Serv Release (Muni) Inspections:  4   -     1  
Total (540) Oh Wires Inspections:  22   2   2  
Total Q/C Ele Inspection Inspections:  -     -     1  
Total (300) Elect Final Inspection Inspections:  2,375   2,065   2,400  

Sub-Total  6,245   5,972   6,101  
Emergency Response Information       

Total Field Inspection Inspections:  -     -     -    
Sub-Total  -     -     -    

Mechanical Permit       
Total Stop Work Order Inspections:  2   -     -    
Total Construction Site Complaint Inspections:  4   2   1  
Total Permit Expiration Site Inspect Inspections:  9   4   5  
TOTAL (600) Subject To Field INSPECTIONS:  28   20   14  
Total (610) Rough Mechanical Inspections:  712   698   617  
Total (620) UG Mechanical Floor Inspections:  15   45   25  
Total (630) Rough HVAC Ple/Duct Inspections:  70   96   91  
Total (640) Rough Fire Damper Inspections:  26   35   26  
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Building Permit Inspections 2009 2010 2011 
Total (650) Refrig/Ground Lines Inspections:  15   46   38  
Total (660) Mechanical T Bar Inspections:  115   130   147  
Total (670) Furnace Floor Inspections:  61   12   3  
Total (680) Furnace Fau Inspections:  108   186   240  
Total (690) Compressor Inspections:  122   226   260  
Total (700) Hood Commercial Inspections:  10   15   3  
Total (710) Shaft / Grease Duct Inspections:  27   23   26  
Total (720) Exhaust Inspections:  130   74   60  
Total (740) Vents Inspections:  97   51   59  
Total (750) Prefab Fireplace Inspections:  26   17   8  
Total (760) Equipment Location Inspections:  53   54   51  
Total Q/C Mec Inspection Inspections:  -     -     1  
Total (940) Gas Test Inspections:  120   72   56  
Total (970) Release Gas Inspections:  5   11   -    
Total (500) Mechanical Final Insp Inspections:  1,832   1,427   1,588  

Sub-Total  3,587   3,244   3,319  
Plumbing Permit       

Total Stop Work Order Inspections:  3   -     3  
Total Construction Site Complaint Inspections:  3   2   3  
Total Permit Expiration Site Inspect Inspections:  8   5   8  
TOTAL (800) Subject To Field INSPECTIONS:  51   44   40  
Total (810) Sewer Cap Inspections:  28   21   12  
Total (820) Sewer Line Inspections:  86   65   75  
Total (830) UG Water Inspections:  246   273   208  
Total (840) Rough Gas Inspections:  199   221   170  
Total (850) Rough Plumbing Inspections:  1,205   1,146   1,115  
Total (860) Sewer Lines Inspections:  71   88   50  
Total (870) Shower Pan / Tub Inspections:  188   202   168  
Total (880) Underfloor Drain Inspections:  248   317   289  
Total (890) Water Heater Inspections:  451   402   519  
Total  Q/C PLM Inspection Inspections  -     -     12  
Total (900) Roof Drain Inspections:  31   26   -    
Total (910) Clarifier Inspections:  4   2   4  
Total (920) Lawn Sprinkler Valve Inspections:  1   2   1  
Total (930)Backflow Device/Water Trt Inspections:  6   18   12  
Total (940) Gas Test Inspections:  72   74   81  
Total (950) Drain Piping / Grading Inspections:  39   30   40  
Total (960) Gas Piping Inspections:  86   90   69  
Total (970) Release Gas Inspections:  10   26   21  
Total (400) Plumbing Final Insp Inspections:  2,215   1,751   2,194  
Total (940) Final Gas Test Inspections:  107   111   58  

Sub-Total  5,358   4,916   5,152  
Request For Service / Information Request       

Total General Inspection Inspections:  62   54   66  
Total Construction Site Complaint Inspections:  2   3   1  

Sub-Total  64   57   67  
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Building Permit Inspections 2009 2010 2011 
Temporary Use Permit       

Total Temp Structure Inspections:  2   -     -    
Total Stairways Inspections:  2   -     -    
Total (010) Building Final Insp Inspections:  3   90   8  

Sub-Total  7   90   8  
Total  31,688   29,997   30,204  
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Plan of Organization of the  
Code Compliance Division 

 
 

Plan of Organization of the Code Compliance Division 
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Roles and Responsibilities of the  
Staff of the Code Compliance Division 

 

 
  

Staffing By Classification Roles and Responsibilities 
 
Code Compliance Manager 

 
1 
 

 
• This manager reports to the Planning Director. 
• Manages the activities and performance of the Code 

Compliance Division including three (3) Senior Code 
Compliance Officers, six (6) Code Compliance Officers, and 
three (3) Staff Assistant’s. 

• Interacts with and supports activities of the Code Enforcement 
Commission. 

• Establishes and develops policy and procedures for the 
Division. 

• Develops the budget for the Division and monitors expenditures. 
• Involved in/oversees the resolution of more difficult or special 

cases that are directed to the Division. 
 
Senior Code Compliance 
Officer 

 
3 

 
Senior Officer Responsibilities: 
• Provides overall guidance and mentoring to officers when 

needed, assists officers with complex cases when needed, 
reviews outstanding caseload with Code Compliance Officers 
(particularly cases open more than 12 days.)  

All Officer Responsibilities: 
• Responsible for inspecting existing residential and commercial 

structures in the City, responds to citizen complaints on code 
violations. 

• Identifies property maintenance violations by proactive patrols 
within neighborhoods. 

• Conduct a wide range of inspections for compliance with City 
codes and permit conditions of approval including business 
licenses; Occupancy Inspection Program (resale inspections); 
conditions attached to Conditional Use Permits, Variances, 
Exceptions, Subdivisions, Planned Developments, and Design 
Review; environmental mitigation monitoring; and the 
Quadrennial Inspection Program (all rental properties containing 
three or more units). In addition, the Officers are responsible for 
proactive inspection of their assigned geographical areas for 
violations of codes and ordinances.   

• Notifies owner and/or agent of violations that must be corrected 
via Notices of Violation. 

• Issues citations to property owners and testifies in court cases 
involving violations of City housing codes. 

• Maintains files (both hard copy and electronic) for each case, 
including the inspection report, a listing of any violations, 
citations issued, and related correspondence.  

 
Code Compliance Officer 

 
6 
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Exhibit 9 (2) 
 

 

 
  

Staffing By Classification Roles and Responsibilities 
 
Staff Assistant 

 
4 

 
• Provide administrative and clerical support to the Senior Code 

Compliance Officers, and the Code Compliance Officers. 
• Provide coverage at Window 1 / counter on the Permit Center 

for those applicants seeking occupancy inspections, yard sale 
permits, temporary banner permits, etc. 

• Close code enforcement cases in Tidemark, and enter new 
cases into Tidemark. Create file folders for new cases. 

• Process citations and notices of violation through the mail – 
regular and certified. 

• Schedule meetings for the Administrative Hearing Officer.  
• Answer the telephones for the Division. 
• Prepare the schedule for inspections associated with the 

Occupancy Inspection Program. 
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Exhibit 10 (1) 
 

Code Compliance Division Inspection  
Workload: 2009 through 2011 

 
  2009 2010 2011 

Code Compliance Inspection       
Total Zoning Code Admin Review Inspections  5   283   3  
Total Business License Inspection Inspections:  1,014   966   1,247  
Total Home Occupation Inspection Inspections:  716   362   343  
Total OIP Inspection Inspections:  1,496   1,482   1,451  
Total Quad Inspection Inspections:  564   276   543  
Total OIP Re-inspection Inspections:  525   406   434  
Total Quad Re-inspection Inspections:  74   93   237  
Total Illegal Garage/Struct. Convert Inspections:  -     3   -    
Total Utility Meter Inspection Inspections:  18   26   -    
Total Site Inspection- Monitoring Inspections:  275   340   54  
Total Initial Mitigation Mon. Insp. Inspections:  2   8   1  
Total Mitigation Monitoring Re-Inspect Inspections:  11   26   3  
Total Condition Monitoring- Initial Inspections:  82   117   4  
Total Condition Monitoring Re-inspect Inspections:  120   109   21  
Total Foreclosed Prop. Inspection Inspections:  -     -     330  
(Total Quality Control Inspection Inspections)  719   9   -    

Sub-Total 5621  4497   4,671  
Complaint Tracking Program       

Total Initl Code Comp Complaint Insp Inspections:  3,086   2,570   2,271  
Total Code Comp Complaint Re-inspect 
Inspections:  5,604   3,681   3,009  
(Total Illegal Garage/Struct. Convert Inspections)  108   -     3  
Total Alternate Hours Inspection Inspections:  1   27   24  
Total Alternate Hours Inspection Re-inspections:  -     2   -    

Sub-Total 8798   6251  5280  
Temporary Use Permit       

Total Code- Temp Banner/Sign Inspect 
Inspections:  234   129   80  
Total Code - Sign Removal Inspection Inspections:  268   143   82  

Sub-Total  502   272   162  
Zoning Permit       

(Total (030) Zoning Final Inspection Inspections)  292   218   22  
Sub-Total  295   218   22  

TOTAL  15,242   11,276   10,162  
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Exhibit 10 (2) 
 

  2009 2010 2011 
Code Compliance Inspection       

Quadrennial cases (Number of different sites 
inspected)  549  296   583  
Quadrennial inspections (total number of units 
that were inspected) 5,385 3,234 

 
6,668 
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Exhibit 11 
 

Roles and Responsibilities of the  
Staff of the Fire Prevention Bureau 

 

 
 
  

Staffing By Classification Roles and Responsibilities 
 
Supervising Fire Plans 
Examiner 

 
1 

 
• Performs Permit Center counter over-the-counter building permit 

plan check to ensure compliance with Fire Codes and Building 
Codes related to “life/safety” directives.  These include reviews 
covering egress, occupancy, etc.   

• Plan checks building permit plans to ensure compliance with 
Fire Codes and Building Codes related to “life/safety” directives 
including fire access, fire resistance, building construction, panic 
hardware, exists, emergency lighting, exit paths for assembly, 
mechanical for ventilation, electrical for secondary power, fire 
sprinklers, fire alarms, wet / dry chemical systems, etc. 

• Provides comments on formal submittals from Planning Division 
relative to variances, Conditional Use Permits, and other 
entitlements, as requested. Recommends ministerial and land 
entitlement conditions for plan approval. 

• Attends pre-submittal meetings with other departments and 
applicant, as required. Presents and explain fire code 
requirements to architects, contractors, attorneys, engineers, 
developers, and the general public. 

 
Plans Examiner 

 
1 

 
Fire Inspector 

 
1 

 
•  Inspects new construction to verify that construction occurred in 

accordance with appropriate fire codes, ordinances, regulations, 
and standards. 

•  Identify corrective actions necessary to bring construction into 
compliance with applicable fire codes, regulations, and 
standards, and explain these measures to construction 
contractors. 

•  Inspect and test fire protection and/or fire detection systems to 
verify that such systems are installed in accordance with 
appropriate fire codes, ordinances, regulations, and standards. 

•  Conduct fire code compliance follow-ups to ensure that 
corrective actions have been taken in cases where violations 
were found. 
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Exhibit 12 
 

Roles and Responsibilities of the  
Staff of Public Works –  

Engineering Services Division 
 

 
 
  

Staffing By Classification Roles and Responsibilities 
 
Principal Engineer 

 
1 

 
• Supervises the Engineering Services Division. 
• Supervises and assists in checking building permit plans, 

specifications and miscellaneous engineering calculations 
submitted in connection with applications for building permits.  

• Supervises and assists in checking street, sewer and storm 
drain improvement plans, specifications and calculations 
submitted in connection with applications for private 
development.  

• Supervises and assists in reviewing the bonds for acceptance 
and release.  

• Supervises and assists in reviewing and conditioning land 
entitlement applications – tentative maps, parcel maps, 
variances, conditional use permits, easement agreements, etc.  

• Supervises and assists in the review of final maps and verifies 
the completion of approved tentative map and parcel conditions. 
Reviews and assists in the preparation of subdivision 
agreements, reimbursable agreements, and staff reports.  

 
Engineer 

 
1 

 
• Reviewing, plan checks, and conditions land entitlement 

applications – tentative maps, parcel maps, variances, 
conditional use permits, easement agreements, etc.  

• Plan checks final maps and verifies the completion of approved 
tentative map and parcel conditions. Prepares subdivision 
agreements, reimbursable agreements, and staff reports. 

 
Associate Engineer 

 
1 

 
• Plan checks building and grading permit plans, specifications 

and miscellaneous engineering calculations submitted in 
connection with applications for these permits. 

 
Senior Engineering Aide 

 
1 

 
• Plan checks and issues right-of-way permits for moving / wide 

load, driveway widening, utility excavation / sewer taps, utility 
excavation / water services, sidewalk dining, news rack permits, 
etc. 

 
Engineering Aide 

 
1 

 
Operations Assistant 1 

 
• Serves the public counter at the offices of Public Works – 

Engineering at City Hall answering phone calls, providing 
information to applicants over-the-counter. 
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Exhibit 13 
 

Roles and Responsibilities of the 
Staff of Transportation Planning 

and Development Division 
 
 

 
  

Staffing By Classification Roles and Responsibilities 
 
Transportation Manager 

 
1 

• Review PPR’s to provide preliminary project conditions and 
assess the need for traffic analysis 

• Manage the preparation of traffic impact studies by traffic 
engineering consulting firms in accordance with the document 
“Traffic Impact Review – Current Practice and Guidelines.” 

• Prepare traffic impact studies for minor development proposals. 
• Plan check building permit plans for conformance with conditions 

of approval for land entitlement permits including conformance 
with zoning parking credit requirements, traffic demand / traffic 
reduction ordinance, shared parking 

• Plan check final maps / improvement plans for conformance with 
conditions of approval. 

 
Engineer 

 
1 

 
Associate Engineer 

 
1 
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Exhibit 14 (1) 
 

Roles and Responsibilities of the 
Staff of Utility Service Planning Unit, 

Water and Power Department 
 

Staffing By Classification Roles and Responsibilities 
 
Principal Electrical Engineer 

 
1 

 
• Acts in supervisory capacity overseeing staff of the Utility 

Service Planning Unit. 
• Plan checks and comments on Predevelopment Plan Review 

applications e.g., proposed development will result in electrical 
demands that exceed capacity e.g., transformer, the needs for 
electrical infrastructure upgrades, etc. 

• Plan check land entitlement permits (conditional use permits, 
tentative and parcel maps, encroachment permits, and street 
vacations) and building permits for issuance of all electrical 
service connections, collection of related fees and charges, and 
plan checking of all construction plans, service connection 
submittals, and applicant-built construction packages. Assures 
compliance with Regulation 21. 

 
Electrical Engineer 

 
3 

 
• Design electrical service plans for electrical connections to the 

distribution system in compliance with Regulation 21 based 
upon the load schedule and main switch size specifications 
provided by the applicant. Design the distribution circuits, the 
connection from the distribution system to the applicant’s 
residence or business. 

• Review and plan check service panel shop drawings submitted 
by the applicant for adherence to Regulation 21. 

• Prepare specifications for the electrical equipment required by 
the applicant to connect to the distribution system. 

• Issue job orders for to Water and Power Department operations 
crews for the installation of the equipment. 

 
Engineering Aide 

 
3 

 
Utility Services Planner 
Supervisor 

 
1 

 
• Receives all of the building permits and land entitlement permits 

routed to the Water and Power Department and routes the 
permits for plan check to the staff of the Utility Services Planning 
Unit as appropriate. 

• Plan checks and comments on Predevelopment Plan Review 
applications e.g., proposed development will result in water 
pressure demands that exceed capacity, the needs for water 
infrastructure upgrades, etc. 

• Plan check land entitlement permits (conditional use permits, 
tentative and parcel maps, encroachment permits, and street 
vacations) and building permits for issuance of all water utility 
connections, collection of related fees and charges, and plan 
checking of all construction plans, service connection 
submittals, and applicant-built construction packages. 

• Conducts inspections of certificates of occupancy, including 
backflow prevention devices, to ensure adherence to conditions 
of approval. 

• Provides cost estimates for construction of applicant-built 
construction of water infrastructure. 
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Exhibit 14 (2) 
 

 
  

Staffing By Classification Roles and Responsibilities 
 
Senior Utility Services 
Planner 

 
1 

 
• Plan check building permits for issuance of all water utility 

connections, collection of related fees and charges, and plan 
checking of all construction plans, service connection 
submittals, and applicant-built construction packages including 
backflow prevention devices. Determines adequacy of water 
pressure, the need to upgrade water mains, etc. 

• Prepare “will serve” letters for water connection applicants in the 
service area of the Water and Power Department. 

• Inspect water and electrical meter spots in the field, identifying 
placement for the water or electrical connection applicant. 

• Serves the public counter at the offices of Water and Power 
answering phone calls, providing information to applicants over-
the-counter. 

 
Utility Services Utility 
Planner 

 
1 
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3. FOCUS GROUPS 
 

This chapter presents the results of focus group meetings with representatives of 

the development community, with the resident community, with members of the Design 

Commission, Historic Preservation Commission, Planning Commission, and individual 

meetings or phone calls with the Mayor and City Council. The purpose of the focus 

group meetings was to obtain perceptions regarding the Planning and Community 

Development Department and the development review process. 

There were more than twenty separate focus group meetings and phone calls.  

The Matrix Consulting Group facilitated the focus group meetings and phone 

calls.  All meetings and phone calls were conducted on a confidential basis to obtain as 

much candid feedback as possible.  No City staff members were in attendance. 

The focus groups were intended to elicit views and opinions on the strengths and 

weaknesses of the Planning and Community Development Department, the 

development review process, and to seek ideas for improving operations and service to 

the community. In conducting these focus groups, the Matrix Consulting Group 

recognizes that there are “multiple, and at times conflicting, publics” in the development 

review process with multiple perspectives about what is right and not right about the 

development review process. 

In considering the results, the reader must bear in mind that, unlike technical 

research and statistics, the views expressed by individuals are subjective and may 

reflect personal biases. Nonetheless, they are as important as the objective material 

because it is these people, with their feelings and prejudices, who establish the users’ 

perceptions of the Planning and Community Development Department and the 
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development review process. It is not important to determine whether or not a particular 

response is “correct”; rather, each response is accepted as a perception, recognizing 

that perception is reality to the person holding the perception. The reader should also be 

aware that although the participants were questioned on both positive and negative 

aspects of the process, the tendency of respondents was to dwell upon those negative 

aspects upon which they felt improvement was needed. 

1. THE DESIGN REVIEW PROCESS SHOULD BE ENHANCED IN TERMS OF 
DESIGN GUIDELINES, STAFF TRAINING, AND THE AMOUNT OF TIME 
REQUIRED FOR REVIEW AND APPROVAL OF DESIGN REVIEW 
APPLICATIONS. 

 
The focus groups had more comments about the Design Commission and the 

design review application process than any other decision-making body including the 

Zoning Hearing Officers, Historic Preservation Commission, the Planning Commission, 

and the City Council. These comments ran the whole gamut from cycle time, design 

guidelines, the adequacy of training of the Design and Historic Preservation staff, and 

the Commission itself. These comments are summarized by theme in the paragraphs 

below. 

• The Design and Historic Preservation Section staff are requiring design 
review permit applicants to develop site planning and architectural 
drawings too early in the design review process. Examples of the comments 
received regarding the level of detail are presented below. 

 
– “The Design and Historic Preservation Section requires too much detail 

too soon in the process.” 
– “The design review process starts out fairly conceptual, but he Designed 

Historic Preservation staff are asking for much detail at preliminary design. 
The applicant is already at 100% design detail at the conceptual and 
preliminary design review. Staff is asking for way too much.” 

 
• The working relationship between the staff of the Design and Historic 

Preservation Section and the Design Commission should be enhanced. 
Examples of the comments received regarding the staff and the Commission 
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having a basic understanding and agreement on design and the effectiveness of 
their working relationship are presented below. 

 
– “There is no shared design vision between Design and Historic 

Preservation Section staff and the Design Commission.” 
– “The Design and Historic Preservation Section staff are not a team. Staff 

seems committed to the project, and end up arguing with the Design 
Commission.” 

– “The Design and Historic Preservation Section staff tends to browbeat 
commissioners with case law and what is and is not part of the Design 
Commissions’ scope and purview.” 

– “The staff of the Design and Historic Preservation Section are 
disconnected from the Design Commission.” 

 
• The role of the Design Commission in reviewing the design of design 

review applications was perceived as being too involved in redesigning the 
structures than in ensuring compliance with design guidelines. Examples of 
the comments received regarding the Commission and their role are presented 
below. 

 
– “The Design Commission - at the concept stage - will design the project 

for you. It will not accept the concepts as proposed and work with them.” 
– “The Design Commission redesigns the project, it does not just ensure 

that the project meets design guidelines.” 
– “The Design Commission consistently sends the project back; the process 

is too long. For example, the medical project at Madison and Colorado 
was first told to design contemporary, then historic, and then 
contemporary. The role of the Design Commission should be to ensure 
that the project meets design guidelines.” 

– “Unhappy with the design review process. The Design Commission is 
functioning as the architect and designer, not a commission that reviews 
plans.” 

– “The process for Design Commissioners is show me something else until I 
like it. It is hard to solve that problem.” 

– “The Design Commission is espousing their own design perspective.” 
 
• The staff of the Design and Historic Preservation Section were perceived as 

advocates for projects and not necessarily for good design. Examples of the 
comments received regarding the role of the Design and Historic Preservation 
Section staff are presented below. 

 
– “The Design and Historic Preservation Section staff are trying to justify the 

project to the Design Commission. The staff should bring the "pros" and 
the "cons" and how the application meets the guidelines.” 
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– “The management of the Design and Historic Preservation Section need 
to fix bad projects, get staff to use the design guidelines, need to 
understand that they are an advocate for the City.” 

– “The Design and Historic Preservation Section staff should not be an 
advocate for a particular type of design e.g., contemporary. The staff have 
been advocates.” 

– “The resistance to development resulted less from the size than with bad 
design. Design and Historic Preservation Section staff were seen as 
advocates for contemporary design. So much of the design has been 
pedestrian.” 

– “A lot of ugly buildings have been built in the past ten years. This occurred 
as a result of a philosophy of getting out of the developers way and 
encouraging contemporary and modern design, and not design in keeping 
with the community's character. Staff had their own agenda with modern 
and contemporary design that resulted in glass and steel buildings. The 
problem is not with modern and contemporary design. It is that the design 
being proposed and built is cheap and ugly.” 

 
• The amount of time required for processing a design review application is 

too long. Examples of the comments received regarding the amount of time 
required to process a design review application are presented below. 

 
– “Used to be one or two hearings, and now it has moved to four different 

hearings. Don't see any value in going through the process four times. 
Used to work more with staff.” 

– “Can't get the Design Commission in a timely manner cause it is so 
backed up. Have had to update traffic studies because the application has 
sat so long in the design review process.” 

– “It takes a long time to get on the Design Commission agenda.” 
– “The Design Commission is frequently calendared 6 weeks ahead; in 

other words, it takes 6 weeks to get onto the agenda.” 
– “The process takes too long. I am asking for a permit to construct a multi-

family dwelling - a by-right use in the central business district  - without a 
variance, and I am in year three. In the middle of the permit process, the 
design review regulations changed and a full mockup of the site was 
required.” 

– “If your design is rejected by the Design Commission, your application is 
not continued: You go to the back of the line.” 

– “I have to appeal to the Planning Director or Deputy Director of Planning to 
break up logjams in the design review process.” 

 
• The design guidelines do not provide clear direction regarding community 

characteristics and design. Examples of the comments received regarding 
design guidelines are presented below. 

 
– “The design guidelines are not clear.” 
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– “Design guidelines as a tool to preserve character have no meaning since 
the guidelines cannot reduce the mass and buildable area.” 

– “The City has a variety of design guidelines. In most cases, the guidelines 
are too general. An applicant could put any project on the table and it 
would meet the guidelines.” 

– “The Central Business District specific plan is less specific than the "Grey 
Book" (Civic Center  /Mid-Town Programming Effort Report) in terms of its 
requirements. The design guidelines are reduced to general text.” 

– “The Central Business District specific plan is less specific than the "Grey 
Book" (Civic Center  /Mid-Town Programming Effort Report) in terms of its 
requirements. The "Grey Book" was block-by-block specific.” 

– “The problem is ugly design, ugly colors, and ugly material. The City 
needs classier design.” 

– “The design guidelines are good and bad. They are good for multi-family 
dwellings. But not good in the specific plans.” 

– “The design guidelines need to be more specifically designed. They are 
too general at the present time. They lack clarity. And as a consequence, 
development proposals end up being big battles. We lack clear design 
policies and there isn't any consistency.” 

 
• The membership of the Design Commission should be revised. Examples of 

the comments received regarding membership of the Design Commission are 
presented below. 

 
– “Reduce the number of commissioners on the Design Commission.” 
– “Not sure that four architects on the Design Commission is enough, or 

whether the non-architect members should be required to meet some 
minimum qualifications.” 

– “The Design Commission has a Planning Commissioner, an Arts 
Commissioner and community representatives. This representation of 
people without architectural backgrounds is not helpful.” 

– “A smaller membership on the Design Commission would be helpful.” 
 
Overall, there was a great deal of discussion regarding the design review process in 

terms of requiring too much detail too early in the process, the effectiveness of the 

working relationship between the staff of the Design and Historic Preservation Section 

staff and the Design Commission, the roles of the Design Commission and the roles of 

staff in the processing of design review applications, the amount of time required for the 

processing of design review applications, the adequacy of the design guidelines, and 

the membership of the Design Commission. 
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2. THE CITY SHOULD UPDATE ITS EXISTING ZONING CODE AFTER THE 
UPDATE OF THE GENERAL PLAN LAND USE AND MOBILITY ELEMENTS, 
AND SHOULD CONSIDER DEVELOPMENT OF A FORM-BASED ZONING 
CODE. 

 
To the land entitlement permit customer, it is important that the regulations make 

sense, fit the community, are easily understood, are rational, and result in desired 

outcomes7. The comments received from the participants in the focus groups indicate 

that the zoning ordinance does not consistently meet these criteria. 

A number of comments were made advocating the adoption of a form-based 

zoning code. Examples of the comments received regarding the form-based zoning 

code are presented below. 

• “The City should go to a form-based zoning code.” 
 
• “Staff has not responded to form-based zoning ordinance. Concerned that a 

zoning ordinance update after the adoption of the general plan would only be 
tweaks.” 

 
• “The general plan update discussion needs to include discussions regarding 

what the downstream ramifications are in terms of specific plans, zoning 
ordinance, etc.” 

 
• “The City needs to get serious about form-based code.” 
 
• “Need to look at form-based code. Need well-designed products with good 

materials and compatibility with the community character.” 
 
• “A form-based code sounds good.” 
 

Communities that have used form-based codes have either taken the approach 

of creating an entirely new code (usually a new or rapidly growing town) or have 

incorporated elements of the approach into or parallel with existing codes, creating a 

"hybrid" code. The primary advantage of the form-based codes is that they are 

                                            
7  American Planning Association, Zoning Practice, Issue Number One, “The Development Review 
Process: A means to as Noble and Greater End”, James van Hemert, AICP, January 2005 
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"prescriptive", outlining specifically what is expected of new design in an area, and are 

likely to be better understood by the public, decision makers, and the applicants and 

their architects and engineers. The disadvantage of form-based codes is that these 

codes are generally better applicable to newly urbanizing areas, and may be of limited 

usefulness for built-out cities. It also requires a considerable front-end effort to prepare 

a "regulating plan" (making the development standards place-specific) and to prepare a 

design level of detail normally not seen until the design review phase of most projects.  

The focus groups also made a number of comments regarding the existing 

zoning ordinance. Numerous focus group participants, particularly architects, expressed 

concern regarding the zoning ordinance and problems with difficulty in interpretation 

and administration. These participants cited a number of problems as summarized by 

the consulting team below. 

• The code is not user friendly and far too complex to be used effectively by 
someone who does not use it frequently. 

 
• The use table in the zoning ordinance is too long and often unclear as to which 

category applies to a specific project. 
 
• The use districts apply the same regulations to all areas of the city.  Property 

owners in some areas (e.g., the Northwest) might prefer more coverage and less 
setback than property owners in other neighborhoods. 

 
• The emphasis of the code on floor area ratio (FAR) is contrary to the 

community’s desire to promote high quality design. 
 
The City is updating its general plan land use and mobility elements. After the updating 

of these elements, it is likely that the zoning ordinance will not reflect the vision and 

ideas embodied in the updated elements.  

The Planning and Community Development Department is updating the general 

plan land use and mobility elements. Zoning ordinances be consistent with 
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comprehensive plans. Therefore, after the update of the general plan land use and 

mobility elements, the zoning ordinance will need to be updated. In addition, there is a 

perspective that the existing zoning ordinance is somewhat difficult to interpret and 

administer.  

3. THE LAND ENTITLEMENT PERMIT AND THE BUILDING PERMIT PROCESS 
SHOULD BE PREDICTABLE WITH TIMELY PROCESSING OF PERMITS. 

 
For a customer of the land entitlement permit and the building permit process, 

predictability means clear expectations and no surprises. The land entitlement permit 

and the building permit process should be clear, with a clear process and clear decision 

points. For a customer, timely processing means that there are transparent turnaround 

times that the City has defined and that the City holds itself accountable for meeting 

consistently.8 Comments received from focus group participants indicate that the land 

entitlement permit and the building permit process do not consistently meet these 

criteria. 

Examples of the comments received by the consulting team regarding the 

timeliness of the land entitlement permit and the building permit process are presented 

below. 

• “The processing of conditional use permits is backlogged four to six months to 
get to the Hearing Officer- to get on the agenda.” 

 
• “It takes four to six months for a SB 1818 variance, four to six months for a 

vesting map, one year for design review, and then one year for the building 
permit. The whole process for my development requires years to complete.” 

 
• “The process takes too long; the City Council receives complaints regarding the 

length of time required for the process.” 

                                            
8  American Planning Association, Zoning Practice, Issue Number One, “The Development Review 

Process: A means to as Noble and Greater End”, James van Hemert, AICP, January 2005 
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• “Permits take a long time to process.” 
 
• “The amount of time required for approval of land entitlement permits is too long.” 
 
• “It used to be a more consultative process regarding the 30-day completeness 

requirements for land entitlement permits. Now Planning Division staff use it to 
start the meter all over again.” 

 
• “The level of service in the development review process has declined over the 

past three years. It is taking a lot longer to get through the process.” 
 
• “It is taking 12 to 16 weeks to get through plan check - first plan check. That is 

too long.” 
 
• “The clearances by Water and Power take too long: they are a "black hole." 

 
Examples of the comments received by the consulting team regarding the 

predictability (clear expectations and no surprises) of the land entitlement permit and 

the building permit process are presented below. 

• “The permit process is difficult in Pasadena. The process is unclear. There are 
too many levels of review, particularly design review.” 

 
• “Never knew how long the conditional use permit and variance process was 

going to require. The staff of the Zoning Section never informed me.” 
 
• “Experienced a problem with obtaining a permit to expand the restaurant in Old 

Pasadena with a conditional use permit and variance - the process stopped when 
the City indicated that the necessary parking credits were unavailable, but the 
City lacked an inventory of the available parking, was apparently oversold, and 
did not know how many parking credits had been returned by businesses in Old 
Pasadena that had gone out of business. Why aren't parking credits allocated by 
address? I ended up paying nine months rent for empty space waiting for the City 
to process my conditional use permit and variance.” 

 
• “Conditional use permits for alcohol - Pasadena is now more difficult than Santa 

Monica.” 
 
• “The land entitlement permit process is too complex.” 
 
• “Staff is not telling the applicant what is required to get to a complete submittal 

for a land entitlement permit. The staff used to deem applications incomplete at 
the counter; staff are not doing that now.” 
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• “The process is not transparent; it really depends on the Planner. There are 

enormous variances in the depth - the quality and analysis of applications.” 
 
• “The land entitlement process is unpredictable; the building permit process is 

more predictable.” 
 
• “The Planning and Community Development Department would not allow a 

conditional use permit to proceed forward until the City Council adopted 
regulations regarding parking credits” 

 
• “The Police Department just says no to ABC permits unless the applicant can 

prove that there are not any negative impacts.” 
 
• “City won't allow consolidated permits e.g., conditional use permit and design 

review” 
 
• “The Malbec restaurant - the restaurant wanted to expand into the vacant space 

next to the restaurant. The drawings indicated - incorrectly - that the space 
included a bar when it was actually a lunch counter. The Malbec restaurant got a 
cease and desist letter on the bar in the drawing. Then Fire Prevention indicated 
that Malbec restaurant had to sprinkler the whole building, even though Malbec 
restaurant was a tenant, and just a tenant of part of the building. The Chief 
Building Official saved the Malbec restaurant from this complication when he 
documented that the Malbec restaurant fell below the threshold for fire sprinkler 
retrofit.” 

 
• “The permit applicant inevitably gets surprises at the certificate of occupancy 

with new requirements being imposed by the City that were not on the approved 
building permit plans.” 

 
• “I hear it over and over again regarding the Fire Prevention Bureau coming in at 

the 11th hour with new requirements.” 
 
• “Water and Power comes in with new requirements after the plans have been 

approved. These tend to cluster around the issuance of the certificate of 
occupancy. Best Buy, for example, was told that they needed a new vault two 
days before their scheduled opening.” 

 
• “Applicants don't get a complete answer regarding corrections the 1st time 

around. There are typically new comments on the 2nd check.” 
 
• “Water and Power - for electrical connections, Water and Power is ridiculous. 

And no one was able to explain the connection fee and the basis for the fee.” 
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• “The Building and Safety Division assigned my townhouse development two 
addresses; the Fire Prevention Bureau said "I don't care; this is what I want you 
to do." The Bureau wanted two different addresses.” 

 
• “The City has multiple levels of appeal - the Hearing Officer can be appealed to 

the Board of Zoning Appeals / Planning Commission which can be appealed to 
the City Council.” 

 
• “The number of building permit plan rechecks is a problem.” 
 
• “There is not a full and complete plan check in the first ‘bite of the apple’.” 
 
• “Outsourcing building permit plan check does not save any time or money. The 

in-house plan checkers just check the plans again.” 
 
• There is no clear and enforceable definition on “remodel,” allowing nearly total 

demolition to proceed under existing rules and regulations. 
 
• “Did a remodel on a historic house last year. Was told by the Building Inspector 

to replace one type of dimmer switch with another. The replacement does not 
work as effectively. Why is inspection carried out to this level - it does not affect 
life safety?” 

 
• A number of examples were cited by the participants in the focus groups of 

inspectors requiring construction alterations not required by or inconsistent with 
approved building permit plans. In most cases, the participants had to appeal to 
an elected official to cause staff to resolve the conflict. 

 
Enhancing the client-centered approach to the development review process in 

Pasadena will necessitate, in part, greater clarity, transparency, and accountability in 

the permit application process. This requires clarity and transparency in the 

expectations of the permit applicant – defined early in the process – with no surprises 

(particularly at the 11th hour). This requires clarity regarding the permit process – a step-

by-step guide – with clearly defined decision points. This requires clarity in the cycle 

times for the processing of land entitlement and building permits, and the accountability 

of City staff in meeting those guidelines. 
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4. THE EMPOWERMENT AND TRAINING, OF CITY DEVELOPMENT REVIEW 
STAFF AND THE USE OF A TEAM APPROACH BETWEEN THE CITY AND 
THE PERMIT APPLICANT SHOULD BE ENHANCED. 

 
The effectiveness with which the development review process is managed and 

the desired community outcomes attained is largely dependent on the City staff 

assigned to the development review process. Nearly all of the focus group participants 

spoke positively of staff, noting that staff was hard working and deeply committed to the 

City of Pasadena. Participants generally identified the process as the problem, not the 

staff. However, the focus group participants did note a number of challenges. Examples 

of the comments received by the consulting team regarding the challenges are noted 

below. 

• The Planning Division and Building and Safety Division do not use case 
managers to manage the land entitlement permit and building permit 
process on behalf of the applicant. Examples of the comments received 
regarding the use of case managers are presented below. 

 
– “The Planning and Community Development Department should use a 

concierge concept for projects - a case manager.” 
– “The Planning and Community Development Department should use a 

case manager concept to handle a land entitlement permit in all of its 
aspects - zoning, design review, historic preservation, CEQA.” 

– “The case manager in the Planning and Community Development 
Department needs to provide counsel to the applicant regarding what is 
and is not allowable, and how the applicant could possibly get to "yes" in 
terms of complying with the regulations. 30% to 40% of the Hearing 
Officer cases do not have consultants to help the applicant through the 
process; the case manager needs to fulfill this role.” 

– “The Planning and Community Development Department does not use a 
case manager concept - for Building and Safety or for Planning.” 

 
• The staff assigned to the development review process need better training 

regarding codes, code interpretations, customer service, etc. Examples of 
the comments received regarding training are presented below. 

 
– “Get feedback from knowledgeable developers that staff gave them bad 

information. Staff should know what they're talking about.” 
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– “Permit applicants get told that they need an environmental impact report, 
then are told that they don't need an environmental impact report e.g., the 
office building at Colorado and Madison.” 

– “Building Inspectors do not seem well trained as it pertains to the historical 
preservation codes. When they inspect historical homes, they seem 
unaware of the impact of historical preservation as it pertains to the 
building code requirements.” 

– “There is a problem with the consistency of code interpretations - both the 
zoning code and the building code.” 

– “The Planning Division needs better informed and more knowledgeable 
staff.” 

– “The level of knowledge has decreased; we are dealing with less than 
journey-level planners that do not know the zoning ordinance.” 

– “Everyone has been trained to say ‘no’.” 
 
• The staff assigned to the development review process are fearful of making 

commitments and decisions. Examples of the comments received regarding 
training are presented below. 

 
– “The Planning Division staff are "gun shy" about making 

recommendations.” 
– “The staff needs a frame of mind that is structured around ‘how can I help 

you’. It has to be an attitude of service.” 
– “Hard to get clarity in responses to land entitlement permits from staff. Do 

not seem to want to be accountable.” 
– “The staff are afraid to take risks. There is a fear of failure.” 
– “If you ask staff of the Design and Historic Preservation Section to provide 

an interpretation of what the Design Commission meant in their 
comments, staff refuses to interpret.” 

– “In the last 5 to 6 years, staff have become fearful of committing 
themselves to a decision or cycle time.” 

– “Staff are in fear and won't provide information to applicants or push a 
decision unless there is absolutely no choice” 

– “Hard to get clarity in responses to land entitlement permits from staff. Do 
not seem to want to be accountable.” 

 
The points raised by the participants in the focus groups are both procedural and 

cultural. It is a model of staff serving as a facilitator for the process - a case manager for 

applications –empowering staff to make decisions appropriate to their responsibilities 

and point in the process, assuring those staff receive ongoing training to fulfill those 
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responsibilities, and that staff use a team approach between the City and the applicant 

and between the City and the community. 

5. THE LEVEL OF SERVICE IN THE PERMIT CENTER SHOULD BE ENHANCED. 
 

Most applicants seem satisfied with the staff assigned to the Permit Center, even 

though it is necessary to spend considerable time waiting in multiple lines (at separate 

windows) to file an application and/or receive a permit. Examples of the comments 

received regarding the Permit Center are presented below. 

• Applicants with simple projects must wait in line behind applicants with complex 
projects. There is no attempt to triage applications so that simple matters may be 
dealt with quickly and simply via an Express Counter. 

 
• Applicants claim that they often get different answers from different windows.  

Although all of the major permitting departments are represented at the Center, 
there seems to be little cooperation among them.  

 
– “The Permit Center counter staff are frequently wrong in terms of their 

interpretation of codes and ordinances.” 
– “You get different advice from different windows: get different answers.” 
– “The answers that you get in the Permit Center totally vary based upon the 

planners that are assigned to the Permit center on any given day.” 
 
• The Water and Power Department and Public Works – Engineering are not 

represented at the Center, requiring applicants to make a separate trip to their 
office. 

 
• The physical facility of the Center is “falling apart” and space is wasted. 
 
• During peak periods the lines get very long.  Additional staff is not called to the 

counter during busy periods.  
 

– “The Building and Safety Division needs backup in the Permit Center for 
peak customer workload.” 

– “Windows 3 and 4 need a better system of getting reinforcements during 
peak customer workload in the Permit Center.” 

 
• There seems to be a reluctance to approve simple applications over-the-counter 

at the Center. Thresholds for over-the-counter approvals are either unclear or set 
too low. “The interpretations of the codes in the Permit Center are inconsistent, it 
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is inconsistent in terms of what and what is not over-the-counter plan checked, 
etc.” 

 
• Window 8 is perceived as a logjam. It seems to take too long to pull together all 

the comments/approvals and issue a permit.  
 

– “The Permit Center is frustrating. Counter #8, where you are issued the 
permit, is a major logjam or bottleneck.” 

– “Why does an applicant have to go to Windows 8 and 9 after the applicant 
has received the receipt?” 

 
• Although most Permit Center visits require more than one hour, free parking at 

the Center is limited to one hour and is often unavailable. “Finding parking for the 
Permit Center is frustrating. Why not validated parking?” 

 
• The new numbering system is seen as an improvement, but it is not possible for 

applicants to know what number is being served and where they stand in line. 
 
• “The Permit Center does not schedule appointments for permit application 

submittal anymore.” 
 

The national trend is to co-locate all permitting functions together in the same 

building, the so-called “One-Stop-Shop.” This is designed not only to be convenient for 

the citizens and customers, but also help the staff work together. The City’s Permit 

center appears to be experiencing difficulties in providing this convenient service and 

facilitating staff working together. 

6. THE HISTORIC PRESERVATION PROCESS HAS DONE MUCH TO 
PRESERVE THE UNIQUE CHARACTER OF PASADENA, BUT HAS SOME 
PROBLEMS SIMILAR TO THOSE IN DESIGN REVIEW. 

 
The historic preservation process is focused upon the residential areas of the 

city. The twenty-two historic districts, many of which are on the National Register, are a 

source of pride in the community. Many of the districts have homeowner associations 

that are active participants in the process. Although there appears to be general 

satisfaction with the historic preservation process, a few concerns were expressed by 

focus group participants as noted below. 
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• Homeowner associations are given too little notice of pending projects in their 
neighborhoods. The staff decision letter, which serves as notice to both the 
Historic Preservation Commission and the homeowner association, is released 
three or four days before the item is scheduled for Commission hearing.  

 
– “Applicants for single family additions in Landmark districts should be 

encouraged to review their design and application with their neighborhood 
association prior to submittal of the application to the Planning and 
Community Development Department.” 

– “Neighborhood associations in Landmark districts should be alerted when  
building permit is applied for within their area.” 

 
• There is insufficient follow-through by staff to ensure that conditions of approval 

are implemented.  
 
• Staff turnover has resulted in loss of specific expertise in historic preservation, 

due in part to the highly specialized nature of planning staff and lack of cross-
training. 

 
• The cumulative effect of minor change approval after minor change approval by 

staff can result in construction that is dramatically different from that approved by 
the Commission. 

 
• Consultant building permit plan checking firms used for outsourced plan check 

appear to lack expertise in historic preservation and often require plan 
modifications that are inconsistent with the Historic Building Code. 

 
• “New residents move into landmark districts without being aware of the historic 

preservation requirements. The Planning and Community Development 
Department needs to find a way to inform new residents in landmark districts 
about these requirements.” 

 
• “Building Inspectors do not seem well trained as it pertains to the historical 

preservation codes. When they inspect historical homes, they seem unaware of 
the impact of historical preservation as it pertains to the building code 
requirements.” 

 
Properties located within locally designated historic districts are worth more, appreciate 

faster, and retain more of their value.9 These properties also represent much of the 

character of Pasadena. 

                                            
9 Narwold, A., Estimating the Value of the Historical Designation Externality. International Journal of 
Housing Markets and Analysis, 2008 
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7. BUILDING INSPECTION STAFF WERE VIEWED AS COMPETENT AND 
HELPFUL, BUT CONCERNS WERE EXPRESSED REGARDING THE LEVEL 
OF SERVICE. 

 
The building inspectors have a positive reputation with the participants in the 

focus groups. However, some challenges were noted. Examples of the comments 

received regarding building inspectors are presented below. 

• Building inspectors do not adequately enforce conditions of approval imposed in 
the planning, design review and historic preservation review processes. Their 
focus is almost exclusively upon the building code. 

 
• “Building Inspection should provide a time certain for inspections e.g., AM or 

PM.” 
 
The level of service provided by building inspection staff during construction is 

problematic.  

8. THE LEVEL OF SERVICE PROVIDED BY THE WATER AND POWER AND 
THE FIRE DEPARTMENTS IN THE DEVELOPMENT REVIEW PROCESS 
WERE FREQUENTLY CITED AS PROBLEMATIC 

 
 Focus group participants expressed concern that the Water and Power 

Department and the Fire Department do not seem to share the same responsive 

customer service attitude of other City departments involved in the development review 

process. Even though these two departments play a relatively lesser role in the 

development review process, focus group participants stated that these two 

departments add unnecessary delay and uncertainty. Examples of the comments 

received regarding these two departments are presented below. 

• The Water and Power Department does not display a sense of urgency in 
responding to inquiries and granting approvals. Some felt that the Department 
“retaliates” if complaints are made to elected officials. 

 
• It is unclear how development-related fees are determined by Water and Power 

Department. 
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• The Fire Department frequently imposes requirements in the full building permit 
plan check that it did not state would be required in Pre-Development Plan 
Review.  

 
• Participants indicated that the Fire Department frequently requires improvements 

during inspection (e.g., fire sprinklers) that were not required in plans originally 
approved by the department. 

 
• Fire Department field tests are often scheduled on weekends, requiring overtime 

for subcontractors. “Fire prevention won't conduct inspections prior to 8 AM. Try 
to conduct fire alarm inspections prior to 8 AM to minimize the amount of 
disturbance for tenants.” 

 
In considering the development review process, it is important to recognize that 

the various “players” in the development review process are inter-related, and the 

delivery of lesser levels of service by any of the “players” creates problems for all of the 

“players” and how these “players” are perceived by permit applicants and the 

community, and can compromise final outcomes for the City as a whole. 

9. TRAFFIC IMPACT AND PARKING STUDIES CAN ADD UNCERTAINTY AND 
DELAY TO THE DEVELOPMENT REVIEW PROCESS. 

 
Architects and developers reported that requirements to conduct traffic impact 

and parking studies usually come late in the development review process, and can often 

impose requirements which can delay or “kill” a project, particularly with regard to tenant 

improvements for a change of use. On the other hand, community representatives felt 

that the traffic engineers never identify an impact that cannot be mitigated. Specific 

concerns were limited to the following: 

• Thresholds for requiring traffic impact studies are too low.  
 

– “The City's traffic impact study thresholds are set too low. The results are 
unmitigatable traffic impacts.” 

– “The thresholds for traffic impact studies are set too low.” 
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• In areas where parking for businesses is provided by shared parking in public or 
private facilities, new businesses are at times told they cannot open because all 
of the available parking is committed to other businesses. 

 
• “The parking regulations / restrictions for medical offices restrict the size and 

types of practices that can conduct business in Pasadena. The South Raymond 
parking restrictions are incongruous; more parking is necessary. This same 
problem exists in the area covered by the South Fair Oaks Specific Plan e.g., 
Fair Oaks to the Railroad and California down.” 

 
• The maximum allowable parking in transit-oriented districts is the same for all 

transit-oriented districts, regardless of the mix of uses in the district and the 
extent to which daily needs can be met without use of an automobile. 

 
• The process of selecting consultants for traffic impact studies through bidding 

has caused traffic studies to take up to six months to complete. 
 
• “No land entitlement permit has ever had traffic impacts that could not be 

mitigated. In the central business district, these measures largely consist of 
adjusting signal timing and rerouting traffic to South Raymond Avenue.” 

 
Land use and transportation planning are critical to the quality of life on 

Pasadena. However, it is important for the Department to be predictable e.g., no 

surprises, and to balance improving alternative modes of transportation (walking, 

cycling, public transit and car sharing) to create a more accessible, walkable community 

with the need for economic development.  
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4. DIAGNOSTIC APPRAISAL 

 
This chapter summarizes the City’s performance against a series of best 

management practices designed to evaluate each of the major functional areas of the 

development review process. These best management practices were developed and 

compiled by the project team from prior consulting engagements, the American 

Planning Association, the ISO Building Code Effectiveness Grading Schedule, etc., and 

emerging trends in the profession.  

1. COMMISSIONS 
 

There were a number of positive aspects to the Commissions involved in the 

development review process and the support provided to the Commissions by the City.  

Examples of these are presented in the paragraphs below. 

• The Planning Commission and Design Commission receive comments and 
reports from other commissions on an ongoing basis 

 
• A Planning Commission annual report is presented to the City Council pursuant 

to Government Code 65400. 
 
• The Planning Commission allocates a substantive portion of its meetings on an 

ongoing basis to advanced planning. For example, the Planning Commission has 
been extensively involved in the general plan update. 

 
The best management practices review also identified several opportunities for 

improvement regarding Commissions and the support provided to the Commissions by 

the Planning and Community Development Department. These are summarized in the 

following points. 

• Joint work sessions of the City Council and the Commissions are not conducted 
at least once a year. 

 
• The Commissions do not conduct an annual retreat to discuss and plan future 

activities. 
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• New Commission members are not typically provided with an orientation. 
 
• Not all of the Design Commission members have the professional background as 

an architect ort designer needed to constructively participate in the commission. 
 
2. PERMIT CENTER 
 

There were a number of positive aspects to the Permit Center.  Examples of 

these are presented in the paragraphs below. 

• A one-stop shop or Permit Center exists for submittal of permit applications. 
 
• The one-stop shop is open during lunch and open five days a week. 
 
• Desk-level counters with chairs are provided for both staff and the customer. 
 

The best management practices review also identified several opportunities for 

improvement regarding the Permit Center. These are summarized in the following 

points. 

• The Public Works – Engineering Division does not assign staff to the Permit 
Center. Applicants must visit the department’s offices. The Water and Power 
Department does not routinely assign staff to the Permit Center. 

 
• The Permit Center does not have computers for applicants for application 

preparation and review of zoning materials, building materials, maps (general 
plan/zoning), etc. 

 
• The Permit Center staff that provide counter services are not ICC certified as 

building technicians. 
 
• Overall, customers may wait for lengthy periods of time. In November 2011, 4.4% 

of customers abandoned waiting to be served. Other “windows” appear to have 
wait times in excess of 5 minutes including Building and Safety, Fire, Zoning, 
Permit Processing, Fire-Simple, Building-Simple, Fire-Overflow, and Zoning-
Simple. In addition, customers must go to a multitude of “windows” and wait each 
time. A customer for a deck permit, for example, must go to five (5) different 
“windows”; Building, Zoning, Design and Historic Preservation, Permit 
Processing, and the Cashier. 

 
• Permit applications are not checked at the counter at submittal to assure that the 

application meets basic submittal requirements. 
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3. ZONING 
 

There were a number of positive aspects to the Zoning Section.  Examples of 

these are presented in the paragraphs below. 

• The general plan, zoning ordinance, and subdivision ordinance are available on-
line. 

 
• Authority for approval of land entitlement permits has been effectively  “pushed 

down” in the Zoning Ordinance to the Zoning Hearing Officer. 
 
• There are a number of different types of applications that can be approved at 

staff-level including some types of Certificate of Appropriateness and Design 
Review applications. 

 
• The zoning ordinance is up-to-date, having been updated in 2005. 
 
• CEQA guidelines have been developed, and are available on the City’s Intranet. 
 
• The City Council has approved a list of different types of projects that are 

ministerial in nature and exempt from CEQA. 
 
• The Initial Study Checklist, Notice of Exemption, Notice of Exemption, Notice of 

Intent to adopt a Negative Declaration and other forms are consistent with the 
State Guidelines. 

 
• Mitigation Monitoring Programs are adopted with all Mitigated Negative 

Declarations and Environmental Impact Reports including a standard template. 
 
• The Planning Division staff received basic and advanced CEQA training – in five 

(5) sessions. 
 
• The Zoning Section staff track all of the environmental processing requirements, 

environmental conditions, outside agency environmental permits and mitigation 
monitoring in Tidemark. 

 
The best management practices review also identified several opportunities for 

improvement regarding the Zoning Section. These are summarized in the following 

points. 
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• Minor types of applications require the approval of the Zoning Hearing Officer 
including minor conditional use permits, minor variances, hillside development 
permits, etc. 

 
• The Zoning Section case manager does not exercise of authority with other 

departments/divisions to resolve delays in completion of plan checks. 
 
• The Zoning Section does not assign a case manager for the end-to-end 

processing of land entitlement permits. 
 
• The Zoning Section has not adopted and published a schedule that identifies that 

if an application is submitted by a pre-scheduled and specific date, that it will be 
scheduled for an initial hearing by a specific date. 

 
• The applicant is not informed of the cycle time objectives for action on an 

application when a zoning application is submitted. 
 
• Zoning permit applications are not checked at the counter upon submittal for 

initial completeness and rejected if missing basic items. There are significant 
problems with achieving a complete submittal. In addition, there are not any 
formal written guidelines or procedures for checking applications for 
completeness. 

 
• Zoning permit applications are not assigned, distributed, tracked and monitored 

electronically though the automated permit information system. 
 
• A monthly report is not generated for the Principal Planner reporting actual vs. 

planned performance against these cycle time objectives. 
 
• A standing interdepartmental joint review committee is not utilized to review 

applications and determine conditions of approval. 
 
• Applications can be appealed to multiple bodies. For example, the decision of the 

Zoning hearing Officer can be appealed to the Board of Zoning Appeals and to 
the City Council. 

 
• The actual processing time from the date of submittal to the date of a decision for 

zoning applications exceed cycle time metrics used by the Matrix Consulting 
Group. 

 
• The CEQA guidelines do not include appeal timelines and procedures. 
 
• Standard CEQA mitigations measures have not been adopted. 
 
• Master, Tiered and programmed EIR’s have not been used to streamline the 

CEQA review. 
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• The Zoning Section staff have not been provided or scheduled for annual 

refresher training in CEQA. 
 
• The Zoning Section case manager does not field verify compliance by permit 

applicants with mitigation measures e.g., AB 3180. 
 
• The Zoning Division case manager does not note compliance by permit 

applicants with mitigation measures in Tidemark. 
 
4. DESIGN AND HISTORICAL PRESERVATION 
 

There were a number of positive aspects to the Design and Historic Preservation 

Section.  Examples of these are presented in the paragraphs below. 

• Neighborhood Commercial and Multi-family Residential design guidelines contain 
clear written guidance on what constitutes design “excellence”. 

 
• Typically, the same case manager is assigned to the design review application 

throughout the four-step design review process. 
 

The best management practices review also identified several opportunities for 

improvement regarding the Design and Historic Preservation Section. These are 

summarized in the following points. 

• A four-step design review process is utilized: a preliminary, conceptual, 50% 
complete, and 100% complete. 

 
• The design guidelines within the specific plans are, for the most part, dated and 

lack clear written guidance on what constitutes design “excellence. 
 
• The Design and Historic Preservation Section does not promote design 

excellence through publications, sponsoring speakers/events, and design 
competitions, etc. 

 
• The Design and Historic Preservation Section has not adopted and published a 

schedule that identifies that if an application is submitted by a pre-scheduled and 
specific date, that it will be scheduled for an initial hearing by a specific date. 

 
• The applicant is not informed of the cycle time objectives for action on an 

application when a design review application is submitted. 
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• Design and historic preservation permits applications are not checked at the 
counter upon submittal for initial completeness and rejected if missing basic 
items. 

 
• Design and historic preservation permit applications are not assigned, 

distributed, tracked and monitored electronically though the automated permit 
information system. 

 
• A monthly report is not generated for the Principal Planner reporting actual vs. 

planned performance against these cycle time objectives. 
 
• The actual processing time from the date of submittal to the date of a decision for 

design and historic preservation permit applications exceed cycle time metrics 
used by the Matrix Consulting Group. 

 
5. COMMUNITY PLANNING 
 

There were a number of positive aspects to the Community Planning Section.  

Examples of these are presented in the paragraphs below. 

• The general plan is currently being updated; it was last updated in 2005. 
 
• The General Plan is complete and contains all the elements required by the 

State. 
 
• The Housing Element has been certified by the Office of Planning and Research. 
 
• The General Plan has an implementation program or action plan. 
 

The best management practices review also identified several opportunities for 

improvement regarding the Community Planning Section. These are summarized in the 

following points. 

• The General Plan is not a cohesive integrated document. It is, instead, a 
collection of elements. 

 
• The action plans for the General Plan have not defined, in detail, how the general 

plan will be implemented. 
 
• Many of the City’s specific plans are out-of-date, and no longer provide a vision 

for these specific geographical areas of the City. 
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•  The annual work program prepared by the Section does not define the work to 
be done, the tasks to be performed, the staff hours required for each task, and 
the timeline in detail. 

 
• A project work plan is not prepared for each advanced planning work project. 
 
6. CODE COMPLIANCE 
 

There were a number of positive aspects to the Code Compliance Division.  

Examples of these are presented in the paragraphs below. 

• Code Compliance Officers are required to complete a 24- hour P.O.S.T. module, 
PC 832 Arrest, Search and Seizure certification within 12 months of employment. 

 
• The Code Compliance Division uses the automated permit information system to 

track the cases assigned to the Division. 
 
• The Code Compliance Division uses a formal case management system using 

the automated permit information system to manage the length of time required 
to investigate and close cases and manage the productivity of staff. 

 
• The Code Compliance Division utilizes an administrative enforcement process as 

a first response. 
 

The best management practices review also identified several opportunities for 

improvement regarding the Code Compliance Division. These are summarized in the 

following points. 

• Code Compliance Officers are not required to possess a California Association of 
Code Enforcement Officers (CACEO) Basic certificate required within twelve (12) 
months of employment. 

 
• Senior Code Compliance Officers are not required to have a California 

Association of Code Enforcement Officers (CACEO) Basic certificate and a 
California Association of Code Enforcement Officers (CACEO) Advanced 
certificate. 

 
• The Code Compliance Division does not perform regular risk assessments of the 

neighborhoods in the City to target inspections and allocate resources by area 
and need (e.g., routine neighborhood assessments). 

 
• The Code Compliance Division does not typically provide financial assistance 

(e.g., grants, low-interest loans or deferred payment schedules). 
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• The workload is not evenly distributed among Code Compliance Officers. Based 

upon workload points, the officer with the greatest workload points is 56% greater 
than the officer with the lowest number of points. 

 
• The Division does not utilize a self-certification system for the quadrennial 

inspection program. All multi-family rental inspections are performed on a four-
year cycle. 

 
• Based upon a sample of the results of the inspections resulting from the 

Occupancy Inspection Program, 36% of the inspections find “no active 
violations”, 31% of the inspections find “minor violations”, and 31% of the 
inspections find major violations. The staff of Code Compliance Minor violations 
do not, typically, re-inspect minor violations. Minor violations typically consisted 
of missing smoke and carbon dioxide detection devices, inoperable or missing 
GFCI’s, etc. Major violations typically consisted of building remodeling or 
additions without building permits; 93% of these cases in the sample with “major 
violations were largely about remodeling or additions without building permits. 

 
• Problems were found the automated permit information system regarding the 

Division’s cases. The dates entered for the closure of some cases were shown 
as occurring before the case was opened. In many instances, the gap was not 
significant (a matter of days), but in other instances it was a matter of a month or 
months and in one case more than ten (10) years. The dates for first inspection 
were shown, in some instances, as occurring before the case was opened. In 
some instances, the gap was slightly more than one (1) year. 

 
• There are problems, in some instances, with the level of service provided by the 

Division. Overall, the median number of calendar days to 1st inspection, after 
receipt of the complaint, is acceptable. The response time is consistently within 
one week, at the median. The problem occurs at the 75th percentile. The 
response time approaches two weeks or longer in some instances. Overall, the 
median number of calendar days to close a case is acceptable with the 
exceptions of Attractive Nuisance - Equip, Structure, etc., Inoperable Vehicle and 
Property Maintenance – Interior types of cases. The problem occurs at the 75th 
percentile. The response time approaches four months in some instances. 

 
7. BUILDING AND SAFETY DIVISION. 
 

There were a number of positive aspects to the Building and Safety Division.  

Examples of these are presented in the paragraphs below. 

• The Building & Safety Department utilizes the latest edition of the Commercial 
and Residential Building Codes – the Los Angeles Regional Uniform Code 
Program. 
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• Combination inspectors are utilized to respond to inspection requests although 

the inspection staff are separated from residential and commercial inspections. 
 
• Building permit plan checking is accomplished in parallel by all of the 

departments/divisions involved in the process. 
 

The best management practices review also identified several opportunities for 

improvement regarding the Building and Safety Division. These are summarized in the 

following points. 

• Inspection requests are not consistently responded to within one workday of the 
request. 

 
• Building permits are not issued over the Internet using the automated permit 

information system. 
 
• The Building and Safety Division does not utilize a case management system to 

manage the length of calendar time required for building permit plan checks. 
 
• The number of departments/divisions that are routed building permit plans has 

not been streamlined. Too many divisions / departments are plan checking 
simple permit plans. 

 
• The Building and Safety Division does not provide zoning clearance for simple 

building permit plan checks. 
 
• The amount of calendar days required for the initial plan check exceeds metrics 

used by the Matrix Consulting Group. 
 
• The plan check function of the Division is understaffed in terms of actual versus 

authorized positions. Two of the authorized positions are vacant at the –[resent 
time. 

 
8. INFORMATION TECHNOLOGY USED BY THE CITY IN THE DEVELOPMENT 

REVIEW PROCESS. 
 

There were a number of positive aspects to the information technology used by 

the City in the development review process.  Examples of these are presented in the 

paragraphs below. 

• The automated permit information system is used to accept and issue permits. 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group  Page 122 

 
• The Zoning Section uses the automated permit information system to to provide 

a database of conditions and corrections. 
 
• The Building and Safety Division to enter and retrieve data regarding events for 

each case, narrative regarding those events, and the dates for those events. 
 

The best management practices review also identified several opportunities for 

improvement regarding the information technology used by the Planning and 

Community Development Department. These are summarized in the following points. 

• The automated permit information system is a “legacy” system. The Interactive 
Voice Response System is obsolete. The queuing software used for the Permit 
Center is obsolete. 

 
• The automated permit information system is not used to assure the status of 

each permit submittal is visible during the permit review process. 
 
• The automated permit information system is not utilized to manage the 

processing time for permits. 
 
• Other departments do not utilize the automated permit information system to 

enter and retrieve data regarding events for each case including Water and 
Power, Public Works – Engineering, and Transportation. 

 
• The automated permit information system is not utilized to facilitate customer 

service through access to the Internet to enable customers to submit permit 
applications. 

 
• The automated permit information system does not enable pre-defined permit 

workflow and project tracking that automatically routes plans and permits to staff 
without requiring human intervention. 

 
• The automated permit information system does not have the capability of 

notifying applicants by e-mail of changes in the status of their application. 
 
• The automated permit information system does not enable an automated e-mail 

subscription feature that enables residents to automatically be notified. 
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4. ANALYSIS OF THE PERMIT CENTER 
 

This chapter presents an analysis of the Permit Center, its plan of organization, 

the classifications used to staff the Center, the departments that assign staff to the 

Center, the roles and responsibilities of the staff assigned to the Center, and the 

process used for plan checking over-the-counter plan checks at the Center. 

The recommendations within this chapter center around enhancing the utilization 

of the staff assigned to the Permit Center for plan checking of single trade building 

permits, and simplifying the process for plan check approval for single trade permits by 

reducing the number of “stations” that an applicant needs to visit to obtain a permit. 

1. THERE ARE A NUMBER OF POSITIVE ASPECTS TO THE PERMIT CENTER. 
 

The management study of the development review process, by its nature, 

focuses on opportunities for improvement. However, there are a number of strengths in 

the existing practices used by the Permit Center. Selected examples of the current 

strengths are listed below. 

• A one-stop shop or Permit Center exists for submittal of permit applications. A 
number of departments assign staff to the Permit Center including the Planning 
and Community Development Department (Building and Safety Division, 
Planning Division, and Code Compliance Division), and the Fire Department. 

 
• The one-stop shop is open during lunch and open five days a week. 
 
• The Permit Center provides sufficient space for receiving and serving customers. 
 
• The Permit Center has developed application handouts and forms, toys for 

children, etc. 
 
These strengths provide a sound foundation for the improvement in the Permit Center. 
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1. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 
SHOULD DEFINE THE DESIRED OUTCOMES FOR THE PERMIT CENTER. 

 
The Planning and Community Development Department should define the 

customer’s “Desired Outcomes” as a “litmus test” for excellent customer service by the 

Permit Center and how it would be measured. Possible “Desired Outcomes” are 

presented in the paragraphs below. 

Outcome #1: Interpretation and Application of City Policies 
 
1. City policies, codes and standards are up-to-date, consistent, and user-friendly to 

assist in project formulation / application, review and decision-making. Staff 
continually evaluates the regulations and elevates refinements to solve 
inconsistencies and conflicts. 

2. There is consistency in the application and interpretation of regulations and 
procedures between departments and individual staff members. 

3. There is clarity on what is required by City policies and codes versus what are 
additional recommendations. Customers have the discretion to choose whether 
to incorporate recommendations. 

 
Outcome #2: Communication of Regulations, Requirements, and Process 
 
1. The process, required approvals and applicable regulations (“roadmap”) are 

communicated clearly, consistently and in a timely manner by City staff to 
customers. Customers, with City staff guidance, can submit complete and 
accurate applications and responses. 

2. Comprehensive and reliable information is available to customers when doing 
research, including the opportunity to ask “what if” questions about parcels or 
potential project scenarios. 

3. Information materials, project status, comments, clearances, and outstanding 
reviews are easily accessible online to every customer participating in the 
process. The automated technology is user-friendly to promote customer self 
access. City staff updates information regularly to ensure the latest information is 
available. 

 
Outcome  3: Partnership Culture & Responsiveness 
 
1. There is a professional attitude and commitment to customer service by City staff. 

There is a  “partnership” culture between City staff members and customers to 
work towards an approved project that can be constructed in a cooperative 
manner that meets the City’s policies, codes and standards. 

2. Customers have a primary point-of-contact and consistent City staff members on 
their project that have the responsibility to facilitate the process, interpret or apply 
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regulations and make timely recommendations or decisions. All City staff 
members assigned to a permit application should be able to assist on project 
processing and coordination. 

3. There is sufficient resources and number of trained, knowledgeable City staff to 
accomplish the desired outcomes. If the demand (workload) requires it, then 
resources should match the service need. 

 
Outcome 4: Predictability and Efficiency of Process and Results 
 
1. There are consistent, standard operating procedures for customers to follow. The 

process is understandable and works for all customers. 
2. Customers are given realistic timelines for the processing of their permit 

application by City staff that they can count on and the City point-of-contact staff 
monitors the schedule to ensure that it is met. 

3. A Permit Center performance measurement program is established and reviewed 
regularly to gauge efficiency, productivity and customer satisfaction. 

4. Individual City staff members ensure plan check comments are thorough and 
tailored to the customer’s project and reference specific code and regulation 
provisions. City point-of-contact staff identifies and resolves interdepartmental 
conflicts or redundancies prior to sending review comments to the applicant. 

