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Street Use Permitting Redesign Business Case

Executive Summary
The Street Use Permitting Redesign (SUPR) business opportunity is to streamline and re-align the Street Use permitting and inspection lines of business to increase efficiency, cost effectiveness, accuracy, traceability, retrievability of common data, and revenue collections. Business goals include:

· Improve the quality of Street Use services,

· Enable integrated management of the right-of-way,

· Ensure balancing the competing needs in the right-of-way, 

· Provide clear understanding of Street Use services to the public, 

· Better equip staff to perform their work through better processes, procedures, training and tools, and 

· Prepare the Street Use section to handle the increased workload stemming from major transportation projects

To more effectively control this effort, two related projects will be coordinated – the degree and nature of integration will be determined in the next phase: 
· SUPR Business Process Redesign

· Hansen Implementation in Street Use (the next project within SDOT’s Integrated Systems program)

This coordination will provide more benefit to Street Use than either project can independently.  Linking Business Process Redesign to the Integrated Systems effort offers the opportunity for support systems to reflect process changes immediately. Further, these two projects are within the Right-of-Way Management Initiative (ROWM) program. (See the Strategic Alignment section of this document for details).

The SUPR program began on December 9, 2002 and anticipated completion of the first release is March 2004. The estimated overall direct cost (exclusive of internal labor) for the first release is less than $600,000 including both Business Process Redesign and Integrated Systems. The Hansen Implementation in Street Use is already funded and prioritized within the 2003 work plan; however, new functionality is being considered that would require additional funding if approved. Additional funding is needed to fund the Business Process Redesign project.  These funding amounts could be reduced or increased based upon subsequent decisions about how to staff the Business Process Redesign project and the extent of the business process redesign and automation. This business case justifies the need for additional monies to fund the Business Process Redesign in the first release and enable the capture of$1,519,000 net benefit over the next five years. (See Appendix J: Economic Analysis Models for quantification of these benefits and costs).

Future releases will be confirmed and estimated in the execution tasks of SUPR. See the Program Plan Summary section for approach, cost and schedule summaries by project. Detailed program planning is currently in development in the SUPR Program Charter.

Opportunity Statement

For over three decades, authorization of the use of the public right-of-way (ROW) has been performed in siloed single purpose functions.  These processes are designed to function efficiently for each permitting employee and are supported by manual record keeping, single purpose databases and single user spreadsheets.  Many of the permitting processes have been executed by the same staff for decades.  Several key staff are retiring in 2003.

The current, disparate processes for permit authorization do not support overall integrated management of the right-of-way.  Integrated coordination requires common permitting and payment processes, a single data repository with easy access to shared data, new staff skills, and a single customer call center.  

The SUPR program is focused on integration of the permitting and inspection processes for all Street Use Permits, and is the first step in successful implementation of the Right-of-Way Management (ROWM) Initiative.  Several new major public projects and initiatives are either underway or soon to start that require redesign and automation of Street Use business processes to meet new and expanded service demands. 

Program Background Summary

Document Purpose

This business case document represents the SUPR core team’s current understanding of the approach and needs of the SUPR project.  As more is learned in the planning tasks of SUPR, the recommendations contained in this Business Case will evolve resulting in detailed requirements and integrated implementation plans.

Program Purpose

The purpose of the Street Use Permitting Redesign (SUPR) program is to improve Street Use permitting services by redesigning existing business processes.  This business process redesign will allow the Street Use section to provide it’s customers withservices that are more user-friendly, efficient,, accurate, accountable and cost effective. 

Strategic Alignment

Street Use Permitting Redesign is the first of five projects in the Right-of-Way Management Initiative, an SDOT change agent priority.  Streamlining Permitting is a second SDOT change agent priority for 2003 and 2004 that includes implementing permit systems improvements, a critical precursor to effectiveness in Right-of-Way Management.

Implementation of Integrated Systems is an ongoing and funded Department-wide initiative.  The Integrated Systems Program is replacing over 70 existing legacy applications and a variety of manual processes with an integrated set of applications supporting the Transportation Department’s core business functions.  Street Use Hansen Implementation for Permitting has been identified as the next Integrated Systems project.

Business Case Objectives

The objectives of this business case analysis include: 

· Describe the business opportunity and provide justification, in business terms, for doing the project at this time

· Build a common understanding of the project and a solid commitment for change

· Define the conceptual vision for permitting redesign

· Describe alternatives and identify solutions for analysis and planning,

· Outline a preliminary view of the overall costs and timeline for executing the solution,

· Describe the team’s preliminary view of the structure of the efforts required to address the business goals, and

· Reduce overall risk 

· Request approval and funding for the next project stage

· Build a foundation that increases the likelihood of a successful outcome

Program Approach

Anne Fiske Zuniga, Program Sponsor, and Rich Richmire, Accountable Business Lead, approved the SUPR Project Proposal on December 9, 2002.  This document details the specific approach for the Project Initiation stage of this program.  The SDOT Street Use section funded this first stage with additional staff support from SDOT IS.  A small, part-time core team (see Appendix A) was assembled to develop the Business Case and Project Charter documents for the overall program.  

Conceptual Design
Mission

The mission of Street Use permitting is to authorize right-of-way use in a way that ensures the smooth safe flow of vehicles and people while enabling new construction and right-of-way improvements.

Vision

The SDOT Street Use section  

· Issues permits efficiently and cost effectively,

· Protects the right-of-way as a valuable public asset, 

· Educates citizens about work in the right-of-way and permitting requirements, and 

· Constructs a fee schedule authorized by city ordinance that is easily understood

so that citizens view right-of-way management as an easy, helpful process.

Goals and Strategies

The SUPR program strategies are designed to optimize our achievement of the goals described in the table below.  Specific tactics associated with each strategy are described in Appendix F.


Goals
Strategies

1.
Improve the quality of Street Use services
· Integrate the ten permitting groups of 78 permit types into five (or fewer) common permit issuance processes so that Street Use can review:

             - Simple permits within 2 working days 

             - Complex permit within 6 weeks

· Streamline inspection activities for all permit types into a single common process for street use with a separate process for private contracts

· Improve ability to collect revenues from existing sources

2.
Enable integrated management of the right-of-way
· Define new cross-departmental permitting process

· Provide city-wide access to permitting data

· Build flexible software interfaces to support integration with external systems

3.
Ensure balancing the competing needs in the right-of-way
· Develop a simple process for gathering and analyzing authorization information

4.
Provide clear understanding of Street Use services to the public regarding:

· Protection of the public’s assets

· How the right-of way can be utilized
· Develop clear public policy 

· Marketing



5.
Better equip staff to perform their work through better processes, procedures, training and tools 
· Increase staff skills through education opportunities and experience



6.
Respond efficiently and effectively to new business initiatives
· Replace eight existing legacy databases and systems with a single, robust SDOT-wide common permitting repository

Critical Success Factors

The following factors are critical to the successful implementation of the redesigned permitting process: 

· Improvements meet or exceed city standards and operational targets

· Organizational change management activities produce the needed cultural changes 

· Benefit targets are met within one year

· Ongoing measurement and reporting result in a framework for continual improvement

Potential SUPR Scope

To reduce cost and decrease risk, the project team plans to deliver functionality in iterative releases.  Based on the team’s conceptual analysis, the preliminary view of the scope components required in the first release are depicted in the table below.  This first release is planned to include basic functionality and efficiency improvements for all permit types.

