
TOWN OF WODSIDE

ReDor to Tow C cil AGea Item 5
From: S . Tow Manager July 26. 

SUBJECT: ESENTAnoN TO TOW COUNCIL OF CONSUlTANT'S "DELOPMENT
REVEW ANYSS" AND DISCUSSIO BY TOWN COUNCIL OF
APPROPRIATE DIRECIO TO STAF IN REPONSE TO THE
RECOMMENDATIS CONTAINED THEREIN

RECOMMENDATI

It is remmend th the Town Coun reiv the prtaio of tI at re,acpt publi input on its contents, and discuss the appate direion to be given to staff inreponse to the remmendations inud in th rert.

DISCUSSIN

The Tow Manager engaged the servce of Managmen Partne, Ine. to analyz theengineng serv funcn of th Town, wi a spcic foc on developnt reviactvit. Th analys wa exp during th cours of the wo 10 includ ot relateaspe of the deopent revie pross. A final report has ben isued and is attch fortIe Tow Councl's review and for pubnc disseminaton. The re in sixeenrecmmendti, desine to imprve the develen reie pt5. Th
recmmendtions ar:

1. Ad one deica and field experinc engine to the Enginering Diision and
make himJr rebl solely for developent revi.2. Pre deaile applicion checist for all divisions to be use by the applicant inpnring the submitt and by the rewer in evaluating the suitl.3. Prre a stndar format for review comme to imprve organiztion and clrityof respose. 

4. If plan qualit do not improve meurably wi th adit of a deelopent
eniner, add cleca sta to eas prje maner work $0 that th can more
thoroughly scr subitals.

5. After th developent enineer posion is adde. set specifi review timelins and
measure perfce against them.6. Se standards for customer seice and measure emloyee performance againstthem.

7. Adrtse the Town s willinnes to hold prapcaon meengs an encougene appicant to atnd one to go over th Tow pro and to discuss relistic
timellnes.

a. Copy the appicantowr on all come and conditns give to contracors.
9. Publish a website pa or communit newleer aricle on th basics of building inWooid.
10. Ho quarl meeting wih th deelopment comml.it to discuss reulatory

. changes, outline the Town s developmen reiew process, and oter related mattrs.
11. Creat a menu of staard design opons and ameitie and se desig stdasas much as posibfe to red varility at th Architre & Sie Revi Bord.12. Asre that applicant are give a copy of stff remendaios pror to finaliZtionand are afforded an oportnity to pride comment in wrti for distrbun to 

decio maker as part of the standrd reiew prss.
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13. Se fe and surcharg to fully cover development-rla cots.
14. Pur and impJme a ne copu sore sysem that automates depm reie prec trng and financal s tems.
1 S. Exd op coun hors to th publ to inc th noon peod and prviso hours opn to the publiC after 3 p.m. when coructn work generally windsdown.
16. Prid reew employe the wopa necry to be effnt, 8S fundingand spce peit.

The Tow Manager and th senior sta members who are resib fo the developentre pr ar9 in gel agreeme wi thes remenatis. Soe of th can beimplen almos immedat, Wi lit ne fo ex supp wo (reaton7, 8, an 12). Otrs will reire adonl st and pubfic discsson in ord to deerinehowl they Can be realistically implemente (remenons 10, 11 , and 15). A numbe ofthem will reuir additional resourc to implement, given the alreacy high workoad of theexstng at (remmendaions 2, 3, 6, 9, 10, 14, and 16). Recmmndation 13 will beadreed through the peng fe scule re alre appve by the Tow CouncilThe reining remmendions (1 , 4. and 6) ar linked to th Town Counl'9 decsionregaring th ned for th addil enginering poiton incud in th 2005-7 PrposeBudt, to be dedica to lhe devepmnt reVi pr. If th e Councl accptremen 1. th th recrent pro can bein immediatly. The adit of thisposi wit provid th expanded capaciy necsary to adquaely addre the balace of therecommendations.

CONLUION

The deelen revie pr can be, by it naAt. a sourc of frustrion for Townresdets end the vaus proioals they hire to shrd thir developm appictithroh th pr. Th atec Iert wa comts on orr to ide wa impn th pro, whr thgh th ad of ne reourc or throh thenhancement of counicions be the Town and th applicts and prpe ower.Th atff Is ready to implemen th st ne to prde the desi and exp lev ofcustomr 8ece to the clies of th Tow s developmnt re prs.
Attachment

Tow CoUA 
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MANEMENT PARTNERS
TED

July 15, 2005

Ms. Susan E. George
Tow Manager
Tow of Wooside
-2955 Woodside Road

O. Box 620005
Wooide, CA 94062

De Ms. George:

We are happy to present this repo of our analysis of the Town s development reviewfunctons. We have interviewed employees and customers. examined actual saple projectfies, and colected relevant data to determine whethr Engineering Divsion commnts aretechnically appropriate and fair to customers. As you ll see in the report our determination isthat the Town s engineering requirement and commens are not unusual for constrution indiffcult terrain such as Woodide s and for the kind of coplex. custom ccns1ctonoccrrIng there. With this said, the Town could improve its manner of communicating such
requirments and we include many recommendations in that regard.