5. The appropriate technology tools are utilized to simplify and improve the 
efficiency of the submittal, review, approval, and construction inspection process. 

 
Theme 5: Accountability for Quality and Consistency of Decision-Making 
 
1. The Planning and Community Development Department has developed a 

consistent, clearly defined process to resolve project issues. City point-of-contact 
staff is responsible for initiating and closing the issue resolution process for the 
customer. 

2. Managers in departments that are involved in the permit process should delegate 
the resolution authority to the appropriate staff level and that staff takes 
responsibility to solve issues at the earliest time possible. 

3. All participants, including the customer, follow-through with commitments and 
agreements to meet expectations and timelines. Participants do what they say 
they will do or communicate what has changed. 
 
The proposed performance measures to assess how well City staff meets these 

outcomes are presented in the exhibit following this page. These performance 

measures are generally intended to provide feedback in the following areas: 
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Exhibit 16 (1) 
 

Proposed Performance Measures  
for the Permit Center 

 

 
 

Project Early 
Assistance

Useful 
Handouts

Comprehensive 
and Reliable 
Information

Application 
Intake and 

Routing

Staff 
Technical 

Review and 
Comment 

Clear 
Regulations

Clear 
Submittal 

Requirements

Review Was 
Complete

Cycle Time Met 
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Few Review 
Mistakes

Project 
Complies 

with 
Regulations? 

No

Approval 
Issued

Constructio
n Inspection

Yes

Fair Application of 
Conditions

Courteous and Helpful Staff
Positive Staff with Options Thinking

Practical and Consistent Application of 
Codes

Interdepartmental Coordination Worked

Easy to Schedule 
Inspections

Timely Response to 
Inspection Requests
Plan Check Errors 

Are Rare

Customer Satisfaction 
Metrics
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Exhibit 16 (2) 
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Stops  Per Inspector
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Inspection Request 
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Applicant Cycle 
Time

Internal Metrics
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• Customer Satisfaction Measures – The Planning and Community Development 
Department should obtain feedback on the perceived level of satisfaction with 
services using technology such as Survey Monkey. Customer satisfaction 
surveys should be used to determine how customers “feel” about the service they 
have received from the City and the Permit Center. 

 
• Internal Efficiency and Cycle Time Measures – The Planning and Community 

Development Department should calculate workload volumes, overall project 
timelines compared to cycle time metrics, and all process component timelines 
and efficiencies of both the staff and the customer’s representatives. 

 
These desired outcomes are designed to serve as a vision for the Permit Center. 

The vision sets out what the Permit Center wants to accomplish, and should inspire 

staff. Vision statements should describe how things should be different as a result of the 

Permit Center’s activities, and how the Permit Center wants to be seen by others. Good 

visions are aspirational. 

Recommendation #4: The Planning and Community Development Department 
should define in writing the desired outcomes for the Permit Center. 
 
Recommendation #5: The Planning and Community Development Department 
should publish these desired outcomes to the Permit Center web site. 
 
2. THE CLASSIFICATION STRUCTURE USED FOR THE PERMIT CENTER 

SHOULD BE REVISED SO PERMIT CENTER STAFF CAN PLAN CHECK 
MINOR CONSTRUCTION PERMITS INCLUDING MINOR PLANNING, 
BUILDING, FIRE, ENGINEERING, AND UTILITIES PERMITS. 

 
The chart below presents the plan of organization for the Permit Center. 

 

 

Management Analyst V 
(1)	  

Principal Operations 
Specialist (1) Staff Assistant II / III (4) Operations Assistant 

(3) 
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The roles and responsibilities of these staff are presented in the exhibit following this 

page. It should be noted that one of the four Staff Assistant II / III positions is budgeted 

in the Finance Department –  the cashier position. 

Each of the classifications in the Permit Center are “generalist” types of clerical 

and secretarial classifications used in a multitude of departments. Positions classified as 

Staff Assistant can be found in the Office of the City Manager, Office of the City 

Attorney, Office of the City Clerk, Finance Department, Fire Department, Human 

Resources Department, etc. Positions classified as Principal Operations Specialist can 

be found in the Office of the City Manager, Information Technology Department, 

Housing Department, Human Services and Recreation Department, etc. Positions 

classified as Operations Assistant can be found in the Finance Department, Information 

Technology Department, Housing Department, Public Works Department, etc. Positions 

classified as Management Analyst V can be found in the Office of the City Clerk, 

Information Technology Department, Human Services and Recreation Department, 

Library and Information Services Department, Public Works Department, Water and 

Power Department, etc. 

These classifications require “generalist” knowledge, abilities, and skills. For 

example, the Staff Assistant III classification requires the knowledge of “modern office 

practices, procedures and organization; office recordkeeping and computer systems; 

business accounting and bookkeeping; basic business math; correct English usage, 

grammar, spelling and punctuation; intermediate level of expertise in MS Word and 

Excel.”  
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Exhibit 17 
 

Roles and Responsibilities of Permit Center Staff 
 

 

Staffing By Classification Roles and Responsibilities 
 
Management 
Analyst V 

 
1 

 
• This position supervises the day-to-day operations of the Permit 

center and supervises eight staff including balancing coverage of the 
“windows” in the Permit Center” with the absences. 

• Monitors the waiting time in the Permit Center lobby, personally 
responding to applicants with problems and concerns. 

• Coordinates the plan checking of building permit plans with other 
departments not located in the Permit Center e.g., Transportation 
Department, Public Works – Engineering, etc. 

 
Principal 
Operations 
Specialist 

 
1 

 
• Assigns addresses to new construction / development 
• Maintains the City’s parcel database in terms of parcel splits, retiring 

existing parcels, moving data to new parcels, etc. 
• Backs up the Staff Assistant that serves as the cashier, including 

retrieving the cash drawer from the safe in the morning and putting it 
back in the evening. 

• Responds to subpoena requests and public records requests from the 
Office of the City Attorney. 

• Quality controls building permit records before scanning and after 
scanning. 

 
Operations 
Assistant 

 
1 

 
• Serves as the plan check coordinator for building permits with 

responsibility for routing building permit plans to and from 
departments / divisions for plan checking. 

 
Operations 
Assistant 

 
2 

 
• Process and issue building permits at Window 8 in the Permit Center. 
• Assures the building permit applicant possesses a business license, 

insurance, and a contractor’s license before issuance of the permit. 
• Processes building inspection requests via voice mail and input into 

Tidemark. 
• Responds to questions over the phone regarding fees, the types of 

building permits required, etc. 
• Quality controls the building permit data in Tidemark in terms of fees, 

signatures, descriptions, spelling of names, etc. 

 
Staff Assistant 

 
2 

 
Staff Assistant 

 
1 

 
• This position is budgeted in the Finance Department, but serves full-

time as the cashier in the Permit Center. 
• Processes payments of land entitlement permits and building permits 

using Tidemark including issuing receipts. 
• Reconciles cash, credit cards, checks in the cash drawer to Tidemark 

on a daily basis. 
• Compiles statistical reports for the Permit Center on a monthly basis 

e.g., number of permits, permit revenue, etc. 
 
Staff Assistant 

 
1 

 
• Functions as the central receptionist for the Permit Center.  
• Routes customers to the appropriate Window / Counter using Queue 

Flow software. 
• Prepares building permit expiration letters. 
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It requires the ability to “communicate effectively both orally and in writing; 

analyze a variety of administrative and/or technical problems and make effective 

recommendations; understand and carry out a variety of moderately complex 

assignments in an independent manner; prepare accurate financial and statistical 

documents, reports, correspondence and other technical materials using computers and 

various software; type 40 net words per minute with 95% accuracy; establish and 

maintain cooperative working relationships with the public and City employees; work 

independently and organize, prioritize and coordinate work assignments.” These are 

knowledge’s and abilities required to “moderately complex administrative, financial, 

and/or customer service support functions.”  

There is no mention whatsoever in this classification regarding the knowledge of 

planning, building, fire, utility, and engineering permit processes and procedures, 

specification requirements, construction practices, and cost estimating. There is no 

mention whatsoever of the ability to plan check plans for completeness, to plan check 

minor construction projects for code compliance, and calculate permit fees in 

accordance with established laws, ordinances, and policies. 

The classification structure utilized for the staff assigned to the Permit Center 

should be revised, and classifications utilized that better describe the work performed by 

this staff. The proposed classification structure for the Permit Center is presented 

below. 

• A Permit Center Manager should manage the Permit Center. This is an existing 
classification. The Permit Center Manager would be responsible for planning, 
organizing, and managing the operations and activities of the Permit Center. This 
should not be an additional position. 

 
• Four Permit Technicians should staff the Permit center. This would be a new 
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classification series. The positions allocated to the Permit Technician 
classification would be responsible for technical work in the review, processing, 
and issuance of variety of permits including building, planning, fire, utilities, and 
engineering, including: 

 
– Performing elementary plan check of planning, building, fire, and 

engineering permits including encroachments, setback, decks, fences, 
spas, reviewing completeness and for conformance to building codes and 
City ordinances; and 

 
– Plan checks and issues routine less complicated building, planning, fire, 

engineering, and utility permits. Building Permit may include, but are not 
limited to, spas, swimming pools, HVAC equipment, minor tenant 
improvements, minor commercial / industrial additions, single family 
additions and remodels, re-roofs, single trade permits, etc. Planning 
permits may include, but are not limited to, temporary use permits, sign 
permits and review of spas / swimming pools and additions for zoning 
compliance. Engineering Permits may include, but are not limited to, 
issuance of grading permits and checking swimming pool and room 
addition plans for easements. Fire Permits may include, but are nit limited 
to, issuance of permits for carnivals and fairs, minor tenant improvements, 
minor commercial / industrial additions, single family additions and 
remodels, etc. Utility Permits may include residential electrical and water 
meter upgrades, minor tenant improvements, minor commercial / industrial 
additions, single family additions and remodels, etc. 

 
The classification series for Permit Technician should include three 
classifications: Permit Technician I, Permit Technician II, and Senior Permit 
Technician. The distinguishing characteristics of each classification are 
presented below. 
 
– Permit Technician I - This is the entry-level class in the Permit Technician 

series. This class is distinguished from the journey by the performance of 
the more routine tasks and duties. Employees at this level are not 
expected to perform with the same independence of direction and 
judgment on matters allocated to the journey level. Since this class is 
typically used as an entry class, employees may have only limited related 
work experience. Employees work under immediate supervision while 
learning the full range of job duties and tasks. 

 
– Permit Technician II - This is the journey level class within the Permit 

Technician series. This class is distinguished from the entry level by the 
assignment of the full range of duties. Employees at this level receive only 
occasional instruction or assistance as new or unusual situations arise 
and are fully aware of the operating procedures and policies of the work 
unit. Incumbents handle the more complex and difficult situations and 
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issues. Positions in this class are flexibly staffed and are normally filled by 
advancement from the entry level. 

 
– Senior Permit Technician - This is the advanced journey-level class in the 

Permit Technician series. This class is distinguished from the journey-level 
by the assignment of responsibility for troubleshooting problems and 
performing the more complex duties as well as providing training, 
guidance, and technical and functional direction to Permit Technicians as 
assigned. This class may also be assigned to special projects and 
additional administrative responsibilities. This class is distinguished from 
Permit Technicians by the performance of difficult, technical, complex, and 
/ or specialized duties, which require the application of a larger base of 
technical knowledge and skill in addition to standard office support skills. 

 
These should not be new positions. 
 
It is a common practice to have permit technicians be responsible for intake of 

land entitlement and building permit applications, and plan check and issuance of minor 

or elementary permits. This practice can be found in cities such as Emeryville, Colton, 

Hermosa Beach, Imperial Beach, Pacifica, and Torrance.  

However, other cities have begun to expand the utilization of these permit 

technicians the next step to include engineering and utilities. This includes such cities 

as the following: 

• Roseville; 
 
• Sacramento; 
 
• Danville; 
 
• Citrus Heights; 
 
• Capitola; and 
 
• Merced. 
 

The City should create a new classification of Permit Technician to combine the 

paraprofessional knowledge in all five disciplines - building, planning, fire, utilities, and 
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engineering - into one classification. This will simplify the permit process at the counter 

for the customer. The cross training of the incumbents in the Permit Center – the 

Principal Operations Assistant, Operations Assistant, and Staff Assistants - would 

increase efficiency and enhance problem solving by identifying potential issues with 

various codes and guidelines earlier in the process. Although the amount of information 

required to perform the functions of only one discipline is challenging, the foundation of 

knowledge required is significant when all five areas are combined. 

Recommendation #6: A Permit Center Manager should manage the Permit Center. 
This should not be a new position. 
 
Recommendation #7: Four Permit Technicians should be assigned to the Permit 
Center. This would require the creation of a new classification. These should not 
be four new positions. 
 
3. THE POSITIONS IN THE ENGINEERING SERVICES SECTION, 

DEPARTMENT OF PUBLIC WORKS, ASSIGNED TO THE LAND 
ENTITLEMENT PERMIT AND THE BUILDING PERMIT PROCESS SHOULD 
BE PHYSICALLY LOCATED AT THE PERMIT CENTER BUILDING. 

 
The Engineering Services Section, Engineering Division, of the Department of 

Public Works does not assign any staff to the City’s Permit Center. 

The Engineering Services Section, Engineering Division, of the Department of 

Public Works is responsible for permit administration and inspection for all activities 

within the public right of way. All work within the public right of way requires separate 

permit(s) issued by the Department of Public Works. This includes streets, sidewalk, 

parkway, drive approach, curb, gutter, and in some cases, public easements granted to 

the City within private property. The general types of permits issued by the Section 

include, but are not limited to, the following: 

• News Rack Permit; 
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• Public Improvement Permit; 
 
• Sidewalk Dining Permit; 
 
• Street and/or Sidewalk Occupancy Permit; 
 
• Block Party Permit; 
 
• City Hall Courtyard Rental; 
 
• Tree Maintenance Permit; 
 
• Utility Excavation Permit; 
 
• Wide Load / Heavy Equipment Travel Permit; and 
 
• House Move Permit. 
 

The specific responsibilities of Section are presented below. 

• Review land entitlement permit applications including tentative maps, use 
permits, variances, etc., for grading, drainage, site improvements (i.e., streets, 
sidewalks, curb and gutter), National Pollutant Discharge Elimination System 
(NPDES) best management practices and access, and developing 
recommended conditions of approval. 

 
• Plan check final maps and improvement plans for conformance with Public 

Works Department standard specifications. 
 
• Plan check building permit plans for compliance with engineering conditions of 

approval including grading, drainage, easements, compliance with NPDES best 
practices, and on-site and off-site improvements 

 
• Issue encroachment permits for construction in the City right-of-way, excavation 

permits, driveway permits, etc.  
 
• Participate in Pre-development Plan Review pre-submittal meetings with other 

departments and applicant(s), as required, and provide pre-application 
comments and conditions. 

 
The authorized staffing in the Section allocated for land entitlement and building 

permit plan check and inspection by classification title is presented in the table below. 
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Class Title Number of Authorized Positions 

Principal Engineer 1 
Engineer 1 
Associate Engineer 1 
Senior Engineering Aide 1 
Engineering Aide 1 
Operations Assistant 1 
TOTAL 6 

 
Each of these positions are involved in the permit process – the land entitlement 

permit process or the building permit process. The Engineering Services Section does 

not allocate any of these positions responsible for permit administration and inspection 

within the public right of way to the Permit Center on a regular, ongoing basis. These 

positions are located at City hall. If a customer needs an encroachment permit as part of 

their project, the applicant must leave the Permit Center and go to the City Hall. 

All of these six (6) positions should be physically housed at the Permit Center 

building. As will be noted later, the Permit Technicians assigned to the Permit Center 

should be responsible for the issuance of encroachment permits for construction in the 

City right-of-way, excavation permits, driveway permits, etc. However, the interaction of 

these six (6) staff with the other staff of the Planning and Community Development 

Department is an essential component to a seamless and transparent permit process 

for the customer. 

One (1) of the six (6) positions, an Operations Assistant, is responsible for 

serving the public counter at the offices of Public Works – Engineering at City Hall 

including answering phone calls, providing information to applicants over-the-counter. 

This position should be reallocated to the Permit Center, and classified within the Permit 

Technician classification series. The position should report to the Permit Center 

Manager. 
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Recommendation #8: The six (6) positions in the Engineering Services Section, 
Engineering Division, of the Department of Public Works should be physically 
located in the Permit Center Building.  
 
Recommendation #9: The Operations Assistant in the Engineering Services 
Section, should be reallocated to the Permit Center, and classified within the 
Permit Technician classification series. The position should report to the Permit 
Center Manager. 
 
4. ONE OF THE POSITIONS ALLOCATED BY THE WATER AND POWER 

DEPARTMENT TO THE BUILDING PERMIT AND LAND ENTITLEMENT 
PERMIT PROCESS SHOULD BE PHYSICALLY LOCATED IN THE PERMIT 
CENTER FOR THE SAME HOURS THAT THE PERMIT CENTER IS OPEN. 

 
The Water and Power Department does not routinely assign any staff to the 

City’s Permit Center. At the present time, permit applicants must go to the offices of 

Water and Power Department for photovoltaic approvals prior to review by the Planning 

and Community Development Department and all water and electric meter spotting. 

The role of the Utility Service Planning Group, Power Delivery Business Unit, 

Water and Power Department in the building permit and land entitlement process is to 

review land entitlement permits and building permit plans for both utilities: water and 

power. The specific responsibilities of the Utility Service Planning Group, Power 

Delivery Business Unit, Water and Power Department, as it pertains to the land 

entitlement and building permit process, are presented below. 

• Review land entitlement permit applications including conditional use permits, 
easements, street vacations, tentative maps, etc. in terms of their impact on 
electrical loads,  

 
• Plan check building permit plans including electrical service drawings (site plan, 

elevation plans, line diagram, load schedules, main switch size, etc.), plumbing 
plans, public utility easements, etc., for compliance with Regulation 21, standards 
for backflow prevention devices, fire flow and water pressure, etc.  

 
• Participate in Pre-Development Plan Review pre-submittal meetings with other 

departments and applicant(s), as required, and provide pre-application 
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comments and conditions including an electrical load analysis and water 
pressure analysis.  

 
The authorized staffing in the Utility Service Planning Group, Power Delivery 

Business Unit, Water and Power Department for land entitlement and building permit 

plan check and inspection by classification title is presented in the table below.  

Class Title Number of Authorized Positions 
Principal Electrical Engineer 1 
Electrical Engineer 3 
Engineering Aide 3 
Utility Services Planner Supervisor 1 
Senior Utility Service Planner 1 
Utility Service Planner 1 
TOTAL 10 

 
One of these ten (10) positions should be physically located in the Permit Center all of 

the time. That is not occurring consistently at the present time. 

Two (2) of the ten (10) positions are responsible for serving the public at the 

Water and Power Department: a Senior Utility Services Planner and a Utility Services 

Planner. The responsibilities of the two positions are presented below. 

• Plan check building permits for issuance of all water utility connections, collection 
of related fees and charges, and plan checking of all construction plans, service 
connection submittals, and applicant-built construction packages including 
backflow prevention devices. Determines adequacy of water pressure, the need 
to upgrade water mains, etc. 

 
• Prepare “will serve” letters for water connection applicants in the service area of 

the Water and Power Department. 
 
• Inspect water and electrical meter spots in the field, identifying placement for the 

water or electrical connection applicant. 
 
• Serves the public counter at the offices of Water and Power answering phone 

calls, providing information to applicants over-the-counter. 
 
One of the positions in the Utility Service Planning Group, Power Delivery 

Business Unit, Water and Power Department should be reallocated to the Permit 
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Center, on a rotating basis, for the same work hours as the Permit Center is open for 

business to the public. 

Recommendation #10: One the ten (10) positions in the Utility Service Planning 
Group, Power Delivery Business Unit, Water and Power Department should be 
physically located in the Permit Center Building for the same hours the Permit 
Center is open for business to the public.  
 
5. THE TRANSPORTATION PLANNING AND DEVELOPMENT DIVISION 

SHOULD BE PHYSICALLY LOCATED AT THE PERMIT CENTER BUILDING. 
 

Transportation planning is an integral part of land use planning and land use 

permitting decisions. Land use permits cannot be approved without answering a number 

of transportation planning questions as noted below. 

• What type of land use is being proposed by the development and what type and 
amount of traffic will be generated?  

 
• What is the function of the street on which the development is being proposed 

(e.g., arterial, collector, local) and is the proposed development compatible with 
this function?  

 
• Where are the driveways located? Could the design be improved according to 

some of the principles of access management?  
 
• What impact will the development have on the amount and type of traffic on the 

abutting street networks?  
 
• What are the incremental effects the development may have and especially on 

the access to neighboring parcels? 
 
• Is the roadway width appropriate?  
 
• Are pedestrian walkways, sidewalks, paths, and crosswalks; bike routes; multi–

use paths; and links to bus stops provided?  
 

A traffic impact analysis to help assess the impact the traffic generated by the 

development will have on the area and determine what measures must be taken to 

minimize the impacts. 
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The Transportation Planning and Development Division is responsible for 

transportation planning for the City of Pasadena. The specific duties of the Division, as it 

pertains to the development review process, include the following: 

• Manage the preparation of traffic impact studies by consultants and the Division’s 
own staff including development of mitigation measures; 

 
• Participate in Pre-development Plan Review pre-submittal meetings with other 

departments and applicant(s), as required, and provide pre-application 
comments and conditions;  

 
• Evaluate land entitlement permit applications including tentative maps, use 

permits, variances, final maps / improvement plans, etc., to assess the project’s 
impact on parking services, the amount of pedestrian traffic or bike use, the 
traffic impact on adjacent neighborhoods and / or on de-emphasized streets, the 
impacts on transit corridors, the impact on multimodal corridors, the compliance 
with the requirements of the City's Trip Reduction Ordinance, and recommend 
conditions of approval; and 

 
• Plan check building permit plans for conformance with land entitlement permit 

conditions of approval that were recommended by the Division. 
 
The Division is also responsible for comprehensive planning projects include the City’s 

General Plan Mobility Element Update and technical support to the Planning and 

Community Development Department comprehensive planning projects to develops 

plans and recommendations to improve the movement and safety of pedestrians, 

bicycles, buses, trucks and cars. 

The staff of the Transportation Planning and Development Division are located at 

221 E. Walnut Street.  

The authorized staffing in the Division for land entitlement and building permit 

plan check and inspection by classification title is presented in the table below.  

Class Title Number of Authorized Positions 
Transportation Manager 1 
Engineer 1 
Associate Engineer 1 
TOTAL 3 
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These three (3) positions should be physically located at the Permit Center. 

Ultimately, land use and transportation planning must be linked. Effective integration of 

land use and transportation planning maintains the quality of communities such as 

Pasadena. This can best be accomplished by co-locating the staff of the Transportation 

Planning and Development Division with those of the Planning and Community 

Development Department. 

Recommendation #11: The three (3) positions in the Transportation Planning and 
Development Division should be physically located in the Permit Center Building.  
 
5. THE ENVIRONMENTAL HEALTH DIVISION SHOULD HAVE “OFFICE HOURS” 

AT THE PERMIT CENTER.  
 

Development review is not a major component of the workload of the 

Environmental Health Division. However, the performance of the Division in the 

development review process has important ramifications in terms of permit cycle time. A 

review of the cycle time for the initial plan check for building permits in 2011 (based 

upon data extracted from Tidemark) indicates that the Environmental Health Division is 

typically one of the organizational units, with longer building permit plan check elapsed 

time than other units. Examples are provided below. 

• Tenant improvement for massage therapy (3312 sq. ft.) - upgrade restrooms, 
provide new spa treatment rooms – the Division took 62 calendar days to 
complete the first plan check, the longest amount of time of any unit; 

 
• Tenant improvement - change of use from candy store to foot reflexology, no 

exterior modifications and no signage - the Division took 13 calendar days to 
complete the first plan check, the longest amount of time of any unit; 

 
• Tenant improvement to include (1) storage room and (1) coffee area (no new sq. 

ft.) - the Division took 27 calendar days to complete the first plan check, the 
longest amount of time of any unit; 
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• Tenant improvement restaurant - new seating booths & exhaust hoods for 
Korean barbecue grills - the Division took 77 calendar days to complete the first 
plan check, the longest amount of time of any unit; 

 
• Tenant improvement for cafe/restaurant - the Division took 69 calendar days to 

complete the first plan check, the longest amount of time of any unit; 
 
• Tenant improvement - change of use from existing retail to restaurant (no 

cooking) at 2,878 sq. ft. - the Division took 30 calendar days to complete the first 
plan check, the second longest amount of time of any unit; 

 
• Remodel existing Fair Oaks laundry at 4,500 sq. ft. - the Division took 78 

calendar days to complete the first plan check, the longest amount of time of any 
unit; and 

 
• Remodel existing bakery/deli dept., meat/seafood dept., produce sales and sales 

floor with new decor throughout, modify dairy walk-in cooler and relocate access 
doors to warehouse - the Division took 115 calendar days to complete the first 
plan check, the longest amount of time of any unit. 

 
These plan check cycle for the initial plan check far exceeds metrics used by the Matrix 

Consulting Group (and presented in a subsequent chapter). 

The offices of the Division are located 2.4 miles from the City’s Permit Center. 

This geographical separation from the City’s Permit Center impedes the ability of the 

Division to function as part of the City’s development review team. While development 

review workload is not a substantive part of the Division’s overall workload, the 

Division’s level of service in development review impacts the City’s overall level of 

service. The Division should establish “office hours” in the City’s Permit Center – not 

less than four hours each workday – Monday through Friday. One of the staff of the 

Division should be physically assigned to the City’s Permit Center not less than four 

hours each workday – Monday through Friday – with responsibility for plan checking 

land entitlement permits and building permits, and participating with other divisions and 
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departments that are similarly assigned to the Permit Center in the development review 

process. 

Recommendation #12: One of the staff of the Environmental Health Services 
Division should be physically assigned to and based in the City’s Permit Center 
not less than four hours each workday – Monday through Friday with 
responsibility for plan checking land entitlement permits and building permits, 
and participating in the development review process with other divisions and 
departments that are similarly assigned to the Permit Center. 
 
6. STAFF OF THE CODE COMPLIANCE DIVISION SHOULD NOT BE UTILIZED 

TO ISSUE YARD SALE PERMITS, TEMPORARY BANNER PERMITS, ETC. 
 

At the present time, the three (3) Staff Assistants in the Code Compliance 

Division rotate responsibility to staff desk 1 in the Permit Center to serve applicants 

seeking occupancy inspections, zoning code inspections, mitigation monitoring 

inspections, yard sale permits, temporary banner permits, etc.  

The Code Compliance Division should not staff the Permit Center. If applicants 

are requesting occupancy inspections, zoning code inspections, mitigation monitoring 

inspections, yard sale permits, temporary banner permits, etc., the Permit Technicians 

assigned to the Permit Center should provide this service.  

Recommendation #13: The Staff Assistants of the Code Compliance Division 
should not staff the Permit Center to serve applicants seeking occupancy 
inspections, zoning code inspections, mitigation monitoring inspections, yard 
sale permits, temporary banner permits, etc. 
 
Recommendation #14: The Permit Technicians assigned to the Permit Center 
should respond to applicants seeking occupancy inspections, zoning code 
inspections, mitigation monitoring inspections, yard sale permits, temporary 
banner permits, etc. 
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6. APPLICANTS SHOULD BE PROVIDED WITH THE ABILITY TO OBTAIN 
SIMPLE BUILDING PERMITS ONLINE. 

 
At the present time, the Permit Center does not issue any permits on-line.  

Building permits that do not require a plan check, such as single trade permits, 

often known as over-the-counter permits, are well suited to online permit processing. 

Similar to e-commerce transactions, such as buying products from a website, this 

activity involves credit card processing and the printing of a permit. On-line processing 

of permit applications can be as basic as automating the front-end permit data collection 

or as complete as full automation of the single trade building permit transaction. The 

Matrix Consulting Group would recommend that not less than 15% to 20% of the 

building permits should be issued on-line using the Internet.  

At their own personal computer, applicants can apply for a building permit, 

schedule an inspection, and print the permit and receipt. Credit card payments are 

secured through the use of encryption technology. Applicants can setup their access so 

that basic information does not need to be re-entered for multiple transactions. 

An ICC-FIATECH survey in late 2008 found that on-line permit processing was 

the fastest growing information technology application for building and safety divisions, 

and jurisdictions that employ on-line permit processing report 40% to 50% savings in 

both customer and staff time versus traditional over-the-counter permitting systems. 

Louisville, Kentucky, for example, reported a 50% time reduction. 

The automated permitting information system should provide the capacity for 

applicants to complete a permit application via the Internet. Ideally, applicants complete 

online forms and hit a “send” button to transmit the application to the City’s permit 

database. The automated permitting information then processes, reviews, approves, 
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and stores completed permits. The permit system then generates a permit for the 

applicant. Applicants can pay for permits using a credit card.  

There are a number of public agencies throughout the United States that are 

using this capacity. Examples include the cities of Campbell, Chula Vista, Concord, 

Dana Point, Milpitas, Palo Alto, Roseville, San Jose, Sunnyvale, San Diego, Santa 

Monica, Santa Rosa, and Tracy.  

The Permit Center should implement a similar feature for their simple building 

permits, including the full automation of the entire over-the-counter permit transaction. 

Initially, this would include only single trades permits with examples of reroofs, gas line 

replacements, sewer lateral replacements, tub and shower replacements, water heater 

replacements, water service line replacements, electrical panel replacements (excluding 

new electrical panel in a different location, a new electrical panel larger then 200 amp, 

additional sub-panels with the new electrical panel, and additional electrical work in 

conjunction with the new electrical panel installation), furnace replacements, spas, etc.. 

Longer-term, this should be expanded to other types of permits such as residential 

kitchen remodels, residential bathroom remodels, and skylights. 

This will not be possible to accomplish with the City’s existing automated 

permitting system: Tidemark Advantage. Accela, Inc., purchased Tidemark Advantage 

in 2001. This obsolete application is classified by Accela as a "legacy system", lacks 

needed functionality and workflow automation, and will be expensive to integrate with 

other City systems. This system should be replaced, in part, to enable the issuance of 

permits on-line. The replacement of this system will be addressed later in this report. 

Recommendation #15: The Permit Center should use the automated permitting 
information system to enable applicants to complete and pay for a permit 
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application via the Internet, eventually involving all over-the-counter transactions. 
 
Recommendation #16: The Permit Center should issue not less than 15% to 20% 
of building permits on-line using the Internet and the automated building permit 
information system. 
 
7. THE PERMIT CENTER SHOULD ENABLE ELECTRONIC PLAN SUBMITTAL 

AND PLAN CHECK OF BUILDING PERMIT PLANS. 
 

Using the current work processes, architects and engineers design new or 

remodeled buildings on paper or on computers. Multiple copies of that design are then 

printed out, rolled up and driven to the City’s Permit Center where they are received for 

distribution by plan reviewers in different divisions / departments.  

When errors are found in the drawings or the plans do not comply with 

appropriate sections of the City’s regulations, the drawings picked up by the architect / 

engineer to be corrected. After being corrected, the plans are once again driven back to 

the City’s Permit Center where the review process is repeated.  

However, electronic plan submittal, the Internet, and large-screen computer 

monitors make it possible to plan check these building permit plans in an electronic 

format. 

However, the Permit Center does not accept the submission of building permit 

plans electronically from permit applicants. It lacks the technological capacity to be able 

to accept plans electronically. 

Over the past several years, more jurisdictions are accepting building plans 

electronically. The actual review of building plans electronically has been slow to 

develop. However, there are now an increasing amount of cities and counties that are 

accepting and plan checking building permit plans electronically. Examples of these 

cities and counties are presented in the table below. 
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Cities with Electronic Building Permit Plan Submittal and Plan Check 
Albuquerque, NM 
Atlanta, GA 
Baltimore, MD 
Beaverton,  
Bellingham, WA 
Bend, OR 
Beverly Hills, CA 
Cape Coral, FL 
Chicago, ILL 
Cincinnati, OH 
Clark County, NV 
El Paso, TX 
Fairfax County, VA 
Fullerton, CA 
Gainesville, FL 
Goodyear, AZ 
Gwinnett County, GA 
Hillsboro, OR 
Honolulu, HI 
Howard County, MD 
Knoxville, TN 

Lancaster, CA 
Las Vegas, NV 
Lee County, FL 
Martin County, FL 
Miami Beach, FL 
Osceola County, FL 
Palm Coast, FL 
Polk County, FL 
Redmond, WA 
Sacramento, CA 
Salt Lake City, UT 
San Bernardino County, CA 
Santa Clarita, CA 
Santa Monica, CA 
Scottsdale, AZ 
Seminole County, FL 
Springfield, MO 
State of Idaho 
Vancouver, WA 
West Palm Beach, FL 
Winter Haven, FL 

 
As the table notes, there are several cities in California that have implemented 

electronic plan checking including Beverly Hills, Fullerton, Lancaster, Sacramento, San 

Bernardino County, Santa Clarita, Santa Monica. Some of these cities have made the 

decision to convert to electronic plan submittal and plan checking recently: Beverly Hills 

made that decision in August 2011, for example.  

The City of Bend, Oregon (population of 76,000) is requiring, as of October 2010, 

that all electronically designed submittal building permit plans submitted be in an 

electronic media format to their Building and Safety Division. Important points to note 

regarding the use of this technology by Bend, Oregon are presented below. 

• The City is using this technology for electronic plan submission, plan check, and 
workflow.  

 
• Plans can be submitted in PDF, DWG, and DWF formats, among many others, 

which allow for a significant amount of flexibility from submitters.  
 
• The technology will keep track of timestamps, detect if changes are present, and 

prevent overwriting files. Versioning controls are built into the software used to 
enable electronic plan submittal and plan check. The software detects if changes 
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are present, marks the plans as a new submittal, with all of the changes tracked 
by login and time stamp. The software also prevents overwriting of files. 

 
• The plans examiner can perform a graphical comparison of two file versions. The 

software provides a variety of options including overlay differences and a side-
by-side view. Deleted geometry displays red, while added geometry is green. 
Unchanged areas are grey.  

 
• Plan check staff from different divisions / departments have rights to view others’ 

notes and approval status, but can change only their own. Plan check staff from 
different divisions / departments can also attach direct links to their corrections 
for the building permit plans. 

 
• Plan checks are done on dual-screen computers - one for reading e-mails and 

codes, and the other for the plan sheets.  
 
• With the software, users can markup the plans with built-in markup tools, use 

embedded stamps, and send an electronic e-mail notice back to the applicant to 
view the corrections on-line. Reviewers have the ability to view others’ notes, but 
can only change their own. 

 
• Plan check staff from different divisions / departments can attach direct links of 

their corrections to the plans, and the applicant gets the same form with direct 
links to the pages needing revision. From there the routing slip shows the 
progress and can be viewed by anyone involved in the workflow.  

 
• Once reviewed, the plans examiner batch stamps the plans and publishes them 

to the final folder in the project. All markups and stamps are embedded in a PDF 
file for security.  

 
• When the project is complete, the submitter is given access to download and 

print from the final folder. 
 
• Building Inspectors can use the software to view the approved building permit 

plan sets if in doubt of field set’s authenticity, or if a given plan sheet is missing or 
damaged. 

 
The use of this software to enable electronic plan submission and plan review will 

enable enhanced cross-departmental collaboration since, with digital plans, no routing is 

required, and all parties can simultaneously view the same version of each plan. The 

software will enable enhanced communication since, by retaining copies of digital plans, 
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plan check staff have plans to reference (including comments) when discussing projects 

with applicants, leading to quick issue resolution. 

In addition, another benefit of moving from a paper-based system to electronic 

plan submittal, plan check, tracking and storage system is that the City will be laying a 

foundation upon which to move forward to 3D and 4D electronic plan review software 

programs that incorporate Building Information Modeling data and automated code 

compliance systems that will streamline review and code compliance even further. In 

addition, the International Code Council (ICC) is currently developing automated code-

check tools (based on the family of ICC codes. By putting the ICC codes and related 

documents in a “smart” format it is possible for software applications to understand and 

automatically apply the requirements in the code. The Building and Safety Division will 

be able to incorporate these “smart” codes into 2-D plan review processes and integrate 

with the BIM 3-D and 4-D plan review. The ICC has taken its first step by building a 

code-compliance checker for the International Energy Code.10 

The City will need to work with and train its customers in how to submit building 

permit plans electronically. In addition, the City will need to train its staff in how to plan 

check plans electronically. This should include training for the City’s system 

administrator from the Department of Information Technology, training for plan check 

staff in how to utilize the software for plan checking, workflow training for the staff of the 

Permit Center, etc. 

The City should develop written guides for electronic building permit plan 

submission, published on-line at the Permit Center web site, regarding the requirements 
                                            
10 Robert Wible, Steps to Move Your Plan Submittal, Review, Tracking and Storage Processes into the 
Digital Age, 2008. 
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for electronic plan check building permit submittals. The City of Sacramento has 

developed such a guide. 

The cost for the acquisition of the software to enable the deployment of electronic 

submittal and plan checking of building permit plans is presented below. This software 

must be interfaced with the automated permit information system. 

Recommendation One-Time Cost 
Annual On-
Going Cost 

The City should acquire software to enable electronic 
submittal and plan check of building permit plans. 

$250,000 $25,000 

 
Recommendation #17: The City should acquire software to enable electronic 
submittal and plan check of building permit plans. 
 
Recommendation #18: The City will need to work with and train its customers in 
how to submit building permit plans electronically. 
 
Recommendation #19: The City will need to train its staff in how to plan check 
plans electronically. This should include training for the City’s system 
administrator from the Department of Information Technology, training for plan 
check staff in how to utilize the software for plan checking, workflow training for 
the staff of the Permit Center, etc. 
 
Recommendation #20: The City should develop written guides for electronic 
building permit plan submission, published on-line at the Permit Center web site, 
regarding the requirements for electronic plan check building permit submittals. 
 
8. THE PLAN CHECK PROCESS FOR SIMPLE BUILDING PERMITS SHOULD 

BE SIMPLIFIED AND THE EXTENT OF BUILDING PERMITS ISSUED OVER-
THE-COUNTER EXPANDED. 

 
The processes used by the Permit Center for the intake and plan checking of a 

residential alteration of addition building permit plan is portrayed in the exhibit at the end 

of this chapter. Important points to note regarding this process are presented below. 

• The applicant is required to visit seven (7) different intake stations for initial 
intake of a residential alteration of addition building permit plan. This includes the 
receptionist, the Building and Safety Division desk, the Zoning desk, the Design 
and Historic Preservation desk, the Fire Prevention desk, the Permit Processing 
desk, and the cashier desk. 
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• The average waiting time for an applicant at these desks can be significant. For 
example, in November 2011, the average waiting time for each of these desks 
was as follows: 

 
– Reception – 5:32 minutes; 
 
– Building and Safety – 16:51 minutes; 
 
– Zoning – 11:34 minutes; 
 
– Design and Historic Preservation – 6:51 minutes; 
 
– Fire – 6:40 minutes; 
 
– Permit Processing – 18:28 minutes; 
 
– Cashier – 3:39 minutes. 
 
Overall, the total average wait time for these seven desks in November 2011 
amounted to 67.75 minutes. The source of this data was the queuing software: 
Q-Flow. This process does not include the Department of Public Works. 
 

• The Permit Center uses a labor-intensive process to manage the routing of the 
building permit plans. The staff of the Permit Center use a number of manual 
steps including: 

 
– Writing the case number and division / department routing on the building 

permit plans; 
 
– Filling out a Pick-Up Bin Log index card including the pick-up date, the 

applicant ID, and files the index card; 
 
– Filing the permit application by address; 
 
– Updating Pick-Up Bin Log index card for divisions / departments located 

outside the Permit Center when the plans are returned after completion of 
plan checking (divisions / departments located in the Permit Center update 
the Pick-Up Bin Log index card themselves); 

 
– Writing the address and permit number on a green tag and attaching the 

tag to the building permit plans; and 
 
– Writing the address, permit description, and permit # on permit plans. 

 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group  Page 152 

• Last minute glitches in the permit plan check process occur with issuing the 
building permits for residential alterations / additions. The Permit center 
estimated for at least 50% of these types of permits, Zoning raises zoning issues 
after the other divisions / departments have approved the building permit plans 
and after the Permit Center has e-mailed other divisions / departments that the 
plans were ready for final sign off approval. In these instances, Zoning is 
contacting the applicant and requiring corrections of the architectural plans. 

 
• The cycle time for the initial plan check of building permit plans exceeds metrics. 

For example, the initial plan check cycle time for the ninety-four (94) single-family 
additions that were plan checked and a permit issued in 2011 is presented in the 
table below. 
 

Range of Metrics Number of Calendar Days 
1st Quartile of Plans (25%)   20.0  
Median   28.5  
3rd Quartile of Plans  42.8  
Average  34.63  

 
As the table indicates, the median number of calendar days required for initial 
plan check of residential alterations / additions was 28.5 calendar days. The 
average was 34.63 calendar days. The metric used by the Matrix Consulting 
Group is 14 calendar days for the initial plan check for single-family additions or 
two weeks. 
 
This is, however, not simply a problems for residential alterations / additions. The 

table below identifies the number of desks that an applicant must visit in the Permit 

Center for various types of building permits that should be simple to obtain (the chart 

excludes the reception desk since all applicants must initially visit that desk). A “√” 

indicates that the applicant must visit that desk. If the cell is highlighted in black, then 

the applicant does not need to visit that desk. 
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Type of Permit Building Zoning 
Design & Historic 

Preservation Fire 
Permit 

Processing Cashier 
Mechanical Permits         √ √ 
Plumbing Permits         √ √ 
Electrical Permits         √ √ 
Bath Remodel √ √ √ √ √ √ 
Block Walls √ √ √ √ √ √ 
Carport √ √ √ √ √ √ 
Chimney Repairs √ √ √ √ √ √ 
Decks √ √ √ √ √ √ 
Dry Wall √ √ √ √ √ √ 
Foundation Repairs √ √ √ √ √ √ 
Foundation Retrofit √ √ √ √ √ √ 
Garage √ √ √ √ √ √ 
Interior Remodel √ √ √ √ √ √ 
Kitchen Remodel √ √ √ √ √ √ 
Non-residential 
Tenant 
Improvements 

√ √ √ √ √ √ 

Patio Cover √ √ √ √ √ √ 
Patio Enclosure 
Pre-fab 

√ √ √ √ √ √ 

Pools √ √ √ √ √ √ 
Photovoltaic √ √ √ √ √ √ 
Retaining Walls √ √ √ √ √ √ 
Roofs √ √ √  √ √ 
Room Addition √ √ √ √ √ √ 
Siding √ √ √ √ √ √ 
Signs √ √ √ √ √ √ 
Spas √ √ √ √ √ √ 
Stair Replacement √ √ √ √ √ √ 
Store Front √ √ √ √ √ √ 
Stucco √ √ √ √ √ √ 
Trash Enclosure √ √ √ √ √ √ 
Trellises √ √ √ √ √ √ 
Windows √ √ √ √ √ √ 
Parking Re-stripe √ √ √   √ √ 
Wireless Antennas  √ √ √ √ √ √ 
Fence   √ √   √ √ 

 
The process for intake and plan check of simple building permits should be 

simplified. Only two desks in the Permit Center should be involved in the plan check of 

simple building permit plans: Reception and Permit Processing (or the Permit 

Technicians at the Permit Processing Desks). The plans examiners from the Building 

and Safety Division should not be involved in intake and plan check of simple building 
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permit plans unless requested by the Permit Technician. The Planners from Zoning 

should not be involved in intake and plan check of simple building permit plans unless 

requested by the Permit Technician. The Planners from Design and Historic 

Preservation should not be involved in intake and plan check of simple building permit 

plans unless requested by the Permit Technician. The cashier should not be involved in 

the intake and plan check of any building permit plans: the Permit Technicians assigned 

to the Permit Processing desks should function as the cashiers. 

The cashier position (Staff Assistant) assigned to the Permit Center by the 

Finance Department should be eliminated through attrition. 

The Permit Center should clarify on its web page those types of permits that will 

be plan checked over-the-counter, and that would only involve intake and plan check by 

Permit Technicians. The Matrix Consulting Group recommends that the types of 

building permits defined in the table below should be issued over-the-counter, (in 

addition to those cited in the previous table) and should involve only the Permit 

Technicians. This represents an expansion of the types of permits issued over-the-

counter by the Permit Center, which, at present, are limited to single trade permits. 

Types of Building Permits That Should Be Issued Over-The-Counter 
Accessory Detached Structures (less than 120 square feet and single story) 
Bathroom Remodels 
Detached accessory structures <120 square feet 
Dry Wall 
Fences <6 feet  
Gas Line Repairs 
Kitchen Remodels 
Masonry Chimney Repairs 
Minor Tenant Improvements (less than 3,000 square feet, interior non-structural, and no food service) 
Patio Cover 
Patio Enclosure Pre-fab 
Photovoltaic Systems 
Portable Package Spas 
Re-roofs 
Residential Additions or Remodels (less than 500 square feet and single story) 
Residential Electrical Meter Upgrades 
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Types of Building Permits That Should Be Issued Over-The-Counter 
Sewer Lateral Replacement 
Skylight Installation 
Solar Systems – Pools 
Siding or Stucco Applications 
Storage Sheds, 1-story detached 
Temporary Power Poles 
Water Service Line Replacement 
Window Replacements and New Installations 

 
The fiscal impact of these recommendations is presented in the table below. 

Recommendation Annual Cost Impact 
 
The cashier position (Staff Assistant) assigned to the Permit Center 
by the Finance Department should be eliminated through attrition. 

 
$(74,100) 

 
Recommendation #21: The process for intake and plan check of simple building 
permits should be simplified. Only two desks in the Permit Center should be 
involved in the plan check of simple building permit plans: Reception and Permit 
Processing (or the Permit Technician at the Permit Processing Desk). 
 
Recommendation #22: The plans examiners from the Building and Safety 
Division, the Planners from Zoning, and the Planners from Design and Historic 
Preservation should not be involved in intake and plan check of simple building 
permit plans unless requested by the Permit Technician.  
 
Recommendation #23: The cashier assigned to the Permit Center by the Finance 
Department should not be involved in the intake and plan check of any building 
permit plans: the Permit Technicians should function as the cashiers. The cashier 
position assigned to the Permit Center by the Finance Department should be 
eliminated through attrition. 
 
Recommendation #24: The Permit Center should clarify on its web page those 
types of permits that will be plan checked over-the-counter, and that would only 
involve intake and plan check by Permit Technicians. 
 
Recommendation #25: The City should expand the types of building permits 
issued over-the-counter beyond single trade permits, and that should involve 
only the Permit Technicians. 
 
9. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

SHOULD ENHANCE THE MANAGEMENT OF RESTAURANT PERMITTING. 
 

By a number of measures, restaurants are important to the economic vitality of 

Pasadena and to the United States as noted below. 
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• There are 970,000 restaurants in the United States. 
 
• Restaurants employ 12.9 million people or 10% of the American workforce;  
 
• Restaurants employ 1,445,000 people ion California or 10% of the employment 

in California; 
 
• There are a higher number of immigrant and minority entrepreneurs in 

restaurants than in other industries; 
 
• Restaurant job growth has outpaced that of the rest of the United States for the 

past 13 years; 
 
• In 2012, California’s restaurants are projected to register $63.8 billion in sales; 

and 
 
• Restaurants in the United States are projected to register $632 billion in sales or 

4% of the United States gross domestic product. 
 

While restaurants are important to economic vitality, the process for restaurants 

to obtain the necessary land entitlement permits and building permits is convoluted. 

Restaurants in Pasadena are regulated at the City and State level. Restaurants have a 

complex permitting process that involves multiple divisions and departments in the City 

that is governed by the zoning ordinance, the International Building Code, International 

Fire Code, and the State’s Health Code. Various permitting requirements, practices, and 

expectations are not as transparent or as straightforward as desired. 

There are generally three different types of restaurant permitting processes 

based upon the type and complexity of the development proposed, as noted below. 

•  A change from one existing restaurant to another new restaurant; 
 
• A change in use from a retail or office space to a new restaurant; and 
 
• A new restaurant associated with the construction of a new building. 
 

The first type of restaurant permitting process typically involves a shorter permit 

processing cycle and is the simplest to administer. While there may be changes to the 
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internal floor plan, exterior modifications, and new signs, most of these permit 

applications do not trigger any significant reviews. The second type of restaurant 

permitting process requires greater staff time, and may be more complicated from an 

applicant's perspective as tenant improvements for a kitchen, including grease traps, 

ventilation and other equipment, are not already in place. Additionally, provision for 

adequate parking must be analyzed, which can present challenges to an applicant if 

there is insufficient on-site parking (e.g., requiring parking credits). The third example 

second type of restaurant permitting process typically requires a more comprehensive 

review. Some of these projects may require environmental review and are typically 

associated with other land use proposals. 

The Planning and Community Development Department should take a number of 

steps to enhance the management of the permit process for restaurants. These steps 

are enumerated below. 

• Business Licensing. At the present time, if a business is found to lack a 
business license to do business in the City of Pasadena during the building 
permit plan check and issuance process, the business must go to City Hall, 
across the street, to the Finance Department to obtain the business license, and 
then return to the Permit Center. The Planning and Community Development 
Department should work with the Finance Department to consolidate licensing for 
businesses that are attempting to obtain a building permit in one location: the 
Permit Center This would require that the staff of the Permit Center be able to 
utilize the business license software upon their training in its use and the 
provision of written user guides. 
 

• Educational Material. The web site for the Permit Center should include a guide 
to opening a restaurant. There are good examples in Seattle (Starting a Food 
Business in King County), Berkeley (Construction Guide for Food Facilities and 
Food Booths at Temporary Events), and Santa Rosa (Guide to Opening a 
Restaurant in Downtown: a Step By Step Guide). 

 
• Inspections. There are multiple inspections from multiple departments including 

Planning and Community Development, Health, and Fire. This is very confusing 
for the applicant. Restaurants do not know whom to call for what type of 
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inspection or when and one department looks like the other in their mind. It is all 
government. The Planning and Community Development should create a map or 
directory of all restaurant inspections needed, who makes the inspections, why, 
and at what point in the construction process. The Planning and Community 
Development should make this map available across department contact points 
and on the Permit Center web page. Ultimately, the City should consider a long-
term goal of having one department make all the inspections. This is the 
approach that Long beach has recently chosen. This does not, necessarily, imply 
that one inspector would conduct both building for building code compliance and 
restaurant inspections for new construction compliance with food safety codes, 
but would involve the co-location of these different types of inspections in the 
Building and Safety Division.  

 
• Delegation of Minor Design Review Authority to Staff. At the present time, 

façade improvements for restaurants and new signage for restaurants require the 
approval of the Design Commission. This can, and frequently does, add several 
months to the process of obtaining the necessary permits to open a restaurant. 
Upon the development of citywide design guidelines (as recommended 
elsewhere in this report) including storefront design guidelines, the authority to 
approve or disapprove façade improvements and new signage should be 
delegated to staff of the Planning Department. These approvals, at staff level, 
should be appealable to the Design Commission. 

 
• Concurrent processing. The staff of the Planning Division should facilitate 

concurrent processing of all restaurant permit applications. This should include, 
for instance, submit for conditional use permit, design review, encroachment 
permits (for open air dining), in-lieu parking and other permit types at the same 
time, instead of sequentially as is the case presently. 

 
There are other recommendations elsewhere in this report that are designed to 

enhance the management of the permit process for restaurants and for other types of 

businesses. These include issuing single trade permits on-line using the automated 

permit information system, enabling electronic submittal of building permit plans, 

establishing a “concierge system” or case management system for land entitlement and 

for building permits, scheduling (tentatively) land entitlement permit applications for a 

Zoning Hearing Officer public hearing at the time of submittal if the application is 

determined to meet submittal requirements, establishing cycle time objectives for land 

entitlement permits, etc. 
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Recommendation #26: The Planning and Community Development Department 
should work with the Finance Department to consolidate business licensing for 
businesses that are attempting to obtain a building permit in one location: the 
Permit Center This would require that the staff of the Permit Center be able to 
utilize the business license software upon their training in its use and the 
provision of written user guides. 
 
Recommendation #27: The web site for the Permit Center should include a guide 
to opening a restaurant. 
 
Recommendation #28: The Planning and Community Development should create 
a map or directory of all restaurant inspections needed, who makes the 
inspections, why, and at what point in the construction process, and publish this 
map or directory to the Permit center web site. 
 
Recommendation #29: Ultimately, the City should consider a long-term goal of 
having one department make all the inspections related to new restaurant 
construction including fire, building, and food safety codes related to new 
construction. 
 
Recommendation #30: Upon the development of citywide design guidelines (as 
recommended elsewhere in this report) including storefront design guidelines, 
the authority to approve or disapprove façade improvements and new signage 
should be delegated to staff of the Planning Department. These approvals, at staff 
level, should be appealable to the Design Commission. 
 
Recommendation #31: The staff of the Planning Division should facilitate 
concurrent processing of all restaurant permit applications. This should include, 
for instance, submit for conditional use permit, design review, encroachment 
permits (for open air dining), in-lieu parking and other permit types at the same 
time, instead of sequentially as is the case presently. 

 
9. THE PLANNING DIVISION SHOULD NOT BE ROUTED MINOR BUILDING 

PERMITS FOR ZONING CLEARANCE. 
 

The staff of the Planning Division that are assigned to the Permit Center are 

routed minor building permits for zoning clearance. These types of permits are 

presented below. 

• Fence permits. In 2011, a total of 203 fence permits were routed to the Planning 
Division in the Permit Center for zoning clearance. 

 
• Landscaping / hardscape permits. In 2011, a total of 13 fence permits were 

routed to the Planning Division in the Permit Center for zoning clearance. 
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• Paving permits. In 2011, a total of 101 paving permits were routed to the 

Planning Division in the Permit Center for zoning clearance. These include 
parking restriping. 

 
These permits should be plan checked and reviewed by the Permit Technicians in the 

Permit Center, and not the staff of the Planning Division, as these Permit technicians 

process these building permits. 

Recommendation #32: The staff of the Planning Division, that are assigned to the 
Permit Center, should not be routed minor building permits for zoning clearance. 
This includes fence permits, landscape / hardscape permits, and paving permits. 
 
10. THE PERMIT CENTER SHOULD NOT BE STAFFED WITH TWO PLANNERS 

FROM THE PLANNING DIVISION. 
 

At the present time, two planners from the Planning Division will staff the Permit 

Center: one Planner from the Zoning Section and the other from the Design and Historic 

Preservation Section. One of the planner positions is responsible for reviewing land 

entitlement and building permits from a zoning perspective, and the other planner from 

a design and historic preservation perspective. In addition, an additional two planners 

from these two divisions cover the phones on a rotating schedule. 

The allocation of these two planners to the Permit Center by the Planning 

Division represents 10% of the authorized positions of the Planning Division. 

The Matrix Consulting Group has not experienced this approach in other cities 

including Glendale and Santa Monica. Typically, one planner is assigned to a one-stop 

permit center with responsibility for the review of land entitlement and building permits 

from a zoning perspective and from a design and historic preservation perspective. If a 

particular permit is complex from a zoning, design, or historical preservation 
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perspective, a more senior and experienced planner called upon to the one-stop permit 

center to provide assistance. 

That is the approach that the Planning and Community Development Department 

in the City of Pasadena should utilize. One planner should be assigned to the Permit 

Center, and not two planners. If that planner encounters a land entitlement permit or a 

building permit beyond their expertise, the planner can call for the assistance of a more 

experienced planner at the Permit Center. 

Recommendation #33: The Planning Division should not assign two planners to 
the Permit Center: one the Zoning Section and the other from the Design and 
Historic Preservation Section. One planner should be assigned to represent the 
zoning, design, or historical preservation perspective. 
 
Recommendation #34: If that planner encounters a land entitlement permit or a 
building permit beyond their expertise, the planner can call for the assistance of a 
more experienced planner at the Permit Center. 
 
11. THE PLANNING DIVISION SHOULD DEVELOP AND IMPLEMENT A POLICY 

REGARDING THE COMPLETENESS OF LAND ENTITLEMENT PERMIT 
APPLICATION SUBMITTALS AND TAKE A NUMBER OF MEASURES TO 
REDUCE INCOMPLETE APPLICATIONS. 

 
A significant number of the land entitlement permit applications, based upon the 

analysis of land entitlement permit cycle time conducted by the Matrix Consulting 

Group, are being deemed incomplete thirty days after submittal. The number and extent 

of incomplete submittals result in significant delays in the processing of these 

applications, and frustration on the part of the applicant and City staff. Examples of the 

number and extent of incomplete submittals for 2010 are presented below. 

• Minor Variance Permits. The amount of calendar days required to achieve a 
complete submittal was only available for eight (8) of the twelve (12) cases that 
were sampled. The median number of calendar days required to achieve a 
complete application was ninety-one (91) calendar days. 
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• Minor Conditional Use Permits. The amount of calendar days required to 
achieve a complete submittal was only available for eight (8) of the ten (10) 
cases sampled. The median number of calendar days required to achieve a 
complete application was forty-eight (48) calendar days. 

 
• Conditional Use Permits. The amount of calendar days required to achieve a 

complete submittal was only available for nineteen (19) of the forty-four (44) 
cases sampled. The median number of calendar days required to achieve a 
complete application was one hundred fifty-six (156) calendar days. 

 
• Variance Permits. The amount of calendar days required to achieve a complete 

submittal was available for all eight of the cases sampled. The median number of 
calendar days required to achieve a complete application was sixty-seven (67) 
calendar days. 

 
• Hillside Development Permit. The amount of calendar days required to achieve 

a complete submittal was only available for five (5) of the seven (7) cases 
sampled. The median number of calendar days required to achieve a complete 
application was one hundred forty-six (146) calendar days. 

 
This is an incredible waste of time and money for the applicant and the City. The 

Planning Division should take steps to reduce the proportion of applications deemed 

incomplete after the thirty-day review. 

(1) The Planning Division Should Develop and Implement a Written Policy and 
Procedure Regarding the Completeness of Land Entitlement Application 
Submittals. 

 
The staff of the Planning Division that are assigned to the Permit Center are not 

thoroughly checking applications at submittal for completeness in comparison to 

application submittal guidelines.  

The result of not thoroughly checking land entitlement applications at submittal is 

that many applications are deemed incomplete thirty days after submittal.  

Assuring that these basic application submittal requirements are met when the 

applicant is at the counter submitting their application saves everyone valuable time. 

The applicant doesn’t waste thirty days only to find out the application is incomplete for 
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basic submittal requirements. Staff doesn’t waste valuable time reviewing an obviously 

incomplete application. It reduces the extent of frustration for the applicant and staff 

since applications can process more quickly to a decision. 

These land entitlement permit applications should be checked at submittal and 

rejected if the submittals do not contain the essential elements of a complete submittal. 

A policy and procedure should be developed by the Division that includes the 

essential submittal requirements for each type of application to be deemed complete 

and consistent with applicable city codes and policies.  It should also include the basis 

for rejecting incomplete applications.  

Recommendation #35: The Planning Division should develop and implement a 
written policy and procedure on land development application completeness. 
 
Recommendation #36: The Planning Division should provide training on the 
policy and procedure on land development application completeness to staff of 
the Planning Division. 
 
(2) The Planner On Duty At the Permit Center Should Check Land Entitlement 

Permit Applications at Submittal to Assure These Applications Meet 
Essential Submittal Requirements and Reject Incomplete Applications. 

 
Land entitlement permit application should be checked at submittal to assure the 

application meets submittal requirements. The Planner on duty at the Permit Center 

should fill this role. This will require the support of the City Council. 

The City is often taking thirty days to inform an applicant their application is 

incomplete for failure to meet submittal requirements. Many of the items that resulted in 

incomplete applications should be (or already are) part of the submittal requirements. In 

this way, the application would have been rejected at the time of submittal or the 

applicant would have been informed at submittal that these items were required and 

given a deadline for submittal. 
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The role of the Planner on duty at the Permit Center should be modified to 

assume responsibility for quality control of the land entitlement permit applications 

assuring these applications meet submittal requirements. The Planner on duty at the 

Permit Center needs to serve a stronger role for quality control of applications. The 

“planner of the day” should be responsible for assuring land entitlement permit 

applications are complete at submittal, rejecting those that do not meet requirements. 

This will require judgment; if the applicant makes a commitment to resolve the 

incomplete submittal within the next several workdays, the Division could begin 

processing the application. However, the burden must lie with the applicant. 

To ease the role of the Planner on duty at the Permit Center in quality controlling 

re-submittals, the applicant, after the land entitlement permit has initially been deemed 

incomplete, should be required to submit as part of their second submittal a 

memorandum that lists each of the items that was cause for the application being 

deemed incomplete, and what measures the applicant has taken to address each item 

on the list. 

Recommendation #37: The Planner on duty at the Permit Center should check 
land entitlement permit applications at submittal to assure these applications 
meet essential submittal requirements and reject incomplete applications. 
 
Recommendation #38: The applicant, after the land entitlement permit has initially 
been deemed incomplete, should be required to submit as part of their second 
submittal a memorandum that lists each of the items that was cause for the 
application being deemed incomplete and what measures the applicant has taken 
to address each item on the list. 
 
(3) The Application Guides for the Planning Division Should Be Enhanced. 
 

The Planning and Community Development Department has already developed 

a multitude of permit application guides for land entitlement permits and published these 
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guides to their web site. For example, the conditional use permit application guide 

indicates that the minimum submittal requirements are as follows: 

• An application; 
 
• An environmental assessment; 
 
• A tree inventory; 
 
• A taxpayer protection act disclosure; 
 
• A site plan; 
 
• Ownership verification; 
 
• Notification packet; 
 
• Photos of the project site; 
 
• A description of the application request; 
 
• Findings for a use permit; 
 
• A request for a public hearing (for minor conditional use permits only); and 
 
• An inclusionary housing plan. 
 

The application guide also indicates that other items may be required potentially 

including floor plans, elevations, elevation sections, street elevation sketches, grading 

plan (if greater than or equal to 50 cubic yards), topographic map, calculations (square 

footage, floor area ratio, average slope, etc.), landscape plan, circulation plan, photo 

simulations (before and after project implementation, typically for wireless facilities), 

sign inventory, development schedule, escrow title papers, lease agreement, and three 

dimensional models (non-residential projects over 25,000 square feet must include a 3D 

model of the proposed building). 

The application guides should be enhanced.  
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First, the application guides should provide background information on how to 

apply for an application. For a conditional use permit, this could include when a 

conditional use permit is required, the purpose of a conditional use permit, the cost of a 

conditional use permit, who approves a conditional use permit, what the steps are in 

processing a conditional use permit, how long the process takes, what is involved in a 

public hearing, whether a decision may be appealed, etc. 

Second, the Planning Division should include, in a single Adobe Portable 

Document Format application guide, all of the documents necessary to submit an 

application, rather than require the applicant to find all of the relevant documents on the 

Permit Center web site. For a conditional use permit, this would include the 

environmental assessment questionnaire, the application, the application instructions, 

the owner’s affidavit, the conditional use permit findings of fact, and site plan 

instructions. 

Third, the Planning Division should include instructions on how to prepare certain 

aspects of applications. For a conditional use permit, this should include site plan 

preparation instructions, and a form for the applicant to complete the conditional use 

permit findings of fact. 

Fourth, the Planning Division should evaluate what is not required for land 

entitlement permit applications in the application guides. For example, for a conditional 

use permit, there is no mention of stormwater pollution prevention regulation thresholds. 

This would obviously impact such uses as a automotive service facility and a retail 

gasoline outlet. For a conditional use permit for commercial and industrial uses adjacent 

to residential uses or zoning, a noise study should be required indicating projected 
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decibel levels at property line and indicating mitigation measures required to ensure 

conformance with the Noise Ordinance. For any conditional use permit, the applicant 

should be required to document the details of the request using a standard form that 

would indicate the number of lots, number of units, density, lot area, lot frontage, 

setback requirements, days and hours of operation, number of stories, parking spaces 

provided, parking adequacy, etc. The Division should also evaluate what is required in 

the application to guides to determine whether the requirements are actually necessary 

for the Planning Division to process the application. On the whole, the City of Pasadena 

requires more application submittal information than its peers. 

Fifth, the Division should clarify in what instances supplemental information will 

be required. For example, the Division already indicates that a three dimensional model 

will be required for non-residential projects over 25,000 square feet. The Division should 

clarify under what circumstances other supplemental information will be required 

including floor plans, elevations, elevation sections, street elevation sketches, 

topographic map, calculations (square footage, floor area ratio, average slope, etc.), 

landscape plan, circulation plan, sign inventory, development schedule, escrow title 

papers, and lease agreements. Without this clarification, conditional use permits that 

require this information are guaranteed to be incomplete at submittal since the applicant 

does not know under what circumstances this supplemental information will be required. 

Sixth, the application guides should include suggested tips for success on the 

part of the applicant. For a conditional use permit, this could include reviewing the site 

history, complying with all zoning requirements, reviewing the general plan, using 
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quality design professionals, respecting the character of the area, maintaining public 

contact, and following up with outside agencies. 

Recommendation #39: The application guides for the Planning Division should be 
enhanced. The application guides should provide background information on 
how to apply for an application. The Planning Division should include, in a single 
Adobe Portable Document Format application guide, all of the documents 
necessary to submit an application, rather than require the applicant to find all of 
the relevant documents on the Permit Center web site. The Planning Division 
should include instructions on how to prepare certain aspects of applications. 
The Planning Division should evaluate what is not and what is required for 
submittal of land entitlement permit applications in the application guides. The 
Division should clarify in what instances supplemental information will be 
required. The application guides should include suggested tips for success on 
the part of the applicant. 
 
(4) The Planning Division Should Conduct Periodic Workshops for Consulting 

Planners, Architects, Engineers, Developers Regarding the Land 
Entitlement Permit Application Submittal Requirements. 

 
Based on feedback received by the consulting team during the focus group 

meetings, the City should periodically meet with consulting planners, architects, 

engineers, etc. that are involved in the application for land entitlement permits to review 

permit submittal requirements. The workshops should include a review of submittal 

requirements and checklists, the most common reasons applications are deemed 

incomplete, and recent policy and code interpretations.  

Recommendation #40: The Planning Division should conduct periodic workshops 
for consulting planners, architects, engineers, developers and others involved 
the land entitlement permit process regarding land entitlement permit submittal 
requirements. 
 
(5) The Case Manager Assigned to a Land Entitlement Permit by the Planning 

Division Should Meet With the Applicant to Discuss Issues That Have Been 
Found During the Initial Review of the Application. 

 
Applicants for land entitlement permit applications, or their representatives, 

should be invited to meet with the case manager from the Planning Division and 
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other necessary staff to discuss their application if it was deemed incomplete at 

30-days. The case manager would inform the applicant face-to-face about basic 

problems, if any, with the application being deemed complete, preliminary 

environmental findings, basic conditions that might be imposed, and timing for 

processing of the application. The meeting would allow the applicant to meet staff 

members that are working on the application, and staff could hear what goals the 

applicant might have, and what problems the conditions might cause. 

Recommendation #41: The case manager assigned to a land entitlement 
permit application by the Planning Division should meet with the permit 
applicant to discuss issues that have been found during the initial review 
of the application if the application was deemed incomplete. 
 