Preliminary View of Scope Required in First Release

SUPR Business Process Redesign project

· Redesign permit issuance for all 78 permit types

· Redesign of inspection process 

· Redesign permit renewal process

· Simplify permit financial transactions

· Incorporate redesigned street improvement permitting process into new permit and inspection processes

· Improve intra-departmental communication and coordination

· Improve ability to answer questions from public and inform them of ROW disruptions

· Collect baseline metrics and select targets for improvement

· Redesign organization of Street Use section

· Define new skill requirements, assess staff skills, create education plan, educate and hire to new skill set

· Create public communication mechanisms (on SDOT web and through pamphlet) explaining how to acquire street use permits

· Train Neighborhood GEO representatives

· Train Street Use staff

Integrated Systems’ Implementation of Hansen in Street Use project

· Implement Hansen to support permit issuance and inspection processes in single database

· Improve data consistency, accuracy and accessibility

· Create Hansen interface to Summit Accounts Receivable system

· Provide standard, ad hoc and some custom reporting of collected data across permit types

· Improve global design of Hansen configuration model to utilize new functionality in latest Hansen release and to support all SDOT-wide permitting functions 

· Train IS staff

Additional functionality is desired in the first release but requires further analysis to determine if these scope elements can be included within 2003 funding constraints.  These components are listed in the table below:

Preliminary View of Desired Scope that Needs Further Analysis 

SUPR Business Process Redesign project

· Renewable operating licenses for compliant utilities

· Streamline  Guaranty Deposit Voucher (GDV) process

Integrated Systems Implementation of Hansen in Street Use project

· Decommission legacy Street Use applications

· Create Hansen interface to GIS addressing for UCC and common location designators

· Create interface for common company data [preliminary view is that the interface will exchange data with the SLIMS (Seattle Licensing Information Management System).

· Create Hansen interface to HRIS for time entry

· Provide inspector’s access to view and update data in the office 

· Convert in-process and historical permit data

Future releases will add new functionality that delivers enhanced capabilities and increased efficiency. 

Preliminary Scope in Future Enhancements 

· Online (web) permitting

· Create interface between SDOT Hansen database and DCLU Hansen database

· Provide inspector’s access to view and update data from the field (PDAs)

· Create additional custom Hansen reports

· Implement enhanced GIS capabilities

· Create web queries of Hansen data internally and externally (what, when, where)

· Improve inter-departmental communication and coordination 

· Automated support for work flow in plan review and inspection

While the following scope components are critical to an effective Street Use section, they are within the scope of other project efforts.

Preliminary Out of Scope Components

· UCC redesign (ROWM project)

· Create ROWM customer service center (ROWM project)

· ROW construction coordination pilot for Sound Transit (separate Street Use effort)

· Provide accurate financial information in Summit (data is collected by Finance staff and other departments)

High-Level Requirements 

The following high-level requirements will be detailed in Stage 2 of the SUPR program.  Refer to the Street Use Permitting Redesign Requirements document dated March 7, 2003 for further detail.  The Stage 2 work will evolve our understanding of what is needed and may further refine these requirements.

Business Requirements

· Streamline and automate the following permit families:

-     special events (1 permit type)

· street vending (4 permit types)

· shoreline street end use (2 permit types)

· street improvements (1 permit type)

· excavation & shoring (3 permit types)

· street use ( 32 permit types)

· annual, street use (32 permit types)

· term, street use (1 permit type)

· utility (4 permit types)

· franchise, street use (1 permit type)

· Create common processes for the following permitting functions:

· application intake

· application review

· permit fee payment

· permit issuance

· site inspection

· permit finalization

· permit renewal

· Align private development plan review with DCLU permitting strategy, mayoral Executive Order #01-03 and RCW 36.70B.080.

Technical Requirements

· Replace legacy databases with selected modules in the Hansen suite based on business requirements.  See Appendix E for preliminary “to be” application suite depiction.

· Evaluate the existing global design of Hansen against the latest version of Hansen and lessons learned from the Traffic Permits implementation.  Assess the cost of any design changes to meet the requirements of both Traffic and Street Use sections. 

· Create interfaces between Hansen and City standard applications based on business priorities.

· Comply with City application standards

· Build in capability to integrate with Traffic Hansen in the future

Infrastructure Requirements

· Comply with City infrastructure standards

Evaluation Criteria and Improvement Targets
Net Benefits

The following benefits have been quantified based on baseline data and are used in the economic analysis model in Appendix J as incremental benefits. These benefits and the economic analysis will be refined in Stage 2.

Measurable Benefits
How to measure
Baseline
Improvement Target

Increased inspection and renewal revenue generation coupled with increased inspection capacity per inspector
Monitor pay period inspector time, factor in: fee increase, economic cycles, inflation
First Quarter  2003
Increase inspector capacity and renewals by 10% each

Increased inspector efficiency to support mega-project inspections
Monitor mega-project hiring and inspector capacity
April 2003
Reduces hiring needs for mega-project inspections by 1.5 FTE

Accurate and timely escrow/GDV usage reporting
Monitor escrow adjustment activity
2002 annual collections
Reduce escrow write-offs and adjustments due to escrow over-runs by 50%

Increase renewal revenue by 5 %
Monitor financial reports
2002 annual revenue
Increase by 5%

Measurable Benefits

The following benefits are measurable in the future but current processes and systems cannot produce baseline metrics.  Since no baseline metrics exist these benefits are not included in the economic analysis.

Measurable Benefits
How to measure
Baseline
Improvement Target

Fewer complaints about permit issuance process
Create a log to track by complaint type
One month collection
Measure quarterly: Reduce complaints by 20% of baseline total to improve image of Street Use section

Measurable Benefits
How to measure
Baseline
Improvement Target

Shorter time to review a private contracts permit
· Measure submittal date to review date

· Shorten applicant response time by improving quality of business contact data
Six  months collection
Measure quarterly: simple permits reviewed  w/in 2 working days, complex reviewed  w/in 6 weeks

Greater user access to permitting information

 
Available to all who need to know
Only available by special request and manually; generated 1d-2wks based on complexity
All have access in real time

Reduce effort (in person hours) to issue permit
Increased staff capacity
X # employees issue x # permits/year
10%

Increased customer satisfaction
A) Permits issued based on original scope for customer, budget (e.g. supply plans, information, traffic study…)

B) Consistent scope by permit type

C) Reliable / dependable schedule based on customer agreements

D) Reliable estimates

E) Reduce customer time
A) Not done. Unable to quote today

B) Doesn’t exist

C) Not quoted

D) Unable to quote


A) 75% able to quote requirements accurately at submission

B) documents published and available to all customers

C) 75% are completed on time

D) 75% are issued at quoted price

E) provide web intake and information access



Improved employee morale
 Survey employees:

· more timely access to customer status information

· quicker access to data to respond to customer inquiries

· more accurate data

· employees have influence on process redesign

· increased capacity for workload balancing

· increased cross-training opportunities
Pre-survey in April 2003
Post implementation staff survey

Measurable Benefits
How to measure
Baseline
Improvement Target

Accurate permitting product:

A) conditioned correctly

B)Customers (and internal staff) are satisified with and follow  processes 

C) Process provides checks and balances


Fewer  requests for Grace’s, Council’s,  or Mayor’s intervention. Less management intervention
# of management interventions in permitted project
Decrease complaints about permit issuance by 80%

Increase organizational responsiveness to fluctuating demands for service
· Increase # of staff able to handle each permit family

· Increase number of inspections by geographic area
February 2003
· Increase permitting capacity by 50% for each permit family

· Increase of inspections by geography by 15%



Non-incremental Benefits

Additional benefits are expected but are not measurable.  These benefits include:

· Cross-departmental collaboration and efficiency

· Capability to track inspections revenues by permit type

· Decrease redundant activities

· More timely response to requests by elected officials

· Eliminate hours of manual file search to ensure past information is easily accessible

· Timely renewal of permits to prevent expiration

· Eliminate legacy application support

· Flexibility and ability to expand functionality are significantly enhanced with a new system since legacy systems are fragile, independent and poorly documented

· When responding to changing business needs, it will be less expensive to modify the Hansen system than the existing legacy applications

Gap Analysis Results

Current State

Currently there are unique, processes for each of the ten groups of permitting types – street use, utility, term, shoring and excavation, annual, street improvement, street vending, shoreline street ends, franchise, and special events.  In addition there are two unique inspection processes – street improvement and street utility district use. Additionally, there are ten supporting functional processes such as the application process, the plan review process, the closure process, the payment collection process, and the guaranty bond process. Two manual record keeping files, seven different database applications and three spreadsheet-tracking models enable these processes. However, despite data collection there are no reporting mechanisms.  Additional time-consuming manual ad hoc tracking is required to respond to management data requests. While independently efficient, this disparate collection of data inhibits our ability to respond to customer inquiries and to effectively coordinate and integrate the management of the right-of-way.  See Appendices B and D for diagrams that depict the core team’s conceptual view of the current “As Is” state.