In general the Town s development review process IS workin well, bu additional staffing isnecessry to provide improved customer service. Woodside operates 
wit remrkablysmall staff of just 17 full-time equivlent employees, but there is a limit to the existing stafscapacity to absorb an Incrasng workload - reflected more in the colexity of review andprocessing than in actual permit numbers - and stil proide good servce. The Town can

improve its communication to custome in several ways, most importntly, through creationof a detailed applicant/reviewer checklist for sumissions. Finally, an invesment in sofareand physical workspace could enhance employee productivity.

In general, Tow staff member are dedicated to providing good quality customer sericeand show much enthusiasm for dOing so. The recommendations within this repo implemented, will furter improve service levels. Management Parters wishes to thank theTow Manager, the Direor of Planning and Building, the Assistat Town Manager andTown Engineer. and all city staff for their involvent in, and assistance with. this report. Wehave enjoyed our work in Woodside and thank you for the opportty to undertake this
proect.

Sincerely,

. -

Andre S. Belknap
Reglona' Vice President
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TmNNOFWOOCSIDE
DEVELOPMENT REVIEW ANALYSIS

EXECUTIVE SUMMARY

The Town of Woodside is a unique and vibrant comunity compr 
an acive citizenry with an interest in ensuring that the community retains
its small town, wooded, hilsjde nature. In genera, the Town
development review pros works well and quality project, including
extremely complex custom homes, are built. The unique character and
nature of the Woodside community has been retained through a vigorous
design proces. CUstomf$ stte that staff members are generally
responsive and perform quality work.

The development review process can be further improved. however, by
addressing some weaknesses in the review portion of the system. While
technically the review comments are sond, the manner in which they are
communicated requires some improment. Lack of engineering staffng,
as well as the submission of incomplete or por quality wor on th part
of applicant, reults in the need for numerous resubmlttl cycles, thusfurther delaying the process. The Town needs to manage customerexpatons by providing better upfront and proactve communication on
it processes. The Town should attmpt to complete as much design
review work as possible by providing gUidelines and standards upfront to
minimize the potential for major re-design due to decisions by the
Architecture & Site Review Board and/or Planning Commission tater. Staff
prouctivit could be enanced through better tracking and biling
software and better workspace. Finally. fees and charges for service
should be structre to cover 100% of development re costs.

While some items can be quickly remeied In the next few months. other
items (such as adding sta and gettng new tecnolo and offce space)
wil require longer timeframes. Since many of the issues require technical
input from an already busy staff, outside assistance may be necsary to
move these changes forward while making best use of staff resource.

The Town is in a position of strength to move forwrd. Department heads
and Town management have expressed an earnest wilingness to
addres issues and make changes and the employees are quite
knowledgeable. With careful, planned and methodical implementation of
the recomendations included here, the Tow of Wooside can greatly
improve customer service, reduce process times, and improve the work
envronment for its employees.

Management Partners, Inc.
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TOWN OF WOODSIDE

DF.VELOPENT REVIEW MAL YSIS

INTRODUCTION

One of the most sensitive areas of municipal oprations is theorganization and prss for developing or impring the uses of land.Every city is under constant 
scrutiny to properl trea cutomers ofservces related to develment and building and this is furtherexcerbated in the Town of Woodside. whic serv customer with veryhigh servce expecttins.

'n keeping with stated goals to beer serve customel" and in response to
specifc complaints. the Cit of Wooside retained Management Partersin July 2004 to conduct an evaluation of the city's current developmentreview, buikling permit and relaed procees with a specic focus on theEngineering Division component.

In generl the Plaing and building permit prcesses work quite wellthough soma minor improvements can be made. The EnineengDivision review procs, however, has more signifcant issues. primarilyreardin review timelines. standards and communication with thecustomer.

The remainer of this report presents the apprach used by ManagementPartners In prparng this $tudy, the specifc conclusios drawn fro theanalysis and 16 specic recmendatios for improvement, whic havebeen summarIzed in Attchment A.

Management Parters, Inc.
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TOWN OF WOODSIDE
DeVELOPMENT REVIEW AAALYSIS

PROJECT APPROACH

In July 2004 the Town of Wooside retained Management Partners to
perfor a neutral, third-part, analysis of the Town s development review
functions. This review was focused priarily on the Town s Engineering
Division and its role in the development pros. but also includes a less
detailed reviw of the Planning and Building Division actvities in an effort
to improve the Town s overll process and beer serve customers.

In July and August, Management Part began this projct 
undertking personal intervews with the Town Manager and wih
managers and key employees in the affect city departents 
primarily Public Wors and Planning and Building. These intervews
provide the opportunity to gather general infonnation on the staus of the
Tow s development review and building permit prcesses, identify
perceived problem ares, and gain insight into organiztional dynamics.

In order to gauge perception about the Town s processes, Management
Partrs also interviewed several customers and users of the process
including developrs. construction managers, engineers, and other.
Partcipants were asked what they felt were strengths and weaknesses of
the current system and th to sugges sofutions or improvements.
These interviews took place in September and October of 2004.