(6) The Fee Structure for Land Entitlement Permits Should Be Modified to 

Discourage Incomplete Submittals. 
 

There are some applicants that do not listen to the comments and feedback from 

the Planning Division regarding causes for applications being deemed incomplete. The 

applicants re-submit the application, and do not fully address the underlying problems 

with the application. These applicants are infrequent, but add to the City’s expense for 

plan checking land entitlement permits. The City should have the option to charge an 

additional plan check fee for submittals deemed incomplete more than twice. 

Recommendation #42: The fee structure for land entitlement permit applications 
should provide the option to require additional payments by the applicant should 
the application be deemed incomplete more than twice. These payments would 
be based upon the amount of hours required to process an application to 
approval (or disapproval) after an application has been deemed incomplete twice. 
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11. THE WEB PAGE FOR THE PERMIT CENTER SHOULD BE IMPROVED. 
 

The Permit Center’s web site provides a significant amount of information. It does 

not provide sufficient information to guide customers through the City’s permit 

processes. 

The Matrix Consulting Group reviewed the web sites of two other cities – 

Modesto and Corpus Christi - and compared the type and format of information 

available on those sites to Permit Center’s web site. Modesto, for example, includes 

links on their “Development Center” web site to application guides for fire prevention 

plan check, fire sprinkler and alarm systems, garbage enclosures and containers, 

sediment and erosion control standards, and other information related to land 

entitlement permits and building permits. The web site is developed from the 

perspective of the customer, assembling the information needed by the customer in one 

web site, and not requiring the customer to check multiple web sites at multiple 

departments to find the necessary information. 

The specific recommendations regarding the web site for the Permit Center are 

presented below. 

• The City should have one (1) web site portal for all permits regardless of whether 
these are planning, building, engineering, fire, traffic, or water and power permits. 

 
• There should be a link to this web site portal on the City’s home page.  
 
• Information for the staff of the Permit Center should be included on the web site 

included names, class titles, direct phone number, e-mail address, and their 
picture. 
 

• Once the City acquires a full-featured automated permit information system to 
replace its legacy system, applicants should be able to navigate to the Permit 
Center web site and pay application fees on-line, check the status of their permits 
on-line, view plan check comments made by staff, schedule or cancel 
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inspections, check the results of inspections, apply for simple permits on-line, 
etc. 

 
• The web site for the Permit Center should enable electronic plan submission, 

review, and tracking, a paperless initiative for construction plan approval and 
secure, web-based collaboration. The web site should provide digital plan review, 
archiving, and distribution to those departments, divisions, and external agencies 
involved in the City’s permit processes. 

 
• The web site for the Permit Center should enable automated e-mail notification 

so that applicants can receive automatic e-mail notifications of plan review or 
inspection activity on a specific process or permit. Notifications should 
automatically be sent to the applicant within one hour of a plan review or 
inspection update.  

 
• The web site for the Permit Center should provide answers to frequently asked 

questions. 
 
• The web site for the Permit Center should include a dedicated web page for 

business that includes resources for starting a business, obtaining / renewing a 
business license, streamlined permit assistance (e.g., over-the-counter plan 
check), a link to the City’s Economic Development Division with up-to-date 
information on available commercial and industrial land and buildings in the City, 
utility business incentive programs (e.g., solar energy program, energy audits, 
etc.), etc. 

 
• The web page for the Permit Center should also include streamed information 

regarding wait times for the Permit Center. This will require replacement of the 
existing queuing software used by the Permit Center. 

 
The web site formats used by the cities of Modesto and Corpus Christi are presented in 

the second and third exhibits following this page. The format is much more user friendly 

than that used by the Permit Center for the City of Pasadena. 

The web site for the Permit Center should be enhanced in terms of the amount of 

information published to its web site and the user friendliness of the web site. 

Recommendation #43: The web site for the Permit Center should be modified to 
provide a single web site portal for all permits regardless of whether these are 
planning, building, engineering, fire, traffic, or water and power permits. 
 
Recommendation #44: There should be a link to the Permit Center web site portal 
on the City’s home page.  
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Recommendation #45: Once the City acquires a full-featured automated permit 
information system, applicants should be able to pay application fees on-line, 
check the status of their permits on-line, view plan check comments made by 
staff, schedule or cancel inspections, check the results of inspections, apply for 
simple permits on-line, etc. 
 
Recommendation #46: The web site for the Permit Center should enable 
electronic plan submission, review, and tracking, a paperless initiative for 
construction plan approval and secure, web-based collaboration. 
 
Recommendation #47: The web site for the Permit Center should enable 
automated e-mail notification so that applicants can receive automatic e-mail 
notifications of plan review or inspection activity on a specific process or permit. 
Notifications should automatically be sent to the applicant within one hour of a 
plan review or inspection update.  
 
Recommendation #48: The web site for the Permit Center should provide answers 
to frequently asked questions. 
 
Recommendation #49: The web site for the Permit Center should include a 
dedicated web page for business that includes resources for starting a business, 
obtaining / renewing a business license, streamlined permit assistance (e.g., 
over-the-counter plan check), a link to the City’s Economic Development Division 
with up-to-date information on available commercial and industrial land and 
buildings in the City, utility business incentive programs (e.g., solar energy 
program, energy audits, etc.), etc. 
 
Recommendation #50: The web page for the Permit Center should also include 
streamed information regarding wait times for the Permit Center. This will require 
replacement of the existing queuing software used by the Permit Center. 
 
11. THE PERMIT CENTER SHOULD DEVELOP ON-LINE GUIDES TO THE 

DEVELOPMENT REVIEW PROCESS. 
 

The Permit Center should develop on-line guides to the development review 

process. More than one guide should be developed. The guides should be developed 

and structured around specific types of development such as single-family 

development, commercial development, and unique and potentially complex (to the 

applicant) types of development such as hillside single-family residences, or 

development with numerous applicants such as single-family alterations, single-family 
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additions, and tenant improvements. The guides should steer the applicant through 

each of the steps necessary including pre-application, application and land entitlement, 

plan review and permitting, inspections, and the certificate of occupancy. 

Recommendation #51: The Permit Center should develop on-line guides to the 
development review process. The guides should be developed and structured 
around specific types of development. The guides should steer the applicant 
through each of the steps necessary including pre-application, application and 
land entitlement, plan review and permitting, inspections, and the certificate of 
occupancy. 
 
12. AS THE RECOMMENDATIONS TO STREAMLINE WORK PROCESSES AND 

DEPLOY A STATE-OF-THE-ART AUTOMATED PERMIT INFORMATION 
SYSTEM DEPLOYED, THE NUMBER OF POSITIONS ALLOCATED TO THE 
PERMIT CENTER CAN BE REDUCED SOMEWHAT THROUGH ATTRITION. 

 
At the present time, the Permit Center is allocated nine (9) positions including the 

cashier position from the Finance Department. There are a number of staffing 

recommendations within this chapter pertaining to the Permit Center as noted below. 

• The cashier assigned to the Permit Center by the Finance Department should not 
be involved in the intake and plan check of any building permit plans: the Permit 
Technicians should function as the cashiers. The cashier position assigned to the 
Permit Center by the Finance Department should be eliminated through attrition. 

 
• The Operations Assistant in the Engineering Services Section, Engineering 

Division, of the Department of Public Works should be reallocated to the Permit 
Center, and classified within the Permit Technician classification series. The 
position should report to the Permit Center Manager. 

 
This would maintain the existing number of authorized positions within the Permit 

Center at nine (9) positions. 

There are a number of recommendations that will increase the workload of the 

staff of the Permit Center. The staff of the Permit Center should plan check simple 

permits over-the-counter. The plans examiners from the Building and Safety Division 

should not be involved in intake and plan check of simple building permit plans unless 
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requested by the Permit Technician. The planners from the Zoning Section should not 

typically be involved in intake and plan check of simple building permit plans unless 

requested by the Permit Technician. The planners from the Design and Historic 

Preservation should not typically be involved in intake and plan check of simple building 

permit plans unless requested by the Permit Technician. The cashier should not be 

involved in the intake and plan check of any building permit plans: the Permit 

Technicians assigned to the Permit Processing desks should function as the cashiers. 

There are also recommendations that will reduce the workload of the staff of the 

Permit Center. The City should acquire software to enable electronic submittal and plan 

check of building permit plans. This will largely reduce the need to manually manage the 

routing of building permit plans by the Operations Assistant assigned to the Permit 

Center. The Permit Center should issue not less than 15% to 20% of building permits 

on-line using the Internet and the automated building permit information system. 

However, the opportunities to reduce workload will require the acquisition and 

deployment of new information systems. That will require a two to three years. The 

workload of the Permit Center will likely increase before the acquisition of this 

technology as the staff of the Permit Center assume a larger role in plan checking 

simple building permit plans. 

However, once the technology systems have been installed and deployed in the 

Permit Center, the roles of the staff of Permit Center have been expanded to include 

plan checking of simple building permit plans, and the Operations Assistant of the 

Engineering Services Section, Engineering Division, of the Department of Public Works 

reallocated to the Permit Center, the Matrix Consulting Group recommends that the 
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number of positions within the Permit Center can be reduced somewhat by one (1) 

position. 

Recommendation #52: Once the technology systems have been installed and 
deployed in the Permit Center, the roles of the staff of Permit Center have been 
expanded to include plan checking of simple building permit plans, and the 
Operations Assistant of the Engineering Services Section, Engineering Division, 
of the Department of Public Works reallocated to the Permit Center, the Matrix 
Consulting Group recommends that the number of positions within the Permit 
Center can be reduced somewhat by one position. 
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Exhibit 18 (1) 
 

Existing Permit and Plan Check Process for 
Residential Alterations and Additions 
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Exhibit 18 (2) 
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Exhibit 18 (3) 
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Exhibit 19 
 

Development Center Web 
Site for the City of Modesto 
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Exhibit 20 
 

Development Services Web 
Site for the City of Corpus Christi 
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5. ANALYSIS OF THE ZONING AND THE DESIGN 
AND HISTORIC PRESERVATION SECTIONS 

 
This chapter presents an analysis of the Design and Historic Preservation 

Section and the Zoning Section. The analysis includes the opportunities to improve the 

management of the land entitlement process, opportunities to streamline the land 

entitlement process, and the level of staffing for the Planning Division. 

1. THE PLANNING DIVISION HAS A NUMBER OF STRENGTHS. 
 

While this chapter focuses primarily on opportunities for improvement, there are 

a number of strengths in the Division. Examples of these strengths are presented in the 

below. 

• The general plan, zoning ordinance, and subdivision ordinance are available on-
line. 

 
• Authority for staff approval has been “pushed down” in the Zoning Ordinance to a 

clearly identified authority – the Zoning Hearing Officer 
 
• There are a number of different types of applications that can be approved at 

staff-level including some types of Certificate of Appropriateness and Design 
Review applications. 

 
• The zoning ordinance is up-to-date, having been updated in 2005. 
 
• A mechanism is in place that allows applicants to obtain early design advice from 

the Design Commission to “test the waters” with their design – the preliminary 
review. 

 
• Neighborhood Commercial and Multi-Family Residential design guidelines 

contain clear written guidance on what constitutes design “excellence”. 
 
• CEQA guidelines have been developed, and are available on the City’s Intranet. 
 
• Use of Categorical exemptions and mitigated declarations are used to streamline 

the CEQA process. 
 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group  Page 182 

• The Initial Study Checklist, Notice of Exemption, Notice of Exemption, Notice of 
Intent to adopt a Negative Declaration and other forms are consistent with the 
State Guidelines. 

 
• Mitigation Monitoring Programs are adopted with all Mitigated Negative 

Declarations and Environmental Impact Reports including a standard template. 
 
• The Planning Division staff received basic and advanced CEQA training – in five 

(5) sessions. 
 
• The Planning Division staff track all of the environmental processing 

requirements, environmental conditions, outside agency environmental permits 
and mitigation monitoring in Tidemark. 

 
These strengths provide a sound foundation for the improvement in the Planning 

Division. 

2. INEFFICIENT PERMITTING PROCESSES AND DELAYS LEAD TO HIGHER 
COSTS THAT WILL BE PASSED THROUGH TO OCCUPANTS OR 
DISCOURAGE NEW CONSTRUCTION, REDUCING THE TOTAL SUPPLY OF 
BUILDINGS IN THE CITY, AND LEADING TO HIGHER RENTS. 

 
To quantify the benefits of streamlining local permit processes, 

PricewaterhouseCoopers developed a model to calculate the cash flows associated 

with the construction of a new building. 11  Participating members of the American 

Institute of Architects provided substantial assistance in this effort by describing their 

experiences with permitting processes and costs, and construction times and costs. The 

model documented opportunities to increase local development activity and government 

tax revenues through the implementation of more efficient permit processes. The 

specific findings of the application of this model are presented below. 

• Permitting times will encourage economic development. Permitting delays 
increase costs, reduce returns on investment, and cause investors to seek other 
opportunities. The study found that shortening permitting processes by 3 months 

                                            
11 PricewaterhouseCoopers LLP, The Economic Impact of Accelerating Permit Processes on Local 
Development and Government Revenues, 2005 
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on a 22-month project cycle could make the difference in the decision whether or 
not to undertake a project. Communities with a more efficient permitting process 
can gain millions of dollars in tax revenues and significantly bolster their 
economic development.  

 
• Permitting delays raise tenant costs both in new buildings and existing 

buildings. When permitting delays are the norm, the increased costs and 
delayed returns on investment are built into rents paid by all tenants. Permitting 
delays discourage investment, leading to less construction, fewer buildings, and 
a tighter real estate market. As a result, rents are higher for all tenants. 

 
• With competition between jurisdictions for new development dollars, more 

efficient permit processes can attract investment from other areas. Local 
governments frequently compete to attract new developments. Improved permit 
processes can be a cost effective tool in addition to or in lieu of other 
inducements such as preferential tax rates or regulatory relief. 

 
• Accelerating permit processes can permanently increase local government 

revenues. For a single project, accelerating permit processes provides a 
temporary acceleration of property tax collections. For a series of new projects, 
these temporary property tax increases accumulate and result in a permanent 
increase in government tax revenues. For a representative series of projects, the 
study shows that these increases could be 16.5% over a 5-year period. 

 
• Increased construction spending provides broader economic benefits. The 

economic benefits of increased construction activity extend beyond employing 
more construction workers. Construction-related materials and services will be 
purchased from local suppliers, local jobs will be created, and these workers will 
spend the income they earn at local establishments. Based on information from 
the Department of Commerce, for every 10 jobs directly related to a construction 
project, another 8 jobs are created locally. These impacts yield not only 
additional income for the community but also additional tax revenues and 
investment. 

 
• Because of the economic importance of investment in structures, even 

modest efficiency gains in permitting processes can have large impacts. 
While changes must be considered at the local level, the potential benefit for the 
nation is substantial. The Bureau of Economic Analysis in the Department of 
Commerce reports that in 2011, new investment in privately owned structures 
totaled $706 billion. Of this amount, $376 billion was for nonresidential structures 
and $330 billion was for residential structures. Seemingly small improvements in 
permitting processes could lead to more investment and more rapid economic 
growth. 

 
Improvements in permit processes can help a community promote economic 
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development, lower business costs, and create jobs both within the construction sector 

and throughout the local economy.  

3. SIMPLIFY AND STREAMLINE SELECTED ASPECTS OF THE LAND 
ENTITLEMENT PERMIT PROCESS, WHILE PRESERVING OPPORTUNITIES 
FOR THE PUBLIC TO PARTICIPATE IN THESE PROCESSES. 
 
A permit application submitted to the Planning Division can go through more than 

twenty types of applications that have different processes for their consideration. More 

specifically: 

• There are over forty types of land entitlement permit applications.  These 
include the permits enumerated in the exhibit following this page. 

 
• There are a multiple number of decision-makers for these over forty types 

of discretionary and administrative permit applications. The decision makers 
for these over forty different types of applications include the staff of the Planning 
Division, the Zoning Hearing Officer, the Design Commission, the Historic 
Preservation Commission, the Board of Zoning Appeals, the Planning 
Commission, and the City Council. 

 
• In some cases, the application requires more than one public hearing 

involving these decision makers. For example, the applicant may require as 
many as four (4) different hearings with the Design Commission before their 
design review application is approved: the conceptual review, preliminary review, 
50% review, and 100% review. This is unusual. Glendale, for example, requires a 
preliminary review and a final review. Burbank does not have a design 
commission let alone require design review applications. Santa Monica has an 
Architectural Review Board, but does not require multiple hearings to obtain 
approvals e.g., conceptual review, preliminary review, 50% review, and 100% 
review. An applicant can potentially obtain approval in Santa Monica with one 
hearing with a quality submittal.  

 
• The length of time required for processing even minor cases is longer than 

metrics. Tree removal permits, for example, require a median of 19 calendar 
days for approval, versus a metric used by the Matrix Consulting Group of 7 
calendar days. Minor variance permits require a median of 100 calendar days for 
approval versus a metric used by the Matrix Consulting Group of 30 calendar 
days. Minor conditional use permits require a median of 124 calendar days for 
approval versus a metric used by the Matrix Consulting Group of 30 calendar 
days. 
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Exhibit 21 (1) 
 

Types of Land Entitlement Permits  
Issued by the Planning Division 

 
Types of Land Entitlement Permits Issued by the Planning and Community Development 

Department 
Address Application (new/change) 
Adjustment Permit 
Affordable Housing Concession Permit 
Certificate of Appropriateness Application Form (PDF) 
Certificate of Appropriateness Review Packet 
Certificate of Exception (Lot line adjustment) 
City of Gardens Preliminary Plan Check (Submittal Items) 
Community Development Committee Application for Project Review 
Concept Design Review Submittal Requirements 
Conditional Use Permit (Alcohol Sales) 
Conditional Use Permit (Use only permitted with conditions) 
Condominium Conversions 
Density Bonus Waiver / Incentives Request 
Design Review Application  
Expressive Use Permit 
General Plan Amendment 
Hillside Development Permit 
Historic Resource Designation 
Inclusionary Housing Plan 
Landmark Designation Application 
Landmark Tree Designation 
Minor Conditional Use Permit 
Minor Variance 
Modifications for Individuals with Disabilities 
Old Pasadena Zoning Parking Credit Program Application  
Planned Development Supplemental 
Predevelopment Plan Review Application 
Request for Historical Architectural Research 
Request for Research or Preliminary Historic Resource Evaluation 
Request for Time Extension 
 Sign Exception 
TUP (Temporary use permit) 
Temporary Sign Permit Application 
Temporary Tent and Canopy Permit 
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Exhibit 21 (1) 
 

Types of Land Entitlement Permits Issued by the Planning and Community Development 
Department 

Tentative Parcel Map (Subdivision up to 4 units or parcels) 
Tentative Tract Map (Subdivision 5 or more units or parcels) 
Tree Removal (Private) 
Tree Removal (Public) 
Variance  
Variance for Historic Resources 
Zoning Map Amendment  
Zoning Permit Application 
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• The length of time for applications that require the approval of two different 

decision-making bodies is even longer. This problem is actually worse, in 
some cases, than the data for some types of land entitlement permit portrays. 
For example, after an applicant for a new commercial building obtains the 
approval of the Design Commission for a design review permit (the concept and 
the consolidated applications each require a median of 107 calendar days), the 
applicant must then obtain the approval of the Zoning Hearing Officer for a major 
conditional use permit. This required a median of 114 calendar days. Overall, an 
applicant would require a median of eleven months to obtain the approval of the 
Design Commission and the Zoning Hearing Officer for an application involving 
both a design review permit and a conditional use permit, if there were no 
interruptions or delays in the processing of a permit between the Design 
Commission and the Zoning Hearing Officer. 

 
Other comparable cities, such as Palo Alto, have streamlined these processes 

while preserving public participation. These cities have delegated authority to staff, a 

zoning hearing officer, or a design commission for review and approval (or disapproval) 

based upon the nature of the permit. 

(1) The Process for Review and Approval (or Disapproval) of Permits by the 
Zoning Section Should be Simplified. 

 
This is a policy decision that must ultimately be made by the City Council, 

however, the Matrix Consulting Group recommends that the City Council simplify and 

streamline selected land entitlement permits by the Zoning Section focusing, in 

particular, on single-purpose permits. These recommendations are presented below. 

• The Permit Technicians in the Permit Center should process the zoning 
permit. The types of construction projects and uses that require zoning permits 
include, among others, fences up to 6 feet high, lower retaining walls up to 4 feet 
high (measured from the footing), driveways and other paving in residential 
zones, smaller detached sheds and similar structures up to 120 square feet in 
residential zones and temporary commercial uses such as seasonal sales and 
parking lot car washes. Permit Technicians should conduct this process with the 
use of checklists and with the provision of training by the staff of the Zoning 
Section in the use of these checklists. 

 
• The adjustment permit should be eliminated altogether, and a minor 

variance permit used instead. An adjustment permit allows for the adjustment 
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of applicable development standards and allows for the density to be averaged 
on lots divided by two or more zoning districts. This requirement should be met 
through a minor variance instead. 

 
• The expressive use permit should be eliminated altogether, and a 

conditional use permit required instead. This permit is intended to allow for 
the approval (or disapproval) of live entertainment in commercial zones. This 
should be integrated into the minor conditional use permit process, and the 
expressive use permit eliminated altogether. 

 
• The sign exception permits should be eliminated, and a minor variance 

permit utilized instead. The procedures for a Sign Exception are the same as 
for a minor variance. The sign exception permit should be eliminated; a minor 
variance permit should be used instead. 

 
• The Zoning Administrator should serve as the review authority for new 

building identity wall signs and new signs and awnings. Permit Technicians 
in the Permit Center should approve (or disapprove as appropriate) signs over-
the-counter that do not require a building permit. Signs that require a building 
permit should first be routed to the Planning Division for review and subsequently 
to the Building and Safety Division. However, the Matrix Consulting Group 
recommends that new building wall signs in the Central District, new signs and 
awnings (for all projects requiring design review only) outside the Central District, 
and creative signs should be approved (or disapproved as appropriate) at the 
Zoning Administrator level. Master Sign Plans are already approved at the 
Zoning Administrator level. However, the Matrix Consulting Group also 
recommends that the City update its sign design guidelines as part of the 
development of overall design guidelines for the City as a whole (which will be 
discussed late in this chapter). 

 
The streamlining of these processes are intended to reduce unnecessary costs 

and reduce confusion on the part of the permit applicant so that the City and the permit 

applicant have more time to focus on what matters most – enhancing the character of 

Pasadena. 

Recommendation #53: The zoning permit, the process of checking for zoning 
conformance, should be accomplished by Permit Technicians with the use of 
checklists and with the provision of training by the staff of the Zoning Section in 
the use of these checklists. 
 
Recommendation #54: The adjustment permit should be eliminated altogether, 
and a minor variance permit used instead. 
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Recommendation #55: The expressive use permit should be eliminated 
altogether, and a conditional use permit required instead. 
 
Recommendation #56: The sign exception permit should be eliminated, and a 
minor variance permit utilized instead. 
 
Recommendation #57: The Zoning Administrator should serve as the review 
authority for new building wall signs in the Central District, new signs and 
awnings (for all projects requiring design review only) outside the Central 
District, and creative signs should be approved (or disapproved as appropriate) 
at the Planning Director level. 
 
Recommendation #58: The City should update its sign design guidelines as part 
of the development of overall design guidelines for the City as a whole. 
 
(2) A Number of Other Steps Should Be Taken to Simplify the for Review and 

Approval (or Disapproval) of Permits by the Zoning Section 
 

The first exhibit presented at the end of his chapter presents the flow chart 

depicting the process used by the Zoning Section for land entitlement permits. A review 

of this process indicates that there are other opportunities for simplifying this process. 

• The assigned planner in the Zoning Section is taking thirty (30) calendar days to 
determine whether the land entitlement permit application is complete. As 
recommended elsewhere in this report, this responsibility should be front-shifted 
to the Permit Center as much as possible. 

 
• The assigned planner waits until the application is deemed complete to circulate 

the land entitlement permit to other divisions / departments for comment. As 
recommended later in this chapter, an interdepartmental review committee 
should be established. Staff from the Zoning Section should participate in this 
committee and manage this process. This will necessitate that the staff distribute 
the land entitlement permit application before the meeting of the 
interdepartmental review committee. 

 
• Staff of the Zoning Section are waiting until after the land entitlement permit is 

deemed complete to begin the CEQA review process. This CEQA review 
process should be integrated into the determination of whether an application is 
complete, not after the 30-day completeness review, particularly for those 
applications that are exempt from CEQA. 

 
The processes used for simple land entitlement permits should be simplified. 
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Recommendation #59: The case manager in the Zoning Section is taking thirty 
(30) calendar days to determine whether the land entitlement permit application is 
complete. As recommended elsewhere in this report, this responsibility should be 
front-shifted to the Permit Center as much as possible. 
 
Recommendation #60: Staff from the Zoning Section should distribute the land 
entitlement permit application to other divisions / departments for comment 
before the application is deemed complete. 
 
Recommendation #61: Staff of the Zoning Section should not wait until after the 
land entitlement permit is deemed complete to begin the CEQA review process. 
This CEQA review process should be integrated into the determination of whether 
an application is complete, not after the 30-day completeness review, particularly 
for those applications that are exempt from CEQA. 
 
4. ENHANCE THE DESIGN REVIEW PROCESSES AND PRACTICES USED BY 

THE PLANNING DIVISION. 
 

The quality of the design in a community is essential to making the communities 

in Pasadena special, memorable, and integrated with the overall fabric of the City. At 

the same point in time, the design review process needs to be timely, provide clear 

design guidelines, and be predictable for the permit applicants.  

An analysis of the design review process for the City indicates a number of 

opportunities for improvement. These opportunities are presented in the paragraphs 

below. 

(1) The Planning and Community Development Department Should Develop 
Citywide Design Guidelines. 

 
The Planning and Community Development Department has already developed 

a number of design guidelines. These design guidelines are typically developed as part 

of a specific plan. These include the following: 

• Central District specific plan; 
 
• East Colorado specific plan; 
 
• East Pasadena specific plan; 
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• Fair Oaks and Orange Grove specific plans; 
 
• North Lake specific plan; 
 
• South Fair Oaks specific plan. 
 
In addition, the Planning and Community Development Department has developed 

citywide design principles, design guidelines for neighborhood commercial and multi-

family residential districts, and sign design guidelines. 

Many of these specific plans are dated. The North Lake specific plan was 

adopted in 1997. The South Fair Oaks specific plan was adopted in 1998. The East 

Pasadena specific plan was adopted in 2000. The Fair Oaks and Orange Grove was 

adopted in 2002. The East Colorado Boulevard Specific Plan was adopted in 2003. The 

Central District specific plan was adopted in 2004. 

The design guidelines in many of these specific plans are not clear and specific. 

The design guidelines for the North Lake specific plan, for example, are little more than 

principles such as “park the cars in back, put the entrances in front, let people see 

interesting things inside buildings, buildings should be built to last, make your buildings 

interesting, repair edges….” The design guidelines are so general as to be useless for 

the applicant or to the Design Commission. 

The Planning and Community Development Department should develop 

comprehensive city-wide design guidelines. These guidelines should emphasize clear 

minimum design criteria, while integrating tools that allow for design flexibility in 

appropriate areas. These design criteria should be crafted in a way that still offers plenty 

of options and flexibility. 
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For example, design criteria can use the toolbox approach, whereby applicants 

can choose from a number of ways to meet the criteria. For example, this could include 

design criteria for façade articulation and massing, façade design details, streetscape 

amenities, landscape buffers, and design treatments for high visibility street corners. 

The key is to craft a good toolbox that fits both the design goals of Pasadena, provides 

clear design criteria for the applicant and his / her design professional, and works with 

local conditions in the various communities in Pasadena. 

Departures are the other key tool in this approach. These are voluntary options – 

in which an applicant can choose an alternative way of meeting a particular design 

criteria, provided such design meets the intent of the criteria plus any special departure 

criteria. It’s important to clearly identify which criteria come with departure opportunities 

and to provide good departure criteria. This might include photo or site plan examples, 

both acceptable and unacceptable, to aid applicants, staff, and the reviewing authority. 

Some possible examples of criteria with departure opportunities include the following:  

• Minimum or maximum building setbacks; 
 
• Landscaping and/or fence screening standards; 
 
• Façade articulation and massing standards; 
 
• Roofline design standards; 
 
• Façade detailing and/or material departures; and 
 
• Open space standards.  
 
Clarity of the design criteria / departure approaches will be useful in determining appropriate 

/ feasible design review approaches. 

There are a number of critical issues that should be considered in developing 

these design criteria as noted below. 
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• The quality of the prescriptive design criteria is critical – both in terms of 
achieving good design and in providing for an acceptable number of projects that 
opt to use the design review process. Most importantly, the criteria and 
departures need to be crafted in a way that projects can meet the City’s design 
goals. 

 
• If the design criteria are easy to meet, then very few, if any projects will elect to 

use departures. If criteria are too difficult to meet, then a large number of projects 
will be choosing to use thee departures.  

 
• Good criteria for the approval of departures are needed to provide direction. This 

includes clear goals, objectives, and illustrative examples – both good and bad.  
 
• Applicants need to demonstrate how the departure proposal meets the 

intent/criteria.  
 
• The Design Commission should review proposed departures, to assure greater 

analysis and number of “eyes” on the proposed design departure that is helpful in 
determining whether a departure meets the intent / criteria.  

 
Overall, the city-wide design guidelines should include design criteria for single-family, 

multi-family, commercial, mixed-use, and industrial uses, discuss design trends in the 

urban form e.g., smart growth, new urbanism, transit-oriented development, green 

construction, and the principles for preserving the community character of Pasadena 

including site planning; height, bulk, and scale for design purposes; architectural 

elements and materials; pedestrian environment; and landscaping. In addition, the city-

wide design guidelines should reflect the unique nature of the various communities in 

Pasadena. 

The City should authorize the preparation of citywide design guidelines using a 

consulting architectural / planning firm. The cost impact of this recommendation is 

presented in the table below. 

Recommendation One-Time Service and 
Supply Outlay 

 
The City should authorize the preparation of citywide design guidelines using 
a consulting architectural / planning firm. 

 
$200,000 
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Recommendation #62: The City should authorize the preparation of citywide 
design guidelines using a consulting architectural / planning firm. 
 
Recommendation #63: Upon development and adoption of the citywide design 
guidelines, the consulting architectural / planning firm retained to develop these 
guidelines should train the staff of the Design and Historic Preservation Section 
in their application. 
 
 (2) Upon Development and Adoption of the Citywide Design Guidelines, the 

Number of Separate Reviews of a Design Application by the Design Review 
Commission Should Be Reduced. 

 
Overall, the design review process in Pasadena, compared to its peers in 

Glendale, Burbank, and Santa Monica is not as convoluted. The specifics of each cities 

design review process are presented below. 

• Glendale. Design review applications are required for (1) new buildings and 
structures, exterior remodeling and exterior changes (e.g., additions) of or to 
existing buildings and structures for which a building permit is required 
(residential and commercial with some exceptions); (2) any exterior change to an 
existing building or structure visible from the public street or sidewalk 
immediately adjacent to a property in an adopted historic district overlay zone, if 
that building or structure has been identified as a contributing building or 
structure in an adopted historic resources survey; (3) sign programs; (4) creative 
signs; and (5) murals. The types of applications subject to design review in 
Glendale is much more extensive than in Pasadena. As a consequence, 
Glendale has two design review boards that each meet twice a month. The 
boards make decisions on a number of residential and commercial design 
applications including single-family additions and remodels, addition of second 
floors to single-family dwellings, and new single-family dwellings. Design review 
applicants must appear twice before one of the two design review boards: once 
for a preliminary review and a second time for a final review. 

 
• Santa Monica. Architectural Review Board approval is required for new 

construction, additions or remodel of an existing building, in all zones except R1 
(except when an applicant applies to the Board requesting an exception to the 
additional second floor setback). The Board has discretionary review over 
structures, major contour grading, landscaping, parking lots, mechanical 
equipment screening, and signs within the City of Santa Monica. The Board may 
approve as submitted, approve with conditions, disapprove or request redesign 
and resubmittal of any project. In other words, a design review application is not 
required to be reviewed by the Architectural Review Board twice, although that 
may result as a result of requests by the Board for redesign and resubmittal. The 
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Board reviews a myriad of applications such as landscape plans for a new 
commercial building; design, colors and materials for new façade elements and 
sign adjustment and sign plans for an existing multi-family residential building; 
sign plans for an existing bank; approval of modifications to the R1 zoning 
standards to allow a second floor addition to an existing one-story house with 
non-conforming setbacks; building design, colors and materials for the façade 
remodel of an existing automobile dealership; approval of sign adjustment and 
sign plans for an existing grocery store; approval of new paint colors for an 
existing office/ commercial  building complex; and approval of building design, 
colors and materials for the addition of two residential units to a property in the R-
2 District with an existing single-family house. 

 
• Burbank. Burbank does not have a design review board or commission. It does, 

however, have a development review application. A development review is the 
procedure that the City uses to review proposed development projects for 
conformance with adopted codes and regulations. This includes architectural 
features, architectural style and neighborhood characteristics. Multi-family, 
commercial, and industrial uses are subject to the provisions of a development 
review application (although additions to any existing commercial or industrial 
structure which do not exceed 1,000 square feet are exempt). An internal staff 
committee – a Development Review Committee – considers these applications. 
The development review application requires a community meeting prior to any 
action being taken to approve or deny an application, to receive comments from 
persons who would potentially be affected by the project. Projects that generate 
50 or more trips during the AM or PM peak traffic hours require the review of the 
City’s Planning Board. 

 
Overall, the design review process in Pasadena, compared to its peers in 

Glendale, Burbank, and Santa Monica is not as convoluted with the exception that an 

applicant is encouraged or required to meet with the Design Commission not less than 

four different times including preliminary, concept, 50% design, and 100% design (or 

final design). The existing design review process is presented in a flow chart in the 

second exhibit at the end of this chapter. 

The types of projects that require design review in Pasadena are less extensive, 

overall, than Glendale, Burbank, and Santa Monica. In Pasadena new projects in the 

Central Business District are exempt from the review of the Design Commission except 

when for structures that exceed 5,000 square feet or more or residential projects with 10 
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or more dwelling units. Major rehabilitation and substantial alterations in the Central 

Business District are exempt from the review of the Design Commission except when 

the structure exceeds 10,000 square feet.  

Outside the Central Business District, new construction is subject to the review of 

the Design Commission when the project exceeds 25,000 square feet, except for North 

Lake and the City of Gardens and senior housing in the PS District. In North Lake, the 

Design Commission reviews additions in excess of 500 square feet. In City of Gardens 

and senior housing in the PS District, the Design Commission reviews projects with ten 

or more dwelling units. Major rehabilitation and substantial alterations in major corridors 

are subject to the review of the Design Commission when the project exceeds 25,000 

square feet. Major rehabilitation and substantial alterations in North Lake are subject to 

the review of the Design Commission when the project exceeds 500 square feet. 

However, upon the development and adoption of the citywide design guidelines, 

the design review process in Pasadena should be streamlined.  

First, the design review applicant should only be required to submit two types of 

applications to the Design Commission: a conceptual design and a final design. The 

initial meeting - conceptual design - should focus on the location and massing of the 

structures. The second meeting - final design - should address materials, landscaping, 

and architectural details. With clear design criteria regarding such aspects of design as 

for façade articulation and massing, façade design details, streetscape amenities, 

landscape buffers, and design treatments for high visibility street corners, four separate 

applications should be wholly unnecessary as long as the staff of the Design and 

Historic Preservation Section work closely with the applicant to attain compliance with 
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the city-wide design guidelines, and make recommendations to the Design Commission 

regarding project approval (or disapproval as appropriate). 

The use of multiple reviews of design applications clearly impacts the timeliness 

of the design review process. An example of the impact on timeliness of multiple 

reviews of design applications is the project proposed for 31 – 71 South Fair Oaks 

Avenue. The project involved new construction of a 3-story mixed-use office / retail of 

45,001 square feet. The first review – in fiscal year 2011-12 for this project – was on 

July 11, 2011 for the concept design review. The Design Commission considered the 

50% design review submittal on October 10, 2011. The Design Commission considered 

the final design review submittal on January 9, 2012. This was a six-month process for 

three submittals with the Design Commission. 

Second, upon development and adoption of the citywide design criteria, the 

design criteria for the North Lake specific plan area should be brought into conformance 

with the other areas of the City, with the exception of the Central Business District. In 

North Lake, the Design Commission reviews additions in excess of 500 square feet. 

Major rehabilitation and substantial alterations in North Lake are subject to the review of 

the Design Commission when the project exceeds 500 square feet. The staff of the 

Design and Historic Preservation Section would review projects that fall below that 

criterion for conformance with the citywide design criteria.  

Third, upon development and adoption of the citywide design criteria, the criteria 

should be adjusted to 25,000 square feet for alterations, additions, and new 

construction. Similar adjustments should occur with the City of Gardens and senior 

housing in the PS District. The staff of the Design and Historic Preservation Section 
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would review projects that fall below that criterion for conformance with the citywide 

design criteria. At present, the Design Commission reviews projects with ten or more 

dwelling units. 

Fourth, upon development and adoption of the city-wide design criteria and the 

training of the staff of the Design and Historic Preservation Section in their application, 

only one submittal of the application should be made to the Design Commission: not a 

preliminary and a final, just a final. This would only occur if the applicant did not request 

a departure from the citywide design guidelines; such a departure request should 

necessitate a preliminary and a final design review.  

The staff of the Design and Historic Preservation Section should be capable, 

utilizing the citywide design criteria (if the criteria are prescriptive), of working with the 

applicant in regards to location and massing of the structures. This may result, like 

Santa Monica, in the Design Commission In Pasadena approving the application as 

submitted, approving the application with conditions, disapproving or requesting 

redesign and resubmittal of the application. However, the absence of clearly defined 

and prescriptive design criteria results in a determination of what constitutes good 

design extremely difficult to articulate. 

Recommendation #64: Upon the development and adoption of the city-wide 
design guidelines and the training of the staff of the Design and Historic 
Preservation Section in their application, the design review process in Pasadena 
should be streamlined. The design review applicant should only be required to 
submit two types of applications to the Design Commission: a conceptual design 
and a final design. The initial meeting - conceptual design - should focus on the 
location and massing of the structures. The second meeting - final design - 
should address materials, landscaping, and architectural details. 
 
Recommendations #65: Upon development and adoption of the city-wide design 
criteria and the training of the staff of the Design and Historic Preservation 
Section in their application, the design criteria for the North Lake specific plan 
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area should be brought into conformance with the other areas of the City, with 
the exception of the Central Business District. Upon development and adoption of 
the citywide design criteria, the criteria for review of projects in North Lake 
should be adjusted to 25,000 square feet for alterations, additions, and new 
construction. The staff of the Design and Historic Preservation Section would 
review projects that fall below that criterion for conformance with the citywide 
design criteria. 
 
Recommendation #66: Upon development and adoption of the city-wide design 
criteria and the training of the staff of the Design and Historic Preservation 
Section in their application, the criteria for review of projects in the City of 
Gardens and senior housing in the PS District should be adjusted to 25,000 
square feet for alterations, additions, and new construction. The staff of the 
Design and Historic Preservation Section would review projects that fall below 
that criterion for conformance with the citywide design criteria. 
 
Recommendation #67: The staff of the Design and Historic Preservation Section 
should work closely with the applicant to attain compliance with the city-wide 
design guidelines, and make recommendations to the Design Commission 
regarding project approval (or disapproval as appropriate). 
 
Recommendation #68: Upon development and adoption of the city-wide design 
criteria and the training of the staff of the Design and Historic Preservation 
Section in their application, only one submittal of the application should be made 
to the Design Commission: not a preliminary and a final, just a final application. 
This would only occur if the applicant did not request a departure from the 
citywide design guidelines; such a departure request should necessitate a 
preliminary and a final design review. 
 
(3) A Number of Other Steps Should be Taken to Streamline the Design Review 

Process. 
 

The existing design review process is presented in a flow chart in the second 

exhibit at the end of this chapter. A review of that process indicates a number of 

opportunities to streamline the process. These opportunities are presented below. 

• At the present time, the Design and Historic Preservation Section is logging the 
design review applications in a log in the Principal Planner office. The Zoning 
Section is utilizing an Excel spreadsheet to manage its permits. The Design and 
Historic Preservation Section should mimic the Zoning Section and utilize an 
Excel spreadsheet to manage the design review permit workload. Ultimately, 
both sections should utilize the automated permit information system to plan, 
schedule, and manage permit workload when a new state-of-the-art automated 
permit information system is acquired. 
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• The case planner in the Design and Historic Preservation Section is taking thirty 

(30) calendar days to determine whether the design review application is 
complete. As recommended elsewhere in this report, this responsibility should be 
front-shifted to the Permit Center as much as possible. 

 
• The case planner in the Design and Historic Preservation Section is waiting until 

after the design review application is deemed complete to make a site visit to the 
site of the application and to meet with the applicant to discuss the application 
and provider initial comments. As recommended later in this chapter, an 
interdepartmental review committee should be established. Staff from the Design 
and Historic Preservation Section should participate in this committee. This will 
necessitate that the staff make the site visit before the meeting of the 
interdepartmental review committee, and be prepared to provide feedback 
regarding the design to the applicant at the interdepartmental review committee 
meeting.  

 
• The staff reports submitted to the Design Review Commission go through 

multiple levels of review including the Senior Planner, Principal Planner, and 
Deputy Planning Director. This review should be reduced to either the Senior 
Planner or the Principal Planner. One manager quality controlling the staff report 
should be sufficient. 

 
• If a zoning entitlement permit (e.g., conditional use permit) is required, the 

concept design review is delayed until the zoning entitlement permit is approved 
and the CEQA adopted (e.g., the application is determined to be exempt from 
CEQA). As recommended later in this chapter, multiple land entitlement permit 
applications should be processed concurrently. This would mean that the design 
review application, certainly at the concept design review, would proceed 
concurrently with the zoning entitlement permit. 

 
• For the 50% design review application, the applicant uses the decision letter 

previously received from the case planner in the Design and Historic 
Preservation Section to gather necessary materials for submittal. There is not a 
list, provided by the Section, regarding what materials should be provided. This 
should be corrected, and an on-line list provided at the Section’s web page, and 
an actual list provided to the applicant by the case manager. 

 
While the processes are less convoluted than Santa Monica or Glendale, the work 

processes used by the Design and Historic Preservation Section can be greatly 

simplified and the involvement of the Design Commission reduced with the development 

of the citywide design guidelines. 
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Recommendation #69: The Design and Historic Preservation Section should 
mimic the Zoning Section and utilize an Excel spreadsheet to manage the design 
review permit workload. Ultimately, both sections should utilize the automated 
permit information system to plan, schedule, and manage permit workload when 
a new state-of-the-art automated permit information system is acquired. 
 
Recommendation #70: The case planner in the Design and Historic Preservation 
Section is taking thirty (30) calendar days to determine whether the design review 
application is complete. This responsibility should be front-shifted to the Permit 
Center as much as possible. 
 
Recommendation #71: The review of the draft staff reports that will be submitted 
to the Design Review Commission should not require multiple reviews by 
multiple managers in the Planning and Community Development Department. 
This review should be reduced to either the Senior Planner or the Principal 
Planner. One manager quality controlling the staff report should be sufficient. 
 
Recommendation #72: In instances in which land entitlement permits involve 
multiple land use permit applications, the applications should be processed 
concurrently. This would mean that the design review application, certainly at the 
concept design review, should proceed concurrently with the permit being 
processed by the Zoning Section including CEQA review. 
 
Recommendation #73: For the 50% design review application, the applicant 
should gather necessary materials for the submittal based upon a list provided by 
case manager, with an on-line list provided at the Section’s web page. 
 
5. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

SHOULD CONTINUE TO UTILIZE TRAINED SPECIALISTS FOR DESIGN 
REVIEW AND HISTORIC PRESERVATION, BUT THESE SPECIALISTS 
SHOULD ALSO BE USED TO PROCESS ZONING PERMITS. 

 
At the present time, professional-level planners in the Zoning Section process 

zoning applications (e.g., conditional use permits, variances, etc.), while the staff of the 

Design and Historic Preservation Section process design review and historic 

preservation applications (e.g., design review, minor projects - signs, awnings, paint 

color or similar minor alteration, design review, minor projects – new / replace store 

fronts, etc.) This can result in a permit applicant dealing with two different professional-

level planners for his / her permit: one from the Zoning Section and another from the 
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Design and Historic Preservation Section. This introduces an unnecessary level of 

complexity for the permit applicant. 

In the experience of the Matrix Consulting Group, this is an unusual approach. 

The experience of the Matrix Consulting Group is that most, not all, cities assign one (1) 

case planner who is responsible for processing all aspects of a permit application: 

zoning, design review, and historic preservation.  

At the same time, however, it is essential that the Planning and Community 

Development Department continue to be staffed with trained specialists for design 

review, historic preservation, and for zoning. 

The Matrix Consulting Group recommends that the Planning and Community 

Development Department move towards a model in which these specialists in the 

Design and Historic Preservation Section continue to be the lead in processing design 

review and historic preservation permit applications, but that these staff also process 

zoning applications whenever these design review and historic preservation permit 

applications are just one part of multiple applications (e.g., a conditional use per it and a 

design review permit. This should include any CEQA implications associated with these 

zoning permits.  

There is insufficient workload to warrant these staff in the Design and Historic 

Preservation Section continuing to function only as specialists in design review or as 

specialists in historic preservation. There is sufficient historic preservation workload to 

warrant a 0.6 full-time equivalent professional-level planner. There is sufficient design 

review workload to warrant 2.4 time equivalent professional-level planners. However, 

60% of this design review workload consists of minor design review applications (e.g., 
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signs, awnings, paint color or similar minor alteration, new/replace store fronts, etc.). At 

the present time, there are four-professional level planners (Senior Planner and Project 

Planners) assigned to the Design and Historic Preservation Section; the staff has the 

workload capacity to handle zoning permits. 

The Planning and Community Development Department cannot implement this 

model immediately. There are a number of steps that need to be completed first. 

• Moving toward this model should only occur only after the professional-level 
planners in the Design and Historic Preservation Section are provided with 
training in processing zoning permits and in the interpretation of the zoning 
ordinance. 

 
• The staff in the in the Design and Historic Preservation Section should continue 

to receive ongoing training in design review and historic preservation. 
 
• The staff should be assigned a “mentor” in the Zoning Section – either of the two 

(2) Senior Planners – to coach them in the processing of these zoning 
applications. 

 
• Initially, these staff in the Design and Historic Preservation Section should be 

utilized to process minor zoning permits such as minor conditional use permits.  
 
• The staff in the Design and Historic Preservation Section should process any 

design review permit application that is associated with a zoning permit. This 
should only be done after the provision of training and with the “mentor” in the 
Zoning Section initially coaching these staff in the processing of these types of 
applications. 

 
• The staff of the Zoning Section should also be provided with training in 

processing design review applications: initially minor design review applications. 
These staff should be utilized to process – initially – minor design review 
applications. This would include - minor projects - signs, awnings, paint color or 
similar minor alterations and minor projects – new / replace storefronts. To 
enhance the ability of the staff of the Zoning Section to effectively process these 
applications, training in design review for these types of minor applications 
should be provided for the professional-level planners of the Zoning Section. 

 
The Planning and Community Development Department should continue to 

utilize specialists to process historic preservation applications. It should continue to 
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utilize specialists to process the larger, more complex design applications. However, 

over time, with a healthy dose of training and mentoring, and with the development of 

effective design guidelines, the Department should broaden the knowledge of its 

professional-level planners in CEQA, zoning, design review, and in historic 

preservation. 

Recommendation #74: The Planning and Community Development Department 
should move towards a model in which these specialists in the Design and 
Historic Preservation Section continue to be the lead in processing design review 
and historic preservation permit applications, but that these staff also process 
zoning applications whenever these design review and historic preservation 
permit applications are just one part of multiple applications (e.g., a conditional 
use per it and a design review permit. This should include any CEQA implications 
associated with these zoning permits. 
 
Recommendation #75: The Planning and Community Development Department 
should move towards this model only after the professional-level planners in the 
Design and Historic Preservation Section are provided with training in processing 
zoning permits and in the interpretation of the zoning ordinance. 
 
Recommendation #76: The staff in the in the Design and Historic Preservation 
Section should continue to receive ongoing training in design review and historic 
preservation. 
 
Recommendation #77: The staff in the Design and Historic Preservation Section 
should be assigned a “mentor” in the Zoning Section – either of the two (2) 
Senior Planners – to coach them in the processing of these zoning applications. 
 
Recommendation #78: Initially, the staff in the Design and Historic Preservation 
Section should be utilized to process minor zoning permits such as minor 
conditional use permits.  
 
Recommendation #79: However, the staff in the Design and Historic Preservation 
Section should process any design review permit application that is associated 
with a zoning permit. This should only be done after the provision of training and 
with the “mentor” coaching these staff in the processing of these types of 
applications. 
 
Recommendation #80: The staff of the Zoning Section should also be provided 
with training in processing design review applications: initially minor design 
review applications. These staff should be utilized to process – initially – minor 
design review applications. This would include - minor projects - signs, awnings, 
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paint color or similar minor alterations and minor projects – new / replace 
storefronts. To enhance the ability of the staff of the Zoning Section to effectively 
process these applications, training in design review for these types of minor 
applications should be provided for the professional-level planners of the Zoning 
Section. 
 
6. THE CITY SHOULD DELEGATE SOME DECISION-MAKING AUTHORITY 

FROM THE ZONING HEARING OFFICER TO STAFF OF THE ZONING 
SECTION. 

 
The City has effectively delegated authority to Zoning Hearing Officers of a 

number of land entitlement permit applications as the table below indicates.  

 
Type of Application 

 
Approval Authority 

Conditional Use Permit Hearing Officer 
Density Bonus Concessions and Other Incentives Hearing Officer 
Expressive Use Permit Hearing Officer 
Hillside Development Permits Hearing Officer 
Long-Term Film Permits Hearing Officer 
Lot Line Adjustments Hearing Officer 
Minor Conditional Use Permit Hearing Officer 
Minor Variance Hearing Officer 
Modifications for Persons with Disabilities Hearing Officer 
Modifications to Conditional Use Permits Hearing Officer 
Sexually Oriented Business Hardship Extension Hearing Officer 
Sign Exception Hearing Officer 
Tentative Parcel Map Hearing Officer 
Tentative Tract Map Hearing Officer 
Variance Hearing Officer 

 
As the table indicates, the decision-making authority for a total of fifteen (15) types of 

land entitlement permits has been delegated to Zoning Hearing Officers. 

The table below presents a distribution of the types of these cases that were 

considered by Zoning Hearing Officers for this calendar year by type of permit. 

Type of Permit 
18-

Jan 
15-

Feb 
7-

Mar 
21-

Mar 
4-

Apr 
18-

Apr 
2-

May 
18-

May 
12-
Jul Total 

% of 
Total 

Conditional Use 
Permit  1   4   1   1   1   1   -   2   -   11  26.8% 
Variance  1   1   1   -   1   -   -   -   -   4  9.8% 
Hillside 
Development 
Permit  1   -   -   -   -   -   -   1   3   5  12.2% 
Modification to 
Conditional Use  1   -   -   1   1   -   -   -   1   4  9.8% 
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Type of Permit 
18-

Jan 
15-

Feb 
7-

Mar 
21-

Mar 
4-

Apr 
18-

Apr 
2-

May 
18-

May 
12-
Jul Total 

% of 
Total 

Permit 
Tentative Parcel 
Map  -   -   -   -   -   -   1   -   1   2  4.9% 
Tentative Tract 
Map  -   -   -   -   1   -   -   1   1   3  7.3% 
Minor 
Conditional Use 
Permit  2   1   1   1   -   2   1   1   -   9  22.0% 
Minor Variance  -   -   1   1   -   -   -   -   -   2  4.9% 
Sign Exception  -   -   1   -   -   -   -   -   -   1  2.4% 
TOTAL  6   6   5   4   4   3   2   5   6   41  100% 

 
Important points to note regarding the distribution of cases are presented below. 

• The Zoning Hearing Officers considered forty-one (41) cases in the six and one-
half months of 2012. This excludes cases that ere continued. This is equivalent 
to an average of four and one-half (4.5) cases each meeting. 

 
• The most numerous type of case considered by the Zoning Hearing Officers 

were conditional use permits (26.8%), minor conditional use permits (22%), 
hillside development permits (12.2%), modifications to conditional use permits 
(9.8%), and variances (9.8%). These five types of cases comprised 80.6% of all 
of the cases considered by the Zoning Hearing Officers during this period of time. 

 
In 2011, the Planning Division processed twenty-eight minor conditional use 

permits, eleven (11) minor variances, four (4) sign exceptions, one (1) tentative parcel 

map, and eight-six (86) temporary use permits.  

The Matrix Consulting Group recommends that decision-making authority for the 

minor land entitlement permit applications should be delegated from the Zoning Hearing 

Officer to the Planning Director. These should include; 

• Minor use permits; 
 
• Minor variances; 
 
• Tentative parcel maps; 
 
• Lot line adjustments; 
 
• Modifications for Persons with Disabilities; and 
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• Sign exceptions. 
 
In addition, the authority to approve temporary use permits should be delegated from 

the Zoning Administrator to the Planning Director. 

This authority granted to staff should include the ability to refer these kinds of 

applications to the Zoning Hearing Officer if it is evident the application has high 

exposure or impact. 

Recommendation #81: Decision-making authority for the minor land entitlement 
permit applications should be delegated from the Zoning Hearing Officer to the 
Zoning Administrator including minor use permits; minor variances; tentative 
parcel maps; lot line adjustments; modifications for persons with disabilities; and 
sign exceptions. 
 
Recommendation #82: Decision-making authority for temporary use permits 
should be delegated from the Zoning Administrator to the Planning Director. 
 
Recommendation #83: The staff of the Zoning Section should be authorized to 
appeal minor land entitlement permit applications to the Zoning Hearing Officer if 
it is evident the application has high exposure or impact. 
 
7. USE A CONCURRENT PERMIT PROCESS FOR MULTIPLE LAND 

ENTITLEMENT PERMITS. 
 

Section 17.060.030 of the Zoning Ordinance states that “When a single project 

incorporates different land uses or features so that this Zoning Code requires multiple 

land use permit applications, the Director may determine that all of the applications shall 

be filed concurrently, and reviewed, and approved or disapproved, by the highest level 

review authority assigned by table 6-1 to any of the required applications. (For example, 

a project that requires a Zoning Map amendment and a Conditional Use Permit may be 

reviewed, and approved or disapproved by the Council (after a recommendation from 

the Commission), where a Conditional Use Permit application by itself may be reviewed 

and acted upon by the Hearing Officer.)” The section also states that the “Director may 
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authorize use of a single application form and submittal materials for multiple land use 

applications required by this Zoning Code.” 

This is not consistently occurring, particularly when a land entitlement permit 

involves an application that will be processed by both the Zoning Section and the 

Design and Historic Preservation Section. In these instances, it is not uncommon for the 

applications to be processed sequentially, first by one Section e.g., Zoning, and then by 

other section e.g., Design and Historic Preservation. 

These processes should be streamlined. Multiple land use permit applications, 

including applications that will be processed by both the Zoning Section and the Design 

and Historic Preservation Section, should be processed concurrently. 

Recommendation #84: Multiple land use permit applications, including 
applications that will be processed by both the Zoning Section and the Design 
and Historic Preservation Section, should be processed concurrently.  
 
8. TREE REMOVAL PERMITS SHOULD BE OUTSOURCED TO AN ISA 

CERTIFIED ARBORIST. 
 

At the present time, the staff of the Zoning Section are the decision-making 

authority for tree removal permits. In 2011, the Zoning Section approved (or 

disapproved) twenty-six (26) tree removal permits. 

These applications should continue to be submitted to the Planning Division at 

the City’s Permit Center. However, the decision to approve or disapprove the removal of 

a tree should not be made by a planner in the Zoning Section. An ISA Certified Arborist 

should make these decisions. The Zoning Section should retain an ISA Certified 

Arborist as a consultant; the consultant should make recommendations to the Zoning 

Section regarding the removal of the tree. This should be based upon a letter report 

from the ISA Certified Arborist that contains the following information: 
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• A written narrative from and ISA Certified Arborist report; 
 
• Arborist Name, Certification # and company letterhead; 
 
• Species (common and scientific name); 
 
• Size (diameter, height and crown spread); 
 
• Condition (foliage, vigor, structural integrity, etc.); 
 
• Prognosis (dangerous, imminent hazard, property damage?);  
 
• Life expectancy; and 
 
• Location diagram (and photograph, if desired). 

 
The cost of this ISA Certified Arborist should be recouped through fees. 

The planners in the Zoning Section are not trained to provide these evaluations. 

Nor are the staff of the Division efficient in conducting these evaluations. Initial time 

estimates for the User Fee study indicate that 13.5 (13.5) staff hours are required for 

removal permits for one (1) to three (3) trees and twenty-seven (27) staff hours are 

required for removal permits for four trees or more. This amount of staff hours is out-of-

proportion to the nature of the permit and the amount of staff hours that should be 

required. 

Recommendation #85: The Zoning Section should outsource tree removal 
permits by the Planning Division to an ISA-Certified Arborist. 
 
9. SCHEDULE (TENTATIVELY) LAND ENTITLEMENT PERMIT APPLICATIONS 

FOR A ZONING HEARING OFFICER HEARING AT THE TIME OF 
SUBMITTAL IF THE APPLICATION IS DETERMINED TO MEET SUBMITTAL 
REQUIREMENTS. 

 
The Planning and Community Development Department should utilize a process 

designed to inform an applicant at the time of submittal of a land entitlement permit 

application when the application will be heard by the Zoning Hearing Officer. 
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The steps that need to be taken by the Planning Division to provide this 

scheduled date to the applicant are as follows: 

• Utilize the existing permit checklists to determine if the application meets 
submittal requirements while the applicant is at the counter.  

 
• Develop an application processing schedule to determine the appropriate hearing 

date(s) for the application. 
 
• Inform the applicant of the tentatively scheduled hearing date while the applicant 

is at the counter submitting his/her application. 
 
• Set a maximum number of items that can be heard by the Zoning Hearing 

Officer. Once that maximum is reached, schedule subsequent applications for 
the following meeting. 

 
This process lets the applicant know at the time of submittal of his/her application 

the tentatively scheduled Zoning Hearing Officer hearing dates for their application. This 

has the potential to significantly increase customer satisfaction. 

Ultimately, this same approach should be utilized for the Design Commission. 

However, this approach should not be utilized until the citywide design criteria have 

been developed, and the design review process streamlined. 

Recommendation #86: The Zoning Section should schedule (tentatively) land 
entitlement permit applications for a Zoning Hearing Officer public hearing at the 
time of submittal if the application is determined to meet submittal requirements. 
 
10. THE MANAGEMENT OF THE LAND ENTITLEMENT PERMIT PROCESS 

SHOULD BE IMPROVED. 
 

There are a number of important objectives for the Planning Division in the 

management of the land entitlement process. These objectives include the following: 

• Consistent interpretation of regulations; 
 
• Clear communication of the process and the requirements; 
 
• The predictability of the process; 
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• Staff responsiveness; 
 
• Consistency; and 
 
• Accountability for decisions and the management of the process. 
 
In comparing the existing process to these objectives, a number of opportunities for 

improvement are apparent. These opportunities are presented in the sections that 

follow. 

 (1) The Actual Amount of Calendar Days Required to Process Land 
Entitlement Permits Exceeds Metrics. 

 
To determine the amount of calendar days required to process land entitlement 

permits, actual data was collected for calendar year 2010. The data collected included 

the case number, address, case description, case manager, the date the application 

was received, and the date of the initial hearing. The date the application was approved 

was not collected.  

The results of this analysis are presented below. The cycle time was calculated 

from the date of the receipt of the application to the date of initial public hearing or staff 

approval. 

• Tree Removal Permits. There were 29 tree removal permits for which cycle time 
was available. These permits are exempt from CEQA. The processing cycle time 
for tree permits is presented in the table below. 

 

Type of Permit Count 

Number of Calendar Days 

Average Median 
25th 

Percentile 
75th 

Percentile 
Tree Permit 29  26.44   19.00   14.31   27.44  

 
The Matrix Consulting Group uses a benchmark of seven (7) calendar days for 
tree removal permits. The City of Pasadena requires 19 calendar days – at the 
median - to process tree removal permits. 
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• Minor Variance Permits. There were 12 minor variance permits for which cycle 
time was available. These permits are exempt from CEQA. The processing cycle 
time for minor variance permits is presented in the table below. 

 

Type of Permit Count 

Number of Calendar Days 

Average Median 
25th 

Percentile 
75th 

Percentile 
Minor Variance 12  150.51   99.56   75.00   187.71  

 
The Matrix Consulting Group uses a benchmark of thirty (30) calendar days for 
minor variance permits. The City of Pasadena requires 100 calendar days – at 
the median - to process minor variance permits. The amount of calendar days 
required to achieve a complete submittal was only available for eight (8) of the 
twelve (12) cases: the median number of calendar days required to achieve a 
complete application was ninety-one (91) calendar days. 

 
• Minor Conditional Use Permits. There were 10 minor conditional use permits 

for which cycle time was available. These permits are exempt from CEQA. The 
processing cycle time for minor conditional use permits is presented in the table 
below. 

 

Type of Permit Count 

Number of Calendar Days 

Average Median 
25th 

Percentile 
75th 

Percentile 
Minor Conditional 
Use Permit 10  145.65   124.42   93.65   137.59  

 
The Matrix Consulting Group uses a benchmark of thirty (30) calendar days for 
minor conditional use permits. The City of Pasadena requires 124 calendar days 
– at the median - to process minor conditional use permits. The amount of 
calendar days required to achieve a complete submittal was only available for 
eight (8) of the ten (10) cases: the median number of calendar days required to 
achieve a complete application was forty-eight (48) calendar days. 
 

• Conditional Use Permits. There were forty-four (44) conditional use permits for 
which cycle time was available. These permits are typically exempt from CEQA. 
The processing cycle time for conditional use permits is presented in the table 
below. 

 

Type of Permit Count 

Number of Calendar Days 

Average Median 
25th 

Percentile 
75th 

Percentile 
Conditional Use 
Permit 44  144.26   113.95   82.34   184.15  

 
The Matrix Consulting Group uses a benchmark of sixty (60) calendar days for 
conditional use permits. The City of Pasadena requires one hundred fourteen 
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(114) calendar days – at the median - to process conditional use permits. The 
amount of calendar days required to achieve a complete submittal was only 
available for nineteen (19) of the forty-four (44) cases: the median number of 
calendar days required to achieve a complete application was one hundred fifty-
six (156) calendar days. 

 
• Variance Permits. There were eight (8) variance permits for which cycle time 

was available. The processing cycle time for conditional use permits is presented 
in the table below. 

 

Type of Permit Count 

Number of Calendar Days 

Average Median 
25th 

Percentile 
75th 

Percentile 
Variance 8  122.87   107.26   75.66   174.58  

 
The Matrix Consulting Group uses a benchmark of sixty (60) calendar days for 
conditional use permits. The City of Pasadena requires 114 calendar days – at 
the median - to process conditional use permits. The amount of calendar days 
required to achieve a complete submittal was available for all of the cases: the 
median number of calendar days required to achieve a complete application was 
sixty-seven (67) calendar days. 

 
• Certificate of Appropriateness - Staff Approval. There were forty-eight (48) 

certificate of appropriateness permits approved at staff level for which cycle time 
was available. The processing cycle time for certificate of appropriateness 
permits approved by staff is presented in the table below. 

 

Type of Permit Count 

Number of Calendar Days 

Average Median 
25th 

Percentile 
75th 

Percentile 
Certificate of 
Appropriateness-
Staff 48  30.57   22.50   9.53   34.73  

 
The Matrix Consulting Group uses a benchmark of seven (7) calendar days for 
certificate of appropriateness permits approved at staff level. The City of 
Pasadena requires 31 calendar days – at the median - to process certificate of 
appropriateness permits approved at staff level. The amount of calendar days 
required to achieve a complete submittal was available for only two (2) cases. 
The staff of the Design and Historic Preservation Division does not typically enter 
the date an application is deemed complete into Tidemark. 
 

• Certificate of Appropriateness - Historic Preservation Commission 
Approval. There were nine (9) certificate of appropriateness permits approved at 
the Historic Preservation Commission for which cycle time was available. The 
processing cycle time for certificate of appropriateness permits approved at the 
Historic Preservation Commission is presented in the table below. 
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Type of Permit Count 

Number of Calendar Days 

Average Median 
25th 

Percentile 
75th 

Percentile 
Certificate of 
Appropriateness-
Historic Preservation 
Commission 9  140.09   75.52   60.52   198.29  

 
The Matrix Consulting Group uses a benchmark of sixty (60) calendar days for 
certificate of appropriateness permits approved at the Historic Preservation 
Commission. The City of Pasadena requires 76 calendar days – at the median - 
to process certificate of appropriateness permits approved at the Historic 
Preservation Commission. The amount of calendar days required to achieve a 
complete submittal was available for only one (1) case. The staff of the Design 
and Historic Preservation Division does not typically enter the date an application 
is deemed complete into Tidemark. 
 

• Design Review-Staff Approval. There were sixty-two (62) design review - 
concept or consolidated – applications approved at staff level for which cycle 
time was available. The processing cycle time for design review - concept or 
consolidated – applications approved at staff level is presented in the table 
below. 

 

Type of Permit Count 

Number of Calendar Days 

Average Median 
25th 

Percentile 
75th 

Percentile 
Design Review - 
Staff  61  45.42   33.57   16.26   55.30  

 
The Matrix Consulting Group uses a benchmark of seven (7) calendar days for 
design review - concept or consolidated – applications approved at staff level. 
The City of Pasadena requires 34 calendar days – at the median - to process 
design review - concept or consolidated – applications approved at staff level. 
The amount of calendar days required to achieve a complete submittal was 
available for only six (6) cases, and amounted to seventy-six (76) calendar days 
or 84% of the total cycle time for these six (6) cases. The staff of the Design and 
Historic Preservation Division does not typically enter the date an application is 
deemed complete into Tidemark. 

 
• Design Review-Design Commission. There were six (6) design review - 

concept or consolidated – applications approved at Design Commission level for 
which cycle time was available. The processing cycle time for design review - 
concept or consolidated – applications approved at Design Commission level is 
presented in the table below. 
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Type of Permit Count 

Number of Calendar Days 

Average Median 
25th 

Percentile 
75th 

Percentile 
Design Review – 
Design Commission 6  112.25   107.10   48.27   183.84  

 
The Matrix Consulting Group uses a benchmark of forty-five (45) calendar days 
for design review - concept or consolidated – applications approved at Design 
Commission level. The City of Pasadena requires 107 calendar days – at the 
median - to process design review - concept or consolidated – applications 
approved at Design Commission level. The amount of calendar days required to 
achieve a complete submittal was not available for any of these cases. The staff 
of the Design and Historic Preservation Division does not typically enter the date 
an application is deemed complete into Tidemark. 
 

• Hillside Development Permit. There were seven (7) hillside development 
applications for which cycle time was available. The processing cycle time for 
hillside development permit applications is presented in the table below. 