Future State

Create a seamless permitting center with streamlined authorization, inspection and payment processes for authorizing use of the right-of-way.  Include standardized blanket permits and single use permits with clearly defined requirements and fees.  Define a more rigorous, dynamic and responsive process for clearly defined permitting and inspection, in the downtown core and along major arterials.  See Appendices C and E for diagrams that depict the core team’s current conceptual view of the future “To Be” state.

Gaps Table 

A detailed gaps table is depicted in Appendix G.  Closure of the following gaps in Release 1 will enable more efficient and effective basic permitting functionality in Street Use.  Future enhancements (detailed in Appendix G) will provide further improvements to the permitting functions resulting in increased benefit to citizens and Street Use.

Desired Future State
Current State
Gaps

Five (or fewer) permitting groups with common functional sub-processes
10 unique permitting processes
Current functional processes are not common across permit groups.

A single consistent and well understood inspection process across permit and project types across geographic areas 
2 inspection processes
Difficult to move staff from one inspection process to another in response to varying workloads

Single permitting database
8 permitting database applications plus ancillary spreadsheets and manual records
Integrated management reports are not possible with current system.  Also, it is difficult for staff to work across permit groups.



Provide standard and user-customizable reporting about all permit activities.
No reporting capability
Managers cannot access data regarding the permitting activities they manage.

Able to offer cash, check, electronic and credit payment options
Cash or check only
Unable to accept credit cards, debit cards or web-based bank drafts.

Readily available real-time financial status with management reports of needed actions
Financial status only available from Finance reports once per month
Cannot track status of escrow accounts on demand and cannot track revenue by source.

Impact Analysis Results

Stakeholder Impacts

The following stakeholder groups are affected by the redesign of Street Use permitting processes.  See Appendix I for communications matrix describing planned and in- process communications with these stakeholders.

· SDOT directors and management team

· Street Use management and staff

· DCLU permitting section

· SPU and SCL

· Developers, contractors, engineers, neighborhoods and citizens

· Mayors Office and City Council

Current Street Use Sizing

The volume impacts within the Street Use section is currently estimated at:

· 47 Street Use staff

· 7,179 permits issued in 2002

· 6,019 annual renewals in 2002

· ~27,000 inspections conducted in 2002

· ~300 private development plan reviews conducted in 2002

· Over $7,000,000 in annual revenues

Benefits Quantification

Net benefits are estimated at $1,519,000 over the next five years.  This time period prepares us for planned mega-projects including Sound Transit, monorail and the Alaskan Way Viaduct/Seawall. See Appendix J for detailed benefits quantification by year.

Benefits Alignment

The following table depicts the alignment of “in scope” components with expected benefits for all proposed releases over the next five years.

Potential Scope Components
Benefits Alignment

Improve permitting efficiency by:

· Redesigning permit issuance for all 78 permit types

· Improving data consistency, accuracy and accessibility

· Implementing the Hansen licensing module to support permit issuance & inspection processes in single databases

· Improving global design of Hansen configuration model to utilize new functionality in latest Hansen release and to support all SDOT-wide permitting functions

· Converting in-process permit and historical permit data

· Incorporating redesigned street improvement permitting process into new permit and inspection processes

· Offering renewable operating licenses for compliant utilities
· Accurate permitting product:

· Process provides checks and balances

· conditioned correctly

· processes followed (internally and by customers)

· Reduce efforts (in person hours) to issue permits

· Eliminates hours of manual file search to ensure past information is easily accessible

· Timely renewal of permits to prevent expiration.

Improve inspection efficiency by:

· Redesigning of inspection process

· Providing inspector’s access to view & update data from the office and the field

· Improving intra-departmental communication and coordination

· Creating Hansen interface to GIS addressing for UCC
· Greater user access to permitting information

· Decrease redundant activities

· Increase inspection revenue generation coupled with increased inspection capacity per inspector

Improve section skills by:

· Training Street Use and IS staff

· Defining new skill requirements, assess staff skills , create education plan, educate and hire to new skill set
· Improved employee morale

Potential Scope Components
Benefits Alignment

Improve fee payment efficiency by:

· Simplifying permit financial transactions

· Creating Hansen interfaces to Summit A/R system

· Creating Hansen interface to HRIS for time entry

· Create a common database for information about companies
· Increase revenues

· Accurate & timely GDV/escrow usage reporting

· Capability to track inspections revenues by permit types

Improve section effectiveness by:

· Redesigning organization of Street Use section

· Collecting baseline metrics and select targets for improvements

· 
· Increase organizational responsiveness to fluctuating demands for service

Improve data access by:

· Providing standard ad hoc and some custom reporting of collected data across permit types
· More timely response to requests by elected officials

Improve customer service by:

· Improving ability to answer question from public and inform them of ROW disruptions

· Creating public communication mechanisms (on SDOT web & pamphlet for how to acquire street use permits

· Providing Neighborhood Geo-Rep training
· Increase customer satisfaction

· Fewer complaints about permit issuance process

· Shorter time to review private contracts permit 



Alternatives Analysis Results

Solution Alternatives Analysis Results

The SUPR core team evaluated the following solution alternatives.  See Appendix H for the alternative selection models analysis criteria ranking summary.  Based on the analysis results, the selected alternative is to streamline Street Use processes then implement the Hansen system.

Approach
Pros
Cons

1) Do nothing (base case)
· Cheap to implement

· Minimize cultural disruption
· No benefit

· Could increase operating costs

· Inadequate tools

· More customer complaints

· Systems will be unsupportable, obsolete

· Rework creating system interfaces for accounting

2) Streamline without implementing new system

[This option was eliminated early in the analysis because the legacy systems are too fragile to allow any business process change.]
· Inexpensive to implement   (< short term cost)
· Current systems are too fragile to retain 

· Won’t realize expected benefits

· Inadequate tools

· More customer complaints

· Systems will be unsupportable, obsolete

· Rework creating system interfaces for accounting

3) Streamline Street Use processes into fewer groups and types then implement the Hansen system

[The selected alternative]
· Significant benefits

· Decrease operating costs

· Supportable, maintainable systems

· Easier training and cross-training

· Decrease customer complaints

· Increase access to information

· Extensible system

· Increase interoperability 

· Share information with cities and departments that use Hansen
· Implementation costs

· Cultural disruption

· Lost time for subject matter experts (SMEs) in configuring, training

Approach
Pros
Cons

4) Implement Hansen for existing Street Use processes without streamlining
· Supportable, maintainable systems

· Increase access to information

· Extensible system

· Increase interoperability

· Share information with cities and departments that use Hansen
· Lost time for subject matter experts (SMEs) in configuring, training

· Decreases benefits achieved

· Does not decrease Street Use operating costs

· No improvements in customer complaint areas

· Limited ability to increase cross support capabilities within Street Use section

 5) Streamline processes and automate with a non-Hansen system

[This option was eliminated early in the analysis because it is not aligned with SDOT direction for common, integrated systems and would be too costly to maintain.]
· May have more functionality than Hansen
· Not City standard

· Impedes data interchange

· No department support sharing

· New technology increases project risk

· Increased costs for support staff

· Increased costs for training

· Can’t leverage existing Hansen Utilities

· No money in budget to do a Request for Information (RFI) about a non-Hansen product

Implementation Alternatives Analysis Results

The SUPR core team evaluated seven implementation alternatives.  See Appendix H for these alternatives selection models and evaluation criteria rankings.  The team decided that implementation alternatives should be analyzed further in the next stage of the project and therefore made no recommendation at this time.

