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Executive Summary
Overview
The Town of Greenwich, CT’s (TOG) Building and Zoning Enforcement Departments serve a population of
approximately 61,000 residents and receive an average of 3,588 permit applications per year. Seeking to
improve its permitting process, the Town engaged KJR Consulting (KJR) to conduct a formal assessment of
the customer’s experience with the permit process across the Building Department, Zoning Enforcement,
Planning & Zoning, Inland Wetlands Agency, Sewer Department, Highway Department, and the Department
of Environmental Health. The purpose of this assessment is to gain an accurate measure of customer
satisfaction levels and identify any areas for improvement within the permit application process.
As phase one of the assessment, KJR developed and administered a 110-question online customer
satisfaction survey which focused on the following key indicators of the customer experience:
1. Length of wait to be served
2. Length of visit
3. Friendliness of staff
4. Helpfulness of staff
5. Clarity of verbal information
6. Clarity of written information
7. Clarity of online information
8. Task accomplishment
9. Application processing time
10. Overall satisfaction with visit
Results
A total of 460 survey responses were received, 292 of which contained useable data, giving the survey a
95% confidence level with a confidence interval of 5.5. The following data and graphics present a highlevel summary of the survey results.

Overall Customer Satisfaction Score

4.06*
Out of 5

*Weighted average
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Areas of Strength
The Helpfulness of Staff, Friendliness of Staff, and Overall Satisfaction with Visit sections were all rated
favorably with aggregate scores falling in the most favorable range (color-coded dark-green). Helpfulness
and friendliness of staff are the clearest areas of strength as they were the only two dimensions receiving
dark-green scores across all departments and respondent types. These were also the two most highly
mentioned themes among the positive comments given by respondents. While overall satisfaction received a
strong aggregate score, it is worth noting that homeowners gave slightly lower ratings on this dimension than
other respondent types. Similarly, about half of the seven departments scored in the favorable range (colorcoded light-green). Although small, this inconsistency may indicate that some areas within the organization
could still benefit from improvement.
Three Highest Rated Questions
How HELPFUL was the staff you spoke to?

4.51

p. 65

How FRIENDLY was the staff you spoke to?

4.50

p. 66

Overall, how satisfied are you with your visit?

4.29

p. 73

Areas for Improvement
Length of Visit and Length of Wait both fall among the lowest rated questions in terms of aggregate scores.
The scores for length of wait consistently fall into the light-green range across respondent types and are
fairly evenly mixed between light-green and dark-green across departments. However, scores for length of
visit show a bit more variety with two of the respondent types and one of the departments falling into the fair
range (color-coded yellow). The notion that the process takes too long or is too time consuming was the
most highly mentioned theme among the negative comments given by respondents.
Clarity of Online Information received mostly light-green scores across departments with one yellow score
and one score falling into the needs improvement range (color-coded orange). This represents the only
orange score received throughout the entire survey. It also received two yellow scores across respondent
types. Although their aggregate scores did not meet the threshold for the three lowest rated questions,
Clarity of Verbal Information and Clarity of Written Information should also be considered among the top
areas for improvement. The scores on these dimensions show the greatest inconsistency across departments
(up to a 1.25 point difference) and collectively contain the highest concentration of yellow scores.
Numerous comments were also made about the process being difficult and information being unavailable,
inaccurate, or confusing.
Three Lowest Rated Questions
How long was your visit?

3.53

p. 64

How CLEAR was any information, instructions or forms you received? - ONLINE

3.54

p. 69

Approximately how long did you wait in line?