 

Type of Permit Count 

Number of Calendar Days 

Average Median 
25th 

Percentile 
75th 

Percentile 
Hillside 
Development 7  241.52   201.50   164.06   314.91  

 
The Matrix Consulting Group uses a benchmark of sixty (60) calendar days for 
hillside development permits. The City of Pasadena requires two hundred one 
(201) calendar days – at the median - to process hillside development permits. 
The amount of calendar days required to achieve a complete submittal was only 
available for five (5) of the seven (7) cases: the median number of calendar days 
required to achieve a complete application was one hundred forty-six (146) 
calendar days. 
 
Altogether, the actual amount of calendar days required to process land 

entitlement permits exceeds the metrics utilized by the Matrix Consulting Group. The 

Matrix Consulting Group believes that the staff of the Planning Division have the skills 

and knowledge are capable of consistently meeting these metrics, if the land entitlement 

processes are streamlined, as recommended previously, and by improving the 

management of the processing of these applications, which has already begun to occur 

within the Zoning Section. 
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(2) The Planning Division Should Formally Adopt Cycle Time Objectives 
 
Cycle time objectives should be established for all land entitlement applications 

for the length of time -- in calendar days -- required to process applications from the 

date of submittal to the date of the applicant's initial public hearing or the approval / 

disapproval of the application by staff. Possible calendar date benchmarks for 

processing different types of land entitlement applications are presented in the table 

below. 

Type of Permit Categorically Exempt Negative Declaration 
Certificate of Appropriateness - 
Staff 7 NA 
Certificate of Appropriateness - 
Historic Preservation 
Commission 60 NA 
Certificate of Exception (Lot line 
adjustment) 30 NA 
Concept Design Review  45 NA 
Conditional Use Permit (Alcohol 
Sales) 60 NA 
Conditional Use Permit (Use only 
permitted with conditions) 60 90 
Design Review-Staff Approval 7 NA 
Expressive Use Permit 60 NA 
Final Design Review 45 NA 
General Plan Amendment NA 360 
Hillside Development Permit 60 90 
Minor Conditional Use Permit 30 NA 
Minor Variance 30 NA 
Time Extension 45 NA 
Sign Exception 7 NA 
Temporary use permit 7 NA 
Tentative Parcel Map 
(Subdivision up to 4 units or 
parcels) 60 NA 
Tentative Tract Map (Subdivision 
5 or more units or parcels) NA 120 
Tree Removal (Private) 7 NA 
Tree Removal (Public) 7 NA 
Variance  60 90 
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For the Planning Division to set cycle time objectives from the date of submittal of the 

application, as opposed to the date the application is deemed complete, the staff 

assigned to the Permit Center will need to be rigorous in checking land entitlement 

applications at submittal to assure the applications contain all of the essential 

information required to achieve a complete submittal, and rejecting applications that do 

not contain this essential information.  

The step-by-step process to meet the cycle time objective for a conditional use 

permit is presented in the table below. 

Step Discussion Elapsed Days Example 
1 Receipt of Application 1 June 1st 
2 Assign Case Planner 2 June 2nd 
3 Preliminary review for application.  

Completeness (if incomplete, applicant notified 
and process terminates) 

4 June 4th 

4 Refer to Commenting Divisions / Departments. 5 June 5th 
5 Prepare Environmental Initial Study - determine 

if exempt, negative declaration or EIR (if EIR 
required, next steps should occur subsequent to 
preparation of EIR) 

7 June 8th 

6 Receipt of Comments from Departments 
(Interdepartmental Advisory Committee) 

15 June 15th 

7 Begin Preparation of Staff Report 16 June 16th 
8 Prepare Legal Notice 20 June 19th 
9 Send Letter:  Application Complete / Incomplete 

(if incomplete, process terminates) 
25 June 25th 

10 Assign Zoning Hearing Officer Agenda Date 33 July 3rd 
11 Prepare Final Agenda 35 July 6th 
12 Send Legal Notice to Paper 36 July 7th 
13 Mail 300-Foot Notice 36 July 7th 
14 Legal Publication Date (Exempt  - 10 days prior 

to hearing; negative declaration - 21 days prior 
to hearing) 

40 July 11th 

15 Finalize Staff Report 50 July 21st 
16 Staff Report and Packet Sent to Zoning Hearing 

Officer 
53 July 24rth 

18 Zoning Hearing Officer Meeting/Decision 60 August 1st 
 
These cycle time objectives should be developed for all of the major types of permits. 

The development of these objectives should be a collaborative effort by the staff of the 

Zoning Section and the Design and Historic Preservation Section. 
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The Planning Division should also work with its other partners in the development 

review process, in other departments, to develop similar cycle time objectives for 

permits issued by those departments in instances in which those departments serve as 

the lead in processing these types of permits e.g., improvement plans. For example, the 

cycle time objectives for the Engineering Services Section, the Department of Public 

Works could include the cycle time objectives presented below. 

  
Permit / Application Type 

Cycle Time Objectives (Calendar Days) 

First Plan Check 
Resubmittal Plan 

Check 
PW Review of Planning Applications 20 10 
Improvement Plan  20 10 
Grading Plan Review 20 10 
Sewer Lateral 5 2 
 
These cycle time objectives should be developed as a collaborative effort between the 

Planning Division and these other departments. These cycle time objectives should be 

published to the Permit Center website and identified in the application guides 

developed by these departments. 

Recommendation #87: The Zoning Section and the Design and Historic 
Preservation Section should establish cycle time objectives for land entitlement 
permits. 
 
Recommendation #88: The development of the cycle time objectives should be a 
collaborative effort by the staff of the Zoning Section and the Design and Historic 
Preservation Section. 
 
Recommendation #89: The cycle time objectives should be published to the 
Permit Center website and identified in the application guides published by the 
Zoning Section and the Design and Historic Preservation Section. 
 
Recommendation #90: The Planning Division should also work with its other 
partners in the development review process, in other departments, to develop 
similar cycle time objectives for permits issued by those departments in 
instances in which those departments serve as the lead in processing these 
types of permits e.g., improvement plans. These cycle time objectives should be 
developed as a collaborative effort between the Planning Division and these other 
departments. These cycle time objectives should be published to the Permit 
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Center website and identified in the application guides developed by these 
departments. 
 
(3) Monitor and Maintain Case Assignment and Case Status Information in the 

Automated Permit Information System. 
 

Tidemark does not readily provide the ability to monitor case assignment and 

case status information: it is a legacy information system. The Zoning Section is using 

an Excel spreadsheet to monitor case assignments and case status information. The 

Design and Historic Preservation Section does not have a system to monitor case 

assignments and case status information. 

As will be mentioned later within this report, the Planning and Community 

Development Department should replace Tidemark, which is a legacy information 

system. Upon acquisition of the new system, the Senior Planners and Principal Planner 

in the Zoning Section and the Principal Planner in the Design and Historic Preservation 

Section should utilize the new system for case management, supervision, and 

monitoring.  

Accurate data on workload, by permit type, cyclical variances in activity, and 

workload activity by team and by planner are all essential management tools. With this 

information, the Senior Planners and Principal Planners in the Zoning Section and the 

Principal Planner in the Design and Historic Preservation Section can make informed, 

logical decisions regarding staffing, budgeting, procedures, and organizational structure. 

The responsibility for maintenance of the status of each case should be clearly 

placed with the Planners, Project Planners and Senior Planners to whom the case is 

assigned. This responsibility should be clarified in a written policy and procedure, and 

integrated into the Division’s performance appraisal system for those Planners, Project 
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Planners and Senior Planners assigned to processing land entitlement applications. The 

maintenance of the case status information in Tidemark has been particularly 

problematic for the Design and Historic Preservation Section. 

On a monthly basis, the Principal Planner should be required to sample the 

caseload assigned to each of the Planners, Project Planners and Senior Planners under 

his / her supervision to determine whether the cases are being maintained in the 

automated permit information system. 

Recommendation #91: The Zoning Section and the Design and Historic 
Preservation Section should develop and adopt a written Division policy and 
procedure for the maintenance of case status information in in the automated 
permit information system by the Planners, Project Planners and Senior Planners 
to whom the land entitlement applications is assigned. 
 
Recommendation #92: The Zoning Section and the Design and Historic 
Preservation Section should develop and adopt a written Division policy and 
procedure that assigns responsibility to the Principal Planner in the Zoning 
Section and the Principal Planner in the Design and Historic Preservation Section 
for assuring ongoing maintenance of case status information in the automated 
permit information system, and that requires the Principal Planner to sample the 
caseload assigned to each of the Planners, Project Planners and Senior Planners 
under his / her supervision to determine whether the cases are being maintained 
in the automated permit information system. 
 
(4) The Principal Planners in the Zoning Section and the Design and Historic 

Preservation Section Should Track And Monitor The Success Or Failure Of 
Planners, Project Planners and Senior Planners Assigned To Processing 
Land Entitlement Applications In Meeting Cycle Time Objectives. 

 
The Principal Planners in the Zoning Section and the Design and Historic 

Preservation Section, once cycle time objectives have been established for land 

entitlement applications, should utilize the automated permit information system to 

measure and monitor the performance of Planners, Project Planners and Senior 

Planners in meeting these objectives. It is important for the Principal Planner to have 

quantifiable tools to regulate performance, identify training, staffing needs, and detect 
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organizational deficiencies. The cycle time objectives can serve as fair and accurate 

means to gauge staff performance for the following reasons: 

• Staff will know and be familiar with the standards; 
 
• Standards are easily understandable; 
 
• Standards are flexible; 
 
• Standards have been created through their input. 
 
The management reports defined and discussed in a later section of this chapter, if 

generated on a regular basis, would track both individual and overall staff performance. 

Recommendation #93: The Principal Planners in the Zoning Section and the 
Design and Historic Preservation Section should track and monitor the success 
or failure of Planners, Project Planners and Senior Planners in meeting cycle time 
objectives through regular management information reports generated on a 
monthly basis by the automated permit information system. 
 
Recommendation #94: The ability of the Planners, Project Planners and Senior 
Planners to consistently meet the cycle time objectives should be integrated into 
their performance evaluation. 
 
(5) The Principal Planners In the Zoning Section and the Design and Historic 

Preservation Section Should Be Held Accountable For Formally Planning 
and Scheduling the Land Entitlement Permit Applications Processed By 
Their Staff Using the Automated Permit Information System. 

 
The Principal Planners in the Zoning Section and the Design and Historic 

Preservation Section should prepare and maintain a schedule for processing of land 

entitlement permit applications by the Planners, Project Planners and Senior Planners 

under his / her supervision. The purpose of the schedule is to make visible the amount 

of calendar days required to analyze and reach a decision on the permit application. 

The specific objectives related to the design and development of this system should be 

as follows: 
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• To establish a process whereby specific calendar day targets are set for each 
application based upon cycle time objectives established by the Zoning Section 
and the Design and Historic Preservation Section; 

 
• To utilize the proposed automated permitting systems to ease the tracking of the 

timeliness of the processing of planning permit applications and enable the 
Principal Planners to hold the Planners, Project Planners and Senior Planners 
accountable; and 

 
• To generate data sufficient to assist in the assessment of the performance of 

Planners, Project Planners and Senior Planners in comparison to those cycle 
time objectives; 
 
Major elements of the system are presented below. 

• The Principal Planners would review incoming applications and analyze 
application characteristics, focusing in particular on potential processing 
difficulties.  Once difficulties are identified, the Principal Planners would (1) set 
calendar day targets for completing the processing of the application to a 
decision, and (2) set overall staff hours allocated to the Planners, Project 
Planners and Senior Planners for processing the application. The Principal 
Planners would review the most recent open case inventory report and note the 
workload of Planners, Project Planners and Senior Planners. Cases would then 
be assigned as appropriate. The Principal Planners would then enter the target 
dates and the names of the Planners, Project Planners and Senior Planners in 
the automated permit information system. 

 
• When projects are first assigned, the Planners, Project Planners and Senior 

Planners to whom the application is assigned would review the calendar day and 
staff hour target established for the case. If the A Planners, Project Planners and 
Senior Planners believe that the targets are unreasonable after a review of the 
application, the Planners, Project Planners and Senior Planners should discuss 
them with their Principal Planner and negotiate appropriate changes. 

 
• The automated permit information system should be utilized to track the extent to 

which the specific cycle time objectives are met, and to ‘red flag’ permits that 
exceed these guidelines. 

 
The Principal Planners should be held accountable for the ongoing maintenance 

of this open case inventory and the completion of the processing of permits in 

accordance with the cycle time objectives. The planning and scheduling system should 

be utilized to: 
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• Evaluate employee performance; 
 
• Balance workload among different Planners, Project Planners and Senior 

Planners; and 
 
• Quantify the anticipated completion date of various applications given all work in 

progress. 
 
The planning and scheduling system should be designed to manage the 

workload including reviewing actual progress versus scheduled deadlines and facilitate 

the shifting of work assignment and schedules in the face of changing priorities or 

workload. 

Recommendation #95: The Principal Planners in the Zoning Section and the 
Design and Historic Preservation Section should formally plan and schedule the 
land entitlement permit applications processed by their staff using automated 
permit information system. 
 
Recommendation #96: The Principal Planners in the Zoning Section and the 
Design and Historic Preservation Section should be held accountable for the 
ongoing maintenance of this open case inventory and the completion of the 
processing of permits by their staff in accordance with the cycle time objectives. 
 
(6) The Principal Planners in the Zoning Section and the Design and Historic 

Preservation Section Should Generate Ongoing Monthly Management 
Information Reports Using the Automated Permit Information System To 
Track Performance Against Cycle Time Objectives And Monitor The Case 
Workload And Performance For Planners, Project Planners and Senior 
Planners Assigned To Processing Land Entitlement Applications. 

 
The Planning and Community Development Department will be replacing 

Tidemark in fiscal year 2012-13. 

It is important that the new automated permit information system have a 

substantive amount of standard reports, and the ability to easily generate custom 

reports.  

Management information reports capture the detailed information about staff 

productivity and Section performance to monitor workload, balance assignments and 
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evaluate internal operations. The Matrix Consulting Group recommends the automated 

permit information system be utilized to track and report the following information: 

• Section Workload; 
 
• Case Tracking; 
 
• Elapsed Processing Times; 
 
• Work in Backlog; 
 
• Personnel Productivity; and 
 
• Project Management Measures. 
 

The exhibit on the following page represents the corresponding management 

reports the Principal Planners in the Zoning Section and the Design and Historic 

Preservation Section need to generate on a regular basis. The exhibit includes the 

report name / source, frequency / distribution, and report data. 

The Matrix Consulting Group believes it is imperative that the Principal Planners 

in the Zoning Section and the Design and Historic Preservation Section utilize the 

automated permit information system to manage, direct and enhance the operations of 

the sections. The management reports that the Matrix Consulting Group has outlined in 

the following exhibit will enable the Principal Planners to understand the productivity 

and workload volume in the sections.  
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Exhibit 22 (1) 
 

Recommended Management Reports 
For the Zoning Section and the  

Design and Historic Preservation Section 
 

 
Report Name 

 
Frequency / Distribution 

 
Report Data 

 
Workload Report – New Cases 

 
Monthly to Principal Planners 

 
Information By Planner, Project 
Planner, and Senior Planner 
including date submitted, date 
assigned, and last milestone 

 
Workload Report – Open Cases 

 
Monthly to Principal Planners 

 
Information By Planner, Project 
Planner, and Senior Planner 
including date submitted, date 
assigned, date deemed 
complete, and last milestone 

 
Workload Report – Inactive 
Cases 

 
Monthly to Principal Planners 

 
Information By Planner, Project 
Planner, and Senior Planner r 
including date submitted, date 
information requested from the 
applicant, and the nature of the 
outstanding information 
requested 

 
Workload Report – Closed 
Cases 

 
Monthly to Principal Planners 

 
Information by Planner, Project 
Planner, and Senior Planner 
including date submitted and 
date the permit was approved / 
denied 

 
Case Status Report 

 
Weekly to Principal Planners 

 
Case information by case 
number, due date, Planner, 
Project Planner, and Senior 
Planner assigned, required 
action, and last milestone 

 
Elapsed Processing Time Report 
– Open Cases 

 
Monthly to Principal Planners, 
Deputy Planning Director, and 
Planning Director 

 
Information by Planner, Project 
Planner, and Senior Planner and 
total including date submitted, 
cycle time objective, days in 
process and last milestone 

 
Elapsed Processing Time Report 
– Closed Cases 

 
Monthly to Principal Planners, 
Deputy Planning Director, and 
Planning Director 

 
Information by Planner, Project 
Planner, and Senior Planner and 
section including date submitted, 
cycle time objective, completion 
date, total days, and date of 
approval or denial 
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Exhibit 22 (2) 
 

 
Report Name 

 
Frequency / Distribution 

 
Report Data 

 
Elapsed Processing Time Report 
–Cases Overdue 

 
Monthly to Principal Planners, 
Deputy Planning Director, and 
Planning Director 

 
Information by Planner, Project 
Planner, and Senior Planner 
including date submitted, cycle 
time objective, days into process 
and last milestone 

 
Caseload Assignment and 
Distribution Report 

 
Monthly to Principal Planners 

 
All caseload information and 
Planner, Project Planner, and 
Senior Planner assigned by 
Planner name and permit type 

 
Planner Performance Report 

 
Monthly to Principal Planners,  

 
Elapsed processing time by 
Planner, Project Planner, and 
Senior Planner, including new 
cases, open cases, inactive 
cases, closed cases, overdue 
cases, and % processed within 
cycle time objectives. 
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Recommendation #97: The Principal Planners in the Zoning Section and the 
Design and Historic Preservation Section should generate ongoing monthly 
management information reports using the automated permit information system 
to track performance against cycle time objectives and monitor the case 
workload and performance for the Planners, Project Planners and Senior 
Planners in the sections. 
 
(7)  The Zoning Section and the Design and Historic Preservation Section 

Should Utilize a Case Management System with that Service Entitled as the 
“Concierge Service”.  

 
Neither the Zoning Section and the Design and Historic Preservation Section are 

utilizing a case management system. 

The Zoning Section and the Design and Historic Preservation Section should 

utilize a “case manager” for land entitlement permit applications. The “case manager” 

acts as a single point of contact for the applicant. 

The “case manager” – the Planners, Project Planners and Senior Planners within 

the Zoning Section and the Design and Historic Preservation Section - should be 

empowered to manage the review of land entitlement permits to assure the review by all 

disciplines (Building and Safety, Public Works-Engineering, Fire, Water and Power, etc.) 

is timely, predictable, coordinated, and that the application gets to a decision in 

accordance with cycle time objectives. The “case manager” should be empowered as 

the team leader of a multi-discipline team comprised of staff from Building and Safety, 

Public Works-Engineering, Fire, Water and Power, etc.  

The “case manager”, empowered as a team leader of a multi-discipline review 

team, should be a critical feature the land entitlement permit process. Case managers 

should make the City's land entitlement permit process seamless to the applicant. Each 

land entitlement permit application should be assigned a “case manager”, who manages 

the review by the various disciplines, sets processing deadlines for the review of the 
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application by this multi-disciplinary team in accordance with the cycle time objectives, 

and holds the multi-disciplinary team accountable for meeting those cycle time 

objectives. Using the automated permitting system, the “case manager” develops these 

processing deadlines and shares the tentative schedule with the applicant. 

The “case manager” would not be an advocate for a land entitlement permit 

application, but someone the applicant can always contact in the City to find out their 

application’s progress, to ensure disputes between codes and regulations are settled, 

and to keep their project on a predictable processing schedule. 

And, up-front in the land entitlement permit review, the “case manager” should 

give the applicant a "road map" of the process including the timing for the process.  

More specifics regarding the role of the “case manager” are presented in the 

paragraphs below. 

• The “case manager” is there to make sure reviews of land entitlement 
permit applications are timely, that the review process is predictable, and 
that the application gets to a decision point in accordance with cycle time 
objectives. The “case manager” should accomplish this by developing -- and 
monitoring -- a schedule for the multi-disciplinary team in accordance with the 
cycle time objectives, and holding the multi-disciplinary team accountable for 
meeting those cycle time objectives.  

 
• The “case manager” would serve as the applicant’s single point of contact 

for any issue regarding the land entitlement permit. The applicant should be 
able to call a case manager at any time. The applicant should still be able to call 
any member of the land entitlement permit review team directly -- they'll still have 
to answer questions concerning plan review on specific items such as Uniform 
Building Code or public improvement requirements -- but the “case manager” 
should be responsible for managing these reviews and always be there to handle 
complex issues and pulling these comments from the team together. 
 

• The “case manager” is not an advocate for a land entitlement permit 
application, but he or she will make sure the applicant gets to a clear 
decision point in a timely basis. The “case manager” is not an advocate for a 
land entitlement permit application, and should not design or redesign the 
application for the applicant. The “case manager”, however, will make sure the 
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applicant fully understands the City’s requirements. If an issue arises with the 
review of the land entitlement permit application with which the applicant doesn’t 
agree, the “case manager” is the applicant’s contact to get the issue resolved. 
The case manager should take the applicants concerns with the appropriate staff 
level, up to and including the Planning Director. The case manager is there to 
ensure the discretionary permit application review proceeds in a timely and 
predictable fashion. The “case manager” should not be expected to always give 
the applicant the answer the applicant wants -- the City's codes and regulations 
don't allow everything. So, the answer may be "no, you can't build that, but, we 
will give you an option as to what you can build.” 
 

• The “case manager” should be responsible for complete and timely 
communication among the multi-disciplinary team. Each member of the 
multi-disciplinary team, Building and Safety, Public Works-Engineering, Fire, 
Water and Power, etc., will still be there. The “case manager” makes sure 
communications occurs among the multi-disciplinary team, a schedule is set and 
complex issues are resolved, such as when code issues conflict.  The “case 
manager” should lead any discussions that focus on resolving conflicting 
conditions of approval or competing code requirements. His or her job is to keep 
the review of the land entitlement permit application coordinated and predictable.  

 
• The “case manager” should develop a schedule for processing the land 

entitlement permit application after consulting with the applicant and the 
multi-disciplinary team, and in accordance with the cycle time objectives. 
This schedule should be developed within five (5) working days after submittal of 
the application. 

 
• The role of the “case manager” should be clarified in a written policy. The 

responsibility and the authority of the “case manager” should be clearly spelled 
out in a written policy by the Principal Planners in the Zoning Section and the 
Design and Historic Preservation Section. The Office of the City Manager should 
adopt this policy. The responsibility and authority, in addition to that previously 
identified, should include: 
 
– Conducting pre-application meetings and review as appropriate; 
 
– For complex applications, intake of the permit application and materials; 
 
– Determining application completeness for all of the City’s requirements; 
 
– Collecting and integrating comments from other divisions and 

departments; 
 
– Resolving inter-division or inter-departmental problems such as conflicting 

conditions; 
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– Assuring that the conditions of approval suggested by other divisions or 
departments are reasonable; 

 
– Analyzing the application; 
– Coordinating citizen input and comments; 
 
– Working with the applicant to resolve problems and revise the project as 

appropriate; 
 
– Changing from a regulator and collector of other’s opinions to a problem 

solver that is focused on how to get the job done and build a better 
community; 

 
– Functioning as an advocate for the process (maintaining cycle time 

objectives and seeing that they are met); 
 
– Promptly reviewing and issuing notifications of omissions or problems with 

the project; 
 
– Making presentations at public meetings; 
 
– Coordinating with key decision makers; 
 
– Signing the staff reports; and following up on enforcement of conditions. 
 
In summary, the “case manager” is a team leader for a multi-disciplinary team 

who are responsible for keeping the review of a land entitlement permit application on 

track, making sure issues involving conflicting code or regulatory issues are resolved, 

charting a clear course for the applicant through the review process, and making sure 

issues regarding the application are identified early in the review process. The “case 

manager” is not an advocate for a land entitlement permit application, nor are they 

responsible for the design or redesign of a land entitlement permit application. 

Recommendation #98: The Zoning Section and the Design and Historic 
Preservation Section should utilize a case management system that should be 
entitled as the “Concierge Service”. 
 
Recommendation #99: The roles and responsibilities of the “case manager” in the 
Zoning Section and the Design and Historic Preservation Section should be 
clearly identified in a Departmental policy and procedure. 
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(8) The Case Manager in the Zoning Section Should Hold Other Divisions / 

Departments Accountable for Fully Participating in the Zoning Process. 
 

There were a number of comments in the focus groups regarding departments 

that would impose new requirements on permit applicants, even during construction. 

These comments were focused on the Fire Department and the Water and Power 

Department. Even though these two departments play a relatively lesser role in the 

development review process, focus group participants stated that these two 

departments add unnecessary delay and uncertainty. Examples of the comments 

received regarding these two departments are presented below. 

• The Water and Power Department does not display a sense of urgency in 
responding to inquiries and granting approvals. Some felt that the Department 
‘retaliates’ if complaints are made to elected officials. Some also indicated that 
the Water and Power Department imposes new requirements during the 
construction process, in one instance, two or three days before the business was 
scheduled to open. 

 
• “The Fire Department frequently imposes requirements in the full building permit 

plan check that it did not state would be required in Pre-Development Plan 
Review.” 

 
• “Participants indicated that the Fire Department frequently requires 

improvements during inspection (e.g., fire sprinklers) that were not required in 
plans originally approved by the department.” 

 
• “Fire Department field tests are often scheduled on weekends, requiring overtime 

for subcontractors. “Fire prevention won't conduct inspections prior to 8 AM. Try 
to conduct fire alarm inspections prior to 8 AM to minimize the amount of 
disturbance for tenants.” 

 
The imposition of these, after these two departments have had the full opportunity to 

participate in the development review process end-to-end – through the zoning permit 

and the building permit – should be considered unacceptable behavior and an 

unacceptable work practice. 
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The case manager in the Zoning Section should be held accountable for 

ensuring the full and meaningful participation by the Fire Department and the Water and 

Power Department in the zoning process beginning with the pre-application process 

(boilerplate responses should be unacceptable) through the zoning permit application 

process (e.g., conditional use permit). If the Fire Department and the Water and Power 

Department do not fully and meaningfully participate, then the case manager should 

notify their departmental management regarding this problem. The Fire Department and 

the Water and Power Department should be held accountable; so should the case 

manager in the Zoning Section for managing the process to ensure fair, predictable 

treatment of the permit applicant. 

This role will need to be clarified in a written policy and procedure issued by the 

Office of the City Manager. 

Recommendation #100: The City should consider the imposition of new 
requirements during construction by the Fire Department, the Water and Power 
Department, or any other department to be unacceptable behavior and work 
practice. 
 
Recommendation #101: The case manager in the Zoning Section should be held 
accountable for ensuring the full and meaningful participation by the Fire 
Department and the Water and Power Department in the zoning process 
beginning with the pre-application process (boilerplate responses should be 
unacceptable) through the zoning permit application process (e.g., conditional 
use permit). 
 
Recommendation #102: If the Fire Department and the Water and Power 
Department do not fully and meaningfully participate in the zoning process 
beginning with the pre-application process (boilerplate responses should be 
unacceptable) through the zoning permit application process (e.g., conditional 
use permit), then the case manager should notify their departmental management 
regarding this problem. If the problem continues, the Office of the City Manager 
should be notified. 
 
Recommendation #103: The role of the case manager in the Zoning Section in 
holding the Water and Power Department and the Fire Department fully and 
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meaningfully participating by in the zoning process beginning with the pre-
application process (boilerplate responses should be unacceptable) through the 
zoning permit application process (e.g., conditional use permit) should be 
clarified in a written policy and procedure issued by the Office of the City 
Manager. 
 
(9) Develop And Adopt Land Entitlement Permit Cycle Time Agreements With 

Applicants For High Priority Projects. 
 
Effective land entitlement permit services are able to provide services in a way 

that is quick, consistent and predictable. The recommendations to change the way the 

Zoning Section and the Design and Historic Preservation Section provide land 

entitlement permit services will help the City enhance its services.  

This is particularly important as the City competes against its peers for 

commercial development. Pasadena sales tax revenue (1% Local Sales and Use Tax 

Fund) per capita is twenty-first highest among Los Angeles County cities, but other 

surrounding cities such as Santa Monica, Burbank, and West Hollywood collect far 

higher per capita sales tax (Glendale collects less sales tax per capita than Pasadena). 

Other cities have been much more successful than Pasadena in fostering the economic 

growth necessary to stimulate sales tax revenue including Burbank and Santa Monica. 

Other cities have earned Eddy Awards from the Los Angeles Economic Development 

Corporation for being a business friendly city. Glendale and Burbank are both 2011 

Eddy Awards nominees / large city finalists. 

An additional tool that the Pasadena could utilize to enhance its effectiveness in 

competing against its peers for commercial development is the use of cycle time 

agreements with applicants for high priority projects. These agreements, which should 

be used selectively to further the City’s economic development objectives, are simple 

and highly effective. The agreements are non-binding and typically are limited to 2-
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pages in length. The City could choose, for example, to offer cycle time agreements for:  

• Commercial projects in the City’s commercial centers;  
  
• Industrial projects that generate or retain over 50 employment opportunities; 
 
• Developments in the Enterprise Zones; 
  
• Commercial projects that generate significant new sales tax revenue; and 
  
• Affordable housing projects of 10 units or more.  
 
The land entitlement permit applicants would still need to comply with the general plan, 

the zoning ordinance, specific plans, etc.  

The City should discuss and decide the types of projects that should be afforded 

cycle time agreements and the exact content of the agreement. Cycle time agreements 

should include basic project information and a schedule for processing of the land 

entitlement permit plan that includes a schedule for the City and for the applicant.  

Recommendation #104: The Planning and Community Development Department 
should develop and adopt land entitlement permit cycle time agreements with 
applicants for high priority projects. 
 
11. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

SHOULD FORMALLY NOTIFY THE APPLICANT OF THE NAME OF THEIR 
CASE MANAGER IN WRITING. 

 
The Planning and Community Development Department should utilize a “case 

manager” for its land entitlement permit applications. That case manager should act as 

a single point of contact for the land entitlement permit applicant. 

The land entitlement permit applicant should be informed by the Zoning Section 

and the Design and Historic Preservation Section in writing regarding the name of the 

“case manager” assigned to their land entitlement permit within five (5) working days of 
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submittal of the application. This should include the name, e-mail address, and phone 

number of the “case manager”. 

Recommendation #105: The Zoning Section and the Design and Historic 
Preservation Section should notify the land entitlement permit applicant of the 
name of their “case manager” no later than five working days after the submittal 
of their application. 
 
12. A STANDING INTERDEPARTMENTAL REVIEW COMMITTEE SHOULD BE 

UTILIZED TO PROVIDE FEEDBACK REGARDING LAND ENTITLEMENT 
PERMIT APPLICATIONS. 
 
It is more common for cities to utilize an interdepartmental review committee, to 

meet to review and comment on all applications, not just pre-applications.  

These committees meet to review and comment on applications, including pre-

applications. Generally, the interdepartmental review committee meets bi-weekly to 

discuss permits, develop recommended conditions of approval and mitigation 

measures. The interdepartmental review committee should include those divisions and 

departments involved in the land entitlement permit process, and also include applicants 

(if the applicants and their representatives care to attend). The interdepartmental review 

committee should be focused on expediting the process, by ensuring the land 

entitlement permit applicant is aware of the steps the applicant will need to take to 

enable their permit to receive favorable consideration. 

After the meetings, the “case manager” should send the land entitlement permit 

applicant a letter containing the interdepartmental review committee comments, and 

specifying what will be required to process the project.  

The utilization of the interdepartmental review committee needs to be managed 

by the Zoning Section, however, to be an aid in the land entitlement process, and not a 

hindrance. The careful management should include the following aspects: 
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• The land entitlement permit application should be routed to the interdepartmental 
review committee before the bi-weekly meeting; 

 
• The land entitlement permit application should be routed to the interdepartmental 

review committee before the application has been determined to meet submittal 
requirements; 

 
• Comments, conditions of approval, and mitigation measures should be discussed 

at the interdepartmental review committee meeting, and formal written 
comments, conditions of approval, and mitigation measures should be due back 
to the “case manager” within 5 calendar days; 

 
• Members of the interdepartmental review committee should only have one 

opportunity to comment or condition an application; and 
 
• "Thresholds" should be set for referral of applications to the interdepartmental 

review committee. Not all applications should always be referred to all members 
of the interdepartmental review committee. 

 
The involvement of the interdepartmental review committee in the permit and plan 

check process needs to be managed by the Planning Division. 

Applicants should be invited to the interdepartmental review committee to receive 

direct feedback regarding their application and comments or conditions or approval, and 

to inform the applicant face-to-face about basic problems, if any, with the application 

being deemed complete, preliminary environmental findings, basic conditions that might 

be imposed, and timing for processing of the application. The meeting would allow the 

applicant to meet staff members that are working on the application, and staff could 

hear what goals the applicant might have, and what problems the conditions might 

cause.  

The benefits of having the interdepartmental review committee meet to discus 

current applications is continuous feedback to the applicant, timelines and expectations 

of each division / department involved in the land entitlement permit process are 

memorialized, there is a forum to resolve conflicts, if any exist between each divisions’ / 
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departments’ interests, and an intuitional commitment to the land entitlement permit 

process. 

Recommendation #106: An interdepartmental review committee should be 
established. 
 
Recommendation #107: When established the interdepartmental review 
committee would include staff from Planning, Building and Safety, Traffic and 
Transportation, Engineering, Fire Prevention, and Water and Power. 
 
Recommendation #108: The Planning Division should provide the leadership of 
the meetings of the interdepartmental review committee. 
 
Recommendation #109: The interdepartmental review committee should meet bi-
weekly and review all land entitlement permits that have been submitted in the 
previous week. After the meeting, project managers from the Zoning Section 
should consolidate and prioritize interdepartmental review committee comments, 
develop and send a letter to the applicant outlining what steps will be required to 
get the project processed and completed. 
 
Recommendation #110: The Zoning Section should use the interdepartmental 
review committee meetings to ensure the applications are handled consistently 
and correctly, and that decisions are consistent with past precedents and 
decisions. 
 
13. THE ZONING SECTION SHOULD IMPROVE ITS ADMINISTRATION OF THE 

CALIFORNIA ENVIRONMENTAL QUALITY ACT. 
 

In conducting the analysis of the Zoning Section’s administration of the California 

Environmental Quality Act, the project team utilized a number of best practices. These 

best practices are presented in the paragraphs below. 

• Environmental reviews are performed to the appropriate level insuring the 
minimal amount of paper work, while compiling with state, regional and local 
policies; 

 
• CEQA Guidelines have been adopted, are current and include thresholds of 

significance; 
 
• Guidelines include appeal timelines and procedures; 
 
• The Initial Study Checklist, Notice of Exemption, Notice of Exemption, Notice of 

Intent to adopt a Negative Declaration and other forms are consistent with the 
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State Guidelines. 
 
• Standard mitigations measures have been adopted; 
 
• Mitigation Monitoring Programs are adopted with all Mitigated Negative 

Declarations and Environmental Impact Reports; 
 
• Notices of Determination are filed within 5 days; 
 
• Environmental Impact Reports are completed within one year of the application 

being deemed complete; and 
 
• Environmental Impact Reports are prepared by consultants from a list of qualified 

consultants. 
 

The paragraphs that follow discuss how well the current practices of the staff of 

the Planning Division meets these best practices. 

(1) The Zoning Section Should Establish Cycle Time Goals For Environmental 
Reviews. 

 
The Matrix Consulting Group previously recommended that cycle time objectives 

should be established for the processing of land entitlement permits. As part of the 

development of cycle time objectives for land entitlement permits, the Zoning Section 

should also set cycle time objectives for CEQA review. These cycle time goals should 

be as follows: 

• For categorical exemption projects, the determination of exemption should be 
made within 5 days of the application being deemed complete;  

 
• Negative and mitigated negative declarations should be completed within 75 

days of the application being deemed complete; and  
 
• Environmental impact reports should be completed within 360 days of the 

application being deemed complete. 
 
The development of these cycle time goals for CEQA review is an essential part of the 

overall cycle time objectives for land entitlement permits. 
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Recommendation #111: The Zoning Section should establish and monitor all 
environmental reviews with the following cycle time goals: (1) For categorical 
exemption projects, the determination of exemption should be made with 5 days 
of the application being deemed complete; (2) negative and mitigated negative 
declarations should be completed within 75 days of the application being deemed 
complete; and (3) environmental impact reports should be completed within 360 
days of the application being deemed complete. 
 
 (2) The Zoning Section Should Update The City’s CEQA Guidelines And 

Include Standard Mitigation Measures and Appeal Timelines. 
 

The Zoning Section has developed, and the City Council has adopted, CEQA 

Guidelines.  

The California Environmental Quality Act (“CEQA”) requires that public agencies 

adopt local procedures for implementation. These local procedures include provisions 

on how the agency will process environmental documents and provide for adequate 

comment, time periods for review, and lists of permits that are ministerial actions and 

projects that are considered categorically exempt.  

The CEQA Guidelines do not include standard mitigation measures. The 

adoption of standard mitigation measures, based upon the General Plan environmental 

impact report, memorialize the mitigations in a single document. On the positive side, 

these standard mitigation measures speed the initial study process and provide a good 

deal of review consistency over time and across different types of projects. They also 

make it possible for project sponsors to include appropriate mitigation steps in their 

original proposals. On the downside, standards and thresholds -- when strictly adhered 

to - tend to lessen the importance of local discretion and limit the potential for 

negotiation. Strict adherence to standards also tends to foster a project-by-project rather 

than plan-based view of development regulation. 

Mitigations should include operational noise during construction, dust control 
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during construction, drought tolerant landscaping, vehicle and truck pollution during 

construction and other operational aspects of any development project. 

The Planning Division, as it moves forward in the adoption of the general plan, 

should develop its own mitigation measures based upon the General Plan 

environmental impact report for use with mitigated negative declarations and 

environmental impact reports. 

In addition, the Zoning Section should define the CEQA appeal timelines and 

procedures. 

Recommendation #112: The Zoning Section should develop standard 
environmental mitigations measures for all projects based upon the General Plan 
environmental impact report.  
 
Recommendation #113: The Zoning Section should publish these standard 
mitigation measures to its web site. 
 
Recommendation #114: The Planning Division should define CEQA appeal 
timelines and procedures. 
 
 (3) The Zoning Section Should Utilize Tiering of Environmental Impact Reports 

To Streamline Environmental Review. 
 

The State has prepared Guidelines for Implementation of the California 

Environmental Impact Report. These guidelines encourage the use of tiering.  

Tiering refers to using the analysis of a broader environmental impact report 

(such as one being prepared for the City’s new general plan) with later environmental 

impact reports and negative declarations on narrower projects, incorporating by 

reference the general discussions from the broader environmental impact report (the 

one prepared for the City’s general plan), and concentrating the later environmental 

impact report or negative declaration solely on the issues specific to the later project.  
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This approach can eliminate repetitive discussions of the same issues and focus 

the later environmental impact report or negative declaration on the actual issues 

pertinent for decision for that specific project. Tiering is appropriate when the sequence 

of analysis is from an environmental impact report prepared for a general plan to a site-

specific environmental impact report or negative declaration. Where an environmental 

impact report has been prepared and certified for a general plan or a specific plan, the 

City can and should limit the environmental impact report or negative declaration on the 

later project to effects which: 

• Were not examined as significant effects on the environment in the prior 
environmental impact report; or 

 
• Are susceptible to substantial reduction or avoidance by the choice of specific 

revisions in the project, by the imposition of conditions, or other means. 
 
There are various types of environmental impact reports that may be used in a tiering 

situation. These include, but are not limited to, the following: 

• A general plan environmental impact report; 
 
•  A staged environmental impact report; 
 
• A program environmental impact report; 
 
• A master environmental impact report; 
 
• A multiple-family residential development / residential and commercial or retail 

mixed-use development environmental impact report; 
 
• A redevelopment project environmental impact report; and 
 
• Projects consistent with a community plan, general plan, or zoning environmental 

impact report. 
 
Recommendation #115: The Zoning Section should utilize tiering of 
environmental impact reports to streamline environmental review. 
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(4) The Zoning Section Should Assure the Implementation of Mitigation 
Measures. 

 
Section 21081.6 of the State of California Public Resources Code requires all 

state and local agencies to establish monitoring or reporting programs whenever 

approval of a project relies upon a mitigated negative declaration or an environmental 

impact report. The monitoring or reporting program must ensure implementation of the 

measures being imposed to mitigate or avoid the significant adverse environmental 

impacts identified in the mitigated negative declaration or environmental impact report. 

One of the requirements is monitoring. This involves regularly checking on the 

project's compliance with the mitigation measures and related conditions of approval, 

including progress toward meeting specified standards. 

The Zoning Section does not presently monitor compliance with mitigation 

measures. As presented in the previous chapter, the Code Enforcement Section should 

be assigned responsibility for the implementation of this responsibility. Section 21089 of 

the State of California Public Resources Code authorizes the City to "charge and collect 

a reasonable fee from any person proposing a project subject to [CEQA] in order to 

recover the estimated costs incurred for procedures necessary to comply with [CEQA] 

on the project." This allows the City to levy fees to cover the costs of mitigation 

monitoring or reporting programs.  

Recommendation #116: The Zoning Section should implement a monitoring or 
reporting program for mitigation measures associated with mitigated negative 
declarations or an environmental impact reports. 
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14. THE LEVEL OF ACTUAL STAFFING FOR ZONING AND THE DESIGN 
REVIEW AND HISTORIC PRESERVATION SECTIONS MATCHES EXISTING 
WORKLOAD. 

 
This section presents an analysis of the staffing of the Zoning and the Design 

Review and Historic Preservation Sections.  

The authorized staffing for these two sections is presented in the table below. 

Position Title Zoning 
Design and Historic 

Preservation 
Principal Planner 1 1 
Senior Planner 2 3 
Project Planner 0 2 
Planner 8 0 
TOTAL 11 6 
 

 Overall, the level of “planner” staffing for the Zoning and the Design Review and 

Historic Preservation Sections is higher than its peers (whose staffing includes 

Community / Advanced Planning) as indicated in the exhibit on the following page. This 

data was based upon the Book of Lists developed by the State of California. 

Important points to note regarding the exhibit are presented below. 

• The exhibit includes all of the cities in California with a population between 
100,000 and 200,000 that responded to the 2010 questionnaire distributed to 
cities by the Governor’s Office of Planning and Research.12 

 
• This reflects the data reported by these cities to the State. 
 
• A total of four hundred seventy-two (472) cities and counties responded to the 

questionnaire. Forty-eight (48) cities that responded to the questionnaire reported 
a population between 100,000 to 200,000. 

 
• Many of these cities are not comparable to the City of Pasadena. These include 

such cities as El Monte, Antioch, Victorville, etc. 
 
• Other cities are comparable in many aspects such as Glendale and Burbank. 
 
  

                                            
12 California Planners’ Book of Lists 2011, Governor’s Office of Planning and Research, 2011 
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Exhibit 23 (1) 
 

Level of Planning Staff For Cities With a 
Population Between 100,000 to 200,000 

 

City County Population 
Number of 
Planners 

 Ratio of 
Population Per 

Planner  
Carlsbad San Diego  106,555  18  5,919.72  
Pasadena Los Angeles  138,915  22  6,314.32  
Thousand Oaks Ventura  127,557  16  7,972.31  
Simi Valley Ventura  125,026  15  8,335.07  
Burbank Los Angeles  104,304  12  8,692.00  
Torrance Los Angeles  145,927  14  10,423.36  
Glendale Los Angeles  192,473  18  10,692.94  
Santa Maria Santa Barbara  100,062  9  11,118.00  
Ontario San Bernardino  165,392  13  12,722.46  
Rancho 
Cucamonga San Bernardino  168,181  13  12,937.00  
Huntington Beach Orange  190,377  14  13,598.36  
Santa Clarita Los Angeles  176,971  13  13,613.15  
Sunnyvale Santa Clara  141,099  10  14,109.90  
Orange Orange  136,995  9  15,221.67  
Temecula Riverside  101,657  6  16,942.83  
Fullerton Orange  135,574  8  16,946.75  
Roseville Placer  120,593  7  17,227.57  
Richmond Contra Costa  104,220  6  17,370.00  
Murrieta Riverside  104,459  6  17,409.83  
Escondido San Diego  145,196  8  18,149.50  
Inglewood Los Angeles  110,028  6  18,338.00  
Fontana San Bernardino  198,456  10  19,845.60  
Fairfield Solano  104,815  5  20,963.00  
Santa Rosa Sonoma  168,856  8  21,107.00  
Pomona Los Angeles  149,243  7  21,320.43  
Costa Mesa Orange  110,146  5  22,029.20  
Oxnard Ventura  199,722  9  22,191.33  
Downey Los Angeles  112,103  5  22,420.60  
Lancaster Los Angeles  157,795  7  22,542.14  
Victorville San Bernardino  117,219  5  23,443.80  
Hayward Alameda  145,839  6  24,306.50  
Concord Contra Costa  122,676  5  24,535.20  
El Cajon San Diego  100,116  4  25,029.00  
Salinas Monterey  151,219  6  25,203.17  
Daly City San Mateo  101,920  4  25,480.00  
West Covina Los Angeles  106,400  4  26,600.00  
Vallejo Solano  116,508  4  29,127.00  
Corona Riverside  153,649  5  30,729.80  
Elk Grove Sacramento  154,594  5  30,918.80  
Visalia Tulare  125,770  4  31,442.50  
Moreno Valley Riverside  195,216  6  32,536.00  
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Exhibit 23 (1) 
 

City County Population 
Number of 
Planners 

 Ratio of 
Population Per 

Planner  
Oceanside San Diego  168,173  5  33,634.60  
Garden Grove Orange  171,327  5  34,265.40  
Norwalk Los Angeles  105,808  3  35,269.33  
Palmdale Los Angeles  153,334  4  38,333.50  
Rialto San Bernardino  100,021  2  50,010.50  
Antioch Contra Costa  103,054  1  103,054.00  
El Monte Los Angeles  113,785  1  113,785.00  
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• The number of authorized “planners” for these cities ranged from a low of one (1) 
for El Monte to a high of twenty-two (22) for Pasadena. The median number of 
“planners” reported by these cities was six (6). 

 
• Pasadena had a lower ratio of population per “planner” position than any of the 

other cities with a population between 100,000 to 200,000 with the exception of 
Carlsbad.  

 
Overall, the authorized a level of staffing for the Zoning and the Design Review 

and Historic Preservation sections exceed that of its peers. However, the analysis of the 

staffing requirements for the Zoning and the Design Review and Historic Preservation 

sections should not be based upon a comparison to its peers, but upon the unique 

workload and service requirements of the City. 

Overall, the authorized a level of staffing for the Zoning and the Design Review 

and Historic Preservation sections exceed that of its peers. However, the analysis of the 

staffing requirements for the Zoning and the Design Review and Historic Preservation 

sections should not be based upon a comparison to its peers, but upon the unique 

workload and service requirements of the City. 

This analysis of staffing requirements for the Zoning and the Design Review and 

Historic Preservation sections considering these unique workload and service 

requirements is presented in the paragraphs below. 

• The third exhibit presented at the end of this chapter (exhibit 26) presents the 
workload analysis for the processing of permits by the Zoning and the Design 
Review and Historic Preservation sections.  

 
• The staff hours presented represent professional planning staff requirements 

only – at the Planner level for the Zoning Section and the Senior Planner and 
Planner level for the Design and Historic Preservation Section. It excludes 
managerial, supervisory, and clerical staff hours. 

 
• The staff hour estimates reflect the existing level of complexity in the zoning, 

design, and historic preservation processes e.g., the Design Commission 
reviewing a design application four different times. The complexity of the 
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processes directly influences the amount of staffing required. 
 
• The staff hours per application are based upon the City’s recently completed fee 

study. In one instance, staff hours were not indicated since the permit was based 
upon a deposit: Environmental Impact Report. The Matrix Consulting Group 
utilized an estimate of 120 staff hours per environmental impact report. 

 
• In some instances, the allocation of staff hours appears generous. A total of 42 

(Planner) staff hours are allocated for conditional use permits, while 30 (Planner) 
staff hours are allocated for minor conditional use permits. A total of 4 staff hours 
are allocated for tree permits  - removal involving 1 to 3 trees. A total of 3 
(Planner) staff hours are allocated for zoning permits and a minor zoning letter 
request. A total of 22 (Senior Planner and Planner) staff hours are allocated for 
processing design review applications for minor projects (< $20,000 for the cost 
of exterior work). 

 
• The volume of permits is based upon the fee study.  
 
• A total of 14,498 staff hours would be required – at the Planner level (and the 

Senior Planner level in the Design Review and Historic Preservation Section). 
This includes Master Plans, which are presently processed by the Community 
Planning Section. 

 
• The calculation of annual net available hours for Planner level (and the Senior 

Planner level in the Design Review and Historic Preservation Section) is based 
upon 2,080 gross hours available per staff member per year, reduced by 
accruals and estimates of vacation, holidays, sick leave, training, administrative 
office time, etc. On average, each staff member is available approximately 1,426 
hours per year, based upon the user fee study. This includes allowances for 
breaks, meetings, training, holidays, sick leave, and vacation leave. 

 
• Given the available work hours and the fee-based workload, approximately ten 

(10) Planners are required (and Senior Planners for the Design Review and 
Historic Preservation Section). 

 
• In addition to the allocation of staff hours for fee-based services, the Zoning and 

the Design Review and Historic Preservation sections also allocate two (2) staff 
years to staff the Permit Center. 

 
• In sum, this would suggest that a total of twelve (12) professional-level planner 

positions are necessary, excluding full-time supervisors and managers. 
 
• This compares to the seven (7) filled professional-level planner positions and two 

(2) Senior Planners (who should carry a half-time workload) in the Zoning 
Section, and four professional-level planners in Design and Historic Preservation 
(two Project Planners and two Senior Planners).  
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Altogether, this data would suggest that the existing filled positions in the Zoning 

and the Design Review and Historic Preservation sections are sufficient to handle the 

existing workload given the existing level of complexity in these processes. There are 

two vacant professional-level planner positions vacant at the present time: a Senior 

Planner and a Planner. Those positions should not be filled until the workload increases 

substantively. 

However, the overall level of clerical staffing within the Zoning and the Design 

Review and Historic Preservation sections is higher than typically found in other 

planning organizations. These two sections have five (5) clerical staff (including a 

vacant position) to support fifteen (15) managers, supervisors, and planners. Two (2) of 

the five (5) clerical positions should be eliminated, through attrition.  

Equally as important as the number of positions for the Zoning and the Design 

Review and Historic Preservation sections is the type of positions. The Matrix 

Consulting Group recommends that, more often than not, when vacancies occur, the 

Planning and Community Development Department should recruit applicants at the 

Planner level, and not an Assistant Planner or Associate Planner. The community of 

Pasadena is too sophisticated, the development process too convoluted, and the 

regulations too complex to afford anything other than a “super-journey” level Planner 

position. 

The cost impact of these recommendations is presented below. 

Recommendation Annual Cost Impact 
 
Two (2) of the five (5) clerical positions within the Zoning and the Design 
Review and Historic Preservation sections should be eliminated, through 
attrition. 

 
($130,100) 
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Recommendation #117: The existing filled positions in the Zoning and the Design 
Review and Historic Preservation sections are sufficient to handle the existing 
workload given the existing level of complexity in these processes. 
 
Recommendation #118: The two vacant professional-level planner positions in 
the Zoning and the Design Review and Historic Preservation sections that are 
vacant at the present time - a Senior Planner and a Planner - should not be filled 
until the workload increases substantively. 
 
Recommendation #119: Two (2) of the five (5) clerical positions within the Zoning 
and the Design Review and Historic Preservation sections should be eliminated, 
through attrition. 
 
Recommendation #120: More often than not, when vacancies in the Planner 
classification series occurs, the Planning and Community Development 
Department should recruit applicants at the Planner level, and not an Assistant 
Planner or Associate Planner. 
 
15. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

SHOULD ELIMINATE A SENIOR PLANNER POSITION AND AUTHORIZE AN 
URBAN DESIGNER POSITION. 

 
The City should enhance its emphasis on design. Accomplishing this goal 

necessitates enhancing the level of knowledge among the staff of the Planning and 

Community Development Department regarding architectural and design review.  

One of the two Senior Planner positions in the Design and Historic Preservation 

Section should be eliminated, through attrition, and replaced with an Urban Designer 

position. The Urban Designer position should be responsible for the City's urban design 

program, providing the leadership necessary to guide the implementation of City’s 

design guidelines through relationships with developers and their architects, various 

Boards and Commissions, and Planning and Community Development Department 

staff. Examples of the specific tasks that would be performed by the position are 

presented below. 

• Works collaboratively with project architects and developers to review design and 
development issues specific to the project. 
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• Provide direction and active participation in the preparation of design guidelines. 
 
• Supervise, train and mentor Planning and Community Development Department 

staff to enhance the design review skill and knowledge of the staff. 
 
• Performs technical planning work in the collection, analysis and presentation of 

planning data related to urban land use, transportation, population, and 
socioeconomic characteristics of the City. Writes and maintains physical form 
and aesthetic image guidelines. 

 
• Prepares designs, graphics, maps, charts, models, sketches and other graphic 

presentations to illustrate urban design aspects of City planning studies and 
projects. 

 
• Acts as liaison with private consultants and the community in the development of 

planning studies, including data collection, special surveys and graphic 
presentations. 

 
• Reviews and analyzes proposals and plans with regard to City planning policies 

and standards to ensure consistency with the City’s General Plan. 
 
• Conducts surveys and analyses of physical and visual qualities of the City and 

individual projects. 
 
• Provides staff support to the Design Commission related to urban design, 

including making presentations, as required. 
 
• Coordinates and reviews work of assigned planning and clerical staff, providing 

guidance and direction related to urban design and city development regulations 
and procedures. 

 
• Assists in the administration and enforcement of zoning and building regulations. 
 

The position should require possession of a valid certificate of registration as an 

architect from the State of California. The position should report to the Principal Planner 

that manages the Design and Historic Preservation Section. 

Recommendation #121: One of the two Senior Planner positions in the Design 
and Historic Preservation Section should be eliminated, through attrition, and 
replaced with an Urban Designer position. The Urban Designer position should be 
responsible for the City's urban design program, providing the leadership 
necessary to guide the implementation of City’s design guidelines through 
relationships with developers and their architects, various Boards and 
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Commissions, and Planning and Community Development Department staff. The 
position should require possession of a valid certificate of registration as an 
architect from the State of California. The position should report to the Principal 
Planner that manages the Design and Historic Preservation Section. 
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Exhibit 24 (1)  
 

Existing Zoning Process 
 

 
 
 

Start Predevelopment 
Plan Review

Applicant obtains application 
submittals online or in person 

at the Permit Center

Brings submittals 
to Permit Center

Visits 
Zoning 
Counter

Submits 
Application at 

Window 3

Application 
information 
logged into 
Tidemark

Tidemark

Bring Application 
to Senior Planner 
in Zoning Section

Within a week of Application 
submittal Senior Planner assigns 

Application to Case Planner 

Log Application in 2 excel 
spreadsheets (1 by 

Assigned Case Planner 
and 1 by Case Number)

Application 
given to 

Assigned 
Planner

Planner has 30 days from 
submittal date to review 

application for completion 
and a site visit

Is Application 
Complete?

Planner sends 
Applicant 

incomplete 
letter

Applicant 
submits 
missing 

materials 

Planner routes Application to other departments for initial review - most 
commonly - Public Works, Building, Fire, Design, Water & Power, 
Community Planning (occasionally to Police, Health, Northwest)

Application is returned to Planner 
with comments and draft 

conditions of approval from other 
depts

Planner writes 
staff reportPage 2

Case Planner 
begins CEQA 

review

Yes

No

Send Applicant 
to Window 9 to 

pay fees

Assign 
Case 

Number to 
Application

Sr. Planner also 
updates Tidemark to 
reflect the Assigned 

Case Planner

Case Planner 
reviews for 

completeness

Case Planner  prepares a 
complete letter with a 

tentative date for Hearing 
Officer Meeting

Case Planner 
sends complete 

letter to applicant

Case Planner presents 
application at staff meeting 

(including discussing potential 
issues and recommendations)

Case Planner completes the 
public notice (wording for agenda, 

the public notice boards)

Case Planner completes CEQA 
Review (either a Notice of 

Exemption or an initial Study)
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Exhibit 24 (2)  
 
 
 

 
  

2
Senior Planner reviews all of the 

materials prepared by Case Planner 
(Staff Report, Public Notice, CEQA)

Senior Planner returns 
relevant materials to 
Case Planner for any 

corrections

Case Planner 
makes the 

suggested changes

Applicant picks 
up notice 

boards and 
posts on site

Agenda and Staff 
Report are sent to 
Hearing Officer, 
Applicant, and 
Distribution List

Hearing 
Officer 
reviews 

application 

Hearing Officer makes a 
decision  (90% of the 

time it is made the night 
of the hearing)

Support Staff prepares 
the decision letter 
(based on Hearing 
Officer's decision)

Case Planner reviews 
letter to make sure 

that the information in 
the letter is correct

Senior Planner 
reviews letter 

for further 
checking

Support Staff 
sends letter to 
applicant and 
distribution list

Building Plan 
Check Process 

Begins

Support Staff 
Distributes 

Public 
Notices

Case Planner 
makes a brief 
presentation 
at hearing

Applicant and /or 
anyone from the 
public provides 

testimony at 
hearing

Hearing Officer 
reviews and signs 

decision letter 
electronically

Does Applicant / Public 
accept decision?

Applicant/ 
Public  

appeals 
decision 

Yes

No
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Exhibit 25 (1) 
 

Existing Design Review Process 
 

 

Preliminary 
Plan Review

Preliminary 
Consultation

1. Obtain Design Submittal 
Requirements online (e.g. 

massing model, design 
narrative)

2. Bring Application 
and Materials to 
Permit Center

3. Visit 
Design 
Review 
Counter

4. Leave Application 
at Counter 4

Tidemark

6. Counter 4 tells 
Applicant of 

Application Fees

5. Application logged into 
Tidemark at Counter 4

START `

7. Applicant visits 
Cashier Counter to 

pay Fees

Planner at counter 
takes application from 

Counter 4

Brings Application 
upstairs to 
Principal 

Planner's Office

Manually logs 
application into 
the manual log

Leaves 
Application in File 
Sorter in Principal 
Planner's Office

Application is assigned 
by the Principal Planner 
at their own discretion

8.Case Planner does initial 
review of application for 

completeness within 30 days

10. Case Planner 
does Site Visit

Page 
2

Is Application 
Complete?

Send 
incomplete letter 

to Applicant

Applicant 
submits 
required 

information 

Case Planner sends 
letter of 

completeness

9. Case Planner 
reviews project 

design

11. Case Planner meets with applicant to discuss 
the design review process and provide initial 

comments regarding design

Yes

NoApplicant 
returns  to 

Step 8
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Exhibit 25 (2) 

 

 

12. Case Planner writes 
Memorandum to Design 

Commission

13. Memorandum 
Reviewed by Senior 

Planner

14. Memo reviewed by  
Principal Planner

2 Applicant revises design 
based on staff comments

Applicant submits revised 
design based on staff 

comments

Case Planner picks up 
revised architectural 

response 

Are Design 
Comments 
adequately 
addressed?

Case Planner 
Reviews Design / 

Application

Case Planner meets with 
Applicant to discuss additional 

comments

Yes

No

Memo 
Revisions 
Required?

Case Planner makes revisions 
based on Senior Planner's 

comments

Returns 
to Step 

13

Memo 
revisions 
required?

Yes

No

Case Planner makes 
suggested changes

Returns 
to Step 

14

15. Memo reviewed by 
Deputy Planning Director

Yes

No

Memo 
Revisions 
Required?

Case Planner makes 
suggested changes

Returns 
to Step 

15

16. Memo is submitted to Design 
Commission

17. Design Commission gives 
comments to Case Planner

Page 3

No

Yes
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Exhibit 25 (3) 
 

 
 

3
Case Planner writes Memo 
to Applicant summarizing 
the Design Commission's 
comments and concerns

Concept Design 
Review or 

Consolidated?

Applicant repeats Steps 1-7 
(Different submittal 

requirements for Step 1)

Consolidated

Concept Design 
Review

Page 
5

Applicant Repeats Steps 
1-7 (Different submittal 

requirements for Step 1)

Assigned Case 
Planner picks up 
application from 

Counter 4

Case Planner repeats 
Step 8 (including 

letter of completeness 
or incompleteness)

Is Zoning 
Entitlement 
Required?

Conduct 
CEQA 
Review

Case Planner repeats 
Steps 9 -16 (Except for 
Step 11 - no site visit)

Does Design 
Commission 

Approve?

Case Planner Writes 
Decision Letter

Sends Letter to 
Applicant

Yes

Return to 
Steps 12-16

50% Advisory 
Review or Final 
Design Review

Final Design 
Review

50% Advisory 
Review

Page 
4

Page 
4

Yes

No

Applicant revises project 
to Address Commission 

Concerns

No

Public Notice Required (at least 2 weeks before hearing) 
MASH posts notice on power poles and Applicant posts 

signs provided by staff on property

Design Commission 
hearing is scheduled after 
the Zoning Entitlement is 

approved  / CEQA adopted
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Exhibit 25 (4) 
 

 
 

4

Applicant uses decision 
letter to gather 

necessary materials for 
submittal (no online list)

Applicant submits 
materials to Permit 
Center at Counter 4

Assigned Case Planner 
picks up materials from 

Counter 4

Case Planner Repeats 
Steps 8 and 9 

For Step 11 Case 
Planner writes memo, 

details commission 
comments, architect / 
designer's response, 
and case planner's 

opinion of whether the 
issue is appropriately 

addressed

50% Advisory 
Review

Applicant Repeats Steps 1-7 
(Different submittal requirements 

for Step 1)

Assigned Case Planner Picks 
up Application from Counter 4

Case Planner Repeats Steps 8-16 
(For Step 11 a formal staff report 

required)

Final Design 
Review

Case 
Planner 
Repeats 

Steps 
12-17

Does Design 
Commission 

Approve?

Case Planner 
Writes Decision 

Letter

Sends Letter to 
Applicant

Yes

Begin 
Building Plan 

Check 
Process

Case Planner 
writes Memo to 

Applicant 
detailing the 
commissions 

comments

Case Planner 
Repeats Steps 

9-16 until 
approval is 

gained

NoApplicant revises 
project to Address 

Commission 
Concerns
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Exhibit 25 (5) 
 

 

5
Assigned Case 

Planner picks up 
Application from 

Counter 4

Case Planner Repeats Steps 8 
(including letter of incomplete / 

completeness) and 9

Does Design 
Commission 

Approve?

Case Planner 
Writes Decision 

Letter

Sends  Decision 
Letter to Applicant

Applicant revises project to 
Address Commission 

Concerns

Begin Building 
Plan Check 

Process

Consolidated

No

Yes

Is Zoning 
Entitlement 
Required?