Comparison to Other Cities
The SUPR core team conducted a web search of permitting sites in major North American cities. The most innovative cities found included San Antonio Texas and Bellevue Washington.  In the next few months, the SUPR core team plans to visit the Bellevue permitting division and to continue current conversations with the San Antonio Right of Way division.  

In addition, on March 13, 2003 the SUPR core team, along with key SDOT Street Use staff and staff in 100 cities across North America, attended a virtual American Public Works Association education session on Understanding the Value of Your Right-of-Way.  The presenters included case studies from San Antonio Texas, Charlotte North Carolina and Overland Park Kansas.  They also cited research from San Francisco, Texas Municipal League, Toronto Ontario, the State of Michigan, Cincinnati Ohio, the province of Ottawa, plus an ongoing North American baseline study. Additionally San Antonio is using the Hansen permitting system coupled with web-based citizen application and information access.

During this research we learned that SDOT’s Street Use section is doing many things right but there are significant opportunities in streamlining processes, changing fee structures, consolidating fragmented authorities into a single comprehensive Right-of-Way Management ordinance, and updating technology. These learnings are incorporated into the recommendations contained in this business case.

Economic Analysis

The team compiled conservative cost and benefit estimates in order to compare solution alternatives (see Appendix J: Economic Analysis Models and Solution Alternatives Analysis Results sections of this document). Further refinement of these estimates is a major focus of the project charter work that follows the business case.  The following decision tree depicts the team’s summary of preliminary alternative analysis respective to cost and benefits:
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Plan Summary
Approach

The Street Use Permitting Redesign (SUPR) Program preliminary design is a five-stage multi-project program.  As noted, success of the Business Process Redesign project is linked to the successful implementation of three elements of the Integrated Systems Program. The following diagram depicts the proposed projects contained within the SUPR program.
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Proposal Stage – During the Project Proposal stage the project was conceptually defined and strategically aligned.  Approval of the Street Use Permitting Redesign Business Case Definition project proposal dated 12/9/02 provided funding for SUPR Stage 1.

Initiation Stage – During the Initiation stage, the core team developed the business case for redesigning the permitting processes, clearly defined the program with associated projects and planned the next stage.  This work included conceptual design, justification analysis, alternative analysis, solution selection, measurable benefits and conceptual implementation approach definition.  The SDOT Street Use Section funded this stage.

Planning Stage  – The Planning stage of the program begins when the SUPR sponsor and steering committee approve the SUPR Business Case and Project Charter. At this point we anticipate that the program will split into two major implementation efforts – development and implementation of the new business processes and design and implementation of the Hansen Implementation for Street Use (a project within the Integrated Systems program).  Stage 2 for each of these projects includes requirements definition, conceptual design and detailed execution stage planning.  

Execution Stage –The Execution stage includes detailed design, development, testing, training, conversion and implementation for each project. Stage 3 of the Business Process Redesign project is a predecessor for the other Hansen Implementation projects.

Closeout Stage – The Closeout stage includes program closure and turnover activities. 

Planning

Detailed planning for these projects is contained in the SUPR Program Charter dated April 2003.  These preliminary summary cost and schedule tables are derived from the early charter planning work.  Additionally, a program communications matrix is contained in Appendix I.

Schedule Summary

The following table depicts anticipated dates by project and stage. These dates will be refined in the SUPR Program Charter and again in stage two as new discoveries are made. Additionally, SUPR Release 1 work is scoped to fit within existing funding levels. Since the team is early in the planning process, this range of estimates is assumed to be within 100% (class 100) of final dates.

SUPR Program – Release 1
Stage 1 Actual start
Stage 2 start – Class 100
Stage 3 start – Class 100
Stage 4 start- Class 100
Project end

Project (oversight)
12/9/02
4/01/03
n/a
n/a
tbd

Business Process Redesign
n/a
4/01/03
8/1/03
tbd
tbd

Hansen Implementation
n/a
3/17/03
8/15/03
tbd
tbd

NOTE TO REVIEWERS – This preliminary view will be updated in this table once the SUPR program charter is completed

Cost Summary

The following table depicts preliminary summary costs in thousands for the overall program and by project. Note that internal staff costs are borne by the home unit and not charged out to the projects. These cost estimates will be refined in the Project Charter, then again in SUPR Stage 2 based on new discoveries.  The accuracy of these early Class 100 estimates are assumed to be within 100% over or 50% under the figures quoted in the table below.  Further, future release estimates are very preliminary will be further refined in Stage 3 of Release 1.

SUPR Program

(costs in thousands)
Stage 1

Actual
Stage 2

Class 100
Stage 3

Class 100
Stage 4

Class 100
Total
Future Releases

Program (oversight)
$35
$0
$0
$0
$35
tbd

Business Process Redesign
n/a
* $124
* $158
* $10
$292
tbd

Hansen Implementation
n/a
$0
$256
$0
$256
tbd

TOTAL
$35
$124
$414
$10
$583
*$400–900

Legend  *  = Not yet funded

NOTE TO REVIEWERS – This preliminary view will be updated in this table once the SUPR program charter is completed

Program Funding Summary

The following table depicts funding recipients for each project where expenses are being incurred.  Fund source is general fund, etc.

SUPR Program
Stage 1
Stage 2
Stage 3
Stage 4

Program (oversight)
Street Use
Street Use
Street Use
Street Use

Business Process Redesign
n/a
Street Use
Street Use
Street Use

Hansen Implementation
n/a
SDOT IS
SDOT IS
SDOT IS

The Street Use department currently funds Stage 1 in the Business Process Redesign project Change Order #001.  Additionally, the Hansen Permitting Implementation project is funded in the SDOT IS budget for stages 2, 3 and 4.  The Business Process Redesign project, the predecessor for the Hansen Implementation project, is not yet funded.  The involvement of city utilities in the next stages may also expand funding recipients.

Inter-dependent Projects

The following projects have either predecessor or successor inter-dependencies with the SUPR program.

The following projects must be completed before the first release of SUPR can be completed:

· Summit Accounts Receivable Migration is a predecessor to the Hansen Accounts Receivable interface.

· Finance Guaranty Deposit Voucher redesign has interdependencies with the permit fees collection function in the SUPR Business Process Redesign project.

· Street improvement permitting process redesign project is a predecessor to the Hansen Implementation project.

SUPR is a project within the following program:

· Right-of-Way Management Initiative

Assumptions

The SUPR program planning is based on the following assumptions:

· With current level of analysis, business process re-engineering influences Hansen configuration, but redesign is not required prior to global permitting redesign.

· Hansen will replace, once fully implemented, existing duplicate/parallel systems.

· The amount of legacy data conversion included in this project will be decided in Stage 2 based on business requirements, city retention policies, and available funds.  

· The Street Use fee schedule and ordinances will be changed.

· Finance will be involved in the SUPR business process redesign to streamline the Guaranty Deposit Voucher process. 

· In SUPR Stage 2, the teams will need to contain, reduce or defer scope to reduce current year costs where ever possible without jeopardizing achievement of program goals

· Prioritized requirements are critical to contain scope within annual funding limits.

· Some, but not all, adequate, skilled SUPR project team staff are available (the right skills at the right time) in-house.

· The final goal of Integrated Systems is that Hansen will be implemented as a single instance for all permitting uses in SDOT.

· To contain 2003 costs, the team will minimize business rules for stage progression in Hansen.

· The team will leverage SDOT IS, DCLU and Hansen experience in the design of the business processes and Hansen configuration.

· The requirements analysis approach and deliverables provided by SUPR team meets “intent” of SDOT’s Product Development Life Cycle.

· Project is implementing the current version of the Hansen application.