Management Partners also reviewed sample projec from the Town
files. Five actual project were "deconstrcted" to learn more abot the
current proce and how it could be improved. Timelines were reviewed
atong wih the actal comments and condItions imposed by Engineering
Division staff. Thee comments and conditions were then analyzed
against published Tow standards including the WoosIde Code of
Ordinances and Require Inforon for Architl and Site Review.
These comments and conditions were also compared with stndards in
other jurisdictions in order to gauge quality and appropriateness.

During th course of this reiew, Management Parter collected
numerous documents from Tow staf that relate to the development
review and building permit processes. The items were reviewe and,
when appropriat. analyz to provide further insiht. Each step of the
pro appro servd as a means of validating and cros checking the
information developed in other phases of the work to ultimately provide
the Town with insight regarding current operations and recommndatons
for improving seice to the custome.

Managemt Parters, Inc.
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TOWN OF WOODSID
DEVELOPMENT REVIEW ANALYSIS

ANALYSIS AND RECOMMENDATIONS

In undertking ths review, It has becme obvious that the Tow ofWooside is a unique environment in which to wo and do business.Although it is a small town, the size and complexity of th projects thatmus be procssed in Woodside is anyting but "small to- In charar.These devlopmets, very often large custom homes with multiplestrctures, coplex designs and Utte stadardization , make th reviewpross difICult and time-cosuming. Unique envronmenta factors,incuding active eartquake faults. flooplans, steep slops and th lackof a complete sewer system combine to make the work even morechallenging. Generally, costruion must ocr between April 15 andOctber 15 each year as no grading wo is allowed during the fallintermoratorium.

SufIC it to sa that the process in Wooside is far removed frem that inother communitis that are reewing standardized subdivision trct.
Wooside is essentially a rural community, With ver limited infrastrcturewhere the demand for development and the development procss Itself ismuch moe like that found in the more urbi cites of the Bay Area.
Specifically, the Tow has no formal stor drainage system, and a verylimited sewer system. These factors, coupled with th drainage andseismic issues wihin the Town , make development and the associated
review process extordinarily complex. To make the situation even moredifcult, the nature of development project in WOodside is unusual,
consisting mainly of large-scle custom redevetopment on previoslydevelope parcels. Thes projects are typically .one-f' with a highdegree of owner involvement

Town stff members are in the poition of serving builders, architect andengineers, prope/project owne and the public all at the same time.The highly participatory nature of the community adds greater inticacy
and time delay to many processes. Customers have high seiceexpectations and often do not understand state and local 

developmentprocesses, requiremets. and timelines, leading to frstrtion.
The very nature of a study of organiztion and process involves lokingfor ways of improving the servi under reiew. As such. the poitie
aspects of the servJce delivery and those employed in providing thatservice are considered to be givens. As the findings and
recommendations for the development review and building peritprocesses are reviewed herein. it is impoant to note that there is a

Managent Parter, Inc.
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TOWN OF WOODSIDE
DEVELOPMENT REVIEW ANAlYSIS

dedicated and loyal group of employee working in the Town who, on a
daily basis, attempt to prvide good service to the usar public. In many
cases they are subject to organiztinal decisions, past practis, an
reulations promulgated by others that impact the method in which they
undertke their work. Also, the very nature of regulatory functions can be
expected to create tensions and frictions between the service provider
and the customer. The challenge to the public agency is to crete 
atmosphere whereby the agency works with the customer in meeting the
regulatory requireents. With proper direction, procedure, and
resources. Town emploees will have the abilit to succsfully
implement and enact the rermmendations of this report succssfully.

The development review analysis with recmmendatios for improvment
has been organized into tw sectons: Enginering Division and Town
Development Review Processes. As each of these areas impact on the
other, then:' wil be an overlap of some coments.

Engineering Division

A primary issue impacting the entire development prss in Woodsid& is
the fact tht there are no engineers dedicated to providing development
review. Two engineers, the Assitant Tow Manager and Town Engineer
and the Senior Civil Engineer, are on staff with the Town. Both of these
positions coer a multitude of duties an are by all accounts, extremely
busy. The Senior Civil Engineer is primarily responsibl for perorming
daily development review work, reviewing plans and provding
engineeri comments and conditions. However, he is not solely
dedicated to this functon and also is reponsible for bidding and
construction of the Town s capital projects, for maintaining local trails, and
for overseeing the Town s storm water program, among other things. As
these issues typicaQy are relate to overaD public needs, they tend to get
priority attention over plan check work. In additi, there is no backup for
ilnesses, vacations or other tyes of leave and outside contract reviewers
are rarely hired to perform ,engineering reviews. The Senior Civil Engineer
also perfors the vast majority of his ow clerical work including making
copies, typing corresondence and other routine functions. .

review of applicatins over the past three fIScal years shows that
workload has remained quite stable. As Figure 1 below shows, total
number of applications has not varied greatly.

-- -- -- 

Management Parters, Inc.
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