Conduct CEQA 
Review

Case Planner repeats Steps 
9 -16 (Except for Step 10 - no 

site visit and For Step 11 a 
formal staff report required)

Case Planner 
repeats Steps 

11 -15

Yes

No

Public Notice Required (at least 2 weeks 
before hearing) MASH posts notice on 
power poles and Applicant posts signs 

provided by staff on property

Design Commission 
hearing is scheduled after 
the Zoning Entitlement is 

approved  / CEQA adopted
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Exhibit 26 (1) 
 

Existing Design Review Process 
 

Fee 
Number Planning Applications 

2011 
Workload 

 Planner 
Staff 

Hours Per 
Permit  

 Annual 
Planner 

Staff Hours 
Per Permit  

3 Appeals of Planning Dir./Design Comm./Hist. 
Pres. Comm. Decision when orig. appl. Fee 
was ≤ $1,000, exclusive of waivers 

5  10.0   50.0  

4  Appeals of Planning Dir./Design Comm./Hist. 
Pres. Comm. Decision when orig. appl. Fee 
was > $1K ≤ $3K, exclusive of waivers 

1  10.0   10.0  

5 Appeals of Planning Dir./Design Comm./Hist. 
Pres. Comm. Decision when orig. appl. Fee 
was > $3K, exclusive of waivers 

1  20.0   20.0  

6  Appeals of Hearing Officer or Board of Zoning 
Appeals decision - percent of orig. appl. Fee, 
exclusive of waivers (65%) 

1  42.0   42.0  

7  Appeals of Zoning Administrator & 
Environmental Administrator decisions 1  30.0   30.0  

8  Appeals of Commission (except Design 
Comm. And Hearing Officers) decisions - 
percent of orig. appl. Fee, exclusive of waivers 
(65%) 

1  42.0   42.0  

23 Minor Changes - (Master Development Plan) 1  20.0   20.0  
24 Minor Changes - (Tentative Parcel Map) 1  6.0   6.0  
25 Minor Modification of approved Concept, 

Consolidated or Final Design review by staff 2  24.0   48.0  

27 Major Changes (Conditional Use Permit) 7  32.0   224.0  
29 Major Changes (Minor Conditional Use Permit) 3  22.0   66.0  
30 Major Changes (Minor Variance/Sign 

Exception) 1  32.0   32.0  

32 Zone Change 0  100.0   -    
36 Major Changes (Minor Variance/Sign 

Exception) 1  22.0   22.0  

37 Major Changes (Tentative Parcel Map) 1  32.0   32.0  
39 Major Changes (Certificate of 

Appropriateness) 1  8.0   8.0  

40 Major Changes (Concept Design - Staff 
Decision) 1  41.0   41.0  

41 Major Changes (Concept Design - 
Commission Decision) 1  53.0   53.0  

42 Major Changes (Consolidated Design - Staff 
Decision) 1  46.0   46.0  

43 Major Changes (Consolidated Design - 
Commission Decision) 1  53.0   53.0  

44 Major Changes (Final Design - Staff Decision) 1  46.0   46.0  
45 Major Changes (Final Design - Commission 

Decision) 2  53.0   106.0  
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Exhibit 26 (2) 
 

Fee 
Number Planning Applications 

2011 
Workload 

 Planner 
Staff 

Hours Per 
Permit  

 Annual 
Planner 

Staff Hours 
Per Permit  

47 Extension Requests - All approvals except as 
noted below 7  3.0   21.0  

49 Extension Requests (Subdivision Map) 1  3.0   3.0  
51 Extension Requests (Use Permit or Variance) 5  3.0   15.0  
53 Extension Requests (Certificate of 

Appropriateness) 3  5.0   15.0  

55 Extension Requests (Design Approval) 1  2.0   2.0  
57 Zoning Map Amendments 1  100.0   100.0  
60 Planned Development Zone 1  100.0   100.0  
61 Yearly Review of Development Agreement 1  25.0   25.0  
63 With Additional General Plan Amendment 1  25.0   25.0  
64 Development Agreement 1  100.0   100.0  
65 Floor Area Ratio Increase 1  80.0   80.0  
68 General Plan Map Amendment 1  100.0   100.0  

69 
With Additional Application Zoning Map 
Amendment 1  140.0   140.0  

71 Legal Description 0  -     -    
74 Master Development Plan Fee/Plan 

Amendments 2  100.0   200.0  

75 Five Year Review of Master Development Plan 1  25.0   25.0  

76 
With Additional Application Zoning Map 
Amendment 1  10.0   10.0  

77 With Additional General Plan Amendment 1  10.0   10.0  
79 Adjustment Permit 1  25.0   25.0  
82 Certificate of Exception - Lot Line Adjustments 1  12.0   12.0  
83 Certificate of Compliance Legal Lot 2  6.0   12.0  
90 Conditional Use Permit 35  42.0   1,470.0  
92 Voluntary Relinquishment Fee - Conditional 

Use Permit 1  30.0   30.0  

95 Condominium Conversion Application 1  35.0   35.0  
96 Per Each Land or Air Parcel 1  0.5   0.5  
98 Hillside Development Permit 10  50.0   500.0  

101 Expressive Use Permit 1  50.0   50.0  
103 Minor Conditional Use Permit 23  30.0   690.0  
104 Minor Variance/Sign Exception (ex. Filming) 1  30.0   30.0  
106 Transfer of Development Rights 1  4.0   4.0  
108 Predevelopment Plan Review, as per Adopted 

Zoning Code 4  16.0   64.0  

113 Preliminary Plan Check Hillside (Previously 
called Hillside Development Review) 2  20.0   40.0  

116 Preliminary Zoning Plan Check, 9 units 2  30.0   60.0  
117 Preliminary Zoning Plan Check, 9+ unit 1  40.0   40.0  
118 Preliminary Zoning Plan Check Commercial < 

24K Sq. Ft 1  30.0   30.0  
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Exhibit 26 (3) 
 

Fee 
Number Planning Applications 

2011 
Workload 

 Planner 
Staff 

Hours Per 
Permit  

 Annual 
Planner 

Staff Hours 
Per Permit  

119 Preliminary Zoning Plan Check Commercial ≥ 
24K Sq. Ft 1  40.0   40.0  

122 Creative Sign Permit 1  28.0   28.0  
123 Master Sign Plan - ≤ 12 signs 3  28.0   84.0  
124 Master Sign Plan - > 12 signs 3  31.0   93.0  
126 Temporary Use Permit 116  4.0   464.0  
129 Tentative Parcel Map, Base Fee 1  35.0   35.0  
130 Tentative Parcel Map, Each Land and / or Air 

Parcel 5  0.5   2.5  

135 Tree Protection Plan Review 1  4.0   4.0  
136 Permit to Remove 1 - 3 trees 38  4.0   152.0  
137 Permit to Remove 4 - 12 trees 3  8.0   24.0  
138 Permit to Remove 13+ trees 1  12.0   12.0  
141 Variance, Regular 15  42.0   630.0  
142 Variance, Modifications for Individuals with 

Disabilities 1  42.0   42.0  

142 
Variance, Modifications for Individuals with 
Disabilities 1  42.0   42.0  

143 Variance with Subdivision 1  42.0   42.0  
146 Vesting Tentative Map, Base Fee 1  35.0   35.0  
147 Vesting Tentative Map, Each Land and/or Air 

Parcel 1  0.5   0.5  

150 Zoning Permit 332  3.0   996.0  
151 Zoning Letter Request, Minor 73  3.0   219.0  
152 Zoning - Written Opinion to Determine 

Property's Conformance with Zoning and 
Subdivision Laws 

8  6.0   48.0  

154 Zoning Parking Credit Application Processing 1  6.0   6.0  
157 Historic Preservation - Replacement Building 

Permit Relief - Staff Review 1  44.0   44.0  

158 Relief from Replacement Building Permit-
Comm. Review 1  53.0   53.0  

161 Historic Preservation - Category 1 Review -  - 
Certificate of Appropriateness - Alteration or 
Relocation - Staff Review 

1  44.0   44.0  

163 Demolition - Primary Structure 1  53.0   53.0  
164 Historic Preservation - Certificate of 

Appropriateness - Category 1 Review -
Demolition - Accessory or non contributing 
structure 

1  53.0   53.0  

167 Alteration or Relocation (Staff Review) 1  44.0   44.0  
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Exhibit 26 (4) 
 

Fee 
Number Planning Applications 

2011 
Workloa

d 

 Planner 
Staff 

Hours Per 
Permit  

 Annual 
Planner 

Staff Hours 
Per Permit  

168 Historic Preservation - Certificate of 
Appropriateness - Category 2 Review - 
Executing Historic Property Contract - Mills Act 
(See Planning Division Administrative 
Procedure No. 2008-03 regarding eligible 
waivers) 

24  23.0   552.0  

169 Variance Historic Resources (See Planning 
Division Administrative Procedure No. 2008-003 
regarding eligible waivers) 

1  65.0   65.0  

170 Individual Landmark and Historic Designation 
Application (See Planning Division 
Administrative Procedure No. 2008-003 
regarding eligible waivers) 

1  40.0   40.0  

173 Design Review Residential Consolidated 
Review - Preliminary Consultation - Staff 
Review 

1  46.0   46.0  

174 Design Review Residential Consolidated 
Review - Preliminary Consultation - 
Commission Review 

1  53.0   53.0  

175 Design Review Residential Consolidated 
Review - Nine (9) units or fewer units (Staff 
Review) 

1  46.0   46.0  

176 Design Review Residential Consolidated 
Review - Ten units or more (Staff Review) 3  46.0   138.0  

179 Minor Projects (< $20K for cost of exterior work) 1  22.0   22.0  
180 Design Review - Concept Design - Immediate 

Projects ($20K - $100K for exterior work) 2  41.0   82.0  

181 Design Review - Concept Design - Major 25K - 
50K Sq. Ft. New Construction 2  53.0   106.0  

182 Design Review - Concept Design - Major 51K - 
100K Sq. Ft. New Construction 1  53.0   53.0  

183 Design Review - Concept Design - Major 101K+ 
Sq. Ft. New Construction 1  53.0   53.0  

185 Design Review - Consolidated - Minor projects - 
signs, awnings, paint color or similar minor 
alteration 

63  22.0   1,386.0  

186 Design Review - Consolidated - Minor projects - 
new/replace store fronts 16  41.0   656.0  

187 Design Review - Consolidated - Major 
alterations/rehab on existing building (Staff 
Review) 

3  53.0   159.0  

188 Design Review - Consolidated - Major 
alterations/rehab on existing building 
(Commission Review) 

2  53.0   106.0  

189 Design Review - Consolidated - New 
Construction (Staff Review) 1  53.0   53.0  
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Exhibit 26 (5) 
 

Fee 
Number Planning Applications 

2011 
Workload 

 Planner 
Staff 

Hours Per 
Permit  

 Annual 
Planner 

Staff Hours 
Per Permit  

190 Design Review - Consolidated - New 
Construction (Commission Review) 3  53.0   159.0  

192 Design Review - Final (Staff Review) 
   

1  54.0   54.0  
193 Design Review - Consolidated - Design 

Review - Final (Commission Review) 4  70.0   280.0  

195 CEQA - Environmental Impact Report 6  120.0   720.0  
197 CEQA - Initial Environmental Study 12  70.0   840.0  
199 CEQA - Revising Initial Studies 1  380.0   380.0  
200 CEQA - Categorical Exemptions 88  1.0   88.0  
201 CEQA - Preparation and Filing of Notice of 

Determination 5  2.0   10.0  

  TOTAL      14,497.5  
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6. ANALYSIS OF THE BUILDING AND SAFETY 
DIVISION 

 
This chapter presents an analysis of the Building and Safety Division and the 

building permit process including: 

• Plan check workload and staffing; and 
 
• Opportunities to improve the management of the plan check process. 
 
• Inspection workload and staffing; and 
 
• Opportunities to improve inspection customer service through training, 

development of formal written code interpretations, authorizing building 
inspectors to make field changes that do not involve structural modifications, etc. 

 
1. THE BUILDING AND SAFETY DIVISION HAS A NUMBER OF STRENGTHS. 
 

While this chapter focuses primarily on opportunities for improvement, there are 

a number of strengths in the Division. Examples of these strengths are presented in the 

below. 

• The Building & Safety Division utilizes the latest edition of the Commercial and 
Residential Building Codes – the Los Angeles Regional Uniform Code Program. 

 
• Plan checking and inspection staff are required to have 15 hours training 

annually to maintain certification. 
 
• Combination inspectors are utilized to respond to inspection requests although 

the inspection staff are separated from residential and commercial inspections. 
 
• Building permit plan checking is accomplished in parallel by all of the 

departments / divisions involved in the process. 
 
• Tidemark Advantage is utilized to (1) accept and issue building permits; (2) 

assure the status of each plan submittal is visible during the plan check process; 
(3) provide a database of inspection and plan checking service; and (4) enable all 
of the departments / divisions involved in the building permit plan check process 
to enter and retrieve data. 
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These strengths provide a sound foundation for the improvement in the Building and 

Safety Division. 

2. THE BUILDING AND SAFETY DIVISION SHOULD ADDRESS BUILDING 
PERMITS THAT HAVE NOT BEEN “FINALED”. 

 
The Matrix Consulting Group sampled the Occupancy Inspections conducted by 

the Code Compliance Division in January 2012. Of the ninety-seven inspections 

conducted, four (4) inspections found that building permits had not been “finaled”. 

Permit applicants may not call for inspections after they obtain approvals to cover 

walls. Other permit applicants may construct and not request inspections. A growing 

number of open aging permits should be a concern. These permits need to be resolved. 

 All building permits that have not had an inspection, and have expired, should be 

acted upon. One method would be to have expired permits be the responsibility of the 

Building Inspection Manager and assign a proportionate share of assigned expired 

permits to each Building Inspector to clean up the backlog on a daily basis. After the 

backlog is cleaned up, each Building Inspector should be responsible for keeping all 

building permits current in their assigned area. As the following sections of this chapter 

indicates, the Building Inspectors have the workload capacity to handle this workload on 

many of their workdays. 

If a construction project, hot water heater replacements, or heating and air 

conditioning equipment permit is started, the City is ill advised not to follow through and 

assure that the installation meets codes, and is safe.  These items should be inspected 

through to final approval. 

A good procedure would be to utilize the automated permit information system to 

send automated notices to all permit applicants where there have not been any building 
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inspections made for 180 days, asking them to call for inspections. In addition, the the 

automated permit information system should be utilized to send automated notices to all 

permit applicants whose building permits are about to expire within thirty (30) calendar 

days asking them to renew their building permits. If the permit applicant fails to respond, 

the automated permit information system should be utilized to send a 2nd automated 

notice warning the permit applicant that the matter will be referred to the City Attorney’s 

Office unless the permit is renewed within thirty (30) calendar days. 

Recommendation #122: The Building Inspection Manager should assign a 
proportionate number of aging permits, permits for which inspections that have 
not been called in 180 days, and expired permits to all Building Inspectors for 
resolution.  
 
Recommendation #123: When aging permits, permits for which inspections that 
have not been called in 180 days, and expired permits are cleaned up, the 
Building Inspection Manager should make each Building Inspector responsible 
for aging and expired permits in their assigned area. 
 
Recommendation #124: The automated permit information system should be 
utilized to send automated notices to all permit applicants whose building 
permits are about to expire within thirty (30) calendar days asking them to renew 
their building permits. If the permit applicant fails to respond, the automated 
permit information system should be utilized to send a 2nd automated notice 
warning the permit applicant that the matter will be referred to the City Attorney’s 
Office unless the permit is renewed within thirty (30) calendar days. 
 
2. THE LEVEL OF SERVICE FOR RESPONDING TO BUILDING INSPECTION 

REQUESTS SHOULD BE ENHANCED. 
 

The level of service metric utilized by the Matrix Consulting Group for building 

inspection services is presented below. 

• Inspection requests are responded to within one workday of the request, for 98% 
of the requests. 

 
• Inspection requests are accepted until 6:00 a.m. of the day inspections are to be 

completed. 
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The Building and Safety Division does not meet these metrics. For three  (3) 

workdays during the six (6) workday period from June 29, 2012 to July 6 2012, next day 

scheduling of inspections was halted, and some of the inspection requests scheduled 

for the 2nd workday after receipt of the inspection request.  

The Division has set a ceiling on the number of inspection requests at fifteen (15) 

inspection requests for the four (4) residential building inspectors and ten (10) 

inspection requests for the two (2) commercial inspectors. This amounts to a maximum 

of eighty (80) inspection requests a day. 

The table below presents the number of inspection requests assigned to Building 

Inspectors for a two week period: June 25th through July 12th, 2012. 

Date 
Number of Inspection 
Requests Scheduled 

% of Maximum (80 Inspection 
Requests) 

25-Jun-2012 52 65.0% 
26-Jun-2012 45 56.3% 
27-Jun-2012 73 91.3% 
28-Jun-2012 57 71.3% 
29-Jun-2012 38 47.5% 
2-Jul-2012 54 67.5% 
3-Jul-2012 63 78.8% 
5-Jul-2012 53 66.3% 
6-Jul-2012 24 30.0% 
9-Jul-2012 77 96.3% 

10-Jul-2012 68 85.0% 
11-Jul-2012 59 73.8% 
12-Jul-2012 65 81.3% 

 
Important points to note concerning the inspection request data are presented below. 

• Over this thirteen (13) workday period, the number of inspection requests did not 
exceed the maximum of eighty (80) inspection requests in any workday. This 
includes the three workdays in which inspection requests were scheduled for the 
2nd workday following the inspection request: July 2nd, July 5th, and July 6th. 

 
• Overall, the median number of inspection requests amounted to 54 with a range 

from a low of thirty-eight (38) inspection requests on June 29th to a peak of 
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seventy-seven on (77) on July 9th. Overall, the number of inspection stops 
amounted to 71% of capacity at the median during this thirteen (13) workday 
period given the maximum of eighty (80) inspection requests a day that the 
Division has established. 

 
• On one of these workdays – July 9th – the Building Inspection Manager made 

three inspection stops. This did not occur on any other workday during this 
thirteen workday period. 

 
Given the maximum of eighty (80) inspection requests a day that the Division has 

established, there was no reason to have scheduled inspection requests to the 2nd 

following workday on July 2nd, July 5th, and July 6th. In other words, scheduled 

inspection requests did not exceed these inspection request limits that the Division has 

adopted on any of these three (3) workdays 

A number of modifications should be made to assure the consistent delivery of 

inspection services in accordance with metrics. 

• The Building Inspection Manager should determine whether inspection 
requests should be scheduled for a 2nd day after the inspection request 
was made, and not a Staff Assistant in the Permit Center. The Division 
should replace the interactive voice response system that is used for receiving 
building inspection requests (as will be noted in a subsequent chapter). This 
replacement should occur at the same time as the automated permit information 
system. The interactive voice response system should be capable of 
automatically scheduling inspections without intervention by the staff of the 
Permit Center. That is not the case at the present time. A Staff Assistant in the 
Permit Center processes building inspection requests via voice mail and inputs 
these requests into Tidemark Advantage. The benefit of using this technology is 
not only that it eliminates the labor to transcribe the inspection requests into the 
automated permit information system, it also will enable the determination of 
whether to schedule the inspection request to be scheduled for the 2nd workday 
after the receipt of the request to be made by the Building Inspection Manager. 
That is where the responsibility belongs, and not with a Staff Assistant in the 
Permit Center. The determination should be made on a situational basis, based 
upon the type of inspection requests. 

 
• The Building Inspectors should be capable of making twelve (12) to fifteen 

(15) inspection stops a day, including the two Senior Building Inspectors. 
At the present time, the Division has limited the number of inspection requests at 
fifteen (15) inspection requests for the four (4) residential building inspectors and 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group  Page 269 

ten (10) inspection requests for the two (2) commercial inspectors. The Matrix 
Consulting Group recommends that the two Senior Building Inspectors assigned 
to commercial inspections should be capable of handling twelve (12) to fifteen 
(15) inspection stops on a daily basis. The commercial inspection workload is not 
always so complex that these two (2) Senior Building Inspectors cannot handle a 
higher workload. For example, on July 12th, the two Senior Building Inspectors 
made the following types of inspections: 

 
Raney Ramirez 

Exterior Lathing for new construction of a 2-
story classroom and library building 

Framing for tenant improvement for 26,000 
square foot restaurant 

Grout Lift for 13,000 square foot parking booth Grading for new 2-story restaurant, office, and 
retail building with parking lot: 10,689 square 
feet 

Rough Electrical for emergency standby 
generator 

Framing for tenant improvement of 1,284 
square feet 

Rough Mechanical for tenant improvement Drywall / nail for tenant improvement of 5,763 
square feet 

Final Inspection to remove and replace four 
signs: two wall signs and two ID panels 

Final sign inspection - one projecting blade 
sign 

 Construction without permits - initial complaint 
inspection 

 Final plumbing inspection for replacement of 
eight water heaters 

 Construction site complaint; follow-up 
inspection for tenant improvement retail space 
new handicap access toilet, office entry door, 
and parking restriping. 

 Rough electrical for tenant improvement 
 Slab for construction of subterranean parking 

garage structure of 2-levels of 60,233 square 
feet 

 Rough electrical for Rose Bowl press box 
 Shear / walls for new 2-level subterranean 

parking garage of 109,199 square feet. 
 

The complexity of the inspections noted in the table are no more so than Building 
Inspectors would encounter for high-end single family residences or multi-story 
condominiums in Pasadena. In addition, for four (4) of the thirteen (13) workdays, 
one of the two Senior Building Inspectors exceeded the limit of ten (10) 
inspection stops for commercial inspections. 
 

• If the Senior Building Inspectors have reached the maximum number of 
inspection requests that can be assigned under current Division policy, 
inspection requests should be assigned to Building Inspectors before the 
inspection requests are scheduled for the 2nd following workday. The 
inspection workload is not evenly allocated each and every day. On four (4) 
workdays, Building Inspectors were assigned inspection stops in excess of fifteen 
(15) stops. For each of those workdays, other Building Inspectors had fewer 
inspection stops, and, in some cases, far fewer. The Building Inspection Manager 
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should balance the workload among the Building Inspectors and Senior Building 
Inspectors including assigning commercial inspection stops to Building 
Inspectors if workload requires before scheduling inspection requests to a 2nd 
workday following receipt of the request. 

 
Overall, given current inspection workload and current inspection staffing the Division 

should be capable of meeting the metric of responding to inspection requests within one 

workday of the request, for 98% of the requests. In addition, with the acquisition of an 

effective interactive voice response system, the Division should accept inspection 

requests until 7 am of the day the inspections are made. 

Recommendation #125: The Building Inspection Manager should determine 
whether inspection requests should be scheduled for a 2nd day after the 
inspection request was made, and not a Staff Assistant in the Permit Center. 
 
Recommendation #126: The Building Inspectors should be capable of making 
twelve (12) to fifteen (15) inspection stops a day, including the two Senior 
Building Inspectors. 
 
Recommendation #127: If the Senior Building Inspectors have reached the 
maximum number of inspection requests that can be assigned under current 
Division policy, inspection requests should be assigned to Building Inspectors 
before the inspection requests are scheduled for the 2nd following workday. 
 
Recommendation #128: The Building and Safety Division should adopt an 
objective to respond to inspection requests within one workday of the request, 
for 98% of the requests. The Building Inspection Manager should utilize the 
automated permit information system to document and report the actual level of 
service versus this objective on a monthly basis. 
 
Recommendation #129: With the acquisition of an effective interactive voice 
response system, the Building and Safety Division should accept inspection 
requests until 7 am of the day the inspections are made. 
 
3. THERE ARE SUFFICIENT NUMBER OF BUILDING AND SENIOR BUILDING 

INSPECTORS GIVEN CURRENT WORKLOAD. 
 

The Inspection section of the Building and Safety Division is authorized the 

positions noted in the table below. 
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Class Title Number of Authorized Positions 
Code Compliance Manager 1 
Senior Building Inspector 2 
Building Inspector 4 
TOTAL 7 
 

The Matrix Consulting Group analyzed workload data provided by the Permit 

Center in the Daily Building Inspection Summary Report to determine the number of 

inspections performed by the staff within this Division. In addition, the number of 

inspections for the past three calendar years was also documented. Overall, the number 

of inspections has not varied much over the past three years ranging from a low of 

29,997 inspections in 2010 to a high of 31,688 inspections in 2009, a variation of 5.6%. 

The table below presents a sample of inspection requests for almost a three-

week period: July 25th through July 12th.  

Date Klar Liao LaBare Raney Ramirez Parham Murphy Median 
25-Jun-2012 

 
11 13 5 11 12 0  11.00  

26-Jun-2012 16 8 5 7 9 
 

0  8.00  
27-Jun-2012 12 17 10 8 10 16 0  11.00  
28-Jun-2012 16 10 12 3 9 7 0  9.50  
29-Jun-2012 13 3 

 
6 4 12 0  6.00  

2-Jul-2012 10 8 9 7 11 9 0  9.00  
3-Jul-2012 10 12 7 6 12 16 0  11.00  
5-Jul-2012 9 9 12 2 10 11 0  9.50  
6-Jul-2012 5 3 7 1 1 7 0  4.00  
9-Jul-2012 18 13 15 7 8 13 3  13.00  

10-Jul-2012 14 8 16 9 10 11 0  10.50  
11-Jul-2012 15 10 12 3 7 12 0  11.00  
12-Jul-2012 13 11 18 5 12 6 0  11.50  

Median 13 9.5 12 6 9.5 11 
   

Important points to note regarding the table are presented below. 

• Overall, the six Senior Building Inspectors and Building Inspectors experienced a 
median of six (6) to thirteen (13) inspection stops per day.  
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• For the thirteen (13) workdays, the number of inspection stops per inspector 
ranged from a median of four (4) stops to a high of thirteen (13) stops a day. 

 
The benchmark utilized by the project team for the number of inspection stops 

per inspector is an average between 12 and 15 on a daily basis.  

It should be recognized that additional Inspectors are required from time-to-time 

to cover peak workload, to cover leave by Inspectors and to address the complexity of 

inspection resulting from the extent of custom projects in Pasadena. However, the 

information in the preceding table indicates that there is untapped workload capacity for 

existing Building Inspection staff.  

Recommendation #130: The number of Building Inspectors is sufficient given 
existing workload and the number of inspection positions should not be 
increased or decreased.  
 
4. WITH THE ACQUISITION OF HAND-HELD MOBILE DEVICES, BUILDING 

AND SENIOR BUILDING INSPECTORS SHOULD SPEND MORE OF THEIR 
WORKDAY IN THE FIELD CONDUCTING BUILDING INSPECTIONS. 

 
At the present time, the Building Inspectors and Senior Building Inspectors 

document inspection results with pen and paper. These inspectors manually document 

inspection information in the field, and then manually enter the data into Tidemark 

Advantage at the offices of the Building and Safety Division. 

As will be recommended in a subsequent chapter, the Planning and Community 

Development Department should replace its legacy automated permit information 

system (as it already plans to do). At the same time that the legacy automated permit 

information system is replaced, the City should also acquire wireless, remote, hand-held 

technology for the Senior Building Inspectors and Building Inspectors to assist them 

with real-time entry of inspection results to the automated permit information system. 

The hand-held technology would allows inspector to input inspection results in the field 
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and save them time by eliminating double entry of results in the field and at the office. 

At the same point in time, the Senior Building Inspectors and Building Inspectors 

should be able to get into the field more quickly in the morning, and avoid returning to 

the office in the evening, and continue inspecting until the end of the workday. At the 

present time, inspections are being scheduled for no earlier than 9 am or later than 4 

pm. With a 9 / 80 work schedule, this indicates that the Senior Building Inspectors and 

Building Inspectors are spending as much as three (3) hours a day in the office or one-

third (33%) of their available work hours. 

The Senior Building Inspectors and Building Inspectors should not spend more 

than 15% of their available work hours in the office. The acquisition of hand-held 

technology should facilitate that objective. 

Recommendation #131: With the acquisition of hand-held technology, the Senior 
Building Inspectors and Building Inspectors should spend more their workday in 
the field conducting building inspections.  
 
Recommendation #132: With the acquisition of hand-held technology, the Senior 
Building Inspectors and Building Inspectors should get into the field more 
quickly in the morning, and avoid returning to the office in the evening, and 
continue inspecting until the end of the workday. 
 
Recommendation #133: The Senior Building Inspectors and Building Inspectors 
should not spend more than 15% of their available work hours in the office. The 
acquisition of hand-held technology should facilitate that objective. 
 
5. ALL EXITING, EXITING SIGNAGE, AND OCCUPANCY SEPARATION 

APPROVALS SHOULD BE INSPECTED BY THE BUILDING AND SAFETY 
DIVISION WITH THE FIRE PREVENTION BUREAU HANDLING INSPECTION 
OF ALARMS, HAZARDOUS MATERIALS AND SPECIAL SYSTEMS. 

 
Traditionally, code enforcement in municipal government exists as two separate 

entities in two separate departments: the fire prevention / inspection bureau in the Fire 

Department, and the Building and Safety Division of a Planning and Community 
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Development Department. The result of this arrangement leads to lack of 

communication and conflicts of code interpretation and application. It has been the 

experience of the Matrix Consulting Group that when a redundant effort is required on 

the part of the customer, the customer becomes appalled and confused. One example 

of overlap and duplication is corridors and exiting, which is a building code matter. 

Another example would be fire sprinkler inspections. There can be confusion as to who 

is responsible.  

Short of the consolidation of the responsibility for plan check and inspection in 

one division, which will be addressed in a subsequent chapter, the responsibility for 

routine fire code plan check and inspections should be assigned to the to Building and 

Safety Division. The Building and Safety Division should be responsible for the plan 

check and inspection of all exiting, exiting signage, and occupancy separation, while the 

Fire Prevention Bureau should be responsible for handling alarms, hazardous materials 

and special systems. 

Recommendation # 134: The responsibility for routine fire code plan check and 
inspections should be assigned to the to Building and Safety Division. The 
Building and Safety Division should be responsible for the inspection of all 
exiting, exiting signage, and occupancy separation, while the Fire Prevention 
Bureau should be responsible for handling alarms, hazardous materials and 
special systems. 
 
6. THE BUILDING AND SAFETY DIVISION SHOULD IMPLEMENT AN 

INSPECTION QUALITY CONTROL PROGRAM. 
 

A quality control program is intended ensure that consistency by the Senior 

Building Inspectors and the Building Inspectors in code interpretation is being achieved, 

and assure expected employee performance.  
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The Building Inspection Manager (currently classified as the Code Compliance 

Manager) should ride for at least one half day each month with each Inspector to 

observe their inspection procedures. The Building Inspection Manager should visit 

major jobs periodically alone to review the results of their inspections and visit with 

contractors to review the customer service demeanor of the Senior Building Inspectors 

and the Building Inspectors. The Building Inspection Manager should document their 

activity and findings and submit reviews and findings monthly to the Senior Building 

Inspectors and the Building Inspectors and the Chief Building Official.  

Recommendation #135: The Building and Safety Division should establish a 
quality control program for building inspection. 
 
7. THE BUILDING AND SAFETY DIVISION SHOULD ENHANCE THE EXTENT 

OF TRAINING FOR BUILDING INSPECTORS. 
 

Ongoing training is essential to maintain staff proficiency, consistency and 

uniform interpretation and application of codes enforced.  

Sending individual Senior Building Inspectors and Building Inspectors to classes 

presented outside of the City is encouraged. It is equally important that the staff share 

the information received from seminars and classes, and that all agree on the use of 

each subject. Individual Senior Building Inspectors and Building Inspectors that receive 

information learned from outside the organization need to verify how it is going to be 

utilized in the City through team learning and sharing. Placing priority on training, 

sharing of information, and agreement on interpretations should contribute to the issue 

of consistency. 

Recommendation #136: The Building and Safety Division should establish and 
publish quarterly training agendas for Senior Building Inspectors and Building 
Inspectors, assign all Senior Building Inspectors and Building Inspectors as 
presenters on a rotating basis, and have the Senior Building Inspectors and 
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Building Inspectors prepare outlines for their presentation on a rotating basis.  
The Building and Safety Division should bring in outside industry training where 
appropriate. 
 
8. DEVELOP STANDARD PLANS FOR USE BY THE PUBLIC IN THE 

CONSTRUCTION OF MINOR RESIDENTIAL IMPROVEMENTS. 
 

A number of residents in Pasadena and other communities are do-it-yourselfers 

in terms of constructing minor retaining walls, residential patio covers, detached storage 

sheds, and outdoor fireplaces. In other instances, residents will pull building permits 

rather than their contractors for construction such as spas. 

The City should assist these “do it yourselfers” meet building permit plan check 

requirements by developing standard plans. These standard plans, if utilized by the “do 

it yourselfers” in applying for their building permit, would allow avoiding the retention of 

an architect or designer for the preparation of these plans, as long as the homeowner 

utilized these standard plans. The Los Angeles Department of Building and Safety has 

developed an extensive number of standard plans ranging from patio covers, swimming 

pools, retaining wall systems, photovoltaic systems for single family homes and 

duplexes, etc. 

In addition, the Building and Safety Division should develop a “Home 

Improvement Center” web page on the City’s website to assist the homeowner navigate 

through the building permit plan check and inspection process. The City of Scottsdale 

has developed such a web page; the City could utilize this as a model. 

Recommendation #137: The Building and Safety Division should develop 
standard plans for use by the public in minor residential improvements. 
 
Recommendation #138: The Building and Safety Division should develop a 
“Home Improvement Center” web page on the City’s website to assist the 
homeowner navigate through the building permit plan check and inspection 
process. 
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9. THE ACTUAL AMOUNT OF CALENDAR DAYS REQUIRED FOR BUILDING 

PERMIT PLAN CHECKING EXCEEDS METRICS. 
 

The Building Safety Division does not fully employ a case management system 

for the building permit process. The opportunities for improvement are presented below. 

• There is not a case management system to manage the length of calendar time 
required for building permit plan checks utilizing the automated permit 
information system. 

 
• The Division has cycle time targets for plan checking. The existing cycle time 

goals for building permit plan checking appear too lengthy in some instances. 
This includes single-family additions and tenant improvements. The cycle time 
objectives should not use the word “minimum”, but should rather be specific. 

 
• Actual plan check cycle time is not reported on an ongoing basis and compared 

to cycle time metrics. 
 
• The Chief Building Official has not been allocated authority regarding the other 

departments / divisions to resolve delays in completion of plan checks. 
 

The result is that the actual amount of calendar days required for building permit 

plan checking exceeds metrics utilized by the Matrix Consulting Group.  

To document the actual amount of calendar days, the Information Technology 

Department provided building permit plan check data for all of the building permits 

processed in 2011. This data originated from Tidemark Advantage. This data included 

the case number, the work description associated with the permit, the different divisions 

that plan checked the building permit plans, and the in and out dates for the completion 

of plan check by these divisions.  

Important points to note concerning the data and its analysis are presented 

below. 

• The amount of plan check calendar days was documented for first or initial plan 
check only.  
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• The data excluded single trade permits (mechanical, electrical, plumbing), and 
encompassed 400 building permit plan check cases. It included cases that were 
submitted in 2010, for which the plan check was completed in 2011, but did not 
include cases for which the plan check was completed in 2012. 

 
• In some cases, the data for the case appeared to be incomplete. For example, in 

case BLD2011-01196, a tenant improvement for a new restaurant (CPG 
Japanese Tavern), the date that Environmental Health began its plan check was 
missing. These cases were excluded from the analysis. In other cases, the 
information regarding the case appeared to be incomplete. For example, in case 
BLD2011-00852, a tenant improvement amounting to 3000 square feet for office 
use (no exterior work), only a construction and demolition application review was 
shown as plan checking the plans, and no other divisions / departments. 

 
• Public Works Department construction and demolition review was excluded from 

the cycle time analysis since the amount of calendar days taken by this unit did 
not appear credible. This results from ineffective utilization of Tidemark 
Advantage. 

 
• In some types of building permit plans, there was insufficient volume to draw fact-

based conclusions regarding the length of time required for plan checking these 
types of plans. There were, for example, only eight (8) new single-family dwelling 
building permits. 

 
• Given the manner in which the Information Technology Department provided the 

data in an Excel spreadsheet, it would have been extremely time-consuming to 
document the plan check cycle time by division by type of permit.  

 
However, there was more than sufficient volume of data to develop fact-based 

conclusions regarding plan check cycle time for two types of permits: single-family 

additions and tenant improvements. The conclusions regarding plan check cycle time 

for these two types of permits are presented below. 

• Single-Family Additions. There were 94 single-family cases in 2011 that were 
plan checked, representing approximately 24% of all building permit plan checks 
completed in 2011. The median amount of calendar days required to complete 
the first or initial plan check was 29 calendar days: the average was 34.6 
calendar days. At first quartile it was 20 calendar days and at the third quartile it 
was 43 calendar days. The metric used by the Matrix Consulting Group is 14 
calendar days. The plan check cycle objectives identified by the Building and 
Safety Division for single-family additions is one week or less than 250 square 
feet and not in a hillside district, and two weeks minimum otherwise.  
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An example of the length of time taken to plan check a single-family addition by 
all of the divisions involved is provided in the table below. 
 

Division / Section Start Complete Calendar Days 
Zoning Review 23-Dec-09 21-Jan-10 29 
Building Review 23-Dec-09 20-Jan-10 28 
D & HP Review 23-Dec-09 14-Jan-10 22 
Public Works Review 23-Dec-09 28-Dec-09 5 
Fire Review - Arch 23-Dec-09 24-Dec-09 1 

 
As the table indicates, there are a number divisions / sections that appear to 
contribute to the length of time required for plan checking single-family additions 
exceeding the metric. 
 

• Tenant Improvements. There were 84 tenant improvement cases in 2011 that 
were plan checked, representing approximately 21% of all building permit plan 
checks completed in 2011. The median amount of calendar days required to 
complete the first or initial plan check was 34 calendar days: the average was 
35.9 calendar days. At first quartile it was 20 calendar days and at the third 
quartile it was 42 calendar days. The metric used by the Matrix Consulting Group 
is 14 calendar days. The plan check cycle objectives identified by the Building 
and Safety Division for tenant improvements – office and retail – is same day 
(unless subject to special consideration e.g., design review), and for tenant 
improvements – food services – is two-week minimum. 

 
An example of the length of time taken to plan check a tenant improvement by all 
of the divisions involved is provided in the table below. 
 

Division / Section Start Complete Calendar Days 
Building Review 5-Apr-11 9-May-11 34 
Fire Review - Arch 5-Apr-11 28-Apr-11 23 
D & HP Review 5-Apr-11 18-Apr-11 13 
Zoning Review 5-Apr-11 18-Apr-11 13 
Public Works Review 5-Apr-11 8-Apr-11 3 

 
As the table indicates, there are a number divisions / sections that appear to 
contribute to the length of time required for plan checking tenant improvements 
exceeding the metric. 
 
There are a number of conclusions that should be drawn from this data, as noted 

below. 

• The workflow is more complex than necessary. Why is it necessary for two 
different Planners – one in Design and Historic Preservation and another in 
Zoning – to plan check these building permit plans? Why is it necessary for the 
Fire Prevention Bureau to plan check single-family additions (excluding fire 
sprinkler systems) and tenant improvements (except for fire alarms, fire 
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sprinklers, and alternative and hood extinguishing systems)? Plans Examiners in 
the Building and Safety Division can be trained to plan check egress, ingress, fire 
resistive construction, etc. Why is it necessary for Public Works – Engineering to 
plan check single-family additions and tenant improvements? If there are 
easements or right-of-way infrastructure requirements, the Plans Examiners in 
the Building and Safety Division can be trained to plan check for these 
requirements. 

 
• There appears to be a lack of coordination for the entirety of the building 

permit plan check process across all departments / divisions / sections. 
The Building and Safety Division should assume responsibility for the 
management of the building permit plan check process to assure the review by 
all disciplines e.g., Fire, Planning, Engineering, Water and Power, etc. is timely, 
predictable, and coordinated, and that plans are checked in accordance with 
cycle time goals. This will require that the Building Official, or one of his staff, 
assume responsibility for managing this process. This would include the 
following: 

 
– A case management system to manage the length of calendar time 

required for building permit plan checks utilizing an automated permit 
information system; 

 
– Cycle time targets for plan checking that applies to all departments / 

divisions / sections involved in the plan check process (the existing cycle 
time targets are too lengthy); 

 
– Reporting actual processing time on an ongoing basis in comparison to 

cycle time targets; and 
 
– Allocating the authority to the Building Official in regards to other 

departments / divisions / sections to resolve delays in completion of plan 
checks by these departments / divisions / sections. 

 
This would require a specific citywide written policy assigning this responsibility 
to the Building Official. It will also require an automated permitting information 
system capable of supporting this role: Tidemark is not the answer. 

 
• The extent of building permit plans that are plan checked over-the-counter 

appears to be more limited than appropriate. Smaller tenant improvements 
appear to be going through behind-the-counter plan check: this excludes tenant 
improvements that require the review of the Environmental Health Division. It 
includes single-family remodels. This issue was previously addressed in the 
chapter regarding the Permit Center. 

 
• The existing cycle time goals for building permit plan checking appear too 

lengthy in some instances. This includes single-family additions and tenant 
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improvements. The cycle time objectives should not use the word “minimum”, but 
should rather be specific. 

 
Each of these challenges should be addressed, as recommended in the sections that 

follow. 

10. THE RESPONSIBILITY FOR CASE MANAGEMENT OF BUILDING PERMIT 
PLAN CHECKING ON A CITYWIDE BASIS SHOULD BE ASSIGNED TO THE 
CHIEF BUILDING OFFICIAL. 

 
The Building and Safety Division should be empowered to manage the plan 

check of building permits – on a citywide basis - to assure the review by all disciplines – 

Fire, Planning, Engineering, Water and Power, etc. – is timely, predictable, and 

coordinated, and that the application is plan checked in accordance with cycle time 

metrics. The case manager should be empowered as the team leader of a multi-

discipline team comprised of staff from Planning, Building and Safety, Engineering, Fire, 

Water and Power, etc. 

The case manager – the Chief Building Official or his / her designees (the Plans 

Examiners and Senior Plans Examiners in the Building and Safety Division) – should be 

empowered as a team leader of a multi-discipline review team. This feature is a critical 

to the effective management of the City’s building permit process. The Plans Examiners 

and Senior Plans Examiners in the Building and Safety Division should make the City's 

building permit process seamless to the customer. The Plans Examiners and Senior 

Plans Examiners would manage the building permit plan check by the various 

disciplines, set processing deadlines for the review of the application by this multi-

disciplinary team (based upon formally adopted guidelines adopted by the City), and 

hold the multi-disciplinary team accountable for meeting those processing deadlines. 

Using the automated permit information system, the Plans Examiners and Senior Plans 
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Examiners would develop these processing deadlines and share the tentative schedule 

with the applicant. 

The Plans Examiners and Senior Plans Examiners would not be an advocate for 

a building permit application, but someone the applicant can always contact in the City 

to find out the progress of plan checking of their building permit plans, to ensure 

disputes regarding codes and regulations are settled, and to keep their project on a 

predictable review schedule. 

And, up-front in the building permit plan check, the Plans Examiners and Senior 

Plans Examiners should give the applicant a road map of all the reviews the application 

will need.  

More specifics regarding the role of the Plans Examiners and Senior Plans 

Examiners are presented in the paragraphs below. 

(1) The Plans Examiners and Senior Plans Examiners Are There to Ensure 
Reviews of Building Permit Plans Are Timely, That the Plan Check Process 
Is Predictable and That the Application Gets to a Decision Point in 
Accordance with Formally Adopted Cycle Time Guidelines.  

 
The Plans Examiners and Senior Plans Examiners should accomplish this by 

developing – and monitoring – a schedule for both staff reviews and the applicant. 

(2) The Plans Examiners and Senior Plans Examiners Would Serve as the 
Applicant’s Single Point of Contact.  

 
The applicant should be able to call the Plans Examiners and Senior Plans 

Examiners at any time. The applicant should still be able to call any member of the 

building permit plan check team directly – they’ll still have to answer questions 

concerning plan review on specific items such as Uniform Building Code, environmental 

or public improvement requirements – but the Plans Examiners and Senior Plans 
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Examiners should be responsible for managing these reviews and always be there to 

handle complex issues and to pull these comments from the team together. 

(3) The Plans Examiners and Senior Plans Examiners Is Not an Advocate for a 
Building Permit Application, But He or She Will Make Sure That the 
Applicant Gets to a Clear Decision Point on a Timely Basis.  

 
The Plans Examiners and Senior Plans Examiners are not an advocate for an 

application, and cannot design it for the applicant. The Plans Examiners and Senior 

Plans Examiners, however, will make sure the applicant fully understands the City’s 

requirements. 

The Plans Examiners and Senior Plans Examiners should ensure that issues are 

identified early in the process, so the City can suggest ways to modify the applicant’s 

project to achieve a complete application. 

If an issue arises with the review of the building permit application with which the 

applicant doesn’t agree, the Plans Examiners and Senior Plans Examiners are the 

applicant’s contact to get the issue resolved. The Plans Examiners and Senior Plans 

Examiners should take the applicant’s concerns up to the appropriate staff level, up to 

and including the Chief Building Official.  

The Plans Examiners and Senior Plans Examiners are there to ensure the 

building permit plan check process proceeds in a timely and predictable fashion. The 

Plans Examiners and Senior Plans Examiners should not be expected to always give 

the applicant the answer the applicant wants – the City’s codes and regulations don’t 

allow everything. So, the answer may be “no, you can’t build that, but, we will give you 

an option as to what you can build.” 
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(4) The Applicant Should Be Informed Regarding the Name of the Assigned 
Plans Examiners and Senior Plans Examiners within Five Working Days of 
Submittal of the Building Permit Plans.  

 
The applicant should be informed of the name of the Plans Examiners and 

Senior Plans Examiners no later than five working days after the submittal of their 

building permit plans.  

 (5) The Plans Examiners and Senior Plans Examiners Should Be Responsible 
for Complete and Timely Communication Among the Multi-Disciplinary 
Team.  

 
Each member of the multi-disciplinary team, from Planning to Engineering to 

Fire, will still be there. The Plans Examiners and Senior Plans Examiners make sure 

communication occurs on the multi-disciplinary team, a schedule is set and complex 

issues are resolved, such as when code issues conflict. 

The Plans Examiners and Senior Plans Examiners should lead any discussions 

that focus on resolving conflicting conditions of approval or competing code 

requirements. His or her job is to keep the plan check of the building permit application 

coordinated and predictable.  

(6) The Role of the Plans Examiners and Senior Plans Examiners Should Be 
Clarified in a Written Policy. 

 
The responsibility and the authority of the Plans Examiners and Senior Plans 

Examiners in managing the building permit plan check process should be clearly spelled 

out in a written policy developed by the Building and Safety Division and approved by 

the City Manager’s Office. The responsibility and authority, in addition to that previously 

identified, should include: 

• Coordinate the pre-application meetings and review as appropriate; 
 
• For complex applications, intake of the permit application and materials; 
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• Coordinate the determination of application completeness for all of the City’s 

requirements; 
 
• Coordinate the collection and integration of comments from other divisions and 

departments; 
 
• Resolving inter-division or inter-departmental problems such as conflicting 

conditions; 
 
• Assuring that the conditions of approval suggested by other divisions or 

departments are reasonable; 
 
• Coordinating applicant input and comments; 
 
• Working with the applicant to resolve problems and revise the project as 

appropriate; 
 
• Changing from a regulator and collector of other’s opinions to a problem solver 

that is focused on how to get the plan check done according to cycle time 
guidelines with conditions of approval that are fair and practical; 

 
• Functioning as an advocate for the process (maintaining timelines and seeing 

that they are met); 
 
• Promptly reviewing and issuing notifications of omissions or problems with the 

project; 
 
• Making presentations at public meetings; 
 
• Coordinating with key decision makers; and 
 
• Signing the staff reports; and following up on enforcement of conditions. 
 

In summary, the Plans Examiners and Senior Plans Examiners should be a team 

leader for a multi-disciplinary team responsible for keeping the review of a building 

permit plans on track, making sure issues involving conflicting code or regulatory issues 

are resolved, charting a clear course for the applicant through the review process, and 

making sure issues regarding the plan are identified early in the review process.  
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(7) The Plans Examiners and Senior Plans Examiners Should Be Given both 
the Authority and the Responsibility to Work With other Divisions / 
Departments to Resolve Delays in Plan Checking Building Permit Plans. 

 
This authority of the Plans Examiners and Senior Plans Examiners to resolve 

delays in plan checking building permit plans should include the following elements:  

• Scheduling of the plan check of building permit plans by the various 
organizational units.  

 
• Identification of the timing and priorities for plan checking of building permit plans 

by the various organizational units involved in commenting and analyzing the 
plans.  

 
• Monitoring the timely plan check of building permit plans and contacting the 

managers or supervisors of these units to prompt the completion of the plan 
check if the guidelines for completion are exceeded. 

 
This authority and responsibility should be clearly spelled out to other 

organizational units involved in processing building permit plans by a formal written 

policy.  

Recommendation #139: The Building and Safety Division should develop and 
install a case management system for the building permit plan check process. 
 
Recommendation #140: The responsibility and the authority of the Plans 
Examiners and Senior Plans Examiners in managing the building permit plan 
check process on a citywide basis should be clearly spelled out in a written 
policy developed by the Building and Safety Division and approved by the City 
Manager’s Office.  
 
Recommendation #141: The Plans Examiners and Senior Plans Examiners should 
be a team leader for a multi-disciplinary team responsible for keeping the review 
of a building permit plans on track, making sure issues involving conflicting code 
or regulatory issues are resolved, charting a clear course for the applicant 
through the review process, and making sure issues regarding the plan are 
identified early in the review process. 
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(8) The Case Manager in the Building and Safety Division Should Hold Other 
Divisions / Departments Accountable for Fully Participating in the Plan 
Check Process. 

 
There were a number of comments in the focus groups regarding departments 

that would impose new requirements on permit applicants, even during construction. 

These comments were focused on the Fire Department and the Water and Power 

Department. Even though these two departments play a relatively lesser role in the 

development review process, focus group participants stated that these two 

departments add unnecessary delay and uncertainty. Examples of the comments 

received regarding these two departments are presented below. 

• The Water and Power Department does not display a sense of urgency in 
responding to inquiries and granting approvals. Some felt that the Department 
‘retaliates’ if complaints are made to elected officials. Some also indicated that 
the Water and Power Department imposes new requirements during the 
construction process, in one instance, two or three days before the business was 
scheduled to open. 

 
• “The Fire Department frequently imposes requirements in the full building permit 

plan check that it did not state would be required in Pre-Development Plan 
Review.” 

 
• “Participants indicated that the Fire Department frequently requires 

improvements during inspection (e.g., fire sprinklers) that were not required in 
plans originally approved by the department.” 

 
• “Fire Department field tests are often scheduled on weekends, requiring overtime 

for subcontractors. “Fire prevention won't conduct inspections prior to 8 AM. Try 
to conduct fire alarm inspections prior to 8 AM to minimize the amount of 
disturbance for tenants.” 

 
The imposition of these requirements, after these two departments have had the full 

opportunity to participate in the development review process end-to-end – through the 

zoning permit and the building permit – should be considered unacceptable behavior 

and an unacceptable work practice. 
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The case manager in the Building and Safety Division should be held 

accountable for ensuring the full and meaningful participation by the Fire Department 

and the Water and Power Department in the building permit plan check process. If the 

Fire Department and the Water and Power Department do not fully and meaningfully 

participate, then the case manager should notify their departmental management 

regarding this problem. The Fire Department and the Water and Power Department 

should be held accountable; so should the case manager in the Building and Safety 

Division for managing the process to ensure fair, predictable treatment of the permit 

applicant. 

This role will need to be clarified in a written policy and procedure issued by the 

Office of the City Manager. 

Recommendation #142: The case manager in the Building and Safety Division 
should be held accountable for ensuring the full and meaningful participation by 
the Fire Department and the Water and Power Department in the building permit 
plan check process. 
 
Recommendation #143: If the Fire Department and the Water and Power 
Department do not fully and meaningfully participate in the building permit plan 
check process, then the case manager should notify their departmental 
management regarding this problem. If the problem continues, the Office of the 
City Manager should be notified. 
 
Recommendation #144: The role of the case manager in the Building and Safety 
Division in holding the Water and Power Department and the Fire Department 
fully and meaningfully participating by in the zoning process beginning with the 
pre-application process (boilerplate responses should be unacceptable) through 
the zoning permit application process (e.g., conditional use permit) should be 
clarified in a written policy and procedure issued by the Office of the City 
Manager. 
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11. THE BUILDING AND SAFETY DIVISION SHOULD SET FORMAL WRITTEN 
BUILDING PERMIT PLAN CHECK CYCLE TIME METRICS. 

 
As noted previously, the existing cycle time metrics for building permit plan 

checking appear too lengthy in some instances. This includes single-family additions 

and tenant improvements. The cycle time objectives should not use the word 

“minimum”, but should rather be specific. 

The exhibit on the following page presents the cycle time metrics recommended 

by the Matrix Consulting Group. 

The Building and Safety Division should review these cycle time metrics, revise 

them as necessary, and utilize these metrics to manage the amount of workdays 

required for plan checking building permit plans by every division / department involved 

in the plan check process. The Division should use these metrics to manage the plan 

check process as noted below. 

• The metrics should identify those organizations that should be routed building 
permit plans.  

 
• These metrics should be established as a joint effort by each of these units.  

Ultimately, however, the Chief Building Official needs to review these metrics to 
determine whether processing targets are not unacceptably long.  

 
• The metrics need to be differentiated according to the type of plan being 

processed and its complexity. The target for processing a plan for a residential 
interior remodel should be different than that of a custom single-family residence.  
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Exhibit 27 (1) 
 

Building Permit Plan Check Cycle Time Metrics 
 

Workflow Process #1 Workflow Process #2 Workflow Process #3 Workflow Process #4 
Plan Check – Over-the-Counter Plan Check – Over-the-Counter Plan Check – Over-the-Counter Plan Check  - 3 Workdays 
Electrical Lights  (SFD) BU Foundations (SFD) BU  Chimney Liners BU  Balcony BU PL   
Electrical Receptacles  
(SFD) 

BU Grading BU EN Decks BU PL Demolitions BU PL   

Elec. Service Upgrade SFD BU Kitchen Remodel (SFD) BU  Fences – No Calculations BU PL Electrical Comm./Ind.  BU  W & P 
Gas Line Repair  (SFD) BU New Gas Appliances   

(SFD) 
BU  Fire Repair   (SFD) BU * HVAC Commercial – 

No Calcs. 
BU PL W & P 

HVAC Replacements (SFD) BU New Windows / Skylights  
(SFD) 

BU  Furnace-Attic or Roof 
(SFD) 

BU  HVAC Industrial – No 
Calcs. 

BU PL W & P 

Lawn Sprinklers BU Portable Spas BU  Patio Covers / Arbors    
(SFD) 

BU PL Industrial Machines – 
No Calcs. 

BU  W & P 

Masonry Chimney Repair BU Reroof-Tile / Built-up BU  Pole Lights BU *     
New AC (SFD) BU Solar Systems BU  Signs – No Calcs, Under 

6’ 
BU PL     

Options-Single Family 
Tracts 

BU    Sump Pump BU      

Repairs  (SFD) BU    Minor Tenant 
Improvements 

BU      

Reroof-Composition BU    Minor Single Family 
Remodels and Additions 

BU      

Sewer Line Replacement  
(SFD) 

BU    Garage Conversions BU      

T-Pole BU    Pool – Spa   (SFD)  BU EN     
Water Heater Replacement BU           
Water Piping Replacement BU           
Window Replacement  
(SFD) 

BU           
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Exhibit 27 (2) 
 

Workflow Process #5 Workflow Process #6 
Plan Check  - 5 Workdays Plan Check  - 10 Workdays 

Accessory Building – Detached BU PL    Above Ground Tanks – Compressed Air  BU PL    W & P 
Accessible Ramps BU PL    Canopies  BU PL EN FI   
Commercial Pools BU PL EN  W & P  Demising Wall  (no tenants, no FI)  BU   FI   
Commercial Kitchen Hoods BU PL  FI W & P Gasoline Dispensers  BU PL  FI   
Fences w/Calcs. BU PL    Spray Booths  BU PL  FI   
Flag Pole BU PL    Racking  BU     FI   
Garage – Detached  (SFD) BU PL    Seismic Upgrades – URM  BU PL     
Patio Enclosure  (SFD) BU PL    Above Ground Tanks, Generator (Natural Gas) & 

Bridge Crane System 
BU PL EN FI  W & P 

Parking Lot Expansion BU PL EN FI  HVAC Comm / Ind. – w/Calculations BU PL   PD  
Retaining Wall  w/Calculations BU PL    Industrial Machines – w/Calculations  BU PL    W & P 
      Partitions  BU   FI   
      Major Tenant Improvements BU   FI PD  
      Major Single Family Remodels and Additions BU      

 
Workflow Process #7 Workflow Process #8 

Plan Check  - 15 Workdays Plan Check  - 20 Workdays 
Hazardous Uses BU PL EN FI W & P PD Commercial Shell  BU PL EN FI PD W & P 

Underground Tanks - any       Commercial Shell / TI  BU PL EN FI PD W & P 
Piping       Industrial Shell  BU PL EN FI PD W & P 
Generators (diesel, propane)       Industrial Shell / TI  BU PL EN FI PD W & P 
Clean Rooms       Hotel/Motel  BU PL EN FI PD W & P 
Process Gas Systems       Apartments  > 2 units  BU PL EN FI PD W & P 
Above Ground Tanks (Gasoline, 
Diesel, Corrosives 

             

Hazardous Use Machines              
Addition – Comm / Ind.  BU PL EN  FI W & P         
Grading – Commercial/Industrial  BU PL EN  W & P         
Grading & Underground Utilities  BU PL EN FI W & P         
Site Work–Grading/Underground  BU PL EN FI W & P         
Grading – Roadways/Parking Lots BU PL EN FI          
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• The metrics should be differentiated according to whether the plan check is the 

first review, or a recheck of a revised plan. A recheck should be one-half of the 
cycle time for the initial plan check. 

 
• The metrics should be designed to enable the Plans Examiners and Senior Plans 

Examiners to hold each division / department involved in the building permit plan 
checking process accountable for the length of time the unit takes to review and 
approve plans.  

 
• The building permit plan check cycle time metrics should be published to the 

Division’s web page, and the Division should utilize the automated permit 
information system to report its progress in meeting these metrics on a monthly 
basis, publishing the results to its web page.  

 
The attainment of these metrics is dependent upon streamlining a number of the 

existing processes, the effective use of the automated permit information system, the 

effective and expanded use of over-the-counter plan checking by the Permit Center, etc. 

Recommendation #145: The Building and Safety Division should set formal 
written building permit plan check cycle time metrics. 
 
Recommendation #146: The building permit plan check cycle time metrics should 
identify those organizations that should be routed building permit plans. 
 
Recommendation #147: The building permit plan check cycle time metrics should 
be established as a joint effort by the divisions / departments involved in the 
building permit plan check process. Ultimately, however, the Chief Building 
Official needs to review these metrics to determine whether processing targets 
are not unacceptably long. 
 
Recommendation #148: The building permit plan check cycle time metrics need 
to be differentiated according to the type of plan being processed and its 
complexity. 
 
Recommendation #149: The building permit plan check cycle time metrics should 
be differentiated according to whether the plan check is the first review, or a 
recheck of a revised plan. A recheck should be one-half of the cycle time for the 
initial plan check. 
 
Recommendation #150: The building permit plan check cycle time metrics should 
be designed to enable the Plans Examiners and Senior Plans Examiners to hold 
each division / department involved in the building permit plan checking process 
accountable for the length of time the unit takes to review and approve plans. 
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Recommendation #151: The building permit plan check cycle time metrics should 
be published to the Division’s web page, and the Division should utilize the 
automated permit information system to report its progress in meeting these 
metrics on a monthly basis, publishing the results to its web page. 
 
12. THE NUMBER OF DIVISIONS / DEPARTMENTS INVOLVED IN PLAN 

CHECKING BUILDING PERMIT PLANS SHOULD BE REDUCED. 
 

As noted earlier in this chapter, the building permit plan check workflow is more 

complex than necessary. Building permit plans, when accepted for plan check, are 

being routed to too many divisions / departments for plan checking.  

Other local governments have reduced the number of building permit plans that 

are routed to divisions / departments other than the Building and Safety Division by 

expanding the scope of responsibility of the plans examining staff in the Building and 

Safety Division to include, for example, zoning clearance. This eliminates the need for 

building permit plan checking of simpler building permit plans by the Planning Division. 

The Building and Safety Division should take steps to reduce the number of 

divisions / departments that plan check building permit plans. The Matrix Consulting 

Group recommends the Division review the routing of building permit plans to assess if 

all divisions / departments need to review these plans. A possible routing is presented in 

the table below. 

Type of Plan 

Proposed Routing 
Building 
& Safety Planning 

Fire 
Prevention Engineering 

Water & 
Power 

Env. 
Health Police 

Single Family 
Interior Alteration  

X       

Single Family 
Addition  

X       

New Multi-Family X X X X X 1 X 
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Type of Plan 

Proposed Routing 
Building 
& Safety Planning 

Fire 
Prevention Engineering 

Water & 
Power 

Env. 
Health Police 

Minor Tenant 
Improvement 
(<3,000 square 
feet) 

X     2  

Major Tenant 
Improvement 

X  X   2 X 

Commercial 
Addition 

X X 3 X X   

New Commercial 
Shell / Tenant 
Improvement 

X X X X X  X 

 
1 Environmental Health would receive a set of building permit plans only if a pool was proposed for 

construction 
2 Environmental Health would receive a set of building permit plans only if a restaurant was proposed 

for construction 
3 Fire Marshal’s Office would only receive a set of plans if the addition proposed amounted to more 

than 3,000 square feet. The office would continue to receive fire sprinkler / alarm plans 
 

The Matrix Consulting Group believes the routing of building permit plans can be 

reduced, particularly for the smaller construction projects. The Chief Building Official 

should develop a proposal for review of the Planning Director and the affected divisions 

/ departments. This should consider the routing proposed in the table above. 

With the use of the automated permit information system and GIS, the 

responsibility for zoning clearance should be reassigned to the Building and Safety 

Division for minor tenant improvements, single-family alterations, and single-family 

additions. The automated permit information system and GIS should enable the plan 

checking staff of Building and Safety Division to determine the zoning of the property. 

This would enable the staff of the Division to determine the development standards 

(e.g., setbacks) for building permit applications. This transition should not occur until 

Division plan checking staff has been trained in the use of the system, and Division plan 

checking staff has been trained in applying the development standards. 
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Recommendation #152: The Building and Safety Division should reduce the 
number of divisions and departments that are routed building permit plans. 
Single-family interior alterations and single-family additions should only be plan 
checked by the Building and Safety Division. Minor tenant improvements should 
only be plan checked by the Building and Safety Division unless a restaurant / 
food service is involved. In that instance, the building permit plans should be 
routed to the Environmental Health Division. 
 
Recommendation #153: The Chief Building Official should develop a proposal for 
the consideration of the Planning Director to reduce the number of divisions and 
departments that are routed building permit plans. 
 
13. THE BUILDING AND SAFETY DIVISION SHOULD TAKE A NUMBER OF 

STEPS TO REDUCE THE EXTENT OF BUILDING PERMIT PLAN 
RECHECKING. 

 
Rechecking building permit plans is the bane of existence for the building permit 

applicant and for the divisions / departments involved in the building permit plan check 

process. The Building and Safety Division should take a number of steps to enable and 

encourage applicants to get it right the first time. These steps are presented below. 

(1) The Plans Examiner and Senior Plans Examiner for the Building and Safety 
Division Should Meet With The Applicant for Major Construction Projects 
To Discuss Issues That Have Been Found During The Initial Review Of The 
Building Permit Plans. 

 
Applicants for building permit plans for major construction projects, or their 

representative, should be invited to meet with the Plans Examiner or the Senior Plans 

Examiner and other necessary staff to discuss their building permit plans if it has 

significant problems in terms of meeting codes. The Plans Examiners or the Senior 

Plans Examiners would inform the applicant face-to-face about basic problems, if any, 

with the building permit plan application, basic conditions that might be imposed, and 

timing for processing of the application. The meeting would allow the applicant to meet 

staff members that are working on the building permit plans, and discuss the problems 
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found in the initial plan check, and what steps must be taken to correct the construction 

drawings.. 

This should be utilized for major construction projects and building permit plans 

that have significant problems meeting code requirements.  

Recommendation #154: The Plans Examiners or the Senior Plans Examiners in 
the Building and Safety Division should meet with the applicant to discuss issues 
that have been found during the initial review of the building permit plans. This 
should be utilized for major construction projects and building permit plans that 
have significant problems meeting code requirements. 
 
(2) The Building and Safety Division Should Provide Training To Consulting 

Architects, Engineers And Developers Regarding Its Building Permit 
Submittal Requirements. 

 
The Building and Safety Division should be proactive and periodically meet with 

consulting architects, engineers and with developers that frequently prepare building 

permit plan applications for submittal to the City and discuss building permit plan check 

submittal requirements.  

As part of this training, the staff should identify for consulting architects, and 

engineers and with developers the most common plan check factors that delay projects. 

The training of the consulting architects, engineers and developers should be 

viewed as an ongoing responsibility, almost like preventive medicine. The intent is to 

prevent a recurring pattern of incomplete submittals. 

It is in the City’s best interests to educate consulting architects, and engineers 

and developers, make them aware of how the City interprets building codes, provide 

them with examples of acceptable work, and otherwise help them navigate the process. 

Recommendation #155: The Building and Safety Division should provide ongoing 
training to consulting architects, engineers and developers regarding its building 
permit plan check submittal requirements. 
 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group Page 297 

(3) The Building And Safety Division Should Publish a Plan Check Correction 
Comment Library on its Website. 

 
The Building and Safety Division currently compiles corrections made to building 

plan checks made by the various reviewing divisions and departments in the City. 

These corrections should be analyzed, with the most common comments for each 

construction type posted on the Division’s website. Examples of these corrections could 

include the following. 

Fire protection Mechanical, electrical, plumbing 
Room sizes, lighting, ventilation Noise insulation 

Exists, stairways, railings Energy conservation 
Roofing Foundation requirements 
Masonry Framing 
Garages Plot plans 

Elevations Floor plans 
 

The posting of the correction library will provide guidance to consulting architects, 

and engineers and developers in understanding the requirements for construction in 

Pasadena, and should include the corrections of all divisions and departments involved 

in the review process in the City. 

Recommendation #156: The Building and Safety Division should publish common 
plan check corrections on the Division’s website to provide guidance to 
consulting architects, and engineers and developers in the construction 
requirements in Pasadena. 
 
(4) The Building and Safety Division Should Utilize an “Approved As Noted” 

Approach to Approval of Building Permit Plans. 
 

The Building and Safety Division should utilize “Approved as Noted” by Plans 

Examiners and Senior Plans Examiners to move projects through the plan review 

process. The Plans Examiners and Senior Plans Examiners should utilize “Approved as 

Noted” items for minor code issues that may be marked up so the plan review may be 

approved.  
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“Approved as Noted” would give the Plans Examiners and Senior Plans 

Examiners the ability to mark up minor items on construction drawings.  Items should 

fall into the following criteria:  

• Mark up of the “Approved as Noted” items on the sets of plans should take 20 
minutes or less; 

 
• Must be a minor simple stand-alone item, not part of a large assembly (example: 

exit sign vs. rated wall); 
 
• Must be easily verifiable in the field, not covered up on the finish; 
 
• Should be easily correctable in the field if missed (example: changing a door 

swing); 
 
• The Building and Safety Division should indicate that it is ok to proceed the 

“Approved as Noted” items, but the consulting architect / engineer should have 
the authority to decline the “Approved as Noted”; and 

 
• Examples of building code only items that could benefit from “Approved as Noted” 

are presented below. 
 

– Tempered glass required 
 
– Lever locks required 
 
– Revising a door swing 
 
– Horn strobes missing  
 
– Adjustment of detail dimensions (handrail heights, etc.)  
 
– Exit Signs  
 
– Accessibility Clearance  
 
– Vertical grab bar – 18”  
 
– Mislabeled doors (fire rating identification)  
 
– Adding an exit light (need clarification on number of lights that can be 

added)  
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– Finishes (wall, ceiling, floor, finishes min. requirement, flame spread-
smoke development)  

 
The Building and Safety Division should use “Approved as Noted” as a tool to 

expedite plan reviews with few comments. It should be used not just by the Division, but 

also by all of the other divisions and departments involved in building permit plan 

checking. The Fire Prevention Bureau, for example, could use “Approved as Noted: for 

the following types of corrections: 

• Mislabeled doors  
 
• Adding an exit light (need clarification on number of lights that can be added)  
 
• Clarification of material details  
 
• Manual pull stations  
 
• Fire dampers  
 
• Fire hydrant specifications  
 
• Missing sprinkler heads  
 
• Additional Fire strobe  
 
• Tamper switches  
 
• Revising a door swing  
 
• Fire department connection specifications  
 
• Exit Signs  
 
Recommendation #157: The Building and Safety Division and all of the divisions / 
departments involved in the building permit plan check process should utilize an 
“approved as noted” approach to approval of building permit plans for minor 
code issues that may be marked up so the plan review may be approved. 
 
Recommendation #158: The Chief Building Official, in consultation with the other 
divisions / departments involved in the building permit plan check process, 
should develop a written policy and procedure for the use of “Approved as 
Noted” for building permit plan checking. This policy and procedure should be 
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published to the Division’s web page and an “Approved as Noted” guide 
developed for consulting architects and engineers that prepare and submit 
building permit plans.  
 
(5) The Building and Safety Division Should Use an Interactive Building Permit 

Plan Check Process. 
 

The intention is for “Interactive Review” to reduce the number of review cycles 

needed during the first review cycle. The expectation is this communication will clarify 

questions and allow a response to correct the code issue(s) at hand. Utilization of 

“Interactive Review” will reduce the overall time to obtain an approved set of drawings. 

The use of the “Interactive Review” will apply to projects that typically take 1 to 8 

hours of review. The initial review is suspended while the Plans Examiners and Senior 

Plans Examiners contacts the architect / engineer with questions regarding the review. 

The architect / engineer should be allowed two (2) days to respond to the request for 

additional information. This information can be in the form of fax, email, PDF, bulletin 

drawings, or the architect / engineer coming in to the offices of the Building and Safety 

Division to make redlines on the construction drawings. If the information is not received 

in a timely manner, the review is disapproved and the plans are returned to the architect 

/ engineer.  

This may result in a longer initial review time. However, it will save time in the 

overall review of the project by reducing the number of submittals. 

The criteria that should be used for the “Interactive Review” are presented below. 

• Does the code comment affect only one discipline? If “Yes” continue. 
 
• Can the code comment be handled by a note on the plans? If “Yes” Continue. 
 
• Can the code comment be addressed by Email, PDF, Bulletin Drawing, or Letter? 

If “Yes” Continue. 
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• Will the code comment cause the Field Inspector to perform additional tasks for 
the project? If “no”, continue. 

 
• If the change will take longer than 1 uninterrupted hour for the Plans Examiners 

and Senior Plans Examiners to complete the review, it is not eligible for 
Interactive Review. 

 
• If the scope of work expands or changes, the project should no longer qualify for 

“Interactive Review”. 
 
•  Projects that should be ineligible for “Interactive Review include the following: 
 

– Changes that cause a major redesign in the project; 
 
– Major inaccuracies; 
 
– Hazardous occupancies; 
 
– Major Construction Projects; 
 
• Occupancies where the changes affect the kitchen; 
 
• Changes that will increase or decrease loads on systems and affect 

multiple trades 
 
• Changes that will increase or decrease plumbing fixture counts. 