· Adding new permit types to the production system is a well-defined process that preserves data integrity.

· A goal of Integrated Systems is to consolidate customer/company data across SDOT.

Constraints

The SUPR program planning is constrained by the following:

· Limited 2003 and 2004 project funds.

· The fragile Street Use legacy applications must be replaced soon.

· The existing legacy applications cannot support process redesign.

· High degree of coupling in the eight database systems that currently support Street Use permitting requires simultaneous replacement.

· Realizing goals requires cooperation with other departments (handled in ROWM-UCC project).

· Must augment in-house skills and capacity with critical skills for business process re-engineering and backfill coverage during learning.

· Permit requirements for project must comply with ordinance.

· Must use Hansen to automate processes since it is the City standard for permitting.

· Hansen customization will be minimized in order to reduce ongoing operational support requirements.

· Since A/R replacement is scheduled for 1st quarter of 2004, project will not interface to the legacy A/R system.

· Must follow records retention rules.

· Streamlined permitting process must enable reviews within mayoral executive order time periods.

· Integrated management reports across permit types cannot be provided until all permits are converted to a common system.

· Personnel may not have adequate time for training in addition to their normal responsibilities.

Risk Analysis Results

The projects team’s current identification of risks is documented in the table below.  Additional detail is contained in the SUPR Program Charter document including cost and schedule impacts.

Risk
Probability


Mitigation
Results

BUSINESS

Street Use staff resistance to let go of old systems reduces cross support probability
40%
· Provide conference room pilot of new processes

· Include staff in process reviews


Realization of SUPR goals requires cooperation across SDOT divisions and city departments
50%
· Increase communications with other sections/depts


Lack of staff support for new processes 
80%
· Engage staff in reviews and pilot

· Constant communications


Inability to provide adequate training and user documentation for new Hansen system
40%
· Obtain funding for adequate training

· Make training a top priority


City Finance credit card processing methods may be incompatible with Hansen.
10%


· Leverage (not yet selected )Traffic credit card process or smart cards approach (cost savings)


ECONOMIC

The Business Process Redesign portion (project stages 2 and 3) of the SUPR program is not funded in 2003
20%
· Implement Hansen for existing processes and do requirements work in Hansen 

· Implementation project causing overrun of IS in project in scope or schedule.


Insufficient access to and funding for new business process training 
50%
· Use internal staff for training


City Council will not approve 2004 budget request
20%



HUMAN RESOURCE

Risk loss of key Street Use staff (Fred White and others) earlier than planned
40%
· Augment with contracted staff prior to departure


Insufficient accessibility to key IS people 
30%
· Obtain early commitment to project team


Risk
Probability

Mitigation
Results

Business process re-engineering expertise is not available in-house and funding is insufficient for external expertise
90%
· Leverage DCLU learning’s

· Utilize existing contracted staff in compressed schedule


Personnel may not have adequate time for training in addition to their normal responsibilities.
90%
· SU Staff must set aside 1 full week for training and practice just in time.  

· Hire peak load staff to cover during ramp up periods


The department may re-allocate IS staff resources to higher priority projects.
25%
· Schedule needed staff ahead of need


SCOPE

If multiple billing cycle approach to permit pricing is maintained, more integration and development work is required.
50%
· Make decision before Stage 2 planning is completed so that budget and schedule reflect decision

· Any balance below $1000 ask for more $


SDOT Accounting and City Finance have not been actively involved in SUPR stage 1 resulting in potential lack of alignment
30%
· Add accounting representative to core team in Stage 2


TECHNICAL

Finance GDV streamline effort may not be completed before SUPR fee payment process is redesigned causing rework
50%
· Add accounting representative to core team in Stage 2 to coordinate efforts


All 78-permit types must be converted by the time that new accounting system goes live in first quarter of 2004 and they may not be.
90%
· Synchronize A/R interfaced & Hansen implementation 

· Add accounting person on SUPR Core Team, closely aligned with A/R migration project & has issue resolution authority


Crystal Reports components required by Hansen may conflict with existing Crystal components used by other applications.
10%
· Work w/DoIT to resolve all conflicts


Summit A/R interface may not be ready when we convert to Hansen
50%
· Interface to legacy A/R application


Risk
Probability

Mitigation
Results

OTHER

Inter-departmental coordinating of the permit systems Technical Advisory Group decision-making may lag behind program needs causing delays or re-work.


90%
· SUPR is representative on committee

· Design Hansen integration strategy

· If group decision lags SUPR then handle rework as a separate project

· SDOT IS manager is on TAG


Recommendation

The Street Use Permitting Redesign projects anticipate benefits of increased effectiveness and efficiency that result in a $1,519,000 net benefit over the next five years. (See Appendix J: Economic Analysis Models for quantification of these benefits). This can only happen through a combination of process streamlining and coordinated implementation of projects in the Integrated Systems Program.  New funding is needed for staff to further plan, analyze, document, train, and coordinate process improvement efforts.  Estimates are in development and will be presented in the SUPR Project Charter.

Utilizing the SUPR Stage 1 analysis results, the SUPR planning team (see Appendix A for membership) used a variety of structured analysis and business process reengineering techniques to identify and rank solution alternatives.  Based on this research and analysis, the team concluded that the following solution best meets the goals of the SUPR program:

· Streamline the Street Use processes into fewer permit groups and types then implement the Hansen permitting system in a single SDOT database.  Further, create common functional processes that provide intake, review, fee payment, issuance, inspection, renewal, and finalization functions across all permit groups.

· In the interim, the Street Use department will implement the improved functional processes wherever possible even before the new Hansen system is implemented. (For example, some aspects of the new inspection process can be implemented without new automation.)

Based on preliminary analysis, the team is investigating a phased release implementation scenario with details to be determined in Stage 2:

· First design the new permitting and inspection processes

· Then deploy a comprehensive application intake function for all permit types as well as sufficient information in review, fee payment, issuance, inspection, renewal and finalization functions to allow decommissioning of the legacy systems, then select the “best” alternative for subsequent deployment:

· By function,

· By process, or

· By legacy application

· Deploy new functionality in future iterative releases.

These recommendations will be further analyzed, refined and detailed in Stage 2 of the Business Process Redesign project within the SUPR program based on final requirements analysis and process redesign results.

See Appendix J: Alternatives Selection Models for the analysis summary matrices.
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Appendix A:  Project Team by Roles

Participants in SUPR Stage 1 included are listed in the table below.  Note that the team composition changed throughout the course of Stage 1 as new people were added to the project core team. 

 Project Team by Role

Business Lead
Rich Richmire

Business Representatives
Rich Burgunder 

Julie Carpenter




Business SMEs
Tamera Duke

Keith Miller

Joe Taskey

Fred White

City Council Liaison
Kirsten Evans

December - January 2003 Core Team
Julie Carpenter

Rich Richmire

Bette Stephens

February 2003 Core Team
Rich Burgunder

Julie Carpenter

Bette Stephens

Kermit Williams

Ron Barnhart

Nonila Jimenez

March – April 2003 Core Team
Ron Barnhart 

Rich Burgunder

Julie Carpenter

John Green

Barb Higgins

Nonila Jimenez

Rich Richmire

Bette Stephens

Kermit Williams

Financial Analyst
To be named

Hansen Architect
Kermit Williams

IS Manager
Garry Richards

Legal Analyst
Judy Barbour

Project Administrator
Nonila Jimenez

Project Analyst
Sandy Obuck

Project Manager
Bette Stephens

Steering Committee
Jim Dare

Anne Fiske Zuniga

Laura Gilbert 

Rich Richmire

Noel Schoneman

Rob Spillar

Sponsor
Anne Fiske Zuniga

Appendix B: “As Is” Process Diagrams 
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The following diagram represents the core team’s conceptual view of the Street Use permitting and inspection processes.  Our analysis reveals these common sub-processes across ten groupings of the 78 different permit types.  

