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PURPOSE/BACKGROUND:

At the direction of City Council, an assessment of customer service needs at both City Hall and
the Development Service Center (DSC) on Fridays was performed. Staff will report on the
findings of this assessment and the service enhancements and technology efficiencies that have
been implemented for Friday coverage. Staff will also report on the progress of the
Development Services Process (DSP) implementation.

RECOMMENDATION:
Receive update

BACKUP DOCUMENTATION:
Submitted at Meeting - PowerPoint Presentation by Staff

Minutes:

DEPUTY CITY MANAGER ORLANDO SANCHEZ recognized the members of the Team
Customer Service, who helped with the presentation and implemented many of the strategies that
got them to a level of achieving 80 percent of customers demands on Fridays. He provided a
PowerPoint presentation of Friday customer needs assessment and outlined what the Friday walk
-ins look for and need. A committee was formed to assess those needs, develop and implement
those goals. On October 14, 2014 the on-line directory was implemented and he described how
it works and how the many options available make it user-friendly. Telephone coverage will be
available on Fridays at the front desk of the first floor at City Hall and at the Development
Services Center (DSC). In the event one individual is busy, the call will be queued to the DSC
and vice versa. The ultimate goal is to make services accessible on line 24/7. The results already
show an 80 percent increase in customer assistance and this trend will continue to grow. With a
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lot of creativity and initiative the City is meeting the demands of the citizens on Fridays.

JORGE CERVANTES, Executive Director for Community Development, reported on the
Development Services Process (DSP). This was a result of recommendations by the consultant,
BILL KIRCHOFF on what would provide better services. For the last couple of years both
processes and technology have been changed. MR. CERVANTES introduced RICK VIRMANI,

who was hired as a consultant to hel meet those needs; MR. VIRMANI
was hired by the City of Las Veg eTVIES stems Manager.
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MR. VIRMANI stated t i ' }0__ Wi dctails in de Pn and specifics that
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aggressive in trying to streamline some of the timelines, to take a system that has a skeleton of a
good process and trying to change it. MR. VIRMANI indicated that staff retained the services of
Sierra Systems, a company that is implementing the same software package and their consultants
were on board for 16 weeks assessing the City's needs. The timelines were forwarded by them
based on what they have done in other jurisdictions. What the City is trying to do is
unprecedented because staff is taking a far more integrated look to the DSP; other cities and
jurisdictions tend to take a more fragmented look. COUNCILMAN ROSS highlighted the
cutting edge technology being used by the City of Las Vegas, when it comes to these types of
services being streamlined to be more customer-friendly. MR. VIRMANI stated that the number
one reason initiatives like this fail are because of lack of executive and leadership support.

MAYOR GOODMAN asked if MR. CERVANTES and MR. VIRMANI see the need for
additional personnel. MR. CERVANTES responded that over-time, staff will have to be added
to meet the demand, but currently this is being addressed through technology implementation
and cross-training employees to do multiple functions. MAYOR GOODMAN asked if the
software has to be created or is it already in place. MR. CERVANTES replied that it is a
combination of both; Phases 1 and 2 will identify the needs and then write the code in the
software to meet those needs and streamline the operations. He also outlined the
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MAYOR GOODMAN asked if anything is being done to let the public know that these services
are available. MR. CERVANTES replied that the City's website has an icon called Development
Services that leads into the on-line applications and a list of what is available on-line. MAYOR
GOODMAN suggested adding this information on the booklet which is produced by the Office
of Economic Development. CITY MAET KT KT m - stated that staff will work with
MR. CERVANTES and his tea SO 3 ment milestones and streamline
activities. MAYOR GOODN#X @é OL

COUNCILMAN ROS g 764 ang in s sS\Nple for people to use
and show that the Citflo] égas i n J{ e } N crngent on paving the
way. He would be irffete i i ht [l gficy § comes to this type

COUNCILMAN A iy At S Hine * _ ¢ Pevelopment
Service Center build - P hen he visited

Korea, one City hall §a & OS] DIt P : 9 hg in the city; it will
be a great way to advgth :‘?ﬁ‘_ﬁ"élﬂ RIGG el ghat funding has been
allocated for somethindqgknilar. M "‘QQ\\i \ ; 4 building's name on
the side of the building b ¥ .

COUNCILWOMAN TAR CANTE i VA}Z@ #d is by far ahead in the use
of technology in helping to meet N Peds of Ms Litlzens—Poefle are amazed about how much
information they can get on-line and h " ¢ss this new technology. It might be a

good idea to get the senior citizens involved. She congratulated MR. CERVANTES on the great
job they have done.