 
If the project meets all of these questions and is not ineligible, it should qualify as an 

“Interactive Review” project. 

Recommendation #159: The Building and Safety Division should utilize an 
“Interactive Review” approach to approval of building permit plans. 
 
Recommendation #160: The Chief Building Official should develop a written 
policy and procedure for the use of the “Interactive Approach” for building permit 
plan checking. This policy and procedure should be published to the Division’s 
web page and an “Interactive Approach” guide developed for consulting 
architects and engineers that prepare and submit building permit plans.  
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(6) The Building and Safety Division Should Provide Incentives to Support 
Architects and Engineers Whose Building Permit Plans Have High Pass 
Rate Within Two Plan Checks. 

 
The Building and Safety Division should develop and deploy incentives to 

architects and engineers that have high pass rates within two plan checks (e.g., 85%). 

The goal of the incentives program is to support architects and engineers that take the 

profession and the plan check process seriously, and have earned high pass rates; 

these architects and engineers should be provided a higher priority ion the plan check 

process. Conversely, those professionals who abuse the plan check process (e.g., plan 

check by “red line”) will move back, until they improve.  In other words, the building 

permit plan check process should not be a “first in-first out” process. Those architects 

and engineers that have earned high pass rates should receive a higher priority in the 

process. 

Other incentives that the Building and Safety Division should utilize for those 

architects and engineers that have earned high pass rates are presented below. 

• A Priority Plan Check should be established that allows architects and engineers 
that have earned high pass rates to be assigned a higher priority during initial 
and subsequent plan checking. In other words, the building permit plan check 
process should not be a “first in-first out” process. 

 
• A Conditional Review Program should be established that allows projects that 

architects and engineers that have earned high pass rates the ability to begin 
work in the field on code compliant areas of the project while noted non-code 
compliant areas will be addressed through subsequent plan checking. This is 
comparable to phased permitting. 

 
• A Collaborative Review Program should be established that allows architects and 

engineers that have earned high pass rates to discuss code related issues with 
the Division’s Plans Examiners and Senior Plans Examiners during the design of 
the project, prior to the initial plan check. The level of formal plan check at the 
conclusion of the design of the project should be directly related to the level of 
"collaboration" performed during the design of the project. 

 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group Page 303 

• Additional building permit plan check fees should be charged for those building 
permit plans require four (4) or more plan checks. 

 
Not all architects and engineers are alike. The Building and Safety Division should 

support architects and engineers that take the profession and the plan check process 

seriously, and have earned high pass rate 

Recommendation #161: The Building and Safety Division should develop and 
deploy a priority plan check process that accords architects and engineers that 
have earned high pass rates to be assigned a higher priority during initial and 
subsequent plan checking. In other words, the building permit plan check 
process should not be a “first in-first out” process. 
 
Recommendation #162: The Building and Safety Division should develop and 
deploy a conditional review program allows projects that architects and 
engineers that have earned high pass rates the ability to begin work in the field 
on code compliant areas of the project while noted non-code compliant areas will 
be addressed through subsequent plan checking. This is comparable to phased 
permitting. 
 
Recommendation #163: The Building and Safety Division should develop and 
deploy a collaborative review program that allows architects and engineers that 
have earned high pass rates to discuss code related issues with the Division’s 
Plans Examiners and Senior Plans Examiners during the design of the project, 
prior to initial plan check. The level of initial plan check at the conclusion of the 
design of the project should be directly related to the level of "collaboration" 
performed during the design of the project. 
 
Recommendation #164: The Building and Safety Division should charge 
additional building permit plan check fees for those building permit plans that 
require four (4) or more plan checks. 
 
Recommendation #165: The Chief Building Official should develop a written 
policy and procedure for the use of the priority plan check process, conditional 
review program, and collaborative review program. This policy and procedure 
should be published to the Division’s web page and a guide developed for 
consulting architects and engineers that prepare and submit building permit 
plans.  
 
Recommendation #166: The Building and Safety Division, as part of the update of 
the City’s user fees, should include provisions that allow the Division to charge 
additional plan check fees for those building permit plans that require four (4) or 
more plan checks. 
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15. THE BUILDING AND SAFETY DIVISION SHOULD DEVELOP A MONTHLY 
REPORTING SYSTEM TO REPORT ACTUAL PLAN CHECK CYCLE TIME IN 
PLAN CHECKING BUILDING PERMIT PLANS AGAINST METRICS.   

 
Once cycle time benchmarks have been developed, monthly reports should be 

developed using the automated permit information system for reporting the actual time 

required to plan check building permit plans versus the targets.  

The information contained in this report would be used for several purposes:  

• To identify where processing delays are occurring, in what step of the process, 
and the division / department responsible; 

 
• To trigger questions regarding the causes of the delays so that corrective action 

can be taken; and 
 
• To provide a more reliable and readily available record on what happened to 

each building permit plan.  

It should be underscored that the scheduling and monitoring system proposed is 

not intended to replace the responsibility and accountability of staff in other division / 

department who actually plan check the building permit plans. This system has been 

designed only to provide important and more accurate, comprehensive and uniform 

information regarding the plan checking of building permit plans and to pinpoint the 

manager that owns the process: the Chief Building Official. Without this information and 

this ownership, it is virtually impossible to control the number of days required for 

processing of these building permit plans. 

A possible monthly report is presented in the first exhibit at the end of this 

chapter.  
 
Recommendation #167: The Building and Safety Division should utilize the 
automated permit information system to assure that the status of each building 
plan is readily visible. 
 
Recommendation #168: The Building and Safety Division should develop a 
monthly reporting system using the automated permit information system to 
report actual performance in processing building permit plans against metrics. 
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16. ALL OF THE PLAN CHECK POSITIONS IN THE BUILDING AND SAFETY 
DIVISION SHOULD BE FILLED. 

 
The Building and Safety Division is authorized four (4) plan check positions as 

noted in the table below. 

Class Title Number of Authorized Positions 
Plan Check Engineer  1  
Plans Examiner  1  
Senior Plans Examiner  2  
TOTAL 4 

 
At the present time, only the Plans Examiner and one of the two Senior Plans Examiner 

positions are filed. 

The building permit plan check workload has increased by 19.4% over the past 

three years as indicated in the table below. As the table notes, workload has increased 

substantially by every type of permit with the exception of temporary use permits. 

Type of Permit 2009 2010 2011 % Increase 
Building Permit 1,077 1,311 1,278 18.7% 
Minor Building 
Permit 

1,290 1,338 1,572 21.9% 

Single Trade 
Permit 

3,933 4,184 4,675 18.9% 

Request for 
Service - 
Information 
Request 

30 39 55 83.3% 

Temporary Use 
Permits 
(Grandstands and 
Temporary 
Structures) 

111 112 111 0.0% 

TOTAL 6,441 6,984 7,691 19.4% 
 
Unfortunately, the Division counts its “Building Permit” workload largely using the term 

“General” versus single family home addition, single-family alteration, tenant 

improvement, etc. As a consequence, it is difficult to document the workload by type of 

permit e.g., single family home addition, single-family alteration, tenant improvement, 
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etc. As a consequence, the Matrix Consulting Group sampled a total of one hundred 

one (101) of the building permits that were classified as “general” to determine their 

makeup. The table below presents the results of that sample. 

Type of Construction Total Number of “General” 
Building Permits 

% of Total “General” Building 
Permits 

New Construction 
Single Family  1 1.0% 
SF Garage 3 3.0% 
Multifamily 0 0.0% 
Commercial / Industrial 1 1.0% 
Miscellaneous (signs, pools, 
etc.) 10 9.9% 
Subtotal 15 14.9% 

Additions 
Single Family 31 30.7% 
SF Garage 0 0.0% 
Multifamily 0 0.0% 
Commercial / Industrial 4 4.0% 
Miscellaneous (signs, pools, 
etc.) 0 0.0% 
Subtotal 35 34.7% 

Remodels 
Single Family 28 27.7% 
Multi-Family 1 1.0% 
Commercial / Industrial 22 21.8% 
Miscellaneous (signs, pools, 
etc.) 0 0.0% 
Subtotal 51 50.5% 

TOTAL 101 100.0% 
 

However, the Matrix Consulting Group utilized permit allocations by type from 

other cities configured to match the total workload in the City of Pasadena. The first 

step, however, to determine staffing requirements was to calculate available hours for 

the Senior Plans Examiners and Plans Examiners. 

The table below presents the annual net available hours for building permit plan 

check staff. The total of 2,080 gross hours available per staff member annually are 
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reduced by accruals and estimates of vacation, holidays, sick leave, administrative 

leave, training, mandated breaks and general office hours (start up and shut down 

time). On average, plan review staff are available approximately 1,454 hours per year. 

Total Annual Hours 2080 
Holidays 88 
Vacation 160 
Sick Leave 80 
Training 80 
Management Leave 40 
Meetings 48 
Breaks 130 
Sub-Total 626 
Net Available Hours 1,454 
 

Given net staff hours at 1,454 available per year, plan review volumes in 2011, 

and average hours required to perform each type of plan review, the Matrix Consulting 

Group developed an estimate of number of plan check needed given the existing 

workload. The estimate is presented in the second exhibit following this page (exhibit 

26). 

Based upon the sample, a total of four (4) Plans Examiners and Senior Plans 

Examiners will be required. This excludes any requirements for staffing of the Permit 

Center by Plans Examiners and Senior Plans Examiners. As recommended previously, 

the Matrix Consulting Group recommends that the Planning and Community 

Development Department utilize Permit Technicians, with training, for plan checking of 

miscellaneous permits, much of the single-family additions (non-structural), simple 

tenant improvements, and the like. 

Recommendation #169: The two (2) vacant positions assigned to the Building and 
Safety Division – the Plan Check Engineer and the Senior Plans Examiner, should 
be filled immediately. 
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Exhibit 28 (1) 
 

Proposed Monthly Plan Check Report 
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Exhibit 28 (2) 
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Exhibit 28 (3) 
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Exhibit 28 (4) 
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Exhibit 29 
 

Plan Check Staffing Requirements 
 

New Construction 

Total Number 
of “General” 

Building 
Permits in 

Sample 

% of Total 
“General” 
Building 

Permits in 
Sample 

Allocation 
of All 

“General” 
Building 
Permits 

Staff 
Hours Per 

Plan 
Check 

Total 
Staff 

Hours 
Single Family  1 1.0%  12.65   11.0   139.19  
SF Garage 3 3.0%  37.96   4.0   151.84  
Multifamily 0 0.0%  -     -   -    
Commercial / Industrial 1 1.0%  12.65   25.0   316.34  
Miscellaneous (signs, 
pools, etc.) 10 9.9%  126.53   3.0   379.60  
Subtotal 15 14.9%  189.80  

 
 986.97  

Additions      
Single Family 31 30.7%  392.26   4.0   1,569.03  
SF Garage 0 0.0%  -     -   -    
Multifamily 0 0.0%  -     -   -    
Commercial / Industrial 4 4.0%  50.61   12.0   607.37  
Miscellaneous (signs, 
pools, etc.) 0 0.0%  -     -   -    
Subtotal 35 34.7%  442.87  

 
 2,176.40  

Remodels      
Single Family 28 27.7%  354.30   1.5   531.45  
Multi-Family 1 1.0%  12.65   6.0   75.92  
Commercial / Industrial 22 21.8%  278.38   6.0   1,670.26  
Miscellaneous (signs, 
pools, etc.) 0 0.0%  -     -   -    
Subtotal 51 50.5%  645.33    2,277.62  
TOTAL 101 100.0%  1,278.00    5,440.99  
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7. ANALYSIS OF THE CODE COMPLIANCE DIVISION 
 

This chapter presents an analysis of the Code Compliance Division including its 

levels of service, programs, and staffing. 

1. THE CODE COMPLIANCE HAS A NUMBER OF STRENGTHS. 
 

While this chapter focuses primarily on opportunities for improvement, there are 

a number of strengths in the Division. Examples of these strengths are presented in the 

below. 

• Code Compliance Officers are required to complete a 24- hour P.O.S.T. module, 
PC 832 Arrest, Search and Seizure certification within 12 months of employment. 

 
• The Code Compliance Division uses a commercial-off-the-shelf automated 

information system – Tidemark Advantage.  
 
• The Code Compliance Division uses Tidemark to accept complaints and tracks 

actions 
 
• The Code Compliance Division utilizes an administrative enforcement process as 

a first response. 
 
• The Code Compliance Division utilizes administrative citations where a Notice of 

Violation has failed to have any effect. 
 
These strengths provide a sound foundation for the improvement in the Planning 

Division. 

1. THE CODE COMPLIANCE DIVISION ALLOCATES ITS STAFF AMONG 
THREE PRIMARY PROGRAMS. 

 
The Code Compliance Division has three primary work programs as noted below. 

 
• The multi-family rental inspections are performed on a four-year cycle (hence the 

name Quadrennial Inspections).  
 
• The housing inspection of inspections associated with the Occupancy Inspection 

Program (single family homes, duplexes, and condominiums at the time of sale 
or at the time of a change of occupancy), or OIP. 
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• The enforcement of the property maintenance, zoning, housing, and health 
codes in response to complaints and through proactive enforcement. 

 
While there are numerous other programs within the Division (business license 

inspection, mitigation monitoring, home occupation permits, etc.), the three programs 

cited above consume the greatest amount of staff hours within the Division. 

To evaluate workload for all of the programs within the Division, the Matrix 

Consulting Group analyzed workload for a six-month period from March 29, 2011 to 

November 29, 2011. The workload activity points developed by the Division were 

applied to the various types of workload for each of the various types of programs. The 

result of this analysis is presented below. 

• The Occupancy Inspection Program requires approximately 29% of the 
Code Compliance Officer staff hours of the Division. This is equivalent to 
approximately 2.61 Code Compliance Officers. In fiscal year 2011, the Division 
conducted 1,451 OIP inspections and 543 re-inspections. 

 
• The Code Compliance Program requires approximately 37% of the available 

Code Compliance Officer staff hours of the Division. This is equivalent to 
3.33 Code Compliance Officers. In fiscal year 2011, the Division conducted 2,271 
code compliance complaint inspections and 3,009 re-inspections. 

 
• The Quadrennial Inspections Program requires approximately 15% of the 

available Code Compliance Officer staff hours of the Division. This is 
equivalent to 1.35 Code Compliance Officers. The Division conducted 434 
quadrennial inspections and 233 re-inspections in fiscal year 2011. 

 
• The Business License Inspection Program requires approximately 6% of 

the available Code Compliance Officer staff hours of the Division. This is 
equivalent to approximately 0.54 Code Compliance Officers. In fiscal year 2011, 
the Division conducted 664 business license inspections.  

 
The remainder of the staff hours – or 13% - was largely administrative and included 

such activities as meetings, correspondence, telephone conversations, etc. This is 

equivalent to approximately 1.17 Code Compliance Officers. 
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2. THE OCCUPANCY INSPECTION PROGRAM SHOULD BE MODIFIED. 
 

The intent of the Occupancy Inspection Program is to permit the City to inspect 

one and two-family dwellings for compliance with the City's Municipal Code, the Zoning 

Code, and other ordinances of the City relating to health and safety of residents. The 

Pasadena Municipal Code 14.16.030 - Certificate of Occupancy states that no person 

shall occupy, change the use of or sell, exchange, rent, lease or otherwise permit any 

unit that is hereafter vacated by the occupant thereof to be reoccupied until a certificate 

of occupancy or a temporary certificate of occupancy is issued. With respect to single-

family, condo/townhouse and duplexes, such inspection shall occur each time the unit is 

sold, rented, leased or exchanged. 

Over the last three years, the Code Compliance Division has conducted 

approximately 2,000 occupancy inspections on an annual basis (see the table below). 

 
  2009 2010 2011 
Occupancy Inspections: 1,496 1,482 1,451 
Occupancy Re-
inspections 525 406 434 

TOTAL 2,021 1,888 1,885 
 
Approximately 30% to 35% of the original inspections require re-inspections. These 

occur for what are defined as “major” violations. 

To document the results of the Occupancy Inspections Program, the Matrix 

Consulting Group accessed Tidemark Advantage to review and document the 

inspections conducted in January 2012. Each inspection was reviewed in Tidemark 

Advantage, and the inspection reports accessed in Tidemark Advantage to determine 

the types of violations identified. For example, if a major violation was identified in the 

results of the inspection in Tidemark Advantage, the inspection report itself was 
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accessed to determine the types of violations identified that resulted in the major 

violation. 

The exhibit at the back of this memorandum presents the results of these 

inspections. Important points to note regarding the exhibit are presented below. 

• A total of 97 occupancy inspection permits are documented in the exhibit. This is 
equivalent to approximately 6.7% of the annual total for 2011. 

 
• A total of 35 of the permits, upon inspection, were found to have “no active 

violations”. This is equivalent to 36% of the total. 
 
• A total of 32 of the permits, upon inspection, were found to have “minor 

violations”. This is equivalent to 33% of the total. 
 
• A total of 30 of the permits, upon inspection, were found to have “major 

violations”. This is equivalent to 31% of the total. 
 
• The staff of Code Compliance Minor violations do not, typically, re-inspect minor 

violations. 
 
• Minor violations typically consisted of missing smoke and carbon dioxide 

detection devices, inoperable or missing GFCI’s, etc. 
 
• Major violations typically consisted of building remodeling or additions without 

building permits. Twenty-eight (28) of these thirty (30) cases (93%) with “major 
violations were largely about remodeling or additions without building permits. 

 
There are a number of alternatives to the existing Occupancy Inspection 

Program. These alternatives are presented below. 

• Abolish the Occupancy Inspection Program. Other peer cities do not have 
comparable programs. 

 
– Burbank. Burbank has adopted a Retrofit Requirement ordinance that 

requires that all properties resold in Burbank meet specific water 
conservation requirements for toilets, urinals, showerheads, and kitchen 
and bathroom faucet aerators as a condition of escrow. Compliance is the 
responsibility of the seller/transferor and is a condition of escrow. Burbank 
does not require an inspection. 

 
– Glendale. Glendale does not require resale inspections for single-family, 

condo / townhouse and duplexes. 
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– Santa Monica. Santa Monica requires a Report of Residential Building 

Records. An inspection is not required. The report is computer generated. 
The requirement cannot be waived. The buyer must acknowledge the 
report.  This report merely indicates (1) the street address and legal 
description of subject property; (2) the zone classification and authorized 
use; (3) the occupancy as indicated and established by permits of record; 
(4) variances, conditional use permits, exceptions, and other pertinent 
legislative acts of record, and (5) Any special restrictions in use or 
development which may apply to the subject property. 

 
The requirement for mandatory inspections is not commonplace in Los Angeles 
County. It can be found in such cities as Carson, Compton, Cudahy, El Monte, 
Gardena (exterior inspection only), Hawaiian Gardens, Hermosa Beach (exterior 
inspection only), Huntington Park, Inglewood, Lynwood (exterior inspection only), 
Maywood, Monterey Park, and South Gate. However, the economics of the 
housing stock in each of these cities appears to be much different than that of 
Pasadena, by and large. 
 

• Require a Report of City Building Records, but not a Mandatory Inspection. 
This program could be comparable to Santa Monica, but provide additional 
information. Ventura, for example, just adopted such a program. In addition to the 
information provided by Santa Monica, Ventura also discloses any known 
nonconforming and / or violations of building code or zoning regulations. Newport 
Beach has a similar program. It provides more information than either Ventura or 
Santa Monica including permit history and zoning information for the residential 
building and an inspection that provides an opportunity to identify potentially 
hazardous conditions. The owner may decline the inspection, however, although 
the owner is required to deliver that refusal to the buyer. In Newport Beach, the 
emphasis of the inspection is to verify the zoning and building permits records 
and point out obvious life safety hazards including the State requirement that 
water heaters are strapped for seismic safety and that smoke detectors are 
installed. There are some cities in Los Angeles County that have chosen this 
approach, without requiring an inspection, including Azusa, Culver City, 
Manhattan Beach, Palos Verde Estates, Redondo Beach, and Santa Monica. 
Santa Monica does require an inspection of the building if the building has not 
been retrofitted for water conservation (based upon list maintained by the City). 
Thousand Oaks requires an inspection based upon the report of building records 
if there are “open” permits that have not been finaled. 

 
• Require a smoke detector / carbon dioxide detection device certificate of 

compliance. A limited number of cities require the seller to certify in a written 
document that a battery operated / permanently wired smoke detector system 
has been installed in accordance with the manufacturer’s recommendations and 
is now operating at the residence being sold. These include such cities as 
Beverly Hills (includes water conservation plumbing fixtures), Torrance, 
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Cathedral City (the inspection is provided by the Fire Department), and Palm 
Springs (the inspection is provided by the Fire Department). 

 
• Continue the Occupancy Inspection Program, but reduce its focus to life-

safety hazards. There were a few inspections that were conducted that clearly 
identified life safety hazards. The City could change the focus of the occupancy 
inspection program to life safety hazards, and not identify cosmetic problems 
such as deteriorating paint.  

 
While some other cities in Los Angeles County require interior and exterior 

inspection like Pasadena (approximately 13% of all the cities in the County), the 

housing stock in each of these cities appears to be much different than that of 

Pasadena, by and large. Some other cities have chosen to address this challenge with 

a less intrusive approach by providing a report of the City’s building records.  

There are other methods available to buyers of residential properties to 

determine whether there are problems with a residence. Section 1102 of the California 

Civil Code requires the seller and the seller’s agent to disclose a number of aspects 

regarding the residence to be sold including whether the property has smoke detectors 

in operating condition; water heaters that are anchored, braced, and strapped; room 

additions, structural modifications, or other alterations made without necessary permits 

or not in compliance with building codes; zoning violations, non-conforming uses, or 

violations of setback requirements. The seller, buyer, and the agent are required to sign 

the document. 

The Occupancy Inspection Program should be modified to a Report of Building 

Records, but include a mandatory inspection if there are still “open” permits. This would 

enable the elimination of three (3) Code Compliance Officer positions and a Staff 

Assistant III position, through attrition. However, the Matrix Consulting Group believes 

the Code Compliance Program is under-staffed and that the workload criteria used by 
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the Division under value the cases associated with the Code Compliance Program. As a 

consequence, the Matrix Consulting Group recommends that only two (2) positions be 

eliminated, so that the equivalent of one additional Code Compliance Officer can be 

reallocated to the Code Compliance program. 

The cost impact of this recommendation is presented below. 

Recommendation Annual Cost savings 
 
The Occupancy Inspection Program should be modified to a Report of 
Building Records, but include a mandatory inspection if there are still “open” 
building permits. This would enable the elimination of three (3) Code 
Compliance Officer positions and one (1) Staff Assistant position, through 
attrition. 

 
$(271,500) 

 
Recommendation #170: The Occupancy Inspection Program should not be 
continued in its present form. A total of 36% of the inspections found no active 
violations, and 33% were found to have minor violations relating primarily to the 
lack of smoke detectors and carbon dioxide detection devices.  
 
Recommendation #171: The City should change the nature of the Occupancy 
Inspection Program to a Report of Building Records, but include a mandatory 
inspection if there are still “open” permits.  
 
3. THE SENIOR CODE COMPLIANCE OFFICERS AND CODE COMPLIANCE 

OFFICERS SHOULD BE ASSIGNED RESPONSIBILITY FOR THE QUALITY 
OF THE DATA WITHIN THE AUTOMATED PERMIT INFORMATION SYSTEM. 

 
Effective use of the automated permit information system is essential to the 

effective management of service levels delivered by the Division and the productivity of 

the staff of the Division. The staff of the Division should accurately enter data regarding 

cases into the automated permit information system for documentation and monitoring.  

This will assist in the tracking of repeat offenses at the same location, and will also aid 

in the processing of the case from start to finish, providing a timeline for case actions. 

However, a review of the data contained in the automated permit automated 

information system during this analysis indicated that some of the data was inaccurate. 

Examples are provided below. 
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• The dates entered for the closure of some cases were shown as occurring before 
the case was opened. In many instances, the gap was not significant (a matter of 
days), but in other instances it was a matter of a month or months and in one 
case more than ten (10) years. 

 
• The dates for first inspection were shown as occurring before the case was 

opened. In some instances, the gap was slightly more than one (1) year. 
 

The Matrix Consulting Group focused on the dates within the automated permit 

information system since that data is critical to the documentation of the level of service 

delivered by the Division. However, other key data elements within the automated 

permit information system information system should be quality controlled as well to 

assure sufficient documentation of the offense, the dates of inspections and any actions 

taken, etc. The Code Compliance Officers should be held accountable for the quality 

and completeness of the data entered into the automated permit information system 

regarding their assigned cases. The Senior Code Compliance Officers should be held 

accountable for ensuring that the Code Compliance Officers assigned to their team for 

supervision maintain the quality and completeness of data in the automated permit 

information system regarding the cases assigned to their Code Compliance Officers. 

Recommendation #172: The Code Compliance Officers should be held 
accountable for the quality and completeness of the data entered into the 
automated permit information system regarding their assigned cases. 
 
Recommendation #173: The Senior Code Compliance Officers should be held 
accountable for ensuring that the Code Compliance Officers assigned to their 
team for supervision maintain the quality and completeness of data in the 
automated permit information system regarding the cases assigned to their Code 
Compliance Officers. 
 
Recommendation #174: The Senior Code Compliance Officers should emphasize 
in formal written procedures the importance of keeping accurate data in 
automated permit information system, provide direction for proper records 
management, monitor conditions and provide corrective action as needed.  
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Recommendation #175: The Senior Code Compliance Officers should audit the 
quality of the data within the automated permit information system on a monthly 
basis. 
 
4. THE CODE COMPLIANCE DIVISION SHOULD WORK WITH THE POLICE 

AND THE FIRE DEPARTMENTS TO DEVELOP PROTOCOLS FOR MULTI-
DEPARTMENT SERVICE DELIVERY.  
 
Building strong, sustainable neighborhoods where people of all ages, ethnicities, 

lifestyles, and incomes choose to live, work, and play is not something that the Code 

Compliance Division can accomplish on its own. Achieving that mission requires the 

cooperation and assistance of a multiple number of departments (i.e., Police, Fire, 

Office of the City Attorney, Health Department, etc.). 

A proactive, multi-departmental response team is more effective in addressing 

comprehensive neighborhood issues. Many other cities assign a multi-departmental 

response team to address living conditions in a neighborhood as a whole. For example, 

each year, the City of San Antonio focuses on a neighborhood in each council district. 

The code enforcement function coordinates a comprehensive package of city services 

to enhance the appearance of these neighborhoods and encourage long-term property 

maintenance. This is an intense four-week concentration of the delivery of city services 

to these specific neighborhoods. Once the neighborhood is identified, community 

meetings are conducted to assist residents in identifying priorities. Services include, but 

are not limited to, street repair, vacant lot clean up, brush collection and code 

inspections / corrections.  

The Code Compliance Division should make explicit the services, priorities and 

responsibilities in the delivery of services involving more than the Division itself. Written 

protocols should be developed and adopted with the Police, Health, and the Fire 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group Page 322 

departments. The protocol should be a written agreement designed to create a common 

understanding about services, priorities and responsibilities between the Police, Health, 

and the Fire departments and the Code Compliance Division. A protocol is: 

• A communications tool. The value of the agreement is not just in the final 
product; the very process of establishing a protocol helps to open up 
communications. 

 
• A conflict-prevention tool. An agreement helps to avoid or alleviate disputes by 

providing a shared understanding of needs and priorities. And if conflicts do 
occur, they tend to be resolved more readily and with less gnashing of teeth. 

 
• A living document. This is one of its most important benefits. On a pre-

determined frequency, the managers of the Police, Health, and Fire departments 
and the Code Compliance Division should review the agreement to assess 
service adequacy and make adjustments. 

 
• An objective basis for gauging service effectiveness. The protocol ensures 

that the managers of the Police, Health, and Fire departments and the Code 
Compliance Division use the same criteria to evaluate service quality and 
efficiency. 

 
To be effective, the protocols should incorporate two elements: service elements 

and management elements. The service elements clarify service level expectations by 

communicating such things as: 

• The services provided by the Code Compliance Division, the Police, Health, and 
the Fire departments (and also the services not provided); 

 
• Conditions of service availability; 
 
• Service standards, such as the timeframes within which services will be provided; 
 
• The responsibilities of both parties; and 
 
• Change and scope of service change procedures. 
 
The management elements focus on such things as: 
 
• How service effectiveness will be tracked; 
 
• How information about service effectiveness will be reported and addressed; 
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• How service-related disagreements will be resolved; and 
 
• How the Code Compliance Division, and the Police, Health and Fire departments 

will review and revise the protocol. 
 

The protocol should be utilized to enhance communication and working 

relationships between the Code Compliance Division and the Police, Health, and Fire 

departments regarding the delivery of services to improve the communities and 

neighborhoods in Pasadena. 

Recommendation #176: The Code Compliance Division should develop and adopt 
written protocols with the Police, Health, and Fire departments regarding the 
delivery of services to improve the communities and neighborhoods in Pasadena.  
 
5. THE CODE COMPLIANCE DIVISION SHOULD ENHANCE ITS RELATIONS 

WITH THE NEIGHBORHOODS AND BUSINESSES OF THE CITY. 
 

The Code Compliance Division should be proactive in engaging with 

neighborhood associations. The Senior Code Compliance Officers and the Code 

Compliance Officers should frequently attend neighborhood association meetings. In 

addition, the however, the Division should enhance the extent of its formal public 

relations and public information distribution to the neighborhoods and businesses of the 

City. The steps recommended by the Matrix Consulting Group to accomplish this are 

presented below. 

(1) The Code Compliance Division Should Develop a Formal Written 
Communications Plan.  

 
Before the Code Compliance Division contacts neighborhoods, businesses, and 

the media, it should first develop a simple, straight forward communication plan 

approximately two pages in length that takes into account the Division’s goals, 

messaging, audiences, tactics, existing resources, timing, evaluation, and budget. The 
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purpose of the communication plan is to assist the Division in developing a strong, 

effective and consistent communication strategy that integrates print, broadcast, and 

interactive media – that serves to drive communication efforts by the Division.  

The plan should contain strategies to enhance outreach, increase exposure, 

enhance the awareness by the public of the services provided by the Division, and 

provide direction to outreach efforts. The plan should develop recommendations based 

upon an assessment of existing communication methods with a goal of better 

integrating, expanding, and targeting communications within the scope of the Division’s 

existing resources. The plan should: 

• Identify the key audiences the Division wishes to reach (i.e., Pasadena residents, 
City employees, City Council, news media, homeowner associations, Chamber of 
Commerce, etc.); 

 
• The key messages that the Division wishes to convey to those audiences i.e., 

preserving neighborhoods, what constitute code violations, how to obtain low 
interest loans and grants to resolve violations and improve homes and 
businesses, etc., with these key messages serving as basic building blocks for 
speeches, news releases, and publications; 

 
• How communication will be coordinated within the Division; 
 
• The communication tools and channels that will be utilized by the Division such 

as utility bill inserts, cable television municipal channel, editorial board briefings, 
etc., the frequency that these tools will be utilized, and the key target audience(s) 
for each tool; 
 

• The “identity” that the Division wishes to convey to those audiences i.e., “who we 
are”; 

 
• The strategic communication recommendations; and 

 
• An internal calendar for Division communication events, news releases, and 

publications. 
 

The consulting team estimates that the development of this communications plan 

should require approximately forty (40) staff hours to develop this communication plan. 
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Recommendation #177: The Code Compliance Division should develop a formal 
written communications plan.  
 
Recommendation #178: The Code Compliance Division should update the 
communications plan not less than once every three years. 
 
(2) The Code Compliance Division Should Develop a Proactive Team To 

Communicate the Key Messages Of The Division.  
 

The Division should form a team of its Senior Code Compliance Officers and 

Code Compliance Officers to make presentations to civic organizations, service clubs, 

neighborhood associations, chamber of commerce, etc., that convey the key messages 

of the Division. This should occur not less than once every other month to an 

assortment of these organizations (and not each organization each month). The 

Division should set an objective of not less than five (5) presentations each month. 

The consulting team estimates that the communication of key messages to civic 

organizations, service clubs, neighborhood associations, etc. should require 

approximately one (1) staff hour for each event. 

Recommendation #179: The Code Compliance Division should develop a 
proactive team that includes the Division’s Senior Code Compliance Officers and 
Code Compliance Officers to communicate the key messages of the Division, and 
make presentations to civic organizations, service clubs, neighborhood 
associations, chamber of commerce, etc., that convey the key messages of the 
Division. The Division should set an objective of not less than five (5) separate 
presentations each month. 
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(3) The Code Compliance Division Should Enhance Its Web Page. 
 

The Code Compliance Division has published comprehensive information to its 

web page.  

However, the Division should enhance its web page to include additional 

information including such information as the following: 

• A customer satisfaction survey (“How Are We Doing”); 
 
• Links to the Planning Director to express concerns, if any, regarding the level of 

service delivered by the Division; 
 
• Electronic brochures or guides regarding City codes, property maintenance 

standards, multi-family rental maintenance standards, with all of this information 
being bi-lingual; 

 
• The top ten most frequent violations found by the Division; 
 
• The most recent monthly performance report prepared by the Division; and 
 
• The geographic assignments of the Senior Code Compliance Officers and Code 

Compliance Officers portrayed on a map of the City including their pictures. 
 
The web page for the Division can provide powerful informational tools for the Division 

to help members of the community understand the services delivered by the Division 

and the ordinance that it enforces. 

Recommendation #180: The Code Compliance Division should enhance the web 
page for the Division.  
 
(4) The Code Enforcement Division Should Publish an Electronic Article in the 

City Newsletter – Pasadena in Focus - Once Every Four Months.  
 

This article should be designed to communicate the services provided by the 

Division, important events, how to respond to Notices of Violation, how to submit a 

complaint regarding a possible violation, property maintenance standards, etc.  
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Other code enforcement divisions publish such articles. For example, the City of 

Seattle publishes client assistance memos. The client assistance memo for code 

compliance in October 2008 addressed the City’s laws on property owner and tenant 

rights and responsibilities. 

The consulting team estimates that the publishing of this newsletter should 

require approximately eight (8) staff hours for each newsletter. 

Recommendation #181: The Code Compliance Division should publish an article 
in the City Newsletter – Pasadena in Focus - Once Every Four Months.  
 
 (5) The Code Compliance Division Should Use “Social Media” To 

Communicate With The Residents And Businesses Of Pasadena.  
 

"Social media" refers to the various applications for discussion and information 

sharing, including social networking sites, blogs, video-sharing sites, podcasts, wikis, 

message boards, and online forums. Examples include Facebook, Twitter and 

YouTube. Social networking is the practice of expanding the number of an individual or 

organization's contacts by making connections through these web-based social media 

applications. The use of social media will be an important tool in moving towards a more 

informed and engaged community. The use of social media will not take the place of 

pre-existing communication efforts. It is simply one more tool for the Division to utilize in 

its communications with our citizens.  

The consulting team estimates that the use of “social media” should require 

approximately two (2) staff hours on a weekly basis to support. 

Recommendation #182: The Code Compliance Division should use “social 
media” to communicate with the residents and businesses of Pasadena. 
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(6) The Code Compliance Division Should Enhance Public Education 
Regarding Compliance with Codes Enforced by the Division. 

 
The Code Compliance Division should develop additional educational materials 

regarding its services and the codes that it enforces to educate the community about 

code issues. This should include information materials regarding the role of Code 

Compliance, the Code Compliance process, and details about services available to 

property owners, such as how to enter a complaint, how to remain confidential if you 

wish to do so, how to reach your Code Compliance Officer with questions, and how to 

avoid violations on your property.  

The Division should publish this material to its web site, but also utilize water 

utility bill stuffers, distribute the materials to the Chamber of Commerce, recreation 

centers, businesses such as sign companies (such as a brochure about sign regulations 

and common violations), etc. The Division should use multiple outlets to deliver its 

message, not just neighborhood associations. 

In addition, in its Notice of Violation letters to property owners, the Division 

should include educational materials on the code enforcement process.  

Recommendation #183: The Code Compliance Division should develop an 
enhanced set of educational materials about the code enforcement process, 
common code violations, and the kinds of activities that require a permit. The 
description of code enforcement processes should include an overview of the 
avenues available to property owners to resolve violations, including the Notice 
of Violation process, voluntary compliance, and administrative citations and 
administrative civil penalties; and the materials should provide an overview of the 
appeal and penalty processes. These materials should include definitions and 
descriptions stated clearly in lay terms.  
 
Recommendation #184: The Code Compliance Division should investigate and 
pursue additional distribution venues for these materials to support its stated 
goal of educating the community. 
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Recommendation #185: The Code Compliance Division, in its Notice of Violation 
letters to property owners, should include educational materials on the code 
enforcement process. 
 
6. THE CODE COMPLIANCE DIVISION SHOULD WORK WITH THE 

COMMUNITY PLANNING DIVISION TO CONDUCT A RISK ASSESSMENT TO 
ENABLE ALLOCATION OF RESOURCES BY GEOGRAPHICAL AREA AND 
DEVELOP NEIGHBORHOOD REVITALIZATION PLANS. 

 
Not all areas of the City have the same needs from the perspective of code 

enforcement. The effectiveness of code enforcement in the City rests, in part, on 

identifying those areas of greatest need and focusing much of the resources of the 

Division, and other divisions and departments of the City that collaborate on 

neighborhood preservation, on those areas or neighborhoods.  

This is not an issue unique to the City. Other cities are grappling with this same 

issue. The National Neighborhood Indicators Partnership, for example, is a collaborative 

effort by the Urban Institute and local partners in twenty-nine (29) cities (including 

Oakland and Sacramento), established to further the development and use of 

neighborhood information systems in local policy making and community building. All of 

these twenty-nine (29) cities have built (or are building) advanced information systems 

with recurrently updated data on various neighborhood conditions in their cities. These 

twenty-nine (29) cities have overcome the resistance of major local public agencies to 

sharing administrative data and, they have shown that such systems can be operated 

on an ongoing basis at a level that can be locally self-sustaining. 

These twenty-nine (29) cities have found that the timeliness and geographic 

detail of local data sources are critical in accurately identifying and effectively 

addressing urban issues. This includes a range of data as noted in the table below. 
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Electric shutoffs Building permits 
Water shutoffs Property tax assessments 
Subsidized childcare Foreclosures 
Business licenses Student absences 
Student proficiency Student free / reduced price lunch 
Free / reduced price lunch Extent of public assistance (TANF, food stamps, 

Medicaid etc.) 
Property sales (volume and price) Number of public housing units 
Reported crime (Part I) 911 calls for service 

 
These data sets will not be able to be readily collected by the Division, and some 

of these data sets are probably not worth the effort to obtain the data from other local or 

state governments. Other data, such as reported crime, 911 calls for service, 

foreclosures, water shutoffs, etc. can be readily collected.  

This data, in addition to the volume of code enforcement violations, can be 

collected by the Division to enable it to work with the Community Planning Division in 

the development of a neighborhood needs assessment and the identification of those 

neighborhoods that should be the primary focus of the Division. However, the needs 

assessment is intended to not only determine which neighborhoods that the Division 

should focus its efforts on, but also the type and range of assistance that the Division 

should bring to those neighborhoods. After all, the Division cannot address the range of 

problems in these neighborhoods by itself. It needs the assistance of other divisions and 

departments in the City, the school district, etc. 

The Division should work with the Community Planning Division in the 

development of neighborhood revitalization plans in collaboration with other divisions 

and departments in the City, the school district, etc. The Community Planning Division 

should have the lead in the development of these plans, however.  

The plans should consider a number of elements including the following: 

• Boundaries – The boundaries of the designated neighborhood; 
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• Demographic criteria – The demographic characteristics of the area (statistics 

about the residents of the community) including zoning, total housing units, 
population, etc.; 

 
• Consultation – The consultative approach to be utilized in working with the 

neighborhood stakeholders  (input from the residents, business owners, non-
profit organizations, community groups and churches located in the designated 
neighborhood); 

 
• Assessment – An assessment of the conditions of the neighborhood based upon 

data collected by the Division such as median family income, reported crime, 911 
calls for service, foreclosures, vacant units, water shutoffs, owner-occupied units, 
etc.; 

 
• Neighborhood revitalization – The plan to revitalize the neighborhood using a 

collaborative approach; and 
 
• Performance measurements – How to identify progress that is readily 

measurable. 
 

The plan could include focused housing rehabilitation investments for housing 

rehabilitation, streetscape improvements, focused crime suppression and prevention, 

the use of cross-functional teams to target challenging properties, increased legal 

prosecution of violations of property, nuisance, and building maintenance codes, the 

use of neighborhood cleanup days sponsored by the Integrated Waste Division, etc. 

The development of the neighborhood revitalization plans is designed to provide 

a collaborative structure to addressing neighborhood revitalization. 

Recommendation #186: The Code Compliance Division should collect data at the 
neighborhood-level to identify the neighborhoods in the City with the greatest 
need for public sector intervention. 
 
Recommendation #187: The Community Planning Division should develop 
neighborhood revitalization plans for those neighborhoods in the City that are in 
the greatest need of public sector intervention. 
 
Recommendation #188: The development of the neighborhood revitalization 
plans should be based upon a collaborative effort include the Planning and 
Community Development Department, Office of the City Manager, Police 
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Department, Fire Department, Office of the City Attorney, Human Services and 
Recreation Department, Health Department, and Public Works Department. 
 
7. THE MANAGEMENT OF THE CODE ENFORCEMENT CASELOAD SHOULD 

BE IMPROVED. 
 

A number of measures indicate the effectiveness of the management and 

supervision of the code enforcement caseload needs to be enhanced. Examples of 

these measures are presented below. 

• The workload allocation among Code Compliance Officers – in terms of weighted 
caseload assigned to these Code Compliance Officers – varied significantly.  

 
• The level of service, in some instances, should be considered unacceptable. The 

table below presents the level of service for code compliance cases in 2011 by 
type of case. It includes (1) the median calendar days to 1st inspection after 
receipt of compliant, the 75th percentile calendar days to 1st inspection after 
receipt of compliant, the number of cases included in the days to 1st inspection, 
and (2) the median calendar days to close after receipt of compliant, the 75th 
percentile calendar days to close after receipt of compliant, the number of cases 
included in the days to close. Important points to note regarding the table are 
presented below the table. 

 

Type of Complaint 

 Median 
Days to 1st 
Inspection  

 75th 
Percentile  

# of 
Cases 

 Median 
Days to 
Close  

 75th 
Percentile  

# of 
Cases 

Attractive Nuisance - Equip, 
Structure, etc.  7.38   16.28  24  47.41   134.64  19 
Abandoned Bulky Items  6.37   15.32  28  10.50   23.93  30 
Construction - Incomplete Or 
w/o Permit  6.44   12.36  192  32.45   85.51  229 
Inoperable Vehicle  8.50   11.60  20  42.62   89.85  39 
Junk, Trash or Debris (Yard 
& Parkway)  3.68   10.38  145  24.34   57.68  199 
Noise Complaint  5.38   10.38  24  8.36   27.68  25 
Parking on Front Yard  3.48   8.24  14  13.32   28.21  52 
Property Maintenance - 
Exterior  5.62   13.00  195  34.51   132.42  189 
Property Maintenance - 
Interior  5.48   11.86  120  39.41   97.46  113 
Yard Sale Without Permit  5.05   8.55  14  7.35   14.03  43 
Sewage  3.55   11.72  6  29.97   43.31  10 
Sign Code Violation  5.60   12.24  57  15.00   49.51  90 
Overgrown Vegetation  5.30   12.29  183  25.51   54.72  328 
Zoning Code Violation  4.69   9.31  45  25.67   76.37  61 
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Overall, the median number of calendar days to 1st inspection, after receipt of the 
complaint, is acceptable. The response time is consistently within one week, at 
the median. The problem occurs at the 75th percentile. In this instance, the 
response time approaches two weeks or longer in some instances. Overall, the 
median number of calendar days to close a case is acceptable with the 
exceptions of Attractive Nuisance - Equip, Structure, etc., Inoperable Vehicle and 
Property Maintenance – Interior types of cases. The problem occurs at the 75th 
percentile. In this instance, the response time approaches four months in some 
instances. 

 
Overall, the effectiveness of the management of the caseload needs 

enhancement. The steps that should be taken to achieve this are presented below. 

(1) The Code Enforcement Division Should Establish Metrics For the 
Processing of Cases By Code Compliance Officers. 

 
The Division should develop metrics for the amount of calendar days for the 

processing, investigation, and closure of code enforcement cases. The metrics should: 

• Validate timelines for the processing of cases and enable quick identification of 
cases that are experiencing processing delays; 

 
• Identify complex cases early in the process to allow for processing adjustments, 

such as consultation with the Planning Division, Police Department, Office of the 
City Attorney, etc.; 

 
• Present staff with a direction and goal for results and timeliness of their work; 
 
• Create an effective management tool to measure and monitor staff performance; 

and 
 
• Provide a justifiable and accurate source for staffing and budgetary decisions. 
 

Metrics should be established for the length of time -- in calendar days -- required 

to process cases from the date case is received to the date of the case closure. 

Recommended metrics for these cycle time objectives are presented in the table below. 
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Metric 
Amount of  

Calendar Days 
Number of calendar days from case receipt to 
voluntary compliance 

 

 Property maintenance, zoning, nuisance 
abatement, etc. cases 

 
30 calendar days 

 Sub-standard housing and dangerous 
building cases 

 
60 calendar days 

Number of calendar days from case receipt to 
forced compliance 

 

 Property maintenance, zoning, nuisance 
abatement, etc. cases 

 
90 calendar days 

 Sub-standard housing and dangerous 
building cases 

 
120 calendar days 

Number of calendar days from case receipt to first 
site visit and initial investigation 

 
3 calendar days 

 
The Code Compliance Division should adopt these metrics as performance 

measures for the handling and processing of cases by Senior Code Compliance 

Officers and Code Compliance Officers. This metric should be formally adopted in a 

case handling procedure developed by the Code Compliance Division. 

Recommendation #189: The Code Compliance Division should develop and adopt 
a written Division procedure for metrics for case handling and processing by 
Senior Code Compliance Officers Code Compliance Officers after assignment of 
new cases to the Code Compliance Officers. 
 
Recommendation #190: The Code Compliance Division should adopt the metrics 
as recommended within this report for case handling and processing by Senior 
Code Compliance Officers and Code Compliance Officers including (1) an initial 
site visit / investigation and (2) the case closure for voluntary compliance and 
forced compliance. 
 
Recommendation #191 The Senior Code Compliance Officers and Code 
Compliance Officers should be accountable for consistently meeting these 
metrics. 
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(3) The Senior Code Compliance Officers Should Be Clearly Assigned the 
Responsibility to Resolve Delays in the Processing of Cases.  

 
The Code Compliance Division should clearly assign responsibility for managing 

the code enforcement process. The Senior Code Compliance Officers should clearly be 

assigned responsibility for managing the processing of code enforcement cases by the 

Code Compliance Officers assigned to their supervision (and for their own assigned 

cases). The responsibilities that the Senior Code Compliance Officers would need to 

exercise in fulfilling this responsibility are identified in the paragraphs below. 

• Monitoring the compliance of Code Compliance Officers with adopted cycle time 
objectives for processing code enforcement cases, and working with the 
appropriate Code Compliance Officers to resolve performance problems; 

 
• Resolving problems that may be encountered by Code Compliance Officers in 

closing cases such as inter-departmental coordination; 
 
• Intervening in cases to resolve problems as appropriate; and 
 
• Promptly notifying Code Compliance Officers of omissions or problems with their 

assigned cases i.e. failure to meet cycle time objective metrics, and working with 
the Code Compliance Officers to resolve delays. 

 
In summary, the Senior Code Compliance Officers should function as an active 

supervisor for processing of code enforcement cases. The Senior Code Compliance 

Officers would be responsible for keeping the processing of code enforcement cases on 

track, making sure issues involving lack of clarity of ordinance or regulatory issues are 

resolved, charting a clear course for the Code Compliance Officer through the case 

investigation process, and making sure issues regarding the case are identified early in 

the process. 

This authority and responsibility should be clearly spelled in a written procedure 

developed by the Code Compliance Division.  
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Recommendation #192: The Senior Code Compliance Officers should clearly be 
assigned responsibility for active supervision of the investigation and closure of 
code enforcement cases. 
 
Recommendation #193: The Senior Code Compliance Officers should be 
assigned responsibility for the supervision of the processing of code 
enforcement cases. This should include the performance of Code Compliance 
Officers in accordance with adopted timeliness metrics including the resolution 
of problems with metrics for the processing of cases. 
 
Recommendation #194: The Code Compliance Division should clearly spell out 
the responsibility of the Senior Code Compliance Officers for the active 
supervision of the processing, investigation, and closure of cases by their 
assigned Code Compliance Officers in a written procedure.  
 
Recommendation #195: The Senior Code Compliance Officers should be held 
accountable for meeting the timeline metrics for the processing, investigation, 
and closure of cases by their assigned Code Compliance Officers, and for 
monitoring their performance against the timeline metrics on an ongoing basis. 
 
(4) The Role of the Code Compliance Officers for the Processing, 

investigation, and Closure of Cases Should Be Clarified In a Written 
Procedure. 

 
There are three key aspects of case management that leading code enforcement 

organizations use to support an organized approach to management of the code 

enforcement processing, investigation, and closure process. These are (1) providing a 

single point of contact for complainants, (2) having dedicated case managers for code 

enforcement cases, and (3) monitoring cycle time objectives. These are described 

below. 

• Single Point of Contact – A single point of contact is a Code Compliance 
Officer assigned to a particular case, and that Code Compliance Officer is 
accessible to the complainant for any questions regarding the case, investigation, 
and closure.  

 
• Dedicated Case Managers – Similar to a single point of contact, dedicated case 

managers or Code Compliance Officers are assigned to each case. These Code 
Compliance Officers are responsible for taking an active role in managing the 
case through the processing, investigation, and closure process in accordance 
with cycle time objectives. 
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• Monitoring Cycle Time Objectives – The Code Compliance Officer monitors 

and manages the time it takes to process a case from the time the case is 
assigned to the time the case is closed in comparison to adopted cycle time 
objectives for the cases. 

 
• Coordination of a Multi-Disciplined Team in the Processing, Investigation, 

and Closure of Cases - The case manager or Code Compliance Officer should 
be responsible for complete and timely communication among the multi-
disciplinary team (I.e., Police, Fire, Public Works, Office of the City Attorney, 
etc.). The case manager or Code Compliance Officer makes sure 
communications occurs on the multi-disciplinary team, a schedule is set for 
closure of the case, and complex issues are resolved, such as when 
interpretation of codes. The job of the case manager or Code Compliance Officer 
is to keep the processing of the case coordinated, predictable, and timely. 
 
The Code Compliance Officer should be responsible for managing all aspects of 

a code enforcement case including being the single point of contact for complainants, 

managing the timeliness of the processing of the case in accordance with adopted 

metrics, taking an active role in managing the case through the process including 

resolving delays in the processing of the case, and coordinating a multi-disciplined team 

in the processing, investigation, and closure of cases when voluntary compliance has 

clearly been achieved or forced compliance is clearly achieved. 

While the Division already utilizes a case manager system for code enforcement 

cases, the parameters and authority of the case manager (or the Code Compliance 

Officers) need to be clarified and defined in a written procedure. 

Recommendation #196: The Code Compliance Officers in the Code Compliance 
Division should be responsible for the management of the processing, 
investigation and closure of assigned cases as case managers responsible for 
managing all aspects of a code enforcement case including being the single point 
of contact for complainants, managing the timeliness of the processing of the 
case in accordance with adopted metrics, taking an active role in managing the 
case through the process including resolving delays in the processing of the 
case, and coordinating a multi-disciplined team in the processing, investigation, 
and closure of cases when voluntary compliance has clearly been achieved or 
forced compliance is clearly achieved. 
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Recommendation #197: The Code Compliance Division should clearly spell out 
the authority and responsibility of the Code Compliance Officers as case 
managers with responsibility for the processing, investigation, and closure of 
cases in a formal written procedure.  
 
 (5) The Senior Code Compliance Officers Should Plan and Schedule the 

Processing, Investigation, and Closure of Cases Assigned to Code 
Compliance Officers Under Their Supervision. 

 
The Senior Code Compliance Officers should review incoming cases received by 

the Code Compliance Division and analyze case characteristics, focusing in particular 

on potential processing difficulties. Once difficulties are identified, the Senior Code 

Compliance Officers would set cycle time objectives for their assigned Code 

Compliance Officers (and themselves) as follows: (1) overall staff hours allocated to 

process the case; and (2) cycle time objectives for completing the processing, 

investigation, and closure of the case. The Senior Code Compliance Officers would 

review the most recent open case inventory report in automated permit information 

system and note the workload of Code Compliance Officers. Cases would then be 

assigned as appropriate. The Senior Code Compliance Officers would assign the case 

to the appropriate Code Compliance Officer (and themselves) and the scheduled date 

for completing the processing and investigation of the case (or closing the case) and the 

amount of staff hours allocated for closing the case. 

When cases are first assigned, the Code Compliance Officer to whom the case is 

assigned would review the targets (cycle time objectives and staff hour allocations) 

established for the case. If the Code Compliance Officer feels that the targets are 

unreasonable after a review of the case, the Code Compliance Officer should discuss 

them with their Senior Code Compliance Officers and negotiate appropriate changes. 
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Recommendation #198: The Senior Code Compliance Officers should plan and 
schedule the processing, investigation, and closure of cases using the automated 
permit information system. 
 
 (6) The Senior Code Compliance Officers Should Monitor And Maintain Case 

Assignment and Case Status Information Versus the Plan and Schedule 
Using the Automated Permit Information System. 

 
The Senior Code Compliance Officers should monitor and manage the 

processing of cases assigned to the Code Compliance Officers under their supervision 

by using the automated permit information system. The Senior Code Compliance 

Officers should use this information system to manage the processing of cases 

including: 

• Tracking the progress of Code Compliance Officers (and themselves) in 
completing the processing and investigation of assigned cases; and 

 
• Using the system to improve the Senior Code Compliance Officers ability to 

manage the workload of their assigned Code Compliance Officers (and 
themselves). 

 
Accurate data on workload, by case type, cyclical variances in activity, and 

workload activity Code Compliance Officer are all essential supervisory tools. With this 

information, Senior Code Compliance Officers can make informed, logical decisions 

regarding case assignments, hold their staff accountable, and, in turn, be held 

accountable themselves. 

On a monthly basis, the Senior Code Compliance Officers should be required to 

audit the caseload assigned to each of the Code Compliance Officers assigned to their 

supervision to determine whether these cases are being effectively and timely 

processed, investigated and closed or whether discussions should be held with the 

Code Compliance Officer regarding their performance. 
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Recommendation #199: The Senior Code Compliance Officers should monitor 
and maintain case assignment and case status information versus the plan and 
schedule using the automated permit information system. 
 
Recommendation #200: The Code Compliance Division should develop a written 
procedure that requires the Senior Code Compliance Officers to audit the 
caseload assigned to each of the Code Compliance Officers under their 
supervision to determine to determine whether cases are being effectively and 
timely processed, investigated and closed or whether discussions should be held 
with the Code Compliance Officer regarding their performance. 
 
(7) The Code Compliance Division Should Adopt Productivity Metrics for the 

Code Compliance Officers and Senior Code Compliance Officers. 
 

As noted previously, the workload allocation among Code Compliance Officers 

and Senior Code Compliance Officers – in terms of weighted caseload – varied 

significantly. There is substantial imbalance in workload.  

The Code Compliance Division should adopt productivity metrics for the Code 

Compliance Officers. Recommended productivity metrics are presented in the table 

below. 

Type of Productivity Metric Metric 
 
Number of complaint-based or proactive code 
enforcement complaints assigned to a Code 
Compliance Officer 

 
50 active or open cases at any one time or a total 

of 600 cases per year per Code Compliance 
Officer 

 
Multi-Family Rental (Quadrennial) Inspections 

 
12 to 15 rental inspections per day or 2,760 to 

3,450 inspections per year per Code Compliance 
Officer 

 
The productivity metric for active complaint-based or proactive cases per Code 

Compliance Officers and Senior Code Compliance Officers presumes the active 

management of this caseload. 

Recommendation #201: The Code Compliance Division should adopt productivity 
metrics for the Code Compliance Officers as recommended within the report. 
 
Recommendation #202: The Code Compliance Officers and Senior Code 
Compliance Officers should be held accountable for consistently meeting this 
metric. 
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8. THE CODE COMPLIANCE DIVISION SHOULD ENHANCE THE EXTENT OF 

FINANCIAL ASSISTANCE AVAILABLE FOR LOW AND MODERATE INCOME 
HOMEOWNERS TO BRING THEIR PROPERTY INTO COMPLIANCE WITH 
THE CITY’S PROPERTY MAINTENANCE ORDINANCE. 

 
The City includes residents that face substantive economic challenges. The 

Division needs to consider these challenges in seeking compliance with property 

maintenance standards and other ordinances that the Division enforces.  

The Code Compliance should work to develop a larger array of financial 

resources to assist low and moderate-income homeowners rehabilitate their homes. 

This should include: 

• Paint loans and grants or loan of up to $4,000 for materials and labor to paint the 
exterior of a home, including a list of approved painting contractors from which to 
obtain estimates. 
 

• Low interest home repair loans for residents with low to moderate income to 
repair electrical, roofing, weatherproofing, kitchen remodeling, plumbing, heating, 
bath remodeling and structural reinforcement. 
 
The Code Compliance Division cannot merely be a follower in the effort to 

provide a larger array of financial resources. The Division needs to be a leader in 

making sure that these resources are more fully developed and more effectively 

publicized to those low and moderate-income homeowners in need including publicizing 

these services on the Division’s web site and in publications developed by the Division. 

The Code Compliance Division should also identify non-profit resources available 

to assist low and moderate-income homeowners in rehabilitating their homes and 

publicize these services on the Division’s web site and in publications developed by the 

Division. There are a number of non-profits that work with residents to provide such 

services as mowing lawns and removing junk and debris.  
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Recommendation #203: The Code Compliance Division should work with the 
Housing Department to develop a larger array of financial resources to the City to 
assist low and moderate-income homeowners rehabilitate their homes and their 
businesses. 
 
Recommendation #204: The Code Compliance Division more effectively publicize 
the financial resources available to low and moderate-income homeowners in 
need including publicizing these services on the Division’s web site and in 
publications developed by the Division. 
 
9. SEVEN CODE COMPLIANCE OFFICERS AND SENIOR CODE COMPLIANCE 

OFFICERS ARE SUFFICIENT TO ADDRESS THE WORKLOAD ASSOCIATED 
WITH QUADRENNIAL INSPECTIONS, CODE COMPLIANCE, AND BUSINESS 
LICENSE INSPECTION. 

 
To evaluate staffing requirements for the Division, the Matrix Consulting Group 

analyzed workload for a six-month period from March 29, 2011 to November 29, 2011. 

The workload activity points developed by the Division itself were applied to the various 

types of workload. The result of this analysis is presented below. 

• The Occupancy Inspection Program requires approximately 29% of the 
Code Compliance Officer staff hours of the Division. This is equivalent to 
approximately 2.61 Code Compliance Officers. In fiscal year 2011, the Division 
conducted 1,451 OIP inspections and 543 re-inspections. 

 
• The Code Compliance Program requires approximately 37% of the available 

Code Compliance Officer staff hours of the Division. This is equivalent to 
3.33 Code Compliance Officers. In fiscal year 2011, the Division conducted 2,271 
code compliance complaint inspections and 3,009 re-inspections. 

 
• The Quadrennial Inspections Program requires approximately 15% of the 

available Code Compliance Officer staff hours of the Division. This is 
equivalent to 1.35 Code Compliance Officers. The Division conducted 6,668 
quadrennial inspections in fiscal year 2011. 

 
• The Business License Inspection Program requires approximately 6% of 

the available Code Compliance Officer staff hours of the Division. This is 
equivalent to approximately 0.54 Code Compliance Officers. In fiscal year 2011, 
the Division conducted 1,247 business license inspections.  
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The remainder of the staff hours – or 13% - was largely administrative and included 

such activities as meetings, correspondence, telephone conversations, etc. This is 

equivalent to approximately 1.17 Code Compliance Officers. 

If the Occupancy Inspection program is modified as recommended earlier in this 

chapter, seven (7) Code Compliance Officers and Senior Code Compliance Officers 

should be sufficient to address the workload associated with the quadrennial inspection 

program, code compliance program, and the business license inspection program. As 

noted earlier, the Matrix Consulting Group believes that the weighted workload criteria 

used by the Division under-value and underweight cases associated with the Code 

Compliance Program. The Matrix Consulting Group also believes that the weighted 

criteria over-weight business license inspections. 

Recommendation #205: The Planning and Community Development Department 
should allocate seven (7) Code Compliance Officers and Senior Code Compliance 
Offices to the Quadrennial Inspection program, the Code Compliance Program 
and the Business License Inspection Program. 
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Exhibit 30 (1) 
 

Occupancy Inspections for January 2012 
 

Date Inspection 
Permit Received Address Type of Dwelling Violation Severity Type of Violations 

3-Jan-12 1099 Wesley Avenue Single Family Major Violations One or more bathrooms added without permit. 
Plumbing water lines replaced without permit. 
Water heater replaced without permit. Electrical 
wiring without permit. Laundry plumbing 
connections without permit. No landing off 
kitchen door. Ventilation pipe disconnected at 
water heater. Garage door is wood laminate. 

3-Jan-12 395 E. Howard Street Single Family Major Violations Significant structural damage at carport roof 
structure. Detached storage / livable structure at 
corner of property without permit; garage 
converted into livable space; laundry 
connections in garage without permit; water 
heater replaced without permit; heating or air 
conditioning system added without permits. 
Smoke detectors and carbon monoxide devices 
lacking. Exposed wiring at exterior north side of 
garage and at carport floor. GFCI not in 
bathroom. Trash and junk in side yard. 

3-Jan-12 521 Cypress Avenue Condominium Major Violations Double keyed deadbolt on one or more exterior 
doors; carbon monoxide detection device 
lacking; water heater replaced without permit. 

3-Jan-12 67 N. Oak Drive Duplex Major Violations Two bathrooms added without permit. Water 
heater replaced without permit Broken window 
in bathroom Water heater drain valve leaking 
Toilet loose at floor. 

4-Jan-12 1900 N. Los Robles 
Avenue 

Single Family Major Violations Building permits not finaled. Water heater 
replaced without permit. GFCI inoperable in 
kitchen. 
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Exhibit 30 (2) 
 

Date Inspection 
Permit Received Address Type of Dwelling Violation Severity Type of Violations 

5-Jan-12 2940 Thorndike Road Single Family Major Violations Complete bathroom remodel without permit. 
Paint finishing hallway deteriorated and / or 
flaking; mildew or mold and cracks on celling 
and walls. Carbon monoxide detection devices 
lacking. Improperly wired outlets; open electrical 
ground outlets throughout structure. 

9-Jan-12 1195 Rancheros Road Single Family Major Violations Illegal additions of master bedroom, living room, 
porch has been enclosed, heating and / or air 
conditioning, elevator, and gas BBQ. Carbon 
monoxide detection devices lacking. GFCI 
lacking at bathroom and bar in game room. 
January 18, 2012 letter from Code Compliance 
Manager stating City will not require 
modification, removal, or permitting of illegal 
additions. 

9-Jan-12 276 N. Allen Avenue Single Family Major Violations Closet addition in garage. One or more cracked 
windows. Smoke detectors lacking. Carbon 
monoxide detection devices lacking. Toilet loose 
at floor. 

9-Jan-12 1497 Whitefield Road Single Family Major Violations Windows replaced without permit. Water heater 
replaced without permit. Smoke detectors and 
carbon monoxide detection devices lacking. 

10-Jan-12 87 Eloise Avenue Single Family Major Violations Plumbing water lines replaced without permit. 
Smoke detectors lacking. 

10-Jan-12 1888 E. Villa Street Single Family Major Violations Improperly wired outlets observed. Hot and 
neutral wires reversed in kitchen. Exposed 
wiring observed at garage or carport. Paint 
finish deteriorated. Smoke detectors and carbon 
monoxide detection devices lacking. 

10-Jan-12 1815 N. Los Robles 
Avenue 

Single Family Major Violations Deadbolt lock on rear door. 
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Exhibit 30 (3) 
 

Date Inspection 
Permit Received Address Type of Dwelling Violation Severity Type of Violations 

10-Jan-12 1430 Forest Avenue Single Family Major Violations One or more bathrooms added without permit. 
Plumbing water lines replaced without permit. 
Water heater replaced without permit. Electrical 
wiring without permit. Garage converted to 
livable space without permit. Laundry plumbing 
connections without permit. Interior wall 
modifications without permit. Windows replaced 
without permit. Unsafe wiring observed. One or 
more cracked windows observed. Toilet loose at 
floor. Kitchen sink faucet damaged. 

10-Jan-12 1405 S. Oakland Avenue Single Family Major Violations Water heater replaced without permit. Smoke 
detectors lacking. Toilet loose at floor. Leaks 
observed at bathroom sink supply valve under 
sink. 

11-Jan-12 185 S. Painter Street Single Family Major Violations One or more bedrooms added without permit. 
Plumbing water lines replaced without permit. 
Electrical wiring without permit. Patio structure 
constructed without permit. Windows replaced 
without permit. Window openings not properly 
sealed. Water staining / mold in ceiling area. No 
quick release mechanism on bedroom widow 
grates. Improperly wired outlets. Water heater 
replaced without permit. Smoke detectors 
lacking. Toilet loose at floor. Habitable rooms 
lack natural light and ventilation. Attic vents and 
foundation vents should be screened. 

11-Jan-12 50 N. Arroyo Boulevard Condominium Major Violations Heating and / or air conditioning system 
installed without permit. 

12-Jan-12 1225 Medford Road Single Family Major Violations Enclosed breezeway between house and 
garage. Heating and / or air conditioning system 
added without permit. Laundry plumbing 
connections installed without permit. Recessed 
lighting installed without permit. Door between 
garage and kitchen is not fire rated, and is not 
self-closing. 
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Exhibit 30 (4) 
 

Date Inspection 
Permit Received Address Type of Dwelling Violation Severity Type of Violations 

17-Jan-12 617 Westgate Street Single Family Major Violations Garage has been converted into livable space 
without a permit. Smoke detectors and carbon 
monoxide detection devices lacking. Paint finish 
is deteriorating or flaking. Water damage by 
dining room window. Exterior outlet does not 
have a weather tight cover. 

17-Jan-12 182. S. Craig Avenue Single Family Major Violations Garage has been converted into livable space 
without a permit. A structure has been 
constructed by the garage and sued as 
habitable space without permits. No heating 
system installed in the dwelling. No covered 
parking on the premises. Paint finish is 
deteriorating. Smoke detectors and carbon 
monoxide detection devices lacking. Paint finish 
is deteriorating or flaking. Toilet loose on floor. 
heater heater lacking seismic straps. water 
heater lacks temperature relief valve and 
discharge line to the exterior. Trash, junk, and 
debris in back and side yard. Inoperable 
vehicles stored on premises. 