Appendix C: “To Be” Process Diagrams
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The following diagram represents the core team’s conceptual view of the streamlined Street Use permitting groups and functions. The decomposition shown in the “As Is” Process Diagram (Appendix B) is transformed (turned on its side) to highlight common functions performed in Street Use rather than current functional groups.  In stage 2 of the SUPR program, additional requirements discovery and analysis will further refine this conceptual view.

Appendix D:  “As Is” Application Suite

The following diagram represents the core team’s conceptual view of the inter-relationship of the legacy applications used today to support Street Use permitting.  The databases depicted below in grey are candidates for replacement by the Hansen Permitting system.
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Appendix E:  “To Be” Application Suite
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The following diagram represents the core team’s conceptual view of the inter-relationship of future applications to support Street Use permitting. In stage 2 of the SUPR program, additional requirements discovery and analysis will further refine this conceptual view and specified Hansen modules may change.

Appendix F:  Tactics Table

The following table depicts the tactics currently proposed to achieve the planned strategies across all releases of SUPR.  Further, specific scope components are aligned with proposed tactics.  These tactics will be further refined based on Stage 2 analysis.


Goals
Strategies
Tactics
Scope Component

1


Improve the quality of Street Use services
· Integrate the ten permitting groups of 78 permit types  into five (or fewer) common permit issuance processes that emphasize similarities and acknowledge differences so that Street Use can review:

· Simple permits within 2 working days

· Complex permit within 6 weeks

· Streamline inspection activities for all permit types into a single common process for street use with a separate process for private contracts 


Increase permit quality

· Able to condition permit correctly

· Able to view all work in vicinity of permitted location

· Consistent application of standard requirements

· Access to GIS layers that depict all work in ROW so able to condition permits to minimize ROW impacts

Increase customer satisfaction

· Able to quote fee’s correctly at application

· Able to apply on line for certain permits with credit

· Able to inform applicant at intake of all process requirements and hand out standard plans and rules for each type of permit

· Able to quickly validate customer contact data at intake

· Customers able to quickly and easily obtain permit status and contact name

Shorten permit issuance cycle time by coordinating plan reviews

· Able to eliminate redundant reviews through coordination and shared access to common data (web camera, scanned plans)

· Able to track correction comments

· Establish permit teams with all required roles required for plan review then review plans in a single meeting.

· Provide time tracking from ‘intake complete’ to ‘review complete’

· Enable on-line permit application

Automate annual renewals

· Automatically generate tickler notice based on renewal dates

Ability to invoice renewals based on manually entered dateIncreases inspection efficiency

· Able to optimize inspection schedules

· Able to access and update data from  the field

· Provide utility inspector training

· Able to see hours charged to a permit

· Able to assign and reassign inspection districts by inspector

· Able to conduct more inspections with same number of inspectors

· Enable inspector workload balancing

· Publish weekly permit renewal report that alerts inspectors

· Able to access information on location of work by City crews daily
· Redesign permit issuance for all 78 permit types

· Manual conversion of in-process permit data

· Inspector access to view and update data from office and field

· Redesign inspection process




Goals
Strategies
Tactics
Scope Component



· Improve ability to collect revenues from existing sources 


Increase inspection effectiveness

· Scheduling inspections in geographical areas

· Document and track inspection information

· Inspectors able to issue permits in the field

· Publish daily inspector schedules online (PC and web access) for workload balancing and responding to citizen inquiries

· Able to access data base of street paving, type of pavement and when paved

Simplify financial transactions

· Able to track issuance and inspection revenues by permit types

· Able to invoice and collect all fees due

· Able to automatically generate accurate invoices on time

· Able to accept credit cards

· Able to track charges against deposits and amount of remaining deposit

· Able to access accurate overdue amounts

Ensure full revenue collection

· Able to report monies due by expiration date
· Simplify permit financial transactions

2


Enable integrated management of the right of way
· Provide city-wide access to permitting data

· Build flexible interfaces to support integration with external systems 
· Able to view data across all permit types

· Able to respond to customer queries

· Able to view permitted work in user specified geographic areas by user specified time range

· Develop interfaces to key applications

· Create a cross-departmental Hansen integration strategy

· Deploy a common customer/company/contact information source within SDOT, and , if possible, city-wide
· Global redesign of Hansen configuration model to support a single SDOT instance 

· Web access to GIS views

· Hansen interfaces Summit for financials 

· Hansen interfaces to HRIS for time entry 

· Hansen interfaces to GIS addressing, for UCC 

· Interface between Hansen time keeping & Summit A/R system

3


Ensure balancing

the competing

needs in the right of way
· Develop a simple process for gathering and analyzing authorization information


· Able to define consistent intake process and data set across all permit types

· Able to produce analysis reports across all permit types

· Able to define consistent authorization criteria  for common permit types 

· Provide software to query concurrent right-of-way uses by geographic area
· Provide reporting of collected data across permit types


Goals
Strategies
Tactics
Scope Component

4
Provide clear understanding

of Street Use services to the public regarding:

· Protection of the public’s assets

· How the right-of way can be utilized
· Develop clear public policy 


· Conduct public hearings to clearly understand public concerns and needs

· Draft public policy statement

· Work with City Council and Mayor’s office to  refine and approve policy

· Create rules and regulations

· Create community education vehicles and avenues (pamphlet and web-based)

· Educate staff and public

· Integrate with ROWM ordinance
· Improve ability to answer questions from public and inform them of ROW disruptions

· Create public communication mechanisms for street uses

· Create street use customer service center

· Identify public and private outreach and education opportunities



5


Better equip staff to perform their work through better processes, procedures, training and available  tools 
· Increase staff skills through education opportunities and experience


· Measurements for improvement 

· Accountability standards

· Hansen training

· Process training

· Cross- training

· GIS training

· Credit card and cash handling training

· Update inspector PCs
· Improve intra-departmental communication and coordination

· Collect baseline metrics and select targets for improvements

· Collect baseline metrics and select targets for improvements

· Redesign organization of Street Use section

· Define new skill requirements, assess staff skills, create education plan, educate and hire new skill set



6
· Respond efficiently and effectively to new business initiatives
· Replace eight existing databases and systems with a single, robust SDOT-wide common permitting repository 


· Able to support authorization of street uses across all permit types

· Able to respond to emergencies


· Improve data consistency accuracy and accessibility

· Implement the Hansen licensing module to support new permitting and inspection processes within single database

Appendix G:  Gap Analysis Table 

The following table represents the team’s current view based on Stage 1 conceptual analysis of gaps between the current situation and a robust, efficient, and effective Street Use permitting function.

Gaps Table 

Desired Future State
Current State
Gaps

Five (or fewer) permitting groups with common functional sub-processes
10 unique permitting processes
Current functional processes are not common across permit groups.

A single consistent and well understood inspection process across permit and project types within geographic areas 
2 inspection processes
Difficult to move staff from one inspection process to another in response to varying workloads

Palm-based inspection tracking tool uploads/downloads to database from field
No field capabilities
Inspectors must use shared office PCs to update data resulting in delays in data entry and reducing inspection capacity.

Single permitting database
8 permitting database applications plus ancillary spreadsheets and manual records
Integrated management reports are not possible with current system.  Also, it is difficult for staff to work across permit groups.



Able to accept, read, route and review CAD plans
No CAD capabilities; all plans in paper format
CAD plans are not viewable with current technology

Provide standard and user-customizable reporting about all permit activities.
No reporting capability
Managers cannot access data regarding the permitting activities they manage.

Unified robust database supports secure integration with external systems and ensures coordination across city applications to share information.
Existing data is distributed among eight independent databases with no common interface for external systems. Data is inconsistent among related databases.
Reliable interfaces to new accounts receivable system, DCLU Hansen system, and SCL and SPU systems will be impossible to provide with legacy systems. 

New business software certified to be compatible with current operating systems provides reliable service and high availability.
Existing databases and data access applications do not run reliably on current and future operating systems.
Data may be lost and critical data systems may be unavailable for extended periods.

