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Deliver Value to our Customers by addressing inequities, inefficiencies and constraints through
innovation in technology and process improvements in development service delivery.

The public is accustomed to conducting much of their daily business 24/7, online, via smart phones and
tablets, using a variety of apps, etc. Current permitting and development review services offered by the
City of Portland require customers to travel downtown to conduct their business in person, or on
weekdays, when the Development Services Center is open. The City of Portland wants community
members to obtain the required permits for work they are proposing, and it is essential to make it as
convenient and accessible as possible. Additionally, the current system presents barriers for community
members, such as mobility challenges, or the ability to get time off work to come to the Development

Services Center, etc.

The technology supporting the development permit process is antiquated and relies heavily on paper
based transactions which reduce efficiency and increase processing times. Paper based systems are also
error prone, cause re-work and impact the quality of information within the permitting systems. The
impacts of outdated technology extend to the development community by adding expenses and delays to
development projects. Overdue investment in technology impacts the cost of services, equitable access
to City services, and the development community’s projects.

POPS Value Adds:
A new system provides significant opportunity to automate manual processes, thus improving process

efficiency and increasing the number of services provided online. These improvements will reduce
inequities and constraints on customers seeking development services by reducing development delays
and associated costs, and empowering customers by providing access to higher quality information and
more accessible services.

The development services process includes eight primary permitting bureaus with additional bureaus
serving review functions. With BDS as the lead permitting bureau established by Blueprint 2000, a
coordinated and seamless development services permitting process was envisioned. To implement this
long-term vision, interagency alignment and collaboration is an essential factor to progressing towards
the Blueprint 2000 vision.

In February of 2018, program sponsors adopted a new leadership model in preparation for the planning
and implementation of system improvements. The POPS Program was strategically reorganized by
joining development services and technology partners around a commeon structure utilizing the “Two In
The Box” method of organization. The method ensures that both business and technology are included in
decision making, problem definition, and solution evaluation. This spirit of integration and collaboration
is further carried out by strengthening Inter Agency (I1A) working relations through the creation of an |A
partner working group WFOT (Working Functional Oversight Team) that provides oversight and direction
to projects and assesses recommendations to program sponsors.

The legacy permitting system uses outdated technology which limits the ability to modernize and
improve delivery of services. The business has had to create complex work arounds in the existing system
and external processes to support their work. Additionally, our current system is highly reliant on in
house siloed knowledge of these customizations creating significant risk. The root cause of these
problems is the lack of a transparent and supported governance policy that prioritizes consistent
processes leveraging configuration of the software over automating special business processes using

custom code.

Purpose

POPS is an enterprise level Program responsible for technology applications supporting the business
functions of BDS and other permitting |A bureaus. POPS manages the development, maintenance,



5. WHEN

Governance

Risks

Targets

e  Contractor app and Public Permit Portal to provide improved customer access to the
development services of the city.

e  Automating Inspector Scheduling and deploying Inspector App to increase efficiency in the field.

Phase 2
Business process improvement

e Discovery, planning and implementation ranging from complete reengineering to simple process
changes.

Phase 3
To be determined based on findings of Phase 2 and request intake and evaluation process.

The POPS co-sponsors, the CTO from BTS and Director of BDS, are final decision makers. The program
utilizes the “Two In The Box” leadership framework by utilizing business and technology managers. These
two managers lead with the team approach, making joint decisions, and setting joint standards and
expectations. The WFOT (Working Functional Oversight Team) made up of Inter Agency partners, meets
with POPS weekly and provides guidance, critical business input, and assesses final recommendations to
program sponsors. The WFOT is made up of BDS and IA managers representing all development bureaus.

Risks will be managed through a comprehensive Risk Management Plan. The Risk Manager will be
assigned to work with team members to identify risks and then monitor them during the lifecycle of the
project using a Risk Register. A risk dashboard will be communicated regularly to program sponsors and
managers.

Known High Level Program Risks

e  Overcoming perception that POPS will not deliver enhancements or migration to Amanda 7 due
to historical shortfalls prior to new leadership. (Mitigation Owner— Change Management/POPS
Management)

e Aligning business expectations with realistic POPS deliverables (Mitigation Owner —
Communications/POPS Management)

e  Resource constraints for POPS production support due to retirements (Mitigation Owner- POPS
Management)

e Business availability for UAT, Testing and Training. (Mitigation Owner — Training & Change
Management/POPS Management)

e (SDC vendor in transition due to recent buy out (Mitigation Owner- POPS Management)

e  BDSis an early adopter of the current version of Avolve’s ProjectDox software (Mitigation Owner
— POPS Management)

A7 Migration Milestones

Milestone Target Finish Date
A7 ready - DEV Wed 8/8/18
Selectron IVR Development Complete Mon 10/15/18
A7 ready - TEST Fri9/7/18

A7 UAT complete Fri 12/12/18

A7 Go Live Mon 3/18/19




incoming business break-fix and functional needs. (Example: TRACS support, Variable updating such as
Fees tables)

Phase 1 - Began in February of 2018 supported by the pre-work of the discovery project. Phase 1 has
multiple projects streams (see section 4) set on staggered start and complete timelines described in the
attached project timeline summary. Phase 1 began in Q1 of 2018 and is targeted to complete in late Q1
of 2019.

Phase 2 — Strategic planning for Phase 2 will commence in Q3 of 2018 in preparation for initial project
rollouts in Q2 of 2019.

6. APPROVAL
Funding There are three types of POPS Development Activities that impact overall program funding:
1. Existing TRACs functionality
o  BDS will assume funding for all bureaus current state upgrade to Amanda 7
* Note that this excludes substantial changes to existing functionality such as
automated fee calculations, automated processes, and reports
2. New BDS functionality configured for BDS and IA bureaus
o BDSis responsible for funding development
© IA bureaus are responsible for funding individual configurations such as mobility
configuration and/or customization and non-parcel permitting configuration and/or
customization
3. New or substantially changed existing functionality specific to IA bureaus
o The requesting bureau is responsible for funding configuration and development
= Examples include Customer Portal development specific to I1A bureau/s and
new program setup, configuration, and/or customization (i.e. Utility Billing)
The majority of the funding is expected to come from BDS and is financed through BDS operating funds,
which are generated through permit fees associated with commercial, residential, and trade permits, as

well as land use review fees and enforcement penalties.

Success Criteria  For this project to be successful, the following criteria must be met:

The POPS Program in general will be successful when:
* Internal and external users can successfully use Amanda 7 version
e Internal and external users can successfully use ProjectDox
e Inspection Scheduling is automated reducing or eliminating current manual steps
e Inspector App allows inspectors to result in the field reducing office time and duplicative work
e  Contractor App allows customers to access information about projects from mobile devices
e Permit Portal Il increases the number of services available online avoiding trips to DSC
e  Customer surveys demonstrate improvements are valued
® Phase 2 strategy is approved by stakeholders
e Equity issues are demonstrated to have improved

Assumptions e Business and Technology resources will work collaboratively as a collective team to set and
achieve POPS vision, objectives, and celebrate successes.

Customers will still be able to bring paper plans into the Development Services Center (DSC)
Funding will remain stable

Commissioner in Charge will not refocus program or projects significantly

POPS to remain a top technology priority for BTS in phase 1

Agreement | hereby authorize this Program to proceed as outlined above.
Approver Signature Date
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