17-Jan-12 388 E. Mountain Drive Single Family Major Violations Water heater replaced without a permit. Paint 
finish is deteriorated or flaking at eaves and 
windows. Smoke detectors and carbon 
monoxide detection devices lacking. Flooring is 
damaged at kitchen. 

18-Jan-12 377 W. Walnut Street Condominium Major Violations Water heater replaced without permit. 
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Exhibit 30 (5) 
 

Date Inspection 
Permit Received Address Type of Dwelling Violation Severity Type of Violations 

18-Jan-12 1736 Mentone Avenue Single Family Major Violations Addition without permits; new rood without 
permits; driveway replaced without zoning 
approval; windows replaced without permit; 
overhead electrical wiring between house and 
garage replaced improperly and without permit; 
water heater replaced without permit; kitchen 
and bathrooms remodeled without permit; 
interior wall modifications without permit; heater 
replaced without permit. Electrical service 
entrance fallen off at roof. 

18-Jan-12 1040 Topeka Street Single Family Major Violations Building permit not finaled. GFCI outlet 
inoperable in kitchen. 

20-Jan-12 1687 Navarro Avenue Single Family Major Violations Heating and / or air conditioning system 
replaced and water heater replaced without 
permit. Repair all broken fences and gates. 
Smoke detectors and carbon monoxide 
detection devices lacking. Missing outlet covers. 

24-Jan-12 1820 La Loma Road Single Family Major Violations One or more bedrooms added without permit. 
Water heater replaced without permit. Exposed 
wiring at garage or carport. Repair / replace dry 
rot on fascia board. Double keyed dead bolt 
installed on one or more doors. Leaks in bathtub 
faucet. Overgrown vegetation in side yard. 

24-Jan-12 2741 Woodlyn Road Single Family Major Violations Electrical wiring without permit. Water heater 
replaced without permit. Gas valve added at 
rear of house for gas BBQ. Water lines replaced 
without permit. Roofing permit not finaled. 
Unpermitted electrical wiring visible on north 
wall of garage with Romex penetrating plaster. 
Hot and neutral wires reversed in kitchen. Water 
damage appears to be old. Cracked windows. 
Sub-flooring soft in master bath. Overgrown 
vegetation in back yard. 
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Exhibit 30 (6) 
 

Date Inspection 
Permit Received Address Type of Dwelling Violation Severity Type of Violations 

31-Jan-12 739 N. Wison Avenue Single Family Major Violations Several foundation stones removed from 
foundation walls in basement. Bathroom window 
replaced without permit. Carport constructed 
without permit. Addition to house without permit. 
Water heater replaced without permit. Heater 
replaced without permit. Kitchen remodel without 
permit. Exposed wiring observed in basement 
ground. Roof leak damage at carport eaves. 

31-Jan-12 64 Mar Vista Avenue 
#220 

Single Family Major Violations Moisture / rot damage through balcony wood 
floor. Carbon monoxide detection devices 
lacking.  Leaks observed at kitchen sink drain 
line. 

31-Jan-12 625 E. Mountain Drive Single Family Major Violations One or more bathrooms added without permit. 
Carport added without permits. Hallway from the 
front door closed off so that front porch and 
hallway are separate from the main house. Porch 
enclosed and made into livable space.   Double 
keyed deadlock in one or more door. Improperly 
wired outlets observed. Open or no grounding 
throughout the house. Exposed wiring observed 
in the basement. Unsafe wiring in the basement. 
Unsafe wiring in the carport. Main panel is 
missing front cover. Water heater strapping not 
installed. Discharge line not installed at 
temperature pressure relief valve. Hole in the 
wall under bathroom sink. Smoke detectors and 
carbon monoxide detection devices lacking. 
Paint finish is deteriorated or flaking. Underside 
of carport shows evidence of water. GFCI not 
installed in bathroom and kitchen. Toilets loose 
at floor. Kitchen faucet cold water handle broken 
off. Bathroom plumbing lacks P-trap. Flooring 
damaged in bathroom and kitchen. Trash and 
junk in side yard. Aluminum roofing used as part 
of fence. 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group  Page 350 

Exhibit 30 (7) 
 

Date Inspection 
Permit Received Address Type of Dwelling Violation Severity Type of Violations 

31-Jan-12 1200 Armada Street Single Family Major Violations Jacuzzi tub installed without permit. Water 
heater replaced without permit. Accessory 
structure constructed without permit. Toilet, 
shower, and sink constructed without permit. 
Building permit not finaled. Open or no neutral 
wire in master bedroom. Paint finish 
deteriorated or flaking at front porch. Carbon 
monoxide detection devices lacking. Double 
keyed dead bolt in one or more exterior doors. 
Repair or replace kitchen sink. Temperature 
sensor valve not installed for water heater. 

3-Jan-12 501 E. Del Mar Boulevard Condominium Minor Violations Carbon monoxide detection device lacking, 
GFCI in kitchen inoperable 

3-Jan-12 38 N. Bonnie Avenue #11 Condominium Minor Violations Smoke detector and carbon monoxide detector 
lacking 

4-Jan-12 840 E. Green Street #322 Condominium Minor Violations GFCI inoperable in bathroom.  
4-Jan-12 221 S. Marengo Avenue #8 Condominium Minor Violations Carbon monoxide detection device lacking 
4-Jan-12 1129 S. Orange Boulevard  Condominium Minor Violations Ventilation pipe not installed for dryer. 

Temperature pressure relief valve not installed 
for water heater. Water heater strapping is 
improper or not installed. Smoke detectors 
lacking. Carbon monoxide detection devices 
lacking. GFCI devices lacking for bathroom 
and kitchen. 

4-Jan-12 700 E. Union Street, #205 Condominium Minor Violations Repair hole in living room interior wall. Carbon 
monoxide devices not installed.  

6-Jan-12 651 - 653 Cypress Avenue Single Family Minor Violations Damaged wood siding at south garage wall. 
Roof eave rotted and falling. Rotted wood 
siding at south wall. Water heater strapping 
improper or not installed. Unsafe / hazardous 
wiring observed at kitchen fan. Smoke 
detectors lacking. Toilet loose at floor. 
Significant leak under kitchen sink. Smoke 
detectors lacking at bedrooms. 
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Exhibit 30 (8) 
 

Date Inspection 
Permit Received Address Type of Dwelling Violation Severity Type of Violations 

9-Jan-12 965 E. Del Mar Boulevard 
#6 

Condominium Minor Violations Smoke detector and carbon monoxide detector 
lacking. GFCI not installed at kitchen sink. 
Leaks at kitchen sink drain line. Toilet loose in 
upstairs bathroom. Bathroom flooring damaged. 

10-Jan-12 761 S. Los Robles Avenue Triplex Minor Violations Smoke detectors and carbon monoxide 
detection devices lacking. GFCI lacking at 
bathroom. Garbage disposal not functional. 

11-Jan-12 329 Stanton Street Single Family Minor Violations Smoke detectors and carbon monoxide 
detection devices lacking. 

12-Jan-12 330 N. Orange Grove 
Boulevard 

Condominium Minor Violations Smoke detectors and carbon monoxide 
detection devices lacking. Missing exterior light 
fixtures. Missing electrical cover plates 

13-Jan-12 221 S. Oak Knoll Avenue 
#208 

Condominium Minor Violations Circuit breaker panel missing Leaks observed at 
bathroom sink faucet. Garbage disposal not 
functional. 

13-Jan-12 557 N. Daisy Avenue Single Family Minor Violations Smoke detectors and carbon monoxide 
detection devices lacking. Improperly wired 
outlets. Open or no grounding. GFCI missing at 
kitchen sink. 

17-Jan-12 211 S. Wilson Avenue 
#203 

Condominium Minor Violations Smoke detectors and carbon monoxide 
detection devices lacking. Missing tiles around 
bathroom vanity. 

17-Jan-12 601 E. California 
Boulevard 

Single Family Minor Violations Smoke detectors and carbon monoxide 
detection devices lacking. GFCI missing at 
mater bathroom. 

17-Jan-12 470 S. Los Robles Avenue Condominium Minor Violations Hot and neutral wires in outlets observed at 
bathroom GFCI outlet in bathroom. 

17-Jan-12 3885 Fairmeade Road Single Family Minor Violations Smoke detectors and carbon monoxide 
detection devices lacking. Improperly wired 
outlet by kitchen sink; open or no grounding. 
GFCI lacking at back bathroom. 

19-Jan-12 1100 Glen Oaks 
Boulevard 

Single Family Minor Violations Electrical wiring at outdoor spa without permit.  
Possible roof leak in bathroom. Loose closet 
doors in bedroom. Peeling paint rear patio. 
Corroded water heater. 
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Exhibit 30 (9) 
 

Date Inspection 
Permit Received Address 

Type of 
Dwelling Violation Severity Type of Violations 

19-Jan-12 2450 E. Del Mar Boulevard Condominium Minor Violations Smoke detector and carbon monoxide detector 
lacking. Missing outlet and switch covers in 
loving and dining room. GFCI missing near 
kitchen sink. 

20-Jan-12 1150 Pine Bluff Drive Single Family Minor Violations Permit not finaled for copper re-pipe and water 
heater. Lack of self closing mechanism between 
garage and dwelling.  

20-Jan-12 108 S. El Molino Avenue #103 Condominium Minor Violations Carbon monoxide detection devices lacking.  
23-Jan-12 434 N. Oakland Avenue #7 Condominium Minor Violations Missing cover plate on exterior balcony 

electrical outlet. 
27-Jan-12 140 Sierra View Road Single Family Minor Violations Smoke detector and carbon monoxide detector 

lacking 
27-Jan-12 720 S. Orange Grove Blvd. Condominium Minor Violations Carbon monoxide detector lacking 
30-Jan-12 330 S. Mentor Avenue #308 Condominium Minor Violations Garbage disposal not functional. 
30-Jan-12 466 Elizabeth Street Single Family Minor Violations Carbon monoxide detector lacking. Illegal wiring 

in rear porch and missing J box cover. Water 
heater strapping not installed. 

30-Jan-12 536 Bradford Street Single Family Minor Violations Gate leading to pool area not properly installed. 
30-Jan-12 1651 E. Orange Grove 

Boulevard 
Single Family Minor Violations Smoke detector and carbon monoxide detector 

lacking. Improper wired outlets observed. Open 
or no grounding. Hot and neutral wires are 
reversed. GFCI inoperable in bathroom and 
kitchen. 

30-Jan-12 201 N. Orange Grove 
Boulevard 

Condominium Minor Violations GFCI inoperable in kitchen. GFCI missing in 
bathroom. 

31-Jan-12 1776 N. Lake Avenue Single Family Minor Violations Carbon monoxide detector lacking. Smoke 
detectors lacking in hallway and bedroom. 

31-Jan-12 159 W. Green Street #506 Condominium Minor Violations Smoke detector and carbon monoxide detector 
lacking 

31-Jan-12 1538 N. Holliston Avenue Single Family Minor Violations Replace missing roof shingles. Repair cracked 
stucco. 

3-Jan-12 2820 Paloma Street Single Family No active violations  
3-Jan-12 1820 E. Orange Grove Blvd. Single Family No active violations  
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Exhibit 30 (9) 
 

Date Inspection 
Permit Received Address Type of Dwelling Violation Severity Type of Violations 

3-Jan-12 279 E. Glenarm Street, #14 Condominium No active violations  
3-Jan-12 1175 La Loma Road Single Family No active violations  
3-Jan-12 974 S. Los Robles Avenue Single Family No active violations  
3-Jan-12 299 Rosemount Avenue Condominium No active violations  
4-Jan-12 803 Brooks Avenue Single Family No active violations  
5-Jan-12 1279 Elizabeth Street Single Family No active violations  
5-Jan-12 125 N. Allen Avenue, #317 Condominium No active violations  
9-Jan-12 1505 Linda Vista Avenue Single Family No active violations  
10-Jan-12 1239 E. Orange Boulevard Single Family No active violations  
11-Jan-12 628 S. Orange Grove Blvd. Condominium No active violations  
11-Jan-12 998 Bella Vista Avenue Single Family No active violations  
11-Jan-12 880 Summit Avenue Single Family No active violations  
12-Jan-12 3770 Startouch Drive Single Family No active violations  
12-Jan-12 883 Magnolia Avenue #24 Condominium No active violations  
17-Jan-12 1008 Emerson Street Single Family No active violations  
17-Jan-12 1040 N. Wilson Drive Single Family No active violations  
17-Jan-12 1415 Tropical Avenue Single Family No active violations  
18-Jan-12 500 E. Del Mar Boulevard Condominium No active violations  
18-Jan-12 248 Elizabeth Street Duplex No active violations  
19-Jan-12 111 S. Oak Knoll Drive Condominium No active violations  
20-Jan-12 500 S. Oak Knoll Avenue Condominium No active violations  
23-Jan-12 2150 Paloma Street Single Family No active violations  
23-Jan-12 3740 Canfield Road Single Family No active violations  
23-Jan-12 484 E. California Boulevard #14 Condominium No active violations  
23-Jan-12 1879 N. Madison Avenue Single Family No active violations  
23-Jan-12 459 Juniper Drive Single Family No active violations  
23-Jan-12 2300 E. Mountain Street Single Family No active violations  
24-Jan-12 930 Crestview Drive Single Family No active violations  
27-Jan-12 1050 Seco Street #105 Condominium No active violations  
30-Jan-12 1360 Lomay Place Single Family No active violations  
31-Jan-12 236 Palmetto Drive Condominium No active violations  
31-Jan-12 2479 Loma Vista Street #10 Condominium No active violations  
31-Jan-12 263 S. Hudson Avenue #7 Condominium No active violations  
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8. ANALYSIS OF THE COMMUNITY PLANNING 
SECTION 

 
This chapter presents an analysis of the Community Planning Section. This 

Section, at the present time, is allocated six positions: a Principal Planner, two Senior 

Planners, two Planners, and a Staff Assistant.  

1. THE COMMUNITY PLANNING SECTION HAS A NUMBER OF STRENGTHS. 
 

While this chapter focuses primarily on opportunities for improvement, there are 

a number of strengths in the Section. Examples of these strengths are presented in the 

below. 

• The general plan is currently being updated; it was last updated in 2005. 
 
• The General Plan is complete and contains all the elements required by the 

State. 
 
• The Housing Element has been certified by the Office of Planning and Research. 
 
• The General Plan is being updated through an inclusive process. 
 
• Staff is dedicated to advanced planning. 
 
These strengths provide a sound foundation for the improvement in the Community 

Planning Section. 

2. THE COMMUNITY PLANNING SECTION SHOULD IMPROVE ITS PROJECT 
MANAGEMENT PRACTICES. 

 
The Community Planning Section indicated it has developed an “annual work 

program”, but it is simply a list of projects by planner. This is not an annual work 

program, and for purposes of project management, it adds no value. 

The Section should improve the breadth and depth of its project management 

practices. 
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(1) A Summarized Twenty-Four Month to Thirty-Six Bar Chart Schedule Should 
Be Prepared for the Divisions’ Projects. 

 
This schedule should portray start and finish dates for each project assigned to 

the Community Planning Section by simple activity descriptions for such as draft work 

plan for the project, develop specific plan, prepare general plan amendments, etc. This 

schedule should be prepared for all projects that will be assigned to the Section during 

the next twenty-four to thirty-six months. 

Recommendation #206: A summarized twenty-four to thirty-six month bar chart 
schedule should be prepared for all projects that have been or will be assigned to 
the Community Planning Section. 
 
(2) The Annual Work Program Prepared by the Community Planning Section 

Should be Expanded. 
 

As noted previously, the annual work program is simply a list of specific projects 

assigned to the specific planners. This is not an adequate annual work program. 

The annual work program should be expanded. The program should be include 

such information as the following: 

• A description of the project; 
 
• The priority of the project; 
 
• A summary of previous work performed on the project; 
 
• The tasks to be performed for the project in the next fiscal year; 
 
• The milestone dates for each project; 
 
• The name of the project manager; 
 
• The allocation of staff hours per planner per month to the various projects; 
 
• The month-by-month allocation of staff hours by planner; 
 
• The proposed budget for the project in the next fiscal year including the source of 

funding, appropriation status, and proposed expenditures by major component; 
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• A summary month-by-month Gantt chart for the year that provides an overall 

summary of the tasks to be performed for each project. 
 
This expanded annual work program will likely require one to two pages per project. 
 

The process for development of this annual work program should fundamentally 

change the focus of the Principal Planner to management of resources in order to 

ensure conformance with the annual work program.  

The level of detail included in the annual work program needs to consider its 

audience – the Planning Director and the Planning Commission. The existing annual 

work program presents too little detail, and should be expanded. The level of detail 

should not be overwhelming, however. 

Recommendation #207: The Community Planning Section should expand its 
annual work program. 
 
(3) The Community Planning Section Should Complete a Project Scoping 

Document Before Commencement of a Project. 
 
There are a number of key success factors in the completion of a project 

including the following: 

• Identification of a project manager; 
 
• Ensure that key resources are available as identified in the project scoping 

document; 
 
• Ensure that milestones are identified for major functional deliverables; 
 
• Identification of the project results or what will be created in terms of deliverables 

(and their characteristics) and/or what constitutes a successful completion at 
each phase of the project; 

 
• The approach to be used - what type of process and technology will be used 

(such as ArcGIS and CommunityViz to develop specific plans and increase 
public involvement.); 

 
• Content of the project: what is and is not included in the work to be done; and 
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• Approval by the top management team of the Planning and Community 

Development Department, and by the Planning Commission. 
 

A project should not be initiated until the resources required (staff hours and 

consultant funding) for completing the project, the schedule, and other key aspects of a 

project have been identified using the project scoping document, and the Planning and 

Community Development Department’s top management team has approved the 

project based upon the project scoping document. The project scoping document 

should include the components enumerated below: 

• The project title, including the phase of the project, if relevant; 
 
• A general project description, including a narrative summary description of the 

project ad a statement of what the project will accomplish, what it will try to 
accomplish and, if appropriate, not try to accomplish; 

 
• The project number (as noted in the annual work program); 
 
• The proposed project manager and project team; 
 
• The cost, including the source of funds and appropriation status; 

 
• A budget covering the staffing hours required by major project task and 

consulting; 
 
• The responsibility for completing the various components of the project, including 

the role of consultants in the project; 
 

• The extent of coordination necessary, listing the inter-agency coordination by 
division, department, or outside agency with whom coordination will be required 
in the project, the nature of the coordination, and the key contacts; 

 
• The preliminary schedule for completing the project by major project task; 
 
• Milestones with clearly defined dates of delivery to measure progress to enable 

top management to approve the completion of a phase or milestone and as 
go/no-go decision points to proceed with the project; 

 
• A scope change procedure that includes a documented, systematic approach to 

the handling of the change in the scope of the project; 
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• Staffing levels required throughout the project, including the estimated staffing 
required on a month-by-month basis and the staff proposed to be assigned; 

 
• Project reporting requirements, including cost and schedule control procedures; 

and 
 
• Community relation and public information requirements including public 

hearings or meetings and how the public will be informed and involved in the 
project and informed about progress of the project. 

 
The intent of the project scoping document is to define the project before it 

begins, with sufficient detail to assure that the necessary resources are available for the 

completion of the project, that the risks of the project have been identified, the schedule 

is realistic, that milestones and the objectives are clearly identified, and that community 

relations and public information requirements are clear. The next document, the 

template for the individual work project, is designed to define how the project will be 

completed once executive management team of the Planning and Community 

Development Department and the Planning Commission has approved the project 

scoping document. 

Recommendation #208: The Community Planning Section should complete a 
project scoping form before commencement of a project. 
 
Recommendation #209: The executive management team of the Planning and 
Community Development Department and the Planning Commission should 
approve the project-scoping document before commencement of a project by the 
Community Planning Section. 
 
3. THE SPECIFIC PLANS THAT WERE ADOPTED MORE THAN TEN YEARS 

AGO SHOULD BE UPDATED. 
 

The Planning and Community Development Department has prepared a number 

of specific plans. These specific plans, and the date they were adopted, are presented 

below. 

• The Central District Specific Plan was adopted in November 2004; 
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• The South Fair Oaks Specific Plan was adopted in April 1998. 
 
• The West Gateway Specific Plan was adopted in July 1998. 
 
• The East Pasadena Specific Plan was adopted in October 2000. 
 
• The East Colorado Specific Plan was adopted in November 2003. 
 
• The North Lake Specific Plan was adopted in June 1997. 
 
• The Fair Oaks and Orange Grove Specific Plan was adopted in January 2002. 
 

The Governor’s Office of Planning and Research does not provide specific 

guidelines regarding when a specific plan should be updated. It does state in the 

Planners Guide to Specific Plans that “the planning area, as it currently exists, is a 

function of past decisions and policies. Similarly, the development of a specific plan that 

serves as the basis for decision making in the future is a function of the existing social, 

political, economic, and physical environments. The community's values and views of 

the existing planning area are determining factors in the direction and focus of the 

specific plan.” The existing social, political, economic, and physical environments 

change over time, and the specific plans should be updated to reflect those changes. 

The Division is in the process of updating the North Lake Specific Plan. It was also 

preparing a new specific plan for Lincoln Avenue. However, other specific plans are 

dated and should be updated including the South Fair Oaks Specific Plan, West 

Gateway Specific Plan, East Pasadena Specific Plan, and Fair Oaks and Orange Grove 

Specific Plan. Other areas of the City need the development of a specific plan such as 

the Northwest. 

Recommendation #210: The specific plans that were adopted more than ten years 
ago should be updated. This should include the South Fair Oaks Specific Plan, 
West Gateway Specific Plan, East Pasadena Specific Plan, and Fair Oaks and 
Orange Grove Specific Plan. 
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Recommendation #211: The Planning and Community Development Department 
should prepare a specific plan for the Northwest area of the City. 
 
4. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

SHOULD INTEGRATE THE MANDATED ELEMENTS INTO A COHESIVE 
INTEGRATED GENERAL PLAN. 

 
The required elements of a General Plan include Land Use, Circulation or 

Mobility, Housing, Open Space, Conservation, Noise, and Safety.  

All of the mandated elements have been updated recently or are being updated.  

However, the City’s mandated elements have been prepared at different times 

over the past ten years as noted below. 

• The Land Use and Mobility Elements were recently updated. 
 
• The Housing Element was adopted in July 2008. 
 
• The Safety Element was adopted in August 2002. 
 
• The Noise Element was adopted in December 2002. 
 
• The Open Space and Conservation Element is being updated in 2012. A draft 

document has been prepared. 
 
The City has prepared seven (7) non-mandated elements as well. These include 

the elements noted below. 

• The Green Space, Recreation and Parks Element and Master Plan Element was 
adopted in November 2007. 

 
• The Public Facilities Element was adopted in 1975. 
 
• The Historical / Cultural Element was adopted in 1975. 
 
• The Cultural / Recreational Element was adopted in 1982. 
 
• The Social Development Element was adopted in 1975. 
 
• The Scenic Highways Element was adopted in 1975. 
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• The Energy Element was adopted in 1983. 
 
Many of these elements are so dated as to be of questionable value in terms of 

providing vision and guidance in the City’s evolution. 

These elements should be integrated into a cohesive General Plan so that these 

elements are internally consistent. The data, analysis, goals, policies and 

implementation programs must be consistent with each other among all of the elements. 

The advantages of a single-document general plan are numerous. These 

advantages are presented below. 

• Clear vision and direction. All General Plan policy information would be 
available in one place. 

 
• User-friendly.  A single-document, fully integrated, general plan will allow the 

public to better understand City policy. 
 
• Publicly accessible.  A compact document is more readily available to the 

public and less costly. Current advances in technology will allow on-line versions 
that provide more options in accessing information. This should include the 
features described below. 
 
– Based on a single source (one official General Plan document). 
 
– Readable - Web pages and document layout is clean, uncluttered and 

easily readable.  
 
– User friendly and easy to view - use templates with appropriate use of 

white space, easy to  read font (both style and size), etc., and easy to 
navigate and search (three-clicks rule).  

 
– Ability to search within the General Plan document itself  
 
– Inter-page navigability with links that lead to other sections of the General 

Plan embedded in the document 
 
– Cross referencing related policies and topics (using electronic linking book 

marking). 
 
– An interactive General Plan land use map. 
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• Efficient update process.  A single update can occur every 10 years (more 
often for the housing element as required by State law), saving staff time and 
other city resources.  

 
• Effective policy tool. The size and organization of the General Plan can affect 

access and understanding of City policy.  
 
• Timely and current The consolidation and integration of policy into a single 

General Plan format will simplify the update process. After integration, the update 
process is more efficient, and all topics can be updated at the same time, at ten 
year intervals.  

 
• Comprehensive. The current General Plan is comprehensive. The new format 

should still be comprehensive, although some of the existing non-mandated 
elements should be integrated into other mandated elements, and the total 
number of General Plan Elements reduced.  

 
• Integrated and internally consistent A 14 element-document format presents 

additional challenges in maintaining consistency, and also in integrating policies 
and implementation.  
 
The Matrix Consulting Group does not recommend that consulting planners be 

utilized for the integration of these elements into a single cohesive General Plan. The 

Planning and Community Development Department has sufficient skills and knowledge 

to accomplish this task, and sufficient staff. 

There are a number of recently adopted General Plans that can serve as 

examples. 

Recommendation #212: The Planning and Community Development Department 
should integrate the mandated elements of the General plan into a cohesive 
single document. 
 
Recommendation #213: The Planning and Community Development Department 
should reduce the number of General Plan elements by consolidating non-
mandated elements, wherever practical, into the mandated elements. 
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5. UPON THE ADOPTION OF THE UPDATED GENERAL PLAN, THE CITY 
SHOULD UPDATE THE ZONING ORDINANCE 

 
The consistency of a zoning ordinance with a general plan is a fundamental 

concept of planning practice. 13  This is understandable. The general plan is the 

overarching land use and transportation policy guide for the City. The zoning ordinance 

is the primary tool used to implement general plan policies. In contrast to the long-term 

outlook of the general plan, zoning classifies the specific, immediate uses of land. The 

success of a general plan, and in particular the land use element, rests in part upon the 

effectiveness of a consistent zoning ordinance that translates long-term policies into 

everyday decisions.14 

In fact, a zoning ordinance that is inconsistent with the general plan at the time it 

is enacted is “invalid when passed” as determined by Lesher Communications v. City of 

Walnut Creek, 52 Cal. 3d 531 (1990). In this case, the court held that zoning and 

planning consistency requires that local communities amend zoning ordinances to 

conform to the general plan, and not vice versa: “The tail does not wag the dog.” 

The City will soon adopt an updated general plan. Upon adoption, the 

Community Planning Section should be charged with updating the zoning ordinance, in 

concert with the Zoning Section and the Design and Historic Preservation Section. In 

fact, staff from these two sections should be assigned to work on the team from the 

Community Planning Section that updates the zoning ordinance. 

Recommendation #214: The Planning and Community Development Department 
should update the zoning ordinance upon adoption of the updated general plan. 
 
Recommendation #215: The Community Planning Section should be charged with 
updating the zoning ordinance, in concert with the Zoning Section and the Design 
                                            
13 American Planning Association, Zoning Practice, September 2005. 
14 California Governor’s Office of Planning and Research, General Plan Guidelines, 2003. 
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and Historic Preservation Section. In fact, staff from these two sections should be 
assigned to work on the team from the Community Planning Section that updates 
the zoning ordinance. 
 
6. THE COMMUNITY PLANNING DIVISION SHOULD CONTINUE TO 

GENERATE AND REPORT ON GREEN CITY INDICATORS AND THE GREEN 
CITY ACTION PLAN. 

 
The City of Pasadena has chosen to become a green and sustainable city. The 

City has taken a number of significant actions to become a green city. Recent examples 

include: 

• Adoption of an Environmental Charter; 
 
• Endorsement of the United Nations Green Cities Declaration and Urban 

Environmental Accords; 
 
• Endorsement of the US Conference of Mayors Climate Protection Agreement; 
 
• Adoption of a Green City Action Plan; 
 
• Adoption of ordinance creating an Environmental Advisory Commission; 
 
• Adoption of a Green Building Program; and 
 
• Adoption of a resolution in support of Green Cities California. 
 

The Planning and Community Development Department has generated a Green 

City Report for five years from 2006 through 2010. The Department has generated a 

Green City Indicators Report for three fiscal years from 2008 through 2010. These 

reports were generated by a Management Analyst IV, who functioned as the City’s 

green program / sustainability coordinator. The Community Planning Section has 

sufficient authorized staffing to continue to generate these reports. The Section should 

continue to generate the Green City Report and the Green City Indicators Report on an 

annual basis. 
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Recommendation #216: The Community Planning Section should continue to 
generate the Green City Report and the Green City Indicators Report on an annual 
basis. 
 
7. THE PROFESSIONAL STAFF OF THE COMMUNITY PLANNING SECTION 

AND THE ZONING AND DESIGN AND HISTORICAL PRESERVATION 
SECTIONS SHOULD BE PERIODICALLY ROTATED. 

 
At present, the Planning and Community Development Department does not 

rotate staff between the Zoning and Design and Historical Preservation Sections and 

the Community Planning Section.  

The rotation of staff between these sections would have significant benefits for 

the staff assigned to these sections. Rotation widens the experience and knowledge 

base of a planner to the mutual benefit of the planner and the Planning and Community 

Development Department. There are benefits for both individuals and department, and 

the two are intertwined. 

Rotations are an opportunity for the staff in these sections to develop new skills 

and experience, provide these two staff with exposure to new tasks and, more 

specifically, develop new skills. Staff assigned to organizations with formal rotation 

programs has supported this view. These staff commented on the skills they acquired, 

and on the new ways of working that they learned. In turn, such development builds 

both personal and institutional knowledge, and is beneficial in keeping staff motivated 

and thus in retaining their skills within the Planning and Community Development 

Department. 

Rotation of staff also contributes to network and relationship building within the 

Planning and Community Development Department. Staff assigned to organizations 

with formal rotation programs described them as "a good networking opportunity" for 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group  Page 366 

individuals. 

The risks of this rotation program relate primarily to training costs and managing 

the rotation process adequately. 

However, the rotation of staff between these sections is essential in grounding 

staff assigned to the Community Planning Section in the “real world” of processing land 

entitlement permits and of increasing the depth of knowledge of staff assigned to Zoning 

and Design and Historical Preservation Sections of the general plan, the elements of 

the general plan, and the specific plans. 

Recommendation #217: The Planning and Community Development Department 
should develop a program to rotate staff between the Zoning and Design and 
Historical Preservation Sections and the Community Planning Section. 
 
8. THE RESPONSIBILITY FOR PREPARATION AND UPDATING OF MASTER 

PLANS SHOULD BE REASSIGNED TO THE ZONING SECTION. 
 

The Community Planning Division is involved in the updating of a number of 

Master Plans. These include the following: 

• 5-year review of Art Center South Campus Master Plan; 
 
• All Saint’s Master Plan; 
 
• 5-year review of Fuller Seminary Master Plan; 
 
• 5-year review of William Carey Master Plan; 
 
• Huntington Hospital;  
 
• Maranatha School; and 
 
• 5-year review of St. Philip the Apostle plan. 
 
Each planner in the Community Planning Section is assigned responsibility for 

preparation or a 5-year review of a Master Plan. 
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This responsibility should be assigned to the Zoning Section. Master Plans are 

defined are also defined as Master Conditional Use Permits in the City’s zoning 

ordinance. The Zoning Section is already responsible for the processing of conditional 

use permits. The Zoning Section has the capacity to process the Master Plans. The 

Community Planning Section has a significant ongoing advanced planning workload 

that it needs to focus on and address. 

Recommendation #218: The responsibility for the preparation and updating of 
master plans should be assigned to the Zoning Section. 
 
9. THE AUTHORIZED STAFFING FOR THE COMMUNITY PLANNING SECTION 

IS ADEQUATE GIVEN THE CURRENT WORK PROGRAM.  
 

Pursuant to California Government Code Section 65103, the Community 

Planning Section is required to perform all of the functions noted below. 

• Prepare, periodically review, and revise, as necessary, the general plan; 
 
• Implement the general plan through actions including, but not limited to, the 

administration of specific plans and zoning and subdivision ordinances; 
 
• Annually review the capital improvements program of the city and the local public 

works projects of other local agencies for their consistency with the general plan, 
pursuant to Article 7 of the Government Code (commencing with Section 65400); 

 
• Endeavor to promote public interest in, comment on, and understanding of the 

general plan and regulations relating to it; 
 
• Consult and advise with public officials and agencies, public utility companies, 

civic, educational, professional, and other organizations, and the general public 
concerning implementation of the general plan; 

 
• Promote the coordination of local plans and programs with the plans and 

programs of other public agencies; and 
 
• Perform other functions as the City Council provides, including conducting 

studies and preparing plans other than those required or authorized by Title 7 of 
the Government Code. 

 
After the City Council has adopted all or part of a general plan, California 
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Government Code Section 65400 requires the planning agency to perform the following: 

• Investigate and make recommendations to the City Council regarding reasonable 
and practical means for implementing the general plan or elements of the general 
plan so that it will serve as an effective guide for orderly growth and 
development, preservation and conservation of open-space land and natural 
resources, and efficient expenditure of public funds relating to the subjects 
addressed in the general plan; and 

 
• Provide an annual report to the City Council, the Office of Planning and 

Research, and the Department of Housing and Community Development on the 
status of the plan and progress in its implementation, including the progress in 
meeting the jurisdiction’s share of regional housing needs determined pursuant 
to California Government Code Section 65584 and local efforts to remove 
governmental constraints to the maintenance, improvement, and development of 
housing pursuant to paragraph (3) of subdivision (c) of California Government 
Code Section 65583. 
 
The Community Planning Section, under its current level of staffing, is able to 

maintain and update the general plan, and address other advanced planning priorities 

such as updating specific plans. This is attributable to the number of staff dedicated to 

advanced planning in the Community Planning Section; it is enough. In comparison, the 

City of Santa Monica allocates five (5) planner positions to its Strategic and 

Transportation Planning Division, Planning and Community Development Department. 

The City of Glendale allocated five (5) professional-level planner positions to 

Comprehensive Planning in its Community Development Department in fiscal year 

2011-12. The entire Planning Division for the City of Burbank – current and advanced 

planning – only has a total of right (8) professional-level planners. 

Recommendation #219: The authorized staffing for the Community Planning 
Section should be maintained given its current work program and address other 
advanced planning priorities such as updating specific plans. 
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9. ANALYSIS OF THE ADMINISTRATION DIVISION 
 
This chapter presents an analysis of the Administration Division. This includes an 

analysis of the following aspects of the Division: 

• The long-term strategic planning of the department; 
 
• The extent of training of staff based upon career development plans; and 
 
• The development of a service level agreement between the Information 

Technology Department and the Planning and Community Development 
Department. 

 
1. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

SHOULD DEVELOP A CLEARLY WRITTEN FIVE-YEAR STRATEGIC PLAN. 
 

Public sector managers are often so preoccupied with immediate issues that they 

lose sight of their ultimate goals. That's why a strategic plan is a virtual necessity. It may 

not be a recipe for success, but without it the Planning and Community Development 

Department is less likely to achieve its goals. A sound plan should: 

• Serve as a framework for decisions or for securing support / approval; 
 
• Explain the goals and objectives of the Department to others in order to inform, 

motivate and involve; 
 
• Assist benchmarking and performance measurement; and  
 
• Stimulate change and become the building block for the next plan.  
 

The best practices regarding development of a strategic plan that should be 

utilized by the Planning and Community Development Department are presented in the 

table below. 
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The department has a multi-year strategic plan with annual goals and measurable objectives 
based on identified needs, projected workload, and expenditures and revenues. 
 
The department maintains and publishes a clearly written, multi-year (five years at a minimum) strategic 
plan to provide vision and direction for the department. The plan links citywide and department goals. 
 
In developing the strategic plan, the department: 
 
• Identifies and formally adopts a limited number (5 to 10) of departmental priorities to guide the 

department’s strategies and major financial and program decisions; 
• Considers the impacts of the city’s financial condition, current expenditures by the department, and 

opportunities to reallocate staff and other resources to enhance performance; and 
• Instructs departmental management on how these priorities should be considered in making program 

and budget decisions. 
 
The strategic plan clearly delineates the department goals, and objectives and strategies for achieving 
them. In developing these strategies, the department considers alternative service delivery systems such 
as outsourcing. 
 
The plan also delineates the priorities the City Council and City Manager assign to the department’s 
goals, objectives, and strategies.  
 
The objectives in the strategic plan are measurable, and the department has set annual objectives for 
each goal for at least five years into the future. 
 
The department’s goals, objectives, and performance measures are based on past performance, 
identified needs, projected workload, and expenditures and revenues. 
 
The plan delineates the managers responsible for implementing the strategies in the plan and the time 
frames for implementation. 
 
The department head annually assesses the progress the department has made toward achieving the 
goals and objectives in the plan. 

 
In developing the strategic plan for the department, the Department should (1) 

identify its strengths, weaknesses, threats (e.g., slowdown in the pace of permits), and 

opportunities (e.g., increased use of technology); (2) develop a vision and mission 

statement for the Department; (3) define the goals, objectives and strategies the 

Department will utilize to achieve those goals, objectives and strategies; and (4) define 

the managerial responsibilities for accomplishing those goals, objectives and strategies.  

Recommendation #220: The Planning and Community Development Department 
should develop a clearly written, five-year minimum, Strategic Plan. 
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2. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT AND 
THE INFORMATION TECHNOLOGY DEPARTMENT SHOULD DEVELOP AND 
ADOPT A SERVICE LEVEL AGREEMENT. 

 
Information technology service level agreements have not been developed 

between the Planning and Community Development Department and the Information 

Technology Department.  

The purpose of service level agreements is to define the responsibilities of the 

Information Technology Department for doing business with its customers. These 

service agreements should document the following: 

• The services to be provided; 
 
• The funding resources required for acquisitions, maintenance, and repair; 
 
• The terms and conditions under which the customer and the Information 

Technology Department will operate in order to properly support the 
Department’s information technology investment; 

 
• The standard business practices including how compliance with the service 

agreement will be measured, problem (trouble) reporting protocol, how to request 
services, emergency service priorities, services provided after hours, etc.; 

 
• The services provided and not provided; and 
 
• The dispute resolution process. 
 

The service level agreement is intended to provide a cost effective and reliable 

method for the Information Technology Department to provide technical support for: 

• Network engineering; 
 
• Desktop hardware services; 
 
• Workgroup and enterprise applications support; 
 
• Departmental mission critical applications services; and  
 
• Application development services. 
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To ensure a predictable and cost effective level of availability of computers, networks 

and peripherals during normal business hours and an expectation of reasonable 

availability outside those times, the Information Technology Department should be 

required to administer and maintain technology in a prescribed manner. The service 

level agreement is intended to provide an acceptable method of achieving this 

requirement. 

Recommendation #221: The Planning and Community Development Department 
and the Information Technology Department should adopt a service level 
agreement. 
 
3. POLICIES AND PROCEDURES FOR THE PLANNING AND COMMUNITY 

DEVELOPMENT DEPARTMENT SHOULD BE CLEARLY DOCUMENTED AND 
UPDATED. 

 
The divisions within the Planning and Community Development Department are 

developing or have developed their own policies and procedures to guide their 

managers and supervisors. This is a problem in that the different divisions could 

develop different policies to address the same issue.  

The Planning and Community Development Department should develop a 

policies and procedures manual to guide its managers and first line supervisors and 

assure uniformity in the critical processes of the Department. 

In developing policies and procedures for the Department, the following approach 

should be utilized. 

• Minimize. The policies and procedures should be kept to a minimum. 
 
• Best Methods. Make certain the procedure represents the “best method”. This 

means the procedure has undergone detailed analysis and is continually 
challenged. 

 
• Review and Revise. All policies and procedures should be reviewed annually.  
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• Keep Current. The problem with many policies and procedures is that they have 
long ago outlived their usefulness. No one remembers why the policies and 
procedures were created in the first place. Sometimes they contradict each other 
and create even more confusion. Responsibility for updating these policies and 
procedures should be clear. 

 
• Short is better than long. It is not the quantity, but the quality of information that 

is the essential problem of the information age. 
 
• Be ready to change. The key to organizational effectiveness and efficiency is 

finding a better way. The Department must always be ready to challenge current 
policy – throw it out – change it. 

 
• The policies should be available on the Department’s intranet site. This should 

facilitate easy updating. 
 

Recommendation #222: The Planning and Community Development Department 
should clearly document its policies and procedures. 
 
Recommendation #223: The Planning and Community Development Department 
should establish a policies and procedures committee, consisting of five to seven 
staff, that includes a representation of managers from all divisions. 
 
4. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

SHOULD DEVELOP A TRAINING PLAN FOR ITS EMPLOYEES INCLUDING A 
NEEDS ASSESSMENT. 

 
The American Society for Training & Development (ASTD) has published a State 

of the Industry Report for more than ten consecutive years. This report is developed 

based upon a group of large Fortune 500 companies and public sector organizations 

that share data and best practices with one another. These organizations submit 

detailed data on their learning investments and practices each year. The report 

identifies a number of ways to measure commitment to training including the number of 

hours of formal learning per employee. According to the 2011 State of the Industry 

Report, the average training hours approximate 32 hours per employee in 2010. The 

average direct expenditure per employee increased to $1,228 in 2010. The direct 

expenditure for learning as a percentage of payroll has fluctuated between 2% and 
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2.3% percent since 2001.  

All of these levels exceed the extent of training provided for employees of the 

Planning and Community Development Department. In fiscal year 2011-12, the 

Planning and Community Development Department spent $7,797 on training of its 

employees. This amounts to $110 per departmental employee. The Department is 

clearly under-funding the training of its employees. 

The Matrix Consulting Group does not recommend that the Department increase 

its training expenditures until it conducts a training needs assessment of its employees, 

and develops training plans for each employee based upon that needs assessment. 

Development and execution of a well-conceived training plan is the cornerstone 

upon which a successful training program rests. A training plan exists on at least two 

levels:  

• Department-wide - encompassing the entire department and covering a relatively 
elastic time period of several years (this is a reflection of a strategic plan or 
overall set of goals)  

 
• Division-specific - describing the divisions within the department and covering a 

discrete fiscal or calendar time frame (this is a reflection of concrete, measurable 
goals and objectives) 
 
In developing a training plan, the Department is linking the skill development of 

its employees to its own strategic plan and an assessment of its strengths and 

weaknesses. The Department should strive to achieve the best practices presented on 

the following page in developing this training plan. 
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The department provides a comprehensive staff development program to achieve and maintain 
high levels of productivity and employee performance. 
The department: 
• Conducts orientation programs for all new employees, and includes information on departmental 

procedures, performance expectations and evaluations, training and career opportunities, and 
personnel policies regarding such issues as absences, leave approval and tardiness; and 

• Has a department-wide training program and maintains training records on each staff member. 
The department has solicited and used input from supervisors and employees hired within the last 
three years to establish, revise, or affirm its new employee orientation programs, including content and 
approach. 
The department has mentoring programs, as appropriate, for new employees.   
The department plans training programs based on department-wide needs assessment that includes 
input from employees and their supervisors at least every other year.   
The department establishes and implements formal staff development plans to provide on-going 
training for employees. The responsibility for delivery of training classes for employees may be 
delegated, in part, to a manager or supervisor within the department. 
The department has procedures to evaluate individual in-service training activities, including employee 
feedback, and to evaluate the extent to which annual training efforts have met identified long-term 
training objectives. 
The department provides a comprehensive staff development program for managers and 
supervisors.   
All managers and supervisors have completed (or anticipate completing within the current fiscal year) 
management and supervisory training programs. 
The department has a process for identifying employees with the potential for employment in 
managerial and/or supervisory positions, and for providing training to them prior to appointment to a 
managerial and/or supervisory position. 
The training program for new managers includes a mentoring component. 

 
Recommendation #224: The Planning and Community Development Department 
should develop a training plan for its employees based upon a needs 
assessment. 
 
4. EACH DIVISION WITHIN THE PLANNING AND COMMUNITY DEVELOPMENT 

DEPARTMENT SHOULD DEVELOP GOALS, OBJECTIVES, AND 
PERFORMANCE MEASURES. 
 
Each division head (or section head for the Zoning, Design and Historic 

Preservation and Community Planning sections) should be held accountable for 

developing goals, objectives, and performance measures and presenting them to the 

Planning Director each year as part of their budget proposal.  

Goals should be developed for each division or section with objectives. 

Performance measures should then be developed to assess the workload, efficiency, 

and effectiveness with which these objectives are accomplished. 
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The development of goals, objectives and performance measures at the program 

level by the Department should consider the guidelines presented below. 

• Goals could be developed for each division (or section). These goals should 
give specific direction on how the divisions (or sections) will contribute to the 
mission and goals of the Department. These goals could be not quantifiable. 
These goals could span multiple years.  
 

• Objectives could be developed for each division (or section). Objectives are 
outcome-based statements of what specifically will be achieved within the fiscal 
year. Each division (or section) should have 3 to 5 objectives. The objectives 
should clearly demonstrate progress toward the goal of the program. These 
objectives should be written to allow measurement of progress, and be 
quantifiable. 

 
• Performance measures could be developed for each objective. Performance 

measures should convey the extent to which an objective has been met. These 
measures should include a range of indicators including input, output, efficiency, 
service quality and outcome.  

 
• The Department could develop reliable and accurate data to measure 

performance. Each performance measure needs a consistent reliable data 
source. The Department should acquire and install the information systems 
necessary to develop good data sources.  

 
• The Department could communicate and use performance measurement 

data for decision-making and accountability reporting. Top management of 
the Department could communicate their commitment to the value and use of 
goals, objectives, and performance measures to all Departmental managers and 
supervisors. Management should involve line managers and staff in the 
development and reporting of goals, objectives, and performance measures. The 
Departmental managers should communicate the results of these goals, 
objectives, and performance measures internally to its staff. 
 
Each manager within the Planning and Community Development Department 

should report quarterly to the Director regarding their progress in achieving their goals 

and objectives using the performance measures as a measure of progress. 

Recommendation #225: The Planning and Community Development Department 
should develop goals, objectives, and performance measures. 
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5. A MANAGEMENT ANALYST IV SHOULD BE AUTHORIZED FOR THE 
PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

 
This report contains over 200 recommendations. The Planning Director and 

Deputy Director should be expected to provide leadership in the implementation of 

these recommendations, but the development of the implementation plan and the 

support required for managers and supervisors in the implementation of the 

recommendations should be placed with a Management Analyst. 

This is a commonly utilized position in the City. There are approximately eight-

one Management Analyst positions authorized in the City. These positions are utilized 

to perform analytical, administrative and/or management duties and responsibilities 

including budget / financial analysis, program / organizational analysis, project 

management, legislative analysis and development, personnel administration, space 

management, and contract administration. 

The Planning and Community Development Department should be authorized a 

Management Analyst IV position. This classification, in line departments, typically have 

responsibility to assist division managers or department directors in accomplishing 

objectives which include budget preparation and monitoring, contract compliance, 

organizational analysis, legislative analysis, policies / procedures development and 

purchasing. This level of Management Analyst is appropriate for the Planning and 

Community Development Department. 

The cost impact of this recommendation is presented in the table below. 

Recommendation Annual Cost Increase 
 
A Management Analyst IV position should be authorized for the Planning 
and Community Development Department, Administration Division 

 
$135,900 
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Recommendation #226: A Management Analyst IV position should be authorized 
for the Planning and Community Development Department, Administration 
Division. 
 
6. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

SHOULD CONDUCT FEE COMPARISONS WITH OTHER COMPARABLE 
CITIES IN THE LOS ANGELES BASIN EVERY TWO YEARS. 

 
The Matrix Consulting Group, during the focus groups, heard a number of 

concerns expressed regarding the costs of permitting in Pasadena vis-à-vis other 

comparable cities.  

However, there is a dearth of information regarding how the City’s permitting fees 

actually compare to these other cities such as Glendale, Santa Monica, Burbank, etc. 

The Administration Division should conduct formal comparisons of its fees with 

those from other comparable communities to summarize the key fees costs incurred 

during the development and construction process of five (5) prototype development 

projects. The information presented should be a compilation of city fees as well as data 

about other costs imposed by public bodies, such as development taxes and impact and 

capacity fees (park, library, street trees and sewage fees). This broader analysis of the 

real cost of doing business gives an overall perspective and provides comparative 

jurisdictional information about development costs to these cities. 

The five (5) prototype development projects should be specifically scripted to 

enable accurate comparisons. The script for a single-family remodel and alteration 

should be scripted as a valuation of $120,000, involving a major kitchen remodel, the 

remodeling of two bathrooms, a 500 square foot addition, and involve fixture changes 

of: 

• Kitchen - 2 sinks, 2 disposals, Dish Washer, Micro, Double Oven, Range, 
Exhaust hood; 
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• 1st bath - Tub/shower, Lavatory, WC; and 
 
• 2nd bath - Shower, Jacuzzi Tub, Lavatory, WC. 
 
The fees should include entitlement fees, construction fees, impact / capacity fees, and 

development / construction taxes. 

The City of Pasadena charges a construction tax, but it is not a foregone 

conclusion that this results in the City’s fees being higher. Sunnyvale charges a 

development tax, but its fees, overall, are lower than the County of Santa Clara, Palo 

Alto, San Mateo, and San Jose.  

The City of Pasadena needs to understand where it fits in the fee continuum with 

its peers so that it can make intelligent decisions regarding fees. 

Recommendation #227: The Planning and Community Development Department 
should conduct fee comparisons with five to seven other comparable cities in the 
Los Angeles basin every two years. The comparison should include entitlement 
fees, construction fees, impact / capacity fees, and construction or development 
taxes. 
 
7. THE CITY SHOULD CONSIDER THE TOTAL COST OF FEES AND TAXES AS 

IT ADJUSTS THE USER FEES FOR THE PLANNING AND COMMUNITY 
DEVELOPMENT DEPARTMENT. 

 
The Matrix Consulting Group, in addition to conducting the management study of 

the development review process, also conducted a user fee study for the City. The user 

fee study indicates that the City is significantly under recovering its costs for the 

processing of land entitlement permits. 

In considering increasing these user fees, the City should consider its total costs 

of fees (entitlement, construction, and impact) and its construction taxes. The City 

should consider a “revenue neutral” response that increases fees for land entitlement 
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permits to increase cost recovery, but proportionately reduces construction taxes. There 

are two reasons for considering this approach. 

• The Matrix Consulting Group believes that with the simplification of the land 
entitlement and building permit processes, there will be opportunities to reduce 
costs.  

 
• The City does not yet have a good picture of how it compares with its peers in 

terms of entitlement fees, construction fees, impact / capacity fees, and 
construction or development taxes. 

 
In this economic environment, the City should take a cautious approach in increasing its 

cost recovery for land entitlement permits. 

Recommendation #228: In considering increasing land entitlement permit fees, 
the City should consider its total costs of fees (entitlement, construction, and 
impact) and its construction taxes, how the totality of these fees compare with its 
peers. 
 
Recommendation #229: The City should consider a “revenue neutral” response 
that increases fees for land entitlement permits to increase cost recovery, but 
proportionately reduces construction taxes. 
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10. ANALYSIS OF TECHNOLOGY 
 

This chapter presents an analysis of the information technology systems used by 

the Planning and Community Development Department. 

1. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 
SHOULD DEVELOP A TECHNOLOGY IMPLEMENTATION PLAN FOR THE 
REPLACEMENT OF ITS LEGACY AUTOMATED PERMIT INFORMATION 
SYSTEM. 

 
The Planning and Community Development Department should replace its 

legacy automated permit information system.  

The newly acquired automated permit information system that the City 

acquires should be designed to serve all of the City’s staff and outside agencies 

involved in the City’s permitting process. This includes: 

• Planning; 
 
• Engineering; 
 
• Building and Safety; 
 
• Fire Prevention; 
 
• Water and Power; 
 
• Environmental Health; and 
 
• Traffic. 
 

The specific goals for the acquisition of this automated permit information system 

should include the following: 

• Increase customer service and satisfaction level by providing a faster, more 
accurate and readily available (i.e. access via the Internet) information retrieval 
process;   

 
• Improve staff productivity by reducing the time required to process applications or 
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permits;   
 
•  Enhance cost recovery through improved fee assessment and permit 

monitoring;   
 
• Increase management control and accountability by providing more accurate and 

up-to-date data to departments, management and the public; 
 
• Track the location and status of work at any point within the development or code 

violation process; 
 
• Provide an environment for the total automation of all aspects of the land 

entitlement and building permit process, from rezoning through issuing a 
Certificate of Occupancy and release of performance bonds; 

 
• Optimize the use of automated systems to include plan check tracking, permit 

issuance, inspection requests, inspection results, and all records in a multi-
departmental, multi-team environment; 

 
• Improve productivity and coordination between teams;   
 
• Provide for the development of common processes and a shared database that 

improves the efficiency and delivery of services within the City;  
 
• Provide a system that can be integrated with other current and future automated 

applications in the City, including but not limited to a Geographic Information 
System (GIS), Interactive Voice Response (IVR), Internet, Image storage and 
retrieval (Imaging), and the City’s automated financial system; 

 
• Provide the ability to account for bonds such as performance bonds; 
 
•  Allow Internet capabilities for 24 hours a day, 7 days a week access to permit 

records, checking status of submittals, obtaining permits and scheduling 
inspections; 

 
• Allow updates and data migration from the County’s Assessor Rolls; and 
 
• Allow field personnel to access and update the database directly from the field. 
 

The challenge for the Planning and Community Development Department is to 

assure the effective implementation of the system. Before the Planning and Community 

Development Department acquires a replacement for Tidemark Advantage, it should 

develop an implementation plan (or project charter) for the automated permit 
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information system. The project charter is a project planning tool, and a communication 

vehicle for the departments that will be involved in the project. It is a quick reference 

and overview of what the project is about, why it is being conducted, who is involved 

and in what capacity, and the general approach and timeline that exists for the project. 

The elements of this implementation plan are presented below. 

• The Planning and Community Development Department should convene a 
planning committee. The planning committee would become responsible for the 
development of the technology plan for the automated permitting information 
system with the support of Information Technology. Team members should 
develop a vision for the system, determine the goals that must be met to reach it, 
and create steps to implement those goals. Effective technology implementation 
plans focus on applications, not technology. The planning committee should 
develop a plan based on what staff and residents should be able to do with 
technology and let those outcomes determine the types and amount of 
technology plan requests. 

 
 • The technology implementation plan should identify the business need or 

opportunity for acquisition of the replacement of Tidemark Advantage. The 
plan should describe the business need or opportunity automated permit 
information system will address. This project is large, complex and is critical. The 
discussion of the need/opportunity should be stated in business terms and 
should provide an understanding of: 

 
– What created the need, or how the opportunity was recognized; 
 
– The magnitude of the need/opportunity; 
 
– Contributing factors, such as the complexity of Kiva, its lack of use, and 

fiscal constraints; 
 
– An understanding of the extent to which the need/opportunity would be 

addressed if an appropriate alternative were implemented; and 
 
– The consequences for the Planning and Community Development 

Department and its “customers” if the need or opportunity is not 
addressed. 

 
• The technology implementation plan should identify the objectives for 

replacement of Tidemark Advantage. The technology plan should identify the 
business objectives for the replacement of Tidemark Advantage, which are used 
to establish organizational performance goals. These goals represent planned 
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levels of what will be accomplished as a result of the project, and which can be 
compared to actual results. For the replacement of Tidemark Advantage, the 
objectives that should be considered by the Planning and Community 
Development Department include the following: 
 
– Automate and track the various types of permits, licenses, land entitlement 

cases, building permit cases, and code compliance cases; 
 
– Parcel maintenance; 
 
– Address maintenance; 
 
– Contractor, Architect, Engineer, and Developer (CAED) maintenance; 
 
– Case, permit, and license maintenance; and 
 
– Increase on-line transactions by providing CAED and resident access to 

the system and by issuing simpler building permits on-line. 
 

• Project scope. The project scope should include the following: 
 

– The proposed solution, including high-level estimates of cost, schedule, 
and key resources; 

 
– A concise, measurable statement of what the project will accomplish, and, 

what it will not try to accomplish;  
 
– Which departments and divisions will utilize the system and for what 

purposes; and 
 
– The proposed solution and the business processes that will be used with 

automated permit information system and their characteristics.  
 
The project description should identify the needs for each of the departments 
and/or divisions that will utilize the system. For example: 
 
– The Zoning Section and the Design and Historic Preservation Section 

should utilize the system to track land entitlement cases to enable 
effective case management, to input conditions of approval and 
corrections for land entitlement cases and building permit cases, zoning 
for each parcel, land use, setback requirements, and specials districts or 
overlays such as historical or redevelopment, to track parcel genealogy, 
and to track inspections; 

 
– The Building and Safety Division should utilize the system to track building 

permits to enable effective case management, to input conditions of 
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approval and corrections for land entitlement cases and building permit 
cases, flood zones, and certificates of occupancy, and to track 
inspections; 

 
– The Code Compliance Division should utilize the system to track zoning 

for each parcel, zoning and code compliance cases, quadrennial cases 
and inspections, business license inspections, etc.; 

 
– Other departments and divisions that are involved with the land 

entitlement and building permit processes such as the Fire Department, 
Engineering, Traffic, Environmental Health, Water and Power, etc. should 
utilize the system to input conditions of approval and corrections for land 
entitlement cases and building permit cases, and to track inspections. 
 
A key issue that needs to be defined within the scope is the extent of 

access that will be provided to the system by residents, businesses, and CAED.  
 

• Outstanding Issues. The implementation plan should identify any outstanding 
issues that need to be resolved within the scope of the project. These are issues 
that have been identified during the project initiation process. For example: 

 
– Which division will be responsible for maintenance of address data 

including valid streets list, valid addresses, related assessor parcel 
numbers, etc.; 

 
– Which division will be responsible for authorizing the placement of locks, 

holds, notices, and comments; 
 
– Which division will be responsible for maintenance of land use and zoning 

data within the system; 
 
– Which division will be responsible for CAED maintenance;  
 
– Will data in the existing Tidemark Advantage system be converted to the 

new system; 
 
– Which division will be responsible for taking the lead to develop a standard 

set of conditions of approval for the City for land entitlement and building 
permits and the maintenance of those sets of conditions. 

 
• Project Approach. This section of the technology implementation plan should 

provide a brief description of the project approach including a high level overview 
of the project approach, project team structure, and project plan. This project 
approach should include: 

 
– Project deliverables and quality objectives. A list of deliverables that will 
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be generated on completion of the installation of the automated permit 
information system should be developed with key milestones for those 
deliverables. Each deliverable should provide a description of its 
objectives in terms of output quality and approval requirements. (For 
example, "interim status reports regarding installation of the automated 
permit information system will be provided weekly to the project sponsor 
and project team leaders and will be approved by the project sponsor and 
project team leaders prior to being accepted within the project archives.")  

 
– Responsibilities. The project team should be defined, and roles and 

responsibilities assigned to named individuals. 
 
•• Implementation Committee for the automated permit information 

system; 
•• Project Leader; 
•• Project Manager (Information Technology Project Manager); 
•• Information Technology Project Team Leaders  
•• Project Team Member(s) (including Information Services team 

members and departmental or division clients) 
•• Test coordinator from Information Technology; 
•• Quality assurance coordinator from Information Technology; 
•• Configuration controller from Information Technology; and 
•• Change controller from Information Technology. 

 
The same person may have multiple roles on a project.  
 

– Plans for implementation support activities. Plans for implementations 
support activities by Information Technology should be described. 
Examples of support activities are training, quality assurance, 
configuration management, and documentation support.  

 
– Risk management. Any risks associated with the implementation of the 

automated permit information system and the actions that can be taken 
during implementation to minimize the risks need to be identified. For 
example, the risk of insufficient knowledge on the part of users when the 
system is installed would be mitigated by documentation of the system, 
hands-on testing of the system using actual City data before 
implementation, training geared to the different levels of users of the 
system, development of supplemental cheat sheets for users of the 
system, testing of users knowledge before these users are given access 
to the system, system security and access control, the use of computer 
based training, etc. 

 
– Stages. A description of the project life cycle for the automated permit 

information system and the product installation staging should be 
included. This should include a definition of the stages to be used in the 
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installation of the system, the objectives of each stage and their entry and 
exit criteria. 

 
– Project Control. This section of the project approach should identify the 

methods and processes that will be utilized to communicate project 
progress. 

 
– Testing schedule and program. Testing activities relate to reviews and 

quality tests that will be carried out during the project, including 
responsibilities, approximate schedule and effort required. For example, 
review of the Project Plan, design reviews, unit testing, system testing, 
acceptance testing should be identified. A list of all joint customer reviews 
should be identified and planned for including acceptance test results and 
testing for conformance to agreed-upon requirements. 

 
– Project schedule. The project schedule should consist of a Gantt chart of 

activities, resources and assigned responsibilities allocated.  
 
– Project cost estimate. This section outlines the project cost, for the full and 

complete implementation of the automated permit information system in 
those departments and divisions that will be utilizing the system. 

 
– Project staffing requirements. This section identifies the staffing 

requirements for IS and the departments and divisions that will be 
participating in its installation, in person days or person months, with this 
information broken-down by project stage and project phase. 

 
These measures are essential to the successful implementation of the automated 

permit information system. The Standish Group, a research outfit that tracks corporate 

information technology purchases, has found that 66% of all information technology 

projects either fail outright or take much longer to install than expected because of their 

complexity. The development of this implementation plan is essential to the successful 

implementation of the automated permit information system. 

Recommendation #230: The Planning and Community Development Department 
should develop a technology implementation plan for the acquisition and 
deployment of the automated permit information system. 
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2. ALL OF THE CITY’S DIVISIONS AND DEPARTMENTS THAT ARE INVOLVED 
IN THE ISSUANCE OF PERMITS SHOULD BE REQUIRED TO UTILIZE THE 
AUTOMATED PERMIT INFORMATION SYSTEM TO MEET ALL OF THEIR 
PERMIT REQUIREMENTS. 

 
It is apparent that not all of the divisions and departments involved in the permit, 

plan check, and inspection process do not utilize Tidemark Advantage or do not fully 

utilize Tidemark Advantage.  

The City will be making a significant investment in a replacement for Tidemark 

Advantage. The system will be capable of a broad range of tasks including the 

following: 

• Plan review tracking; 
 
• Permitting including the issuance and tracking of permits; 
 
• Inspections scheduling and tracking; 
 
• Workflow management; 
 
• Fee calculation and collection; 
 
• Customer communications through web-based customer services; 
 
• Telephone-based voice response services; and 
 
• Inter- and intra-departmental communication and management. 
 

All of the departments and divisions involved in the issuance of permits should be 

required to utilize the automated permit information system for all aspects of the land 

entitlement and building permit process. 

Recommendation #231: All of the departments and divisions involved in the 
development review process should be required to utilize the automated permit 
information system for all aspects of the land entitlement ad building permit 
process. 
 
Recommendation #232: Modules, applications and reports should be developed 
within the automated permit information system to support the work of these 
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departments and divisions.   
 
Recommendation #233: Training should be provided to staff for all of the 
departments and divisions in the use of the automated permit information 
system. 
 
3. PLAN CHECK AND PERMIT ANNOTATIONS, CORRECTIONS AND 

COMMENTS SHOULD BE STORED IN THE AUTOMATED PERMIT 
INFORMATION SYSTEM. 

 
Once land entitlement and building permits are plan checked, annotations and 

comments should be added to the automated permit information system, shared among 

the review team, and forwarded to the applicant. This is an essential element of the 

automated permit information system: to facilitate collaboration, integration, and 

cooperation among staff, applicants, architects, and the neighborhoods. Use of the 

automated permit information system for these annotations and comments provides the 

potential for 24/7 access to staff, applicants, architects, and the neighborhoods. 

The City should fully utilize the capacity of the automated permit information 

system storing comments and corrections. All of the divisions and departments that 

utilize the automated permit information system should enter and store their 

annotations, comments, and conditions in this system. 

Recommendation #234: All of the divisions and departments involved in the 
development review process should enter and store their annotations, comments, 
and conditions in the system. 
 
4. STAFF REPORTS AND ARCHITECTURAL PLANS SHOULD BE STORED IN 

THE AUTOMATED PERMIT INFORMATION SYSTEM. 
 

Document management tools within the automated permit information system will 

offer the capacity to transform paper documents into digital documents and files, 

allowing staff to store, manage, and access documents and applicants and the public to 

access these documents using a standard interface – the automated permit information 
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system. Using these document management tools, any information associated with the 

permit process is digital and indexed to the permit application. In addition to the 

electronic documents that can be stored in the automated permit information system, 

hard copy documents, photos and drawings can be scanned and converted to digital 

files in the automated permit information system. Organizations are beginning to 

integrate document management tools into their permit processes because this 

technology improves the linkages between related information and provides a single 

point of access to multiple sources of permit information. 

The City should accomplish this goal using a number of approaches. These 

approaches are presented in the paragraphs below. 

• All documents created by staff regarding permits, plan checks, and 
inspections should be archived in the automated permit information 
system so that they can be stored and located more easily and efficiently. 
The automated permit information system will have the capacity to store 
electronic documents (such as those created by Microsoft Word or Excel), legacy 
documents imaged or scanned from paper or microfiche, and documents and 
images from databases. In addition, city staff can scan non-electronic documents 
to add them to the document management database. 

 
• Architectural plans should be archived in the automated permit information 

system. All plans should be labeled and archived for future reference. There are 
a number of public agencies that are not only archiving these architectural plans, 
but also receiving these plans from applicants over the Internet. 

 
While the City has been utilizing Tidemark Advantage for a number of years, the 

system is clearly underutilized. This is due, in part, to the software, but also, in part, to 

the lack of a citywide implementation effort. 

Recommendation #235: All documents created by staff regarding permits, plan 
checks, and inspections should be archived in the automated permit information 
system. 
 
Recommendation #236: Architectural plans should be archived in the automated 
permit information system once the permit is finalized. 
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5. A NUMBER OF FEATURES SHOULD BE INCLUDED IN THE AUTOMATED 

PERMIT INFORMATION SYSTEM ACQUIRED BY THE PLANNING AND 
COMMUNITY DEVELOPMENT DEPARTMENT. 

 
The acquisition of the automated permit information system will not be 

inexpensive. If the Planning and Community Development Department is to obtain an 

effective return on its investment, there are a number of features that should be 

included with the system. These features are presented below. 

 (1) The Public And Applicants Should Be Provided With Access To The 
Automated Permit Information System Over The Internet. 

 
Automating the permit process opens the door for customer self-service. Simple 

e-permitting capabilities allow citizens and businesses to use both the Internet and the 

telephone to check the status of their permit application or comment on new 

development projects. The use of standard Web development technologies and 

relational databases make permit information available through the Internet.  

An automated permit information system is capable of providing the capacity for 

the public and for applicants to access the system through the Internet. This capacity 

would make information from the City’s permit database accessible via the Internet by 

permit applicants, residents, and other interested parties. In this instance, the City’s 

Web site would provide a search form where citizens enter a property address or permit 

number to receive current information on that permit, 24 hours a day, seven days a 

week, from any computer with Internet access. The City can control the amount of 

information that is accessible by the public and can limit the amount of users by 

incorporating password protection, if it chooses to do so. 

This feature should be utilized to enable applicants to check the status of their 
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permits. Giving applicants the ability to check the status online reduces telephone and 

walk-in traffic and allows applicants and city residents to review this information even 

when City Hall is closed. 