Department data can be shared with external users via web or interactive voice response system enhancing customer satisfaction and city or private utility access.
Web-based and voice response systems are not possible with existing systems.
No options for extending current systems to the web or voice response systems; no method of sharing data between existing systems.

GIS-based mapping capability
All maps are paper based
Maps are time consuming to research and not readily available outside of the Street Use office

Sophisticated document control system with status tracking and alerts
Document control in inspector notebooks and card catalogs
Current process is time-consuming to maintain, not secure, and not easily accessible

Desired Future State
Current State
Gaps

Unified business processes support workload balancing.
Siloed business processes with little backup. 
Very little ability to cross-train or provide support across processes due to use of disparate systems and processes.

Able to offer a wide variety of payment options
Cash or check only
Unable to accept credit cards, debit cards or web-based bank drafts.

Readily available real-time financial status with management reports of needed actions
Financial status only available from Finance reports once per month
Cannot track status of escrow accounts on demand and cannot track revenue by source.

Flexible, configurable system allows easy modification to support evolving business process.
Existing computer systems do not readily allow changing permit types, fee collection processes, or workload leveling.
No support for changing business processes in response to new City goals and strategies.

Robust database with high availability supports large number of concurrent users with external web-based access to Street Use data and permit application processing.
Current databases support only a very limited number of concurrent users.  All permits applications are paper-based.
Customer friendly interfaces such as Web and Interactive Voice Response are not possible with current system.



Appendix H: Alternatives Selection Models

Solution Alternatives Selection Model
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The following table depicts the solution alternatives considered by the SUPR core team and the results of their alternative analysis. Based on the results of this analysis, only alternative 1, 3 and 4 were considered in the economic analysis models.

Implementation Alternatives Selection Model
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The following table depicts the alternatives considered by the SUPR core team for implementing the selected solution and the results of their alternative analysis.  The team agrees that further analysis is required in Stage 2 before an implementation alternative can be recommended.

Appendix I:  Communications Matrix
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The following table indicates the planned or in process communications approach for each identified stakeholder group.

Appendix J: Economic Analysis Models

The models in this appendix offer a preliminary view of costs and benefits associated with implementation of the Street Use permitting redesign program.  These preliminary models will be updated in Stage 2 when implementation planning is completed.
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Option #1: Do Nothing - Base Case (no process redesign and no automation)

Option #2:  Streamline processes without implementing new system

This option was eliminated in the early analysis not considered further in the economic analysis.

Option #3: Streamline Street Use processes into fewer groups and types, then implement the Hansen system 

Note:  While the economic model includes IS and Street Use internal staff @$50/hr, internal staff costs are not charged out to projects.  

These preliminary costs and benefits will be further quantified in the next stage once the specific implementation scope, approach and plans are more fully defined.
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Option #4: Implement Hansen for existing Street Use processes without streamlining processes 

Option #5:  Redesign permitting processes and automate with a non-Hansen system

This option was eliminated in the early analysis not considered further in the economic analysis. 

 Appendix K:  Glossary of Terms

The purpose of this glossary is to provide the document’s authors and audience with a common definition for key terms.

Term
Definition

A/R
Accounts receivable system; legacy A/R system is converting to Summit A/R system by first quarter 2004.

Authorization
Software support for business processes. 

Class
Designates estimating accuracy;  for example, a Class 50 estimate is assumed to be +/- 50% of figure quoted.

Goals
Objectives; what we want to achieve (measurable).

Enablers
The knowledge needed or means of achieving a tactic or strategy; e.g.: technology, communications, training, and legislation.

GDV
Guaranty Deposit Voucher; an escrow account that is pre-paid by applicant and then drawn down as services are provided.

IS
SDOT Information Systems section

Opportunity Statement
Describes the problem the project solves or the opportunity that it satisfies.

Mission
Our purpose; why Street Use Permitting exists.

Phase
Iterative implementation within a single project release.

Program
A group of related projects managed in a coordinated way to obtain benefits not available if managed individually.

Projects
A temporary undertaking to create a unique product or service with a defined start and end point and specific objectives for completion.

Release
Development iterations within a single project that yield results successively closer to the desired end result; often followed by phased deployment. 

ROW
Right-of-way

ROWM
Right-of-way Management Initiative program

Stage
In the SDOT Information Systems Project Management methodology projects are separated into five stages – Stage 0/Proposal defines the conceptual understanding and strategic alignment for a proposed project; it concludes in a funded project or a cancelled project.  – Stage 1/Initiation includes the development of the business case for change, conceptual design, solution selection and the Project Charter; – Stage 2/Planning includes requirements definition, logical design and detailed integrated project execution planning; – Stage 3/Execution includes detailed design, package configuration, development, testing, training and deployment; – Stage 4/Closure includes application turnover to IS and the user organizations plus project administrative closure.

Strategies
Describes how we will achieve these goals; a plan for success.

Summit
The city’s PeopleSoft financial application 

SUPR
Street Use Permitting Redesign Program.

Tactics
The techniques or procedures to achieve the strategy.

Term
Definition

UCC
Utility Coordination Committee

Vision
Our desired future; defines what will it look like when we achieve our goals so that we can plan suitably.
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Vendor
Hardware
Software
Travel
Training
Data conversion
Vendor support
Contingency

On-going costs
New intemal staffrequired
New intemal staffrequired
New supr required
New Hansen interal staff
DolT data center senver support
Legacy support
Hardware maintenance
Software maintenance
Ongoing wireless senice
Sales tax

Depreciation
Hardware
Software

Total Costs 00
Profit before tax
Income tax

Profit after tax

0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

3042
2910
59.0
14.0
2.0
6.0
99
0.0
20
320
0.0
22

0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

0.0
0.0

765.3
(765.29)
0.00

(765.29)

1875
938
325
105.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
838
a5

2211
125.0
50.0
420
0.0
0.0
107.0
0.0
02
0.0
200
548

0.0
0.0
0.0

50.0

80.0
0.0
0.0

214
0.0
19

0.0
0.0

3.4
(345.88)
0.00

(345.88)

187.5
125.0
65.0
210.0
3150
370
18
0.0
0.0
0.0
0.0
175
958.8

185.0
125.0
450
568
0.0
698
5
0.0
02
0.0
40.0
163.2

0.0
0.0
0.0

50.0

80.0
0.0
0.0

403

10.0
44

0.0
0.0

9542

457

0.00

451

187.5
125.0
65.0
210.0
3150
370
18
2813
4465
0.0
0.0
175
1686.5

115.0
75.0
15.0
536
0.0
200
40.0
0.0
02
0.0
3.0
1229

0.0
0.0
0.0

50.0

80.0
0.0
0.0

403

10.0
44

0.0
0.0

6614,

1025.12

0.00

1025.12

187.5
125.0)
6.0
2100
3150
370
18
2813
4465
29|
300.0
175
1989.4)

100.0)
0.0
50.0
20
0.0
0.0
0.0
0.0
02|
0.0
0.0
52.2|

0.0
0.0
0.0

50.0

80.0
0.0
0.0

403

10.0
44|

0.0
0.0

3891

1600.30

0.00

1600.30

Years of benefit = 3.5
Months first year = 6
Assumptions/

TOTAL Notes

750.0 [1.5 nspectors (out o 8) @S125yr
4688 |8 egacy datavases; cost avoidanc
2275|5131 @ 5% ncrease
735.0 |55251 102003 actual4 nspector
19450 |552511 102003 actual' nspector
1.0 [sa7syr

53 |sasunr
562.5 |75% 01 3 FTE @s125kiyr each
893.0 |2@s125/yr + 5 supr « 1FTE TES
29 |250sa r@S11.690ymisa ft
300.0 4 Staft @ s75Miyr
61.3 |5350 2002 collections/132 invoices
5,062.2