It should also be utilized to enable citizens to review proposed projects online. By 

placing information about proposed developments on the Web, citizens have increased 

opportunity to participate in the extent and type of development occurring in their 

neighborhood.  

Overland Park, Kansas, for example, enables citizens to access development 

activity in their neighborhood through a marriage of their permitting software and 

geographical information system. The City’s Web site contains “What’s Happening In 

My Neighborhood.”  

Recommendation #237: The City should utilize the automated permit information 
system to provide the capacity for the public and for applicants to access data 
through the Internet or for the public and applicants to subscribe to information. 

 
(2) The Automated Permit Information System Should Include the Capacity to 

Interface With An Interactive Voice Response (IVR) System. 
 

IVR systems are used widely throughout the customer service industry. When 

calling a bank, credit card company or utility company, most customers interact with an 

automated voice system before reaching a live person. An IVR system is available 24 

hours a day and can simultaneously handle multiple callers. When connected to an 

automated permit system, IVR enables permit applicants and other interested parties to 

receive information such as permit status and the expected date of completion, 

schedule an inspection, or obtain the results of an inspection. 

An IVR system can be programmed to adapt to an organization’s specific needs. 

For example, announcements can be incorporated into the IVR system notifying 
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external customers of changes in the permit process, important dates, and events of 

concern to permit applicants. 

An IVR system is a “black box” (a self-contained computing system that can be 

plugged into other systems) that interfaces with a host computer(s) and telephone 

system through various communications protocols. Calls come into the system through 

the telephone switch or are routed by an Automated Call Distributor (ACD). The system 

prompts callers to select the information they want from a menu. The caller makes a 

selection either by using the touch-tone keypad or by speaking into the telephone 

receiver. The system then retrieves the requested information from the host system and  

“delivers” it to the caller. 

Recommendation #238: The automated permit information system should include 
the capacity to interface with an Interactive Voice Response system. 
 
 (3) Applicants Should Be Provided With The Ability To Obtain Simple Building 

Permits On-Line. 
 

The e-Government Provider estimated the costs per contact of the different types 

of citizen contacts with the staff of a city as follows: 

• Face-to-face contact: $400; 
 
• FAX/e-mail: $40; 
 
• Telephone: $12; and 
 
• Internet: $1. 
 
While some information must be shared with citizens face-to-face, the data above 

suggests that the City should fully encourage and enable contacts over the Internet. 

One area that Internet contact should be encouraged and enabled is online 

permitting. Permits that do not require a plan check, such as single trade permits, often 
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known as over-the-counter permits, are well suited to online permit processing. Similar 

to e-commerce transactions, such as buying products from a web site, this activity 

involves credit card processing and the printing of a permit. On-line processing of permit 

applications can be as basic as automating only the front-end information collection 

process or as complete as full automation of the over-the-counter permit transaction.  

At their own personal computer, applicants can apply for a building permit, 

schedule an inspection, and print the permit and receipt. Credit card payments are 

secured through the use of encryption technology. Applicants can setup their access so 

that basic information does not need to be re-entered for multiple transactions. 

Automated permit information systems provides the capacity for applicants to 

complete a permit application via the Internet. Applicants complete online forms and hit 

a “send” button to transmit the application to the City’s permit database. The automated 

permit information system processes, reviews, approves, and stores completed permits. 

The permit system then generates a permit for the applicant. Applicants can pay for 

permits using a credit card.  

There are a number of public agencies throughout the United States that are 

using this capacity within the automated permit information system. These cities range 

from Albany, Oregon to Miami-Dade County, Florida. 

The department should implement this feature within the automated permit 

information system for simple building permits including the full automation of the entire 

over-the-counter permit transaction. Initially, this would include only single trades 

permits such as plumbing, mechanical, electrical permits, and re-roof permits. Longer-

term, this should be expanded to other types of permits such as kitchen remodels. 
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Cities such as Concord, California are issuing as much as 9% of their building 

permits using the Internet interface with their automated building permit information 

system. This includes simple trade permits such as water heater change outs, re-roofs, 

furnace replacements, but also is beginning to include kitchen remodels that involve 

only cabinet and appliance replacements. 

Recommendation #239: The City should utilize the automated permit information 
system to enable applicants to apply for simple trade permits via the Internet 
involving all of what is now an over-the-counter transaction. 
 
(4) The Automated Permit Information System Should Have Wireless 

Capabilities. 
 

Using a handheld computer, inspectors in the field should be able to access the 

City’s permit database. They should be able to download a list of scheduled inspections, 

enter inspection results, and even print a certificate using a small, wireless printer. 

Inspectors should also be able to collect information in the field and load this information 

into the permit database. 

Recommendation #240: The automated permit information system should have 
wireless capabilities. 
 
(5) The Automated Permit Information System Should Have The Capability for 

Automated Workflow.  
 

Complex land entitlement and building permits often have to be routed to several 

employees at different departments and divisions within the City. Automating the permit 

process using the automated permit information system means that the land entitlement 

and building permit will not sit on a desk too long or get misplaced as it is being 

reviewed. The system itself operates according to business tasks and rules defined by 

the City. Automated workflow systems encompass role/relationship definition, security, 

auditing, and tracking capabilities. Users have the ability to know who has taken what 
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actions on what date and where a particular task is in a sequence of steps. In addition, 

the system may have the ability to effectively archive required data and recreate 

representations of data. 

Managers and permit staff use automated workflow to track a variety of 

documents, plans and attachments associated with a land entitlement and building 

permits permit application. External customers do not usually access the agency’s 

workflow system. 

Recommendation #241: The automated permit information system should have 
an automated workflow capacity. 
 
(6) The Automated Permit Information System Should Have the Capacity for 

Online Project Management And Collaboration Tools. 
 

The City should host project management and collaborative Web tools on their 

own Web site. Both city employees and external permit participants from the design and 

building community work together via electronic communication to share documents. A 

password should be required to enter the Web site, but be accessed from any 

computer. 

Architects, consultants, developers, and contractors should be able to use this 

tool to participate with City plan checking staff on complex projects involving a large 

number of plans and details. 

Recommendation #242: The automated permit information system should have 
the capacity for online project management and collaboration tools. 
 
(7) The Automated Permit Information System Should have the Capacity for 

Interfacing with Geographic Information Systems (GIS). 
 

GIS links maps of an area with information from a database to generate maps 

and reports, allowing users to display, analyze, maintain, and model location-based 
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information to support decision making. GIS systems have the capability to combine 

disparate sets of data (maps, aerial photographs, land coordinates) from various 

departments and agencies (such as water, electric, gas, land use) to graphically display 

data in any combination, for many purposes. For permitting, GIS can be used to search 

for addresses and features such as poles, utility mains or pipes below or above ground, 

water table and seismic information, and find its location in relation to any other location 

such as a freeway, or residential, commercial, or flood zone. 

Recommendation #243: The automated permit information system should have 
the capacity to interface with GIS. 
 
6. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

SHOULD REPLACE THE INTERACTIVE VOICE RESPONSE SYSTEM. 
 

The Division should replace the interactive voice response system that is used 

for receiving building inspection requests. 

This replacement should occur at the same time as the automated permit 

information system. The interactive voice response system should be capable of 

automatically scheduling inspections without intervention by the staff of the Permit 

Center. That is not the case at the present time. A Staff Assistant in the Permit Center 

processes building inspection requests via voice mail and inputs these requests into 

Tidemark Advantage. The benefit of using this technology is not only that it eliminates 

the labor to transcribe the inspection requests into the automated permit information 

system 

Recommendation #244: The Planning and Community Development Department 
should replace the interactive voice response system at the same time as the 
automated permit information system.  
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7. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 
SHOULD REPLACE THE QUEUING SOFTWARE USED IN THE PERMIT 
CENTER. 

 
The Permit Center uses legacy queuing software.  

The queuing software is essential for the management of customer movement at 

the Permit Center, and also serves as a valuable analytical tool for managers to monitor 

real-time activity at the public counter to ensure that high standards of customer service 

are maintained 

The legacy queuing software should be replaced. 

Recommendation #245: The legacy queuing software used by the Permit Center 
should be replaced. 
 
8. THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT 

SHOULD ACQUIRE MOBILE TECHNOLOGY FOR BUILDING INSPECTORS. 
 

At the present time, the Building Inspectors and Senior Building Inspectors 

document inspection results with pen and paper. These inspectors manually document 

inspection information in the field, and then manually enter the data into Tidemark 

Advantage at the offices of the Building and Safety Division. 

The Planning and Community Development Department should replace its 

legacy automated permit information system (as it already plans to do). At the same 

time that the legacy automated permit information system is replaced, the Planning and 

Community Development Department should also acquire wireless, remote, hand-held 

technology for the Senior Building Inspectors and Building Inspectors to assist them 

with real-time entry of inspection results to the automated permit information system. 

The hand-held technology would allows inspector to input inspection results in the field 

and save them time by eliminating double entry of results in the field and at the office. 
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Recommendation #246: At the same time that the legacy automated permit 
information system is replaced, the Planning and Community Development 
Department should also acquire wireless, remote, hand-held technology for the 
Senior Building Inspectors and Building Inspectors to assist them with real-time 
entry of inspection results to the automated permit information system. 
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11. ANALYSIS OF COMMISSIONS 
 

This section presents an analysis of the Design Commission, Historical 

Preservation Commission, and Planning Commission and approaches that could be 

utilized by the Planning and Community Development Department to enhance the 

effectiveness of the Commissions. 

1. EACH OF THE COMMISSIONS SHOULD CONDUCT AN ANNUAL RETREAT 
WITH STAFF OF THE PLANNING AND COMMUNITY DEVELOPMENT 
DEPARTMENT. 

 
The Matrix Consulting Group recommends that a stronger relationship should be 

developed between staff and the Commissions.  

The staff should conduct a retreat with each Commission annually. The purpose 

of the retreat is to enable the Commissions to get away from the ordinary routine and 

discuss strategic issues such as the annual work program, for example. One city’s 

annual retreat agenda for its Planning Commission consisted of the following: 

• The Commissions’ role in implementing City Council policy; 
 
• Variances and planned unit developments zoning regulations; and 
 
• The code enforcement process, coordination with Planning and case studies. 
 
Other cities utilize these annual retreats to discuss zoning regulations, the grounds 

upon which applications can be denied, transportation issues, etc. 

Managerial and supervisory staff of the Planning and Community Development 

Department and the Planning Director should participate in this annual retreat with the 

Planning Commission, Design Commission and Historical Preservation Commission. 

An important part of the annual retreat is to define the relationship between the 

Commissions and the staff of the Planning and Community Development Department. 
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This includes the expectations the Commissions have of staff and, similarly, what 

expectations staff has of the Commissions. Without discussing the expectations each 

has of the other, misunderstandings can result. This, in turn, can lead to publicly aired 

disagreements that reflect poorly on the City as a whole.  

To develop better working relationships between the commissions, the City 

should conduct joint retreats sessions with the commissions not less than once every 

two years. The purpose of these joint work sessions is to discuss matters involving 

planning, land use, and community change management issues. A working dinner is a 

common approach. To avoid being haphazard and disjointed, an agenda should be 

developed by the Planning and Community Development Department and followed. 

The Planning and Community Development Department should utilize an outside 

facilitator to keep this annual retreat on track, develop the agenda, coordinate the 

meeting, and conclude the retreat by developing an agreed upon list of actions or next 

steps. 

Recommendation #247: The Planning Commission, Design Commission and 
Historic Preservation Commission should each continue conduct annual retreats. 
 
Recommendation #248: At the first annual retreat, the commissions and the staff 
of the Planning and Community Development Department should define the 
expectations the commissions have of staff and, similarly, what expectations 
staff has of the commissions. 
 
Recommendation #249: The Planning and Community Development Department 
should use an outside facilitator to facilitate the annual retreats. 
 
Recommendation #250: The Planning Commission, Design Commission, and 
Historic Preservation Commission should hold a joint retreat not less than once 
every two years. 
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2. NEW COMMISSION MEMBERS SHOULD BE PROVIDED WITH 
ORIENTATION, AND ALL MEMBERS SHOULD BE PROVIDED WITH 
ONGOING ANNUAL TRAINING AND EDUCATIONAL RESOURCES. 

 
Upon appointment, new members to the Planning Commission, Design 

Commission, and Historic Preservation Commission should be provided with an 

orientation by the Planning and Community Development Department. The 

chairpersons of the Planning Commission, Design Commission, and Historic 

Preservation Commission should also participate in this orientation of new members of 

the commission or the board. 

This issue is so important that the states of Kentucky and Tennessee have 

passed legislation in the past few years that mandates orientation for new Planning 

Commissioners and continuing education for these commissioners (as well as staff).  

The orientation that should be provided by the Planning and Community 

Development Department to new commission or board members should include such 

topics as the following: 

• The legal basis for the Commission; 
 
• The duties, roles and responsibilities of the Commission including the kinds of 

decisions that the Board and Commission make and the required legal basis for 
making those decisions; 

 
• The structure and staffing of the Planning and Community Development 

Department and the duties, roles and responsibilities of staff; 
 
• Recent significant issues, significant applications, and advanced planning 

program initiatives that the Commission and Council have considered; 
 
• The general plan, the zoning ordinance, and design guidelines that have been 

developed by the City, and the overall planning and land use framework; 
 
• The bylaws of the Commission and the Council, meeting management and 

procedures; 
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• Public participation both in terms of noticing and at Commission and Council 
meetings; 

 
• CEQA and environmental issues; 
 
• Sources of funding for the Planning and Community Development Department 

and the most recent adopted annual budget for the department – both revenues 
and expenditures; 

 
• The most recent advanced planning work program adopted by the Commission 

and City Council; and 
 
• Publications available from the Planning and Community Development 

Department. 
 

In addition, the members of the Commissions and the Council should be 

provided with ongoing, annual training. Training should include attendance at the annual 

Planner’s Institute sponsored by the League of California Cities as well as training 

developed by staff of the Planning and Community Development Department to cover 

topics that the Commission and Board identify as relevant. 

In addition, each member of the Planning Commission, Design Commission, and 

Historic Preservation Commission should be provided with membership in the American 

Planning Association. The American Planning Association provides information 

specifically for Planning Commissioners including a Commissioner newsletter, a CD-

ROM and video training package series for planning commissioners, audio training 

packages, a planning commissioner training resource center, a planners book service 

and a series of retreats at the annual American Planning Association annual 

conference, the monthly Planning magazine, and other relevant material. This 

membership is available at a discounted rate for “planning board” members. 

Recommendation #251: New Planning Commission, Design Commission, and 
Historic Preservation Commission members should be provided with orientation 
by the Community Development Department. 
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Recommendation #252: Planning Commission, Design Commission, and Historic 
Preservation Commission members should be provided with ongoing training of 
not less than four hours a year. 
 
Recommendation #253: The members of the Planning Commission, Design 
Commission, and Historic Preservation Commission should be provided with 
membership in the American Planning Association. 
 
3. THE CITY COUNCIL SHOULD CONDUCT A JOINT MEETING EACH YEAR 

WITH THE PLANNING, ARCHITECTURAL AND DESIGN REVIEW 
COMMISSIONS. 

 
It is extremely critical for the effective implementation of the general plan and the 

zoning ordinance that the City Council, the Planning Commission, Design Commission, 

and Historic Preservation Commission speak from the basis of a common vision for the 

city.  This should be accomplished by a joint meeting of the City Council with the he 

Planning Commission, Design Commission, and Historic Preservation Commission on 

an annual basis. 

Recommendation #254: The City Council, the Planning Commission, Design 
Commission, and Historic Preservation Commission should conduct joint 
meetings at least annually. 
 
4. THE RESPONSIBILITY FOR APPEALS ASSIGNED TO THE BOARD OF 

ZONING APPEALS SHOULD BE REASSIGNED TO THE PLANNING 
COMMISSION AND THE BOARD OF ZONING APPEALS ELIMINATED. 

 
The Board of Zoning Appeals is a quasi-judicial body whose responsibility is to 

hear and rule on appeals from determination of the Zoning Administrator involving 

requests for administrative relief from land use regulations. The Board meets once a 

month. 

The Board of Zoning Appeals is largely limited to hearing appeals, but it is not 

typically the final appeal authority. Conditional use permits, density bonus concessions 

and other incentives, density bonus waivers of development standards, Long-Term Film 
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Agreements, Hillside Development Permits, Lot Line Adjustments, Minor Conditional 

Use Permits, Minor Variances, Modifications for persons with Disabilities, Sexually 

Oriented Business Hardship Extension, Sign Exceptions, tentative tract and parcel 

maps, variances, Wireless Telecommunications Facilities Permit Extension, and 

Wireless Telecommunications s can be appealed to the Board of Zoning Appeals, but 

can be further appealed to the City Council.  

The Planning Commission could readily absorb the appeal workload of the 

Board, particularly with the use of a consent agenda, 

The elimination of the Board would reduce the extent of separate noticing and 

advertising required by the Zoning Section. 

Recommendation #255: The Board of Zoning Appeals should be eliminated, and 
appeals from determinations of the Zoning Hearing Officer or Planning Director 
made to the Planning Commission. 
 
5. THE RESPONSIBILITY FOR POLICY RECOMMENDATIONS IN SUPPORT OF 

THE CITY’S ENVIRONMENTAL CHARTER AND MONITORING AND GUIDING 
OF THE GREEN CITY ACTION PLAN SHOULD BE ASSIGNED TO THE 
PLANNING COMMISSION, AND THE ENVIRONMENTAL ADVISORY 
COMMISSION SHOULD BE ELIMINATED. 

 
The purpose of the Environmental Advisory Commission members is to advise 

the City Council and make policy recommendations in support of the goals and 

objectives of the City’s Environmental Charter and monitor and guide the Green City 

Action Plan. The Commission has nine (9) members. 

In 2011, the Commission met eight (8) times. The primary new business topics 

and reports and comments from staff of their meetings are presented below. 

• January 18, 2011 – The new business consisted of support recommendations for 
City Council to adopt the Water Integrated Resource Plan. There were not any 
reports and comments from staff. 
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• February 15, 2011 – There wasn’t any new business. Reports and comments 
from staff included the zero waste strategic plan update, an update on the 
CALGreen building code ordnance adoption, renewable energy procurement 
status, Pasadena Local Governments for Sustainability membership and five 
milestones for climate mitigation methodology, and an update on the single use 
bag ban. 

 
• April 28, 2011 – The new business consisted of appointment of commissioner(s) 

to the Open Space and Conservation Element Committee and determining that 
the water supply storage no longer exists and thereby the level 1 water supply 
storage measures should be terminated. The reports and comments from staff 
included the FY 2010 draft indicators report, and a draft ordinance prohibiting the 
distribution of single use plastic carryout bags and establishing a charge for 
specified single use paper carryout bags. 

 
• May 17, 2011 – The new business consisted of the adoption of the 2010 Urban 

Water Management Plan. The reports and comments from staff consisted of the 
General Plan Update, the Pasadena Complete Streets Initiative, and an update 
on the draft ordinance prohibiting the distribution of single use plastic carryout 
bags and establishing a charge for specified single use paper carryout bags. 

 
• June 21 2011 - The new business consisted of the draft Commission FY 2011 

annual report, the draft Commission 2012 work plan, and the annual water 
quality report for 2010. The reports and comments from staff consisted of an 
update on the draft ordinance prohibiting the distribution of single use plastic 
carryout bags and establishing a charge for specified single use paper carryout 
bags. 

 
• July 19, 2011 – The new business consisted of the recommendation to adopt an 

ordinance prohibiting the distribution of single use plastic carryout bags and 
establishing a charge for specified single use paper carryout bags. The reports 
and comments from staff consisted of the scope of work and public hearing 
regarding the Integrated Resource Plan update and an update on the Los 
Angeles County Energy Program under AB 811. 

 
• August 23, 2011 - The new business consisted of the recommendation to adopt 

an Open Space and Conservation Element of the General Plan and formation of 
an Energy Integrated Resource Plan Update Ad Hoc Committee. The reports and 
comments from staff consisted of the environmental review of the draft ordinance 
prohibiting the distribution of single use plastic carryout bags and establishing a 
charge for specified single use paper carryout bags. 

 
• September 20, 2011- There wasn’t any new business Reports and comments 

from staff included an update on the environmental review of the draft ordinance 
prohibiting the distribution of single use plastic carryout bags and establishing a 
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charge for specified single use paper carryout bags scheduled for the City 
Council consideration. 

 
As of July 2012, the Commission has met four (4) times. The meeting for August 2012 

has been cancelled. 

Given that there does not appear to be sufficient workload to sustain this 

committee, and that much of the staff reports and agenda items considered by this 

Commission are only reconsidered by the Planning Commission (e.g., Open Space and 

Conservation Element) which itself is cancelling meetings due to a lack of workload (six 

meetings were cancelled in 2011), the Environmental Advisory Commission should be 

eliminated. The roles and responsibilities of that commission should be assigned to the 

Planning Commission. 

Recommendation #256: The Environmental Advisory Commission should be 
eliminated, and the Planning Commission assigned responsibility for policy 
recommendations in support of the City's environmental charter and the 
monitoring and guiding of the Green City Action plan assigned to the Planning 
Commission. 
 
6. THE MEMBERSHIP OF THE DESIGN COMMISSION SHOULD BE MODIFIED. 
 

The Design Commission serves as an advisory to the City Council on the 

establishment of design standards, criteria, concepts and policies for the 

implementation of public and private projects. Reviews projects for the purpose of 

creating uniform design concepts and to ensure the maintenance of design excellence. 

The Design Commission has nine (9) members. The Mayor nominates five (5) members 

from persons recommended by the other seven (7) Councilmembers. Four (4) other 

members are appointed by other commissions: one (1) member is appointed by the Arts 

and Culture Commission, one (1) member by the Transportation Advisory Commission, 
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one (1) member by the Historic Preservation Commission, and one (1) member by the 

Planning Commission. 

The focus groups, conducted as part of this study by the Matrix Consulting Group, 

indicated that membership of the Commission was an issue. Members of the 

Commission raised this issue themselves. The specific comments discussed during the 

focus groups are are presented below. 

• “Reduce the number of commissioners on the Design Commission.” 
 
• “Not sure that four architects on the Design Commission is enough, or whether 

the non-architect members should be required to meet some minimum 
qualifications.” 

 
• “The Design Commission has a Planning Commissioner, an Arts Commissioner 

and community representatives. This representation of people without 
architectural backgrounds is not helpful.” 

 
• “A smaller membership on the Design Commission would be helpful.” 

 
The number of commissioners on the Design Commission is much larger than 

other cities. 

• Santa Monica. The Architectural Review Board in Santa Monica consists of 
seven (7) members. At least two (2) of the members are required to be 
professional licensed architects. Other members of the Board are required to be 
persons who, as a result of their training, experience, and attainments, are 
qualified to analyze and interpret architectural and environmental trends and 
information, etc. 

 
• Glendale. The Design Review Boards in Glendale consist of five (5) members. 

The membership of the Board is required to consist of at least one (1) member 
who is a licensed architect. Other members of the board are required to be 
persons who, as a result of their training, experience and attainments are 
qualified to analyze and interpret architectural and site planning information, 
including, but not limited to, licensed landscape architects, urban planners, 
engineers and builders / developers. 

 
• Beverly Hills. The Architectural Review Commission consists of five (5) 

members. At least one (1) of the members is required to be appointed from each 
of the following disciplines: building construction, architecture, landscape 
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architecture, and visual and graphic design, and at least three (3) members shall 
be laypersons. 

 
• Palo Alto. The Architectural Review Board in Palo Alto is composed of five (5) 

members, at least three of whom are architects, landscape architects, building 
designers or other design professionals. 

 
The membership of the Design Review Commission should be reduced from its 

current nine (9) members to five (5) members. The membership should be modified so 

that it consists of not less than three (3) members should be are licensed architects. 

The other two (2) members should be persons who, as a result of their training and 

experience are qualified to analyze and interpret architectural and site planning 

information, including, but not limited to, licensed landscape architects, urban planners, 

or engineers. 

Recommendation #257: The membership of the Design Review Commission 
should be reduced from its current nine (9) members to five (5) members. 
 
Recommendation #258: The membership of the Design Review Commission 
should be modified so that it consists of not less than three (3) members should 
be are licensed architects. The other two (2) members should be persons who, as 
a result of their training and experience are qualified to analyze and interpret 
architectural and site planning information, including, but not limited to, licensed 
landscape architects, urban planners, or engineers. 
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12. ANALYSIS OF THE PLAN OF ORGANIZATION 
 

This chapter presents an analysis of the opportunities to improve the plan of 

organization of the Planning and Community Development Department, and the delivery 

of development review services in a citywide basis. 

1. IN EVALUATING THE PLAN OF ORGANIZATION, A NUMBER OF 
PRINCIPLES SHOULD BE CONSIDERED. 
 
Evaluating the sustainability and the effectiveness of the organizational structure 

of the Planning and Community Development Department requires consideration of a 

number of principles. These principles are presented in the paragraphs below. 

• Organization structure The criterion for this dimension includes whether there 
are clear lines of accountability, the management / supervisory layers and spans 
of control are appropriate (based upon the nature of the work, business 
processes involved, and interactions required for decision-making), and if like 
processes and functions are grouped together efficiently and effectively 
(functional cohesion). 

 
• Communication and Coordination - The criterion for this dimension includes 

the number of handoffs / exchanges required, physical / virtual proximity 
importance, shared knowledge/ understanding within divisions and units and 
channel clarity (are there clear and consistent lines of communication). 

 
• Resource Utilization - The criterion for this dimension includes total headcount 

comparison, administrative overhead, workload management distribution, 
process efficiency / standardization and resource sharing capacity. 

 
• Service Quality and Responsiveness - The criterion for this dimension includes 

cycle times, stakeholder input / user friendliness, performance management, 
quality control/ number of checks and balances, and consistency of policy / 
procedure application. 

 
• Agility and Flexibility - The criterion for this dimension includes the scalability to 

manage peaks and valleys and adaptability to offer cross-functional capabilities. 
 
• Human Capital - The criterion for this dimension includes enhanced career 

development opportunities, training, recruiting, and retaining capabilities. 
 
Reorganization efforts that ignore these broader principles could create new, 
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unintended consequences for the Department in the future.  

2. THESE PRINCIPLES WERE USED IN THE ANALYSIS OF ALTERNATIVES 
TO THE EXISTING ORGANIZATIONAL STRUCTURE OF THE PLANNING 
AND COMMUNITY DEVELOPMENT DEPARTMENT. 

 
These measures were then converted into a matrix to enable the Matrix 

Consulting Group to develop and evaluate alternatives to the existing plan of 

organization for the Planning and Community Development Department. The primary 

purpose of the matrix was to focus the project team on the alternatives and to evaluate 

each of those alternatives using each of these criteria.  

 
ORGANIZATIONAL EVALUATION CRITERIA 

 
Organization and Structure 
• Clear lines of accountability 
• Spans of control / number of management layers 
• Functional cohesion 
 
Communication and cohesion 
• Hand-offs / exchanges (internal / external) 
• Physical / virtual proximity 
• Shared knowledge/understanding 
• Channel clarity (are there clear and consistent lines of communication) 
 
Resource Utilization (Cost) 
• Administrative overhead 
• Workload management (even distribution) 
• Process efficiency / standardization 
• Resource sharing 
 
Human Resources 
• Career development 
• Training 
• Recruitment and retention 
 
Agility and Flexibility of the Organization 
• Scalability (ability to manage peaks and valleys) 
• Adaptability (cross functional capability) 
 
Service Quality and Responsiveness 
• Customer service 
• Performance management 
• Quality control checks and balances 
• Consistency of policy/procedure application 
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Alternatives were developed using these criteria, and a set of arguments for and against 

each alternative was then constructed that led to a recommendation of a preferred 

alternative.  

3. TWO ALTERNATIVE STRUCTURES WERE DEVELOPED FOR ORGANIZING 
THE PLANNING AND COMMUNITY DEVELOPMENT DEPARTMENT. 

 
The purpose of this section of the chapter is to explain and illustrate the use of 

structural alternatives to the existing plan of organization for the Planning and 

Community Development Department. In order to focus the Matrix Consulting Group on 

the outcomes that could be achieved with a structural redesign, two viable structural 

alternatives were developed. One alternative – Scenario “A” – left the Planning and 

Community Development Department as it currently is structured. The other alternative 

– Scenario “B” – includes the proposed short-term plan of reorganization for Planning 

and Community Development Department. A subsequent long-term plan of organization 

– Scenario “C” 

The evaluation of these two alternatives focused on exploring how synergies 

could and would benefit the Planning and Community Development Department and the 

development review process as a whole. The potential synergies amongst the two 

different structural alternatives were evaluated taking into consideration factors such as: 

• Changes in reporting responsibility; 
 
• Functions / processes grouped together to enhance efficiency; 
 
• Reduction of hand-offs and exchanges; 
 
• Better management and distribution of workload; 
 
• Standardization of processes; 
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• Reduction in cycle time taking into consideration quality of product/service 
offered; 

 
• Greater resource sharing; 
 
• Superior flexibility in managing peaks and valleys; 
 
• Cross-functional training capability; and  
 
• Enhanced training and career development opportunities.   
 

This process ultimately led the Matrix Consulting Group to conclusions regarding 

the comparative strengths and weaknesses of each structural alternative. The following 

section describes the structural alternatives used in the evaluation process.  

4. “AS IS” PLAN OF ORGANIZATION OF THE PLANNING AND COMMUNITY 
DEVELOPMENT DEPARTMENT 

 
Scenario A is the current state or “As-Is” structure of the Planning and 

Community Development Department. An evaluation of the existing or “As Is” plan of 

the organization using the previously mentioned measures is provided in the following 

sections. The administrative plan of the Department’s “As Is” plan of the organization for 

is presented on the following page. 

 (1) Evaluation of Scenario “A” - the “As Is” Plan of Organization 
 

The evaluation of the “As Is” plan of organization for the Planning and 

Community Development Department is presented below. 

• Organization and Structure. The City has centralized the responsibility for 
management of its land use planning and ministerial permits within the Planning 
and Community Development Department. The advantages to this centralization, 
as it pertains to organization and structure, is the sharing of scarce or specialized 
resources since the staff allocated to land use planning and ministerial permits 
are consolidated in one Department, the layers of management and supervisors 
are flat in the Department, and the opportunity to standardize and optimize land 
use planning and ministerial permits processes since these services are 
consolidated in the Department. 
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Exhibit 31 
 

Existing Plan of Organization of the Planning and Community 
Development Department 

 

 
  

Planning Director 

Chief Building Official 
(1) 

Management Analyst V Code Compliance 
Manager 

Senior Plans Examiner 
(2) Plans Examiner (1) 

Engineer (1) 

Deputy Planning 
Director (1) 

Principal Planner (3) 

Code Compliance 
Manager (1) 
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The first disadvantage to the “As Is” plan of organization, as it pertains to 
organization and structure, is the span of control for the Chief Building Official. 
The span of control is not wide, per se. However, the Chief Building Official must 
directly supervise the building permit plan check staff, in addition to the Code 
Compliance Manager (Building Inspection) and the Management Analyst V 
(Permit Center). This includes the two (2) Senior Plans Examiners, the Plans 
Examiner, and the Engineer. 
 
The second disadvantage to the “As Is” plan of organization, as it pertains to 
organization and structure, is that the Planning Director is required to coordinate 
land use permit services with ministerial permit services. The Deputy Planning 
Director is only utilized to supervise the three (3) Principal Planners. This “silo” 
style of organization makes a team approach to delivery of services a virtual 
impossibility.  

 
The third disadvantage to the “As Is” plan of organization, as it pertains to 
organization and structure, is that the Planning and Community Development 
Department does not include two functions that are critically related to land use 
permit services and ministerial permit services: the Environmental Health 
Division and fire plan check and fire construction inspection services, presently 
located in the Fire Prevention Bureau. 
 

• Communication and Coordination. The advantages of the “As Is” plan of 
organization of the Planning and Community Development Department include: 
 
– The Planning and Community Development Department can effectively 

manage the knowledge set of its staff given the similarity of skills required 
for land use permit services and ministerial permit services; 

 
– The service delivery functions of the Planning and Community 

Development Department are closely aligned; 
 
– Peer-to-peer communication and coordination is enhanced by 

commonality of organizational boundaries (all land use permit services 
and ministerial permit services staff are located within the Planning and 
Community Development Department); 

 
– Cross-functional knowledge sharing is easier with the consolidated 

organizational structure for delivery of land use permit services and 
ministerial permit services in the Planning and Community Development 
Department; and  

 
– The number of handoffs / exchanges is minimized between applicants for 

land entitlement permits and building permits since land use permit 
services and ministerial permit services staff are located within the 
Planning and Community Development Department. 
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However, the disadvantages of the existence of “As Is” plan of organization of the 
Planning and Community Development Department include:  
 
– Message mixing” and confusion of the roles and responsibilities for the 

entirety of the development review process since some of the divisions 
that are involved in this process are located outside the Planning and 
Community Development Department e.g., the Environmental Health 
Division and fire plan check and fire construction inspection services, 
presently located in the Fire Prevention Bureau; and 

 
– The lack of channel clarity (clear and consistent lines of communication) 

regarding responsibility for quality control of development review services 
since some of the divisions that are involved in this process are located 
outside the Planning and Community Development Department e.g., the 
Environmental Health Division and fire plan check and fire construction 
inspection services, presently located in the Fire Prevention Bureau. 

 
• Resource Utilization. The advantages of the “As Is” plan of organization of the 

Planning and Community Development Department, as it pertains to resource 
utilization, include the following: 

 
– Sharing of scarce or specialized resources, including people and 

equipment, is more easily accommodated within the single structure for 
the delivery of land use permit services and ministerial permit services in 
the Planning and Community Development Department; and  

 
– The opportunity to standardize and optimize internal administrative 

processes is enhanced with the consolidated organizational structure for 
the Planning and Community Development Department. 

 
However, the disadvantages of the “As Is” plan of organization of the Planning 
and Community Development Department are noted below. 
 
– A greater extent of administrative / overhead costs with the use of 

specialist inspection services and the allocation of a supervisor or 
supervisors for each of the specialty inspection services; and 

 
– Problems with workload management (even distribution) with the use of 

“specialized inspectors for code compliance, building inspection, fire 
inspection, and environmental health. The use of specialist inspection 
services can result in peaks and valleys in workload.  

 
• Service Quality and Responsiveness. The advantages of the “As Is” plan of 

organization of the Planning and Community Development Department, as it 
pertains to service quality and responsiveness, include: 
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– Improved, more comprehensive quality assurance with the single structure 

for land use permit services and ministerial permit services in the Planning 
and Community Development Department; and 

 
– Consistent application of standards, judgment, etc., for delivery of land 

use permit services and ministerial permit services is facilitated with the 
single structure for service delivery in the Planning and Community 
Development Department. 

 
However, the disadvantages of the “As Is” plan of organization of the Planning 
and Community Development Department include: 

 
– The challenge with eliminating conflicting and / or incompatible responses 

to service issues is increased due to (1) the use of specialized inspection 
services and (2) the organizational location of some of the divisions 
involved in this process outside the Planning and Community 
Development Department e.g., the Environmental Health Division and fire 
plan check and fire construction inspection services, presently located in 
the Fire Prevention Bureau; and  

 
– The use of specialized inspection services makes a “user friendly” 

response to permit applicants more complicated since permit applicant 
can receive conflicting code interpretations, conflicting and / or 
incompatible responses; and 

 
– The challenges with holding a single departmental director responsible the 

customer experience for the entirety of the development review process is 
not possible due to (1) the use of specialized inspection services and (2) 
the location of some of the divisions involved in this process outside the 
Planning and Community Development Department e.g., the 
Environmental Health Division and fire plan check and fire construction 
inspection services, presently located in the Fire Prevention Bureau. 

 
• Agility and Flexibility. There are not any advantages of the “As Is” plan of 

organization of the Planning and Community Development Department as it 
pertains to agility and flexibility. 

 
The disadvantages of the “As Is” plan of organization of the Planning and 
Community Development Department, as it pertains to agility and flexibility, 
include the following 

 
– Scalability (the ability to grow and/or shrink in response to workload / 

customer demands) is lessened with the use of specialized inspection 
services since staff cannot be readily cross utilized in other inspection 
services in different divisions;  
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– Flexibility in the cross utilization of staff for the delivery of inspection 

services to specific field situations and needs is reduced with the use 
these specialized inspection services since staff cannot be readily cross-
utilized in other inspection services in different divisions; and 

 
– Rapid cross-unit resource shifting and workload balancing is made more 

difficult with the use of specialized inspection services. 
 
• Human Resources. The advantages of the “As Is” plan of organization, as it 

pertains to human resources, of the Planning and Community Development 
Department, include the following:  

 
– Enhanced opportunity to create and sustain a consistent organizational 

culture and operational philosophy in the delivery of land use permit 
services and ministerial permit services by the consolidated organizational 
structure for Planning and Community Development Department;  

 
– The consolidated organizational structure for fa land use permit services 

and ministerial permit services in the Planning and Community 
Development Department creates strong “communities of practice”, 
enhancing opportunities for personal growth and professional 
development; and 

 
– Increased career advancement and professional development potential by 

the consolidation of the land use permit services and ministerial permit 
services staff within the Planning and Community Development 
Department. 

 
However, the disadvantages of the “As Is” plan of organization of the Planning 
and Community Development Department are that training of staff allocated to 
land use permit services and ministerial permit services in that department and in 
other divisions / departments involved in the development review process has 
been minimal, and career development is limited due to the specialization 
occurring within inspection services. 

 
The current organization of the Planning and Community Development 

Department has many advantages. There are, however, substantive disadvantages. 

(2) Evaluation of Scenario “B” - the “Alternative” Plan of Organization 
 

A graphic depiction of the alternative plan of organization – Scenario “B” - is 

presented in the exhibit following this page.  
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Exhibit 32 
 

Alternative Plan of Organization for the Planning and Community 
Development Department 
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The alternative plan of organization for the Planning and Community 

Development Department addresses many of the disadvantages of the “As Is” plan of 

organization as noted below. 

• The Planning Director should only supervise the Deputy Planning Director. 
The Planning Director’s span of control should be limited so that Director can 
provide leadership in land use planning for the City, be an advocate regarding 
the value of effective land use planning in the City, communicate with the City 
Council and the communities within Pasadena regarding land use planning, 
resolve unclear regulations with confusing and unnecessarily burdensome steps, 
and being a point of access to the community regarding land use planning and 
the associated permitting processes. 
 
Recommendation #259: The span of control of the Planning Director should 
be reduced. The Planning Director should only supervise the Deputy 
Planning Director. 
 

• The Deputy Planning Director should be responsible for the day-to-day 
management of the Planning and Community Development Department. 
The classification description for the Deputy Planning Director positions states 
that the “this position functions as an Assistant Department Director and is 
responsible for coordinating and overseeing the day-to-day administrative and 
programmatic functions of the Planning and Community Development 
Department.” This responsibility should include the supervision of all of the 
middle managers of the Planning and Community Development Department. 
 
Recommendation #260: The Deputy Planning Director should be 
responsible for the day-to-day management of the Planning and 
Community Development Department. This responsibility should include 
the supervision of all of the middle managers of the Planning and 
Community Development Department. 
 

• The Permit Center Manager should report directly to the Deputy Planning 
Director. The Permit Center is the first contact that an applicant has with the 
City. It is important that this contact and the customer experience be a positive 
one. At the present time, for a number of reasons unrelated to the quality of the 
staff assigned to the Permit Center, the customer experience is not consistently a 
positive one. A number of system, process, and technology changes need to be 
made in the Permit Center. These changes need the personal attention of the 
Deputy Planning Director. At the same time, the Building and Safety Division 
needs to make a number of improvements in systems, process, and technology. 
These changes need the personal attention of the Building Official. The Building 
Official should not fragment his time and attention between the Permit Center 
and the Building and Safety Division. 
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Recommendation #261: The Permit Center Manager should report directly 
to the Deputy Planning Director. 
 

• The Chief Building Official should report directly to the Deputy Planning 
Director. The Deputy Planning Director, as recommended earlier, should be 
responsible for the day-to-day management of the Planning and Community 
Development Department. This should include the supervision of the Chief 
Building Official. 

 
Recommendation #262: The Chief Building Official should report directly to 
the Deputy Planning Director. 

 
• The Chief Building Official should supervise the Code Compliance Manager 

(Building Inspection) and a Principal Plans Examiner. As noted earlier, the 
span of control for the Chief Building Official is not wide, per se. However, the 
Chief Building Official must directly supervise the building permit plan check staff, 
in addition to the Code Compliance Manager (Building Inspection) and the 
Management Analyst V (Permit Center). This includes the two (2) Senior Plans 
Examiners, the Plans Examiner, and the Engineer. With the substantive number 
of recommendations to streamline the processes, systems and enhance the use 
of technology in the Building and Safety Division, the Chief Building Official 
needs a narrower span of control to provide him with the time necessary to 
manage these changes. One of the two Senior Plans Examiner positions, 
currently vacant, should be upgraded to Principal Plans Examiner. This position 
should function as a leadworker. In other words, this position should conduct plan 
checking, not less than 50% of available work hours, and supervise the Senior 
Plans Examiner, Plans Examiner, and the Engineer. This position should report 
to the Chief Building Official. The additional annual cost of this recommendation, 
in terms of salary and fringe benefits at the top step of the salary range, is 
presented in the table below. 

 
 

 
Recommendation #263: One (1) of the two (2) Senior Plans Examiner 
positions, currently vacant, should be upgraded to Principal Plans 
Examiner. This position should function as a leadworker. In other words, 
this position should conduct plan checking, not less than 50% of available 
work hours, and supervise the Senior Plans Examiner, Plans Examiner, and 
the Engineer. This position should report to the Chief Building Official. 

 
• The Code Compliance Manager (Building Inspection) should supervise the 

Senior Code Compliance Officers responsible for code compliance. The 

Recommendation 
Annual Cost 

Increase 
 
One of the two Senior Plans Examiner positions, currently vacant, should 
be upgraded to Principal Plans Examiner. 

 
$27,500 
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code compliance program should be fully integrated into the Building and Safety 
Division, and supervised by the Code Compliance Manager (Building Inspection). 
This same approach can be found in other cities such as Santa Clarita, Santa 
Barbara, Ventura, Rancho Cucamonga, etc.  

 
The difference in salary between a Senior Building Inspector and a Senior Code 
Compliance Officer amounts to $2 a month. The difference in salary between a 
Building Inspector and a Code Compliance Officer amounts to $11 a month. 
 
Recommendation #264: The Code Compliance Manager (Building 
Inspection) should supervise the Senior Code Compliance Officers. The 
Code Compliance program should be fully integrated into the Building and 
Safety Division, and supervised by the Code Compliance Manager 
(Building Inspection). 
 
Recommendation #265: The Senior Code Compliance Officers, Code Code 
Compliance Officers, and support positions should be transferred from the 
Code Compliance Division to the Building and Safety Division. 
 

• The functions currently assigned to the Code Compliance Division should 
be modified or transferred to other divisions in the Planning and 
Community Development Department. The position of Code Compliance 
Manager within the Division should be eliminated. The Matrix Consulting 
Group has made a number of recommendations that impact the Code 
Compliance Division. These recommendations include the modification of the 
Occupancy Inspection Program (by requiring a report of City building records in 
lieu of mandatory inspections), and the reallocation of code compliance as a 
Section within the Building and Safety Division. With the implementation of these 
recommendations, the need for the Division has ceased. The Code Compliance 
Manager position in the Code Compliance Division should be eliminated, through 
attrition. The annual cost impact of this recommendation is presented below. 

 
Recommendation Annual Cost Impact 

 
The Code Compliance Manager position in the Code Compliance 
Division should be eliminated, through attrition. 

 
($155,600) 

 
Recommendation #266: The functions currently assigned to the Code 
Compliance Division should be modified or transferred to other divisions in 
the Planning and Community Development Department. The position of 
Code Compliance Manager within the Code Compliance Division should be 
eliminated, through attrition. 

 
• The responsibility for fire plan check and inspection services should be 

transferred from the Fire Prevention Bureau, Fire Department to the 
Building and Safety Division. Traditionally, building and fire code enforcement 
in cities have existed in two separate departments: the fire prevention bureau of 
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a fire department and the building and safety division of a Planning and 
Community Development Department. However, the functions of building and fire 
code construction plan review and inspection have a direct impact and affect on 
the level of risk within communities. Endorsing a unified proactive code 
enforcement program during construction promotes a comprehensive, multi-
hazard risk reduction plan that addresses life safety and property conservation 
for the citizens of a community.  

 
Both the building code and the fire code contain fire protection provisions. Both 
the building code and the fire code are based on national model codes that are 
designed to be companion documents. As a result, the building and fire codes 
frequently reference one another as the table below indicates15.  

 

Building Code Provisions 
Building and Fire Code 

Provisions Fire Code Provisions 
Accessibility 
Building Materials 
Electrical Systems 
Elevators 
Energy 
Mechanical Systems 
Plumbing Systems 

Maintaining Existing 
Structures 
Fire Protection Systems and 
Equipment 
Fire-Resistant Materials and 
Construction 
Interior Finishes 
Life Safety 
Means of Egress 
Special Occupancy Uses 

Emergency Procedures 
Fire Department Access and 
Water Supply 
General Safety Precautions 
Special Processes 
Special Equipment 

 
Both building and fire codes set requirements for maintaining existing structures, 
fire protection systems and equipment, fire-resistant materials and construction, 
interior finishes, life safety, exits, and special occupancies. Both codes define the 
types of occupancies in the same manner, and both require the same number of 
building exits and emergency escapes, depending on the type of occupancy. For 
instance, both codes require that the doors needed in hazardous areas or in 
areas with a minimum occupancy of 50 people be pivoted or side-hinged, and 
that they swing toward the exit path with an opening force not to exceed 30 
pounds. Both codes also set various requirements that establish when and where 
automatic sprinkler systems and smoke detectors must be installed in buildings.  
 
At the same time, the building code sets forth requirements in many subjects that 
are outside the scope of the fire code, such as accessibility, energy, and 
plumbing. Likewise, because the fire code deals with how buildings are used and 
maintained after construction is completed, some of its provisions are outside the 
scope of the building code. For example, the fire code specifies fire department 
access to buildings and water supply and sets requirements for building 
evacuation plans. 
 

                                            
15 This figure only contains the major code provisions of the building and fire codes 
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The similarity and overlap of these codes suggest that fragmentation should be 
eliminated to enhance accountability for the consistent interpretation and 
enforcement of these codes. 

 
Given the present circumstances in Pasadena, the Matrix Consulting Group 
recommends a functional consolidation of the Fire Prevention Bureau and the 
Building and Safety Division. The specific steps required to implement this 
recommendation are presented below. 
 
– The fire plan check and inspection services for new construction should be 

consolidated in the Building and Safety Division, but the annual inspection 
services should be retained in the Fire Prevention Bureau. 
 

– One (1) of the civilian inspector positions from the Fire Prevention Bureau 
should be allocated to the Building and Safety Division to conduct new 
construction inspections, while the remainder should be allocated to the 
Fire Prevention Bureau to conduct State-mandated annual inspections 
and provide other fire prevention services e.g., public information. The 
civilian inspector position allocated to the Building and Safety Division 
should be budgeted in that Division.  

 
– The Supervising Plans Examiner and the Senior Plans Examiner positions 

budgeted in the Fire Department should be transferred from the Fire 
Prevention Bureau to the Building and Safety Division and budgeted in 
that Division. The Supervising Plans Examiner should report directly to the 
Chief Building Official. 

 
– The Building Inspector and Senior Building Inspector classifications in the 

Building and Safety Division should be retitled as Building and Fire Safety 
Inspector and Senior Building and Fire Safety Inspector. This should 
include modification of the knowledge, skill and ability requirements and 
the certification requirements (e.g., ICC Fire Inspector I Certification). 

 
– The Planning Director and the Fire Chief should develop a written service 

level agreement that clarifies the working arrangement for the provision of 
fire plan check and inspection services by the Building and Safety Division 
on behalf of the Fire Department. This service level agreement should 
clarify the roles and authority of the Senior Plans Examiner, currently 
budgeted in the Fire Prevention Bureau. This clarification should 
specifically reference Section 104.8 of the 2010 California Fire Code. This 
section states that “whenever there are practical difficulties involved in 
carrying out the provisions of this code, the fire code official shall have the 
authority to grant modifications for individual cases, provided the fire code 
official shall first find that special individual reason makes the strict letter of 
this code impractical and the modification is in compliance with the intent 
and purpose of this code and that such modification does not lessen 
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health, life and fire safety requirements.” This section of the 2010 
California Fire Code makes it clear that only the fire code official can 
authorize modifications. 

 
– In the short term, the Building and Safety Division should begin cross 

training of its inspection and plan checking staff for the building and the 
fire codes. This will likely take several years, but will enhance the ability of 
the Division to provide cost effective and responsive services. 
 

– In the longer-term, the Building and Safety Division should utilize its 
Building and Fire Safety Inspectors and Senior Building and Fire Safety 
Inspectors as combination inspectors responsible for enforcement of 
building and fire codes. This means one building site, one inspector for 
enforcement of building and fire codes. This can occur only after 
successful completion of training of this staff in fire inspection by 
professional organizations such as the International Code Council, and 
ongoing training to maintain this certification (estimated at 20 CEU hours 
per year). 

 
– In the longer-term, the Building and Safety Division should utilize its plans 

examiners for plan review of building construction plans for building and 
for fire codes. This cross utilization should focus on simpler and smaller 
building construction plans such as single family remodels, tenant 
improvements, fire sprinkler systems, commercial kitchen hoods, etc. This 
can occur only after successful completion of training of this staff in fire 
plans examining by professional organizations such as the International 
Code Council, and ongoing training to maintain this certification (estimated 
at 20 CEU hours per year). 

 
– The Supervising Plans Examiner and the Senior Plans Examiner 

positions, currently budgeted in the Fire Department, should continue to 
plan check building permit plans for adherence to fire codes. This 
responsibility should continue until successful completion of training by the 
plans examining staff in the Building and Safety Division in fire plans 
examining. 

 
The consolidation of these functions has been the subject of a number of letters 
written by a number of public officials representing their professions.  
 
– The president of the Fire Chief’s Department of the League of California 

Cities, in a 2010 letter to the President of the City Manager’s Department 
of the League of California Cities, stated that a 2009 letter from “the State 
Fire Marshal indicated the statutory provisions of Health and Safety Code 
Sections 13145 and 13146 expressly designate the local fire chief or the 
chiefs designated representative to enforce State Fire Marshal regulations, 
with the exception of R-3 occupancies, which fall under the authority of the 



CITY OF PASADENA, CALIFORNIA 
Management Study of the Development Review Process 

Matrix Consulting Group  Page 426 

local building official. The State Fire Marshal further stated that ‘... 
according to the statute, if the building official is designated to enforce 
such regulations, the chief building official] must be a full-time member of 
the fire department.’ According to the State Fire Marshal, even in those 
instances in which the local fire department is unable to perform these 
mandated tasks, the responsibility falls to the Office of the State Fire 
Marshal, as building officials' statutory authorization is limited to 
enforcement of regulations pertaining to R-3 occupancy buildings.” 

 
 The president of the California Building Officials (CALBO), in response to 

the letter from the president of the Fire Chief’s Department of the League 
of California Cities, stated that CALBO does “not agree with the 
conclusions presented in the letter [from the State Fire Marshal]. 
Specifically, we have concern with the last two paragraphs. While the SFM 
[State Fire Marshal] letter is meant to provide clarification, and correctly 
re-states the applicable code sections, we believe the interpretation stated 
in the letter is inaccurate because it fails to take into consideration the 
legislative intent of the applicable code sections. As written, the state law 
allows local government to meet the intent of the law, in the most efficient 
and direct manner. Local government currently does this. The SFM [State 
Fire Marshal] interpretation would seek to change this, restricting local 
control. We believe this would result in reduced building safety, reduced 
organizational efficiency and reduced customer service.” The letter further 
states that “In 1959, the State Legislature passed Assembly Bill 2357, 
which added section 13146.5 ‘…shall, as far as practicable,…’ The 
legislative intent was to prohibit the local fire chief from neglecting 
enforcement responsibility of sections 13145, 13146 and 13146.3, and 
prohibit the transfer of this responsibility to unqualified individuals. Under 
the previous law, local enforcement was permissive. The local chief could 
simply choose not to enforce these regulations, or could appoint an 
“honorary fire chief” such as a school principal or volunteer firefighter, to 
take on the responsibility. These individuals were not necessarily qualified 
to assume this responsibility. In reviewing A.B. 2357’s background 
material, it’s clear that the intent of the 1959 law was to make enforcement 
mandatory at the local level (where practicable), and ensure the 
enforcement is handled by qualified individuals. In a letter of support for 
the assembly bill, then SFM [State Fire Marshal] Joe Yockers stated, “I 
believe that this is a good bill since it clears up any doubt whether the 
enforcement of the fire safety standards of the state fire marshal is 
permissive or mandatory.” 

 
The letter further states that “local governments throughout California 
distribute enforcement responsibilities of state fire marshal regulations 
among various divisions and departments, in particular, the local building 
department and fire prevention bureau. This distribution varies from 
community to community, and is based on several factors identified within 
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the local government’s organizational structure and community needs. 
These factors include subject-matter expertise, customer service, and 
staffing efficiencies. As an example, a community’s building department 
might regulate the construction of fire resistant buildings, exit paths, and 
electrical safety, while the local fire department might regulate hazardous 
materials management, and maintenance of a building’s maximum 
occupant load. Each community enforces the building codes in a different 
way based on the factors noted above.” 
 
The letter goes on to state that “the state fire marshal’s interpretation 
concludes that local government can’t do this. It concludes that the local 
fire department must enforce ALL of the state fire marshal regulations and 
if they can’t, the state fire marshal’s office (and no one else), must step in. 
Doing so would result in a diminishment of building safety, organizational 
efficiency, and customer service. Furthermore, the vast majority if not all, 
communities throughout the state would currently be out of compliance 
[underline added for emphasis]. For example, the SFM [State Fire 
Marshal] interpretation would prohibit anyone except someone from the 
fire department, from enforcing the construction of exterior building walls, 
the re-roof of a building, or the wiring of electrical receptacles within a 
daycare center. In actual practice, local government ensures this with 
construction experts, through the most efficient organizational structure, 
and timely customer service.” 
 
The letter concludes that “public safety is of paramount importance. Along 
with design professionals and contractors, we have successfully worked 
together to provide a safe built environment throughout California. This is 
a shared priority. There is no exclusive claim to the desire for, or 
understanding of safe buildings. Local government is in the best position 
to determine how they provide services, organize operations, and ensure 
building and fire safety for their community.” 

 
Other cities have already consolidated fire plan check / inspection services with 

the Building and Safety Division. Examples of these cities include Rancho 

Cucamonga, El Cajon, Mountain View, and Long Beach. Cities outside of 

California have also consolidated fire plan check / inspection services with the 

Building and Safety Division such as Alexandria, Virginia. 

Recommendation #267: The responsibility for fire plan check and 
inspection services should be transferred from the Fire Prevention Bureau, 
Fire Department to the Building and Safety Division. 
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Recommendation #268: One (1) of the civilian inspector positions from the 
Fire Prevention Bureau should be reallocated to the Building and Safety 
Division to conduct new construction inspections. 
 
Recommendation #269: The Supervising Plans Examiner and the Senior 
Plans Examiner positions budgeted in the Fire Department should be 
transferred from the Fire Prevention Bureau to the Building and Safety 
Division and budgeted in that Division. The Supervising Plans Examiner 
should report directly to the Chief Building Official. 
 
Recommendation #270: The Building Inspector and Senior Building 
Inspector classifications in the Building and Safety Division should be 
retitled as Building and Fire Safety Inspector and Senior Building and Fire 
Safety Inspector. This should include modification of the knowledge, skill 
and ability requirements and the certification requirements (e.g., ICC Fire 
Inspector I Certification). 
 
Recommendation #271: The Planning Director and the Fire Chief should 
develop a written service level agreement that clarifies the working 
arrangement for the provision of fire plan check and inspection services by 
the Building and Safety Division on behalf of the Fire Department. 
 
Recommendation #272: In the short term, the Building and Safety Division 
should begin cross training of its inspection and plan checking staff for the 
building and the fire codes. This will likely take several years, but will 
enhance the ability of the Division to provide cost effective and responsive 
services. 
 
Recommendation #273: In the longer-term, the Building and Safety Division 
should utilize its Building and Fire Safety Inspectors and Senior Building 
and Fire Safety Inspectors as combination inspectors responsible for 
enforcement of building and fire codes. This means one building site, one 
inspector for enforcement of building and fire codes. This can occur only 
after successful completion of training of this staff in fire inspection by 
professional organizations such as the International Code Council, and 
ongoing training to maintain this certification (estimated at 20 CEU hours 
per year). 
 
Recommendation #274: In the longer-term, the Building and Safety Division 
should utilize its plans examiners for plan review of building construction 
plans for building and for fire codes. This cross utilization should focus on 
simpler and smaller building construction plans such as single family 
remodels, tenant improvements, fire sprinkler systems, commercial kitchen 
hoods, etc. This can occur only after successful completion of training of 
this staff in fire plans examining by professional organizations such as the 
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International Code Council, and ongoing training to maintain this 
certification (estimated at 20 CEU hours per year). 
 
Recommendation #275: The Supervising Plans Examiner and the Senior 
Plans Examiner positions, currently budgeted in the Fire Department, 
should continue to plan check building permit plans for adherence to fire 
codes. This responsibility should continue until successful completion of 
training by the plans examining staff in the Building and Safety Division in 
fire plans examining. 
 

• Transportation Planning should be transferred to the Planning and 
Community Development Department, and the Transportation Manager 
should report to the Deputy Planning Director. Transportation planners are 
aware of the important role land use patterns play in supporting transportation 
plans and systems. Often, however, few opportunities exist for transportation and 
land use planning to be coordinated or integrated. The result can be a mismatch 
between transportation goals and developing land use patterns.  

 
The integration of land use planning and transportation planning is critical to a 
sustainable future as local governments, such as Pasadena, enhance local land 
use and balanced transportation policies to reduce auto travel and support more 
pedestrian, mixed-use and transit-oriented development. The linkage seeks to 
embrace a more varied modal choice of transportation, with less auto-oriented 
land use planning. The development and implementation of a Complete Streets 
Program, for example, cannot ignore land use planning implications. In addition, 
design of transportation facilities such as roads, driveway access points, 
sidewalks, and bike routes has a major impact on your community’s character.  
These facilities are the result of land use decisions. 
 
Transportation planning fulfills essential roles in the development of the City’s 
General Plan, and in the review and analysis of traffic impact studies and 
environmental documents related to development review. The goal of 
transportation planning within Pasadena should be to integrate transportation 
planning with land use planning to develop an efficient transportation system for 
the City. This can best be accomplished by the integration of the Transportation 
Planning within the Planning and Community Development Department. The 
three staff allocated to this function – a Transportation Services Manager, 
Engineer, and Associate Engineer - should be transferred to the Planning and 
Community Development Department. In the long run, these three positions 
should be reclassified within a transportation planner classification series to 
better reflect the role and responsibilities of these positions. 
 
Recommendation #276: The responsibility for transportation planning 
should be reallocated from the Transportation Department to the Planning 
and Community Development Department.  
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Recommendation #277: The three staff allocated to transportation planning 
– a Transportation Services Manager, Engineer, and Associate Engineer - 
should be transferred to the Planning and Community Development 
Department. 
 
Recommendation #278: In the long run, the three positions a 
Transportation Services Manager, Engineer, and Associate Engineer - 
should be reclassified within a transportation planner classification series 
to better reflect the role and responsibilities of these positions. 
 

The exhibit following this page summarizes the advantages and disadvantages of the 

alternative plan of organization - alternative plan of organization – Scenario “B”. 
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Exhibit 33 (1) 
 

Advantages and Disadvantages of Scenario “B” 
Alternative Plan of Organization 

 
Evaluative 

Dimensions Arguments For Arguments Against 
 
Organization & 
Structure 

 
• Concentration of core competencies 

and strong organizational cohesion of 
highly related functions.  Personnel 
performing similar and highly 
interdependent functions will be 
grouped together. 

• Flatter organizational structures are 
possible as compared to the existing 
plan of organization. 

• Accountability for distinct functional 
areas is clarified – i.e. building permit 
plan checking. 

• Accountability will be increased as 
items can “fall between the cracks” of 
the existing plan of organization. 

• Improved ability to coordinate the 
totality of the City’s development 
review process. 

• Combining functions into the Planning 
and Community Development 
Department will facilitate cooperation, 
reduce “finger pointing” and creates 
shared ownership of results. 

• Unity of command” principal is 
emphasized, with a single 
accountable leader responsible for the 
bulk of the city’s day-to-day 
development review related activities. 

 
• Potential for blurred cross-

division accountability for 
shared projects and 
processes exists. 

• Some development review 
functions continue to remain 
external to the Planning and 
Community Development 
Department including 
Engineering, Environmental 
Health and Water and Power. 

• The organization of the 
Planning and Community 
Development Department 
could become excessively 
hierarchical and difficult to 
effectively control. 

• The diversity of functionally 
distinct (though related) units 
in the Planning and 
Community Development 
Department will requires very 
active management and 
leadership oversight. 

• Intangible “transition costs” in 
the form of resistance to 
change, organizational 
adaptation, short-term 
productivity losses can be 
expected. 
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Exhibit 33 (2) 
 

Evaluative 
Dimensions Arguments For Arguments Against 

 
Communication & 
Coordination 

 
• Fewer handoffs will occur between 

departments, with like functions being 
together.  Enhanced ability to create, 
share and use knowledge, especially 
within the development review 
disciplines. 

• Ability to communicate and coordinate 
closely related, common functions is 
enhanced as contrasted to the current 
organization. 

• With much of the development review 
related personnel linked within the 
same department, land entitlement 
permit and ministerial permit 
management and service delivery 
functions will be more closely aligned. 

• Opportunities for “message mixing” 
through the communications channel 
are reduced as contrasted to the 
existing multi-department scenario. 

• Same-level or peer-to-peer 
communication and coordination is 
enhanced by removal of departmental 
boundaries. 

• Assigning responsibility for who does 
what should be more easily 
communicated. 

• Cross-functional knowledge sharing is 
easier within a single departmental 
structure. 

 
• Handoffs would continue to 

occur among the 
development review functions 
that continue to remain 
external to the Planning and 
Community Development 
Department including 
Engineering, and Water and 
Power. 

• Difficulty in managing 
knowledge effectively due to 
the diversity of skills within the 
department. 

• Potential for stifling differing 
views, dissent, debate, etc. in 
an effort to conform to the 
accepted departmental 
“doctrine.” 

 
Resource Utilization 

 
• The ability to set and enforce project 

priorities in the development review 
process and in advanced planning 
land use and mobility) should improve. 

• Enhanced ability to manage 
development caseload more effectively 
as compared to the current state. 

• Improved ability to manage the routine 
deployment of staff resources based 
on workload and policy priorities. 

• The opportunity to standardize and 
optimize development review 
processes is enhanced 

• The ability to cross utilize inspection 
staff and plan check staff is enhanced. 

 
• Improved internal project 

management is required and 
the creation of more rigorous 
processes for process 
management and reporting. 

• Some functions continue to 
remain external to the 
Department including 
Engineering, Environmental 
Health, and Water and Power, 
and this will diminish 
opportunities to standardize 
and optimize processes. 

• Care will have to be taken 
that as the knowledge base is 
broadened, specialized skills 
are not lost. 
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Exhibit 33 (3) 
 

Evaluative 
Dimensions Arguments For Arguments Against 

 
Service Quality & 
Responsiveness 

 
• The potential to create a single 

organizational point of contact for the 
majority of the City’s development 
review issues and inquiries. 

• Opportunities to avoid conflicting and / 
or incompatible responses to 
development review service issues 
are enhanced. 

• Single department accountability for a 
larger number of development review 
service quality and responsiveness 
issues. 

• Enhanced clarity of roles and 
responsibilities from a citizen / 
development review applicant 
perspective. 

• Development review cycle times 
should improve with the concentration 
of resources dedicated to 
development review in the Planning 
and Community Development 
Department. 

• Improved ability to manage citizen 
participation in the development 
review process. 

• Consistent application of development 
review standards, judgment, etc. 
across all development review 
disciplines is facilitated. 

• Transportation planning, and fire plan 
check and inspection programs are 
better integrated with development 
review. 

• Improved ability to coordinate and 
streamline the development review 
process. 

• Performance measures and standards 
are comparatively easy to establish as 
contrasted to more diverse 
organizations. 

• Adoption of a common permit 
information system technology 
platform is easier than in more diverse 
organizations model. 

 
• Some need to provide for the 

physical and / or virtual 
relocation of certain divisions 
will be required to achieve 
desired synergies. 

• Depriving the Fire Department 
of participation in 
development review risks 
diminished participation in 
decisions regarding mitigation 
of fire risks. 

• Depriving the Transportation 
Department of participation in 
the development review 
process risks diminished 
participation in decisions 
regarding the future of traffic 
and transportation facilities. 
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Exhibit 33 (4) 
 

Evaluative 
Dimensions Arguments For Arguments Against 

 
Agility & Flexibility 

 
• By consolidating the quadrennial 

inspections in the Building and Safety 
Division, the ability of Division to 
manage workload peaks and valleys 
will increase.   

• By consolidating fire plan check and 
inspection in the Building and Safety 
Division, the ability of Division to 
manage workload peaks and valleys 
will increase. 

• Scalability (the ability to grow and/or 
shrink in response to workload / 
customer demands) is improved.  For 
example, if 1,000 hours of workload is 
eliminated for each of two divisions, it 
is comparatively more difficult to 
eliminate a position.  Loss of the 
same 2,000 hours in one division 
allows an easier reallocation of work 
and makes the elimination of a single 
position easier. 

• Rapid cross-unit resource shifting and 
workload balancing is made easier. 

 
• Decision making tends to be 

slower in larger, more layered 
and hierarchical organizations 

• Over time, larger 
organizations tend to develop 
an “inertia” that makes the 
future introduction of change 
more difficult than in smaller 
organizations. 

 
People 

 
• Creates strong “communities of 

practice” for development review 
service delivery enhancing 
opportunities for personal growth and 
professional development.  

•  Increased capacity for cross-
functional training. 

• Enhanced opportunity to create and 
sustain a consistent organizational 
culture and operational philosophy, 
congruent with those of the executive 
leadership and policy makers, is 
enhanced. 

 
• Creation of a new and 

consistent Departmental 
culture and ethic, aligned with 
those of the City, is likely to 
be difficult. 

• Consolidation of historically 
separate entities can 
engender significant change 
resistance, fear, uncertainty 
and resistance.  These issues 
will require explicit 
identification, 
acknowledgement and 
planning. 

• Executive level skills required 
to lead a large and diverse 
Department are substantial 
and scarce. 

 


	Pasadena Development Review Management Study
	Pasadena Development Review Management Study.2
	Pasadena Development Review Management Study.3
	Pasadena Development Review Management Study.4
	Pasadena Development Review Management Study.5
	Pasadena Development Review Management Study.6
	Pasadena Development Review Management Study.7
	Pasadena Development Review Management Study.8
	Pasadena Development Review Management Study.9