925.3 |SU &5 internalstaff @ S50mr
616.0 |8PR, casniering, wirekess, onine
2190 s
168.4 |DorT and SPU
25.0 |Hansen consuting @187 50mr
95.8 |Vr 1projector; Vr /18PDAS/GISIW
2514 |Yria2=Hansen Licensing, enterprs
- |sw-yr 3 = 3-cashiering/10 i
2.8 |materias
32.0 |Hansen & @ 54
9.0
405.2

- |no incremental increase required
- |no incremental increase required
- |no incremental increase required

200.0 |Hansen supportData Stewars

320.0 |Hansen server support
- |no incremental increase required

142.3 |Hansen mnince @ 20% ofcense

30.0 |wirsless PDA monthly service.
15.2 |Sales tax rate-

35433

15188

1,518.8

1,910.6 [T0TAL program costs.
660.1  TOTAL estinated reease 1 costs.
1.250.5 | TOTAL estinated future release co
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Assumptions:

'Since we are very eary inthe analysis process, estimates are Class 100 (ranging from ~50% below o 100% over estimates below)
Wihout process redesign, many of the quantiable benefis would not be realized & enhancements are minimal
To cut costs only Hansen licensing i implemented; no addional modules implemented within S year scenario but mited enhancement occurs

Modelincudes total SUPR program costs.

(in thousands)

YEAR 0
Asset Disposal
Net Book Value 00
Disposal Value 00
Gain (Loss) 00
Tax 00
Net Gain (Loss) 00
Net Cash Flow 0.0
New Capital
Hardware
Seners 00
Desktop 00
Software
Hansen 00
Oracle 00
Total Capital 0.0
Incremental Benefits
Defered hring/mega-pt inspectors.
Eiminate egacy appicaton support
Increase renewal revenue by 5%
Increase inspection revenue by 5%

DA - Issue fiel inspections incr rev 15%
FDA - Issue permis i the fild

Reduced cashiering errors incr rev 5%
‘On-ine permiting - educed counter staff
‘On-ine permiting - reduced cust svc staff
(GIS -Reduce offce space for storing maps.
GIS - reduction n map mntnce staff
Decrease GDV collections by 50%

Total Benefits 00

Costs

‘One time program costs
Interal staff
Peak load
TES
City departments
Vendor
Hardware
Software
Travel
Training
Data conversion
Vendor support
Contingency

On-going costs
New intemal staffrequired
New intemal staffrequired
New supr required
New Hansen interal staff
DolT data center senver support
Legacy support
Hardware maintenance
Software maintenance
Ongoing wireless senice
Sales tax

Depreciation
Hardware
Software

Total Costs 00
Profit before tax
Income tax

Profit after tax

1 2
00 00
00 938
00 325
00 525
00 00
00 00
00 00
00 00
00 00
00 00
00 00
00 88
00 1875

3042 2211
00 700
590 500
24 398
250 00
60 00
99 1070
00 00
20 02
320 00
00 200
204 543
00 500
1500 1125
00 00
00 500
00 800
00 00
00 00
00 214
00 00
00 19
00 00
00 00
6109 8781
(610.90)  (690.63)
0.00 0.00
(610.90)  (690.63)

0.0
125.0
65.0
105.0
2363
111
0.0
0.0
0.0
0.0
0.0
175
5599

185.0
125.0
450
568
0.0
698
5
0.0
02
0.0
40.0
163.2

50.0
75.0
0.0
50.0
80.0
0.0
0.0
214
10.0
28

0.0
0.0

10586
(498.76)
0.00

(498.76)

0.0
125.0
65.0
105.0
2363
111
0.0
844
134.0
0.0
0.0
175
7182

115.0
75.0
15.0
536
0.0
200
40.0
0.0
02
0.0
3.0
1229

50.0
75.0
0.0
50.0
80.0
0.0
0.0
214
10.0
28

0.0
0.0

7658

12.36

0.00

12.36

0.0
125.0)
65.0
105.0)
2363
111
0.0
84.4|
1340
29|
2250
175
1006.1

100.0)
0.0
50.0
20
0.0
0.0
0.0
0.0
02|
0.0
0.0
52.2|

50.0
7.0
0.0
50.0
80.0
0.0
0.0
214|
10.0
28

0.0
0.0

493.6|

51253

0.00

51253

Years of benefit = 3.5
Months first year = 6
Assumptions/

Notes

TOTAL

468.8 |none; requires process redesion
2275 |8 legacy datavases; cost avoidanc
3675|5131 @ 5% ncrease
708.8 |55251 102003 actual nspector
33.3 [75% of ullbenefis wio BPR, see ¢
- |30% of ullbenefis wio BPR: see ¢
168.8 |none; requires agdtional automatio
267.9 |30% of ullbenefis wio BPR: see ¢
2.9 |30% of fullbenefis wio BPR: see ¢
2250 |2s0sa @ st169yrisa
61.3 [75% of ullbenefis wio BPR; see ¢
2,531.6 5351 2002 collections /132 invoices

9253

270.0 |SU & 5 internalstaff @ Ss0mr

219.0 |casnierng, wirekess, onine permit

1546 |15

25.0 |porr and sPU

95.8 |Hansen consuling @187 50mr

2514 |Vr tprojector; Vr 318PDASIGISIW
- |Yria2=Hansen Licensing, enterprs
2.8 |S-yr 3 = 3-cashiering/10 -l
32.0 |materias

95.0 |Hansen (& @ 54)

4029

2000
4875 |Hansen supportData Stewars

- licr 1-2 FTE @S7Siyr for permit su
200.0 |no incremental increase required
320.0 |Hansen supportData Stewars

- |Hansen server support

- |no incremental increase required
86
30.0 |Hansen mnince @ 20% of icense
10.2 | wirless PDA monthy service
|Sales tax rate

3,807.0

(1.275.4)

(1,215.9)

1,548.4 |

412.9" ToTAL program costs

12055 TOTAL estinated reease 1 costs
TOTAL estinated future release co
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		Who		What		When		Timing		Where		How		Why		Deliverer

		SU Staff		Briefing		Monthly		Monthly		One all staff mtg in KT 37		Dialogue		Education and buy-in		Rich/core team

		SU Seniors:
Taskey, Baggs, White, Barnes, Duke, Zavis, Trokey, Miller		Documents and briefings; participants in design and tests; acceptors		bi-monthly		Monthly		Alternative Sr. Staff mtgs		Dialogue		Knowledge transfer, support and information		Bette/core team

		Steering Committee: Jim Dare, Laura Gilbert, Noel Schoneman, Rob Spillar, Anne Fiske Zuniga, Rich Richmire		Documents and briefings		Monthly		1st wk in March then twice per month		KT		Presentations and facilitated discussion		Source of information, reviewers, knowledge transfer, support and gate approval		Rich / Bette

		SPU, SDOT, Contractors, Developers, Private Utilities		Customer Input		April-Oct		Bi-monthly		KT		Reviews & Focus groups		Customer influence		Bette/Ron/ Rich

		Citizens:
Neighborhoods, Community Councils, Citizens at large		Education		Once		Post-implementation						How they can be effective within the new process		Rich

		Other City Depts and SDOT: Bookman, Pacheco		Briefing		Twice		March, June		KT				-Provide feedback on what is wrong with current process
-Provide feedback on new processes		Rich / Bette

		Grace Crunican		Briefing		Twice		February, April		Grace's office		Dialogue		Approver		Rich / Bette

		Anne Fiske Zuniga		Sponsor Meetings		Bi-weekly		Life of project		Anne's office		Dialogue		Approver, funder		Rich / Bette

		City Council		Briefing		Once		Maybe w/ ROWM		Council Chambers		Presentation		Review and support		Anne/Rich

		Noel Schoneman		Briefing		Weekly		Life of project		Noel's Office		Dialogue		Approver		Rich

		Transportation Committee		Pre-briefing		Once		1-2 wks before City Council		Council offices		Dialogue		Review and support		Rich
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