3.82

p. 63
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For phase two of the assessment, KJR conducted a customer focus group in order to gather further insights
and suggestions for improvement from the Town’s permit customers. Approximately 19 customers attended
the session during which they were asked to identify the challenge that would have the most impact if it
were resolved and one priority suggestion for each of the top-five areas for improvement. See Chapter 3 –
Customer Focus Group (p. 177) for detailed data.
During phase three of the assessment, KJR led a staff process improvement session in order to gather further
insights and suggestions for improvement from Town staff. Approximately 25 staff members attended the
session during which they were asked to map the steps of the customer experience and brainstorm ways to
improve it. See Chapter 4 – Staff Process Improvement Sessions (p. 191) for detailed data.
Finally, KJR synthesized all of the data and suggestions collected throughout the three phases of assessment
to make formal recommendations for improvement of the Town of Greenwich building permit application
process. The following 12 recommendations were presented to the Town’s project team for consideration
and implementation.
Communications
1. Establish and implement a communication strategy to keep customers informed about the improvements
being undertaken and progress made.
2. Review and revise paper forms and instructions for clarity.
Technology
3. Accept credit cards in all departments.
4. Create an online permit application and inspection scheduling process.
5. Provide access to records and other data online.
6. Create a series of video tutorials.
Training
7. Provide customer service training to staff.
Staffing
8. Expand and unify counter hours across departments.
9. Create a concierge person.
Physical Space
10. Improve signage.
11. Create a formalized customer queueing system.
12. Create a customer service fast-lane.
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Introduction
Purpose
The Town of Greenwich, CT’s Building and Zoning Enforcement Departments serve a population of
approximately 61,000 residents and receive an average of 3,588 permit applications per year. On occasion, the
Town’s employees and elected officials receive negative feedback on the permit application process from
residents and the members of external stakeholder groups. In response to this feedback, the Town engaged KJR
Consulting (KJR), an independent firm, to conduct a formal assessment of the permit process customer
experience. The purpose of this assessment is to gain an accurate measure of customer satisfaction levels and
identify any areas for improvement within the permit application process.
Method
Phase I – Survey
Survey Design
Phase one of the assessment process consisted of an online customer satisfaction survey. In order to
develop the survey, KJR learned about the permit application process by visiting the following
departments to submit a mock permit application: Building Department, Zoning Enforcement, Planning
& Zoning, Inland Wetlands Agency, Highway Department, Sewer Department, and Environmental
Health. This experience was used to map the customers’ journey through the application process and
determine the most effective way to measure customer satisfaction.
A 110-question survey was subsequently developed which focused on the following key areas of
customer satisfaction:
1. Length of wait to be served
2. Length of visit
3. Friendliness of staff
4. Helpfulness of staff
5. Clarity of verbal information
6. Clarity of written information
7. Clarity of online information
8. Task accomplishment
9. Application processing time
10. Overall satisfaction with visit
(See Appendix C for complete Survey Questions)
Separate, yet similar, questions were asked about each participating department to identify any service
disparities between departments. In order to reduce the risk of survey fatigue, a maximum of three
departments were asked about in each unique survey submission with priority given to the Building
Department, Zoning Enforcement, and Planning & Zoning.
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Data Collection
Data was collected from December 4th, 2017 to March 9th, 2018 to establish an initial benchmark
for customer satisfaction. The survey was administered onsite at designated kiosks, via email, by
distributing marketing cards with the survey link, and on the Town’s website. A contest which
awarded two $500 VISA gift cards was held to help promote survey participation during the
benchmark period. KJR Consulting administered the contest in its entirety (see Appendix D for
Official Survey Contest Rules). Additionally, a KJR staff member was onsite in the Building and
Zoning Enforcement office for two days during the benchmark period to personally invite customers
to provide their feedback by completing the survey.
Confidence Level
A total of 460 survey responses were received. Of those, 255 were completed in their entirety and an
additional 37 contained useable data. Based on a population size of 3,588, which represents the
average number of permit applications received per year (excluding trade permits), the survey has
achieved a 95% confidence level with a confidence interval of 5.5.
Respondent Demographics
A limited amount of demographical data was also collected from each respondent in order to
determine whether the permit application process is perceived differently among different customer
types. This included the type of visitor they were (homeowner, contractor, permit expeditor,
attorney/land-use specialist, or other), as well as the number of times they had been through the
permit application process. A relatively equal number of responses were received from homeowners
and professionals (45% and 55% respectively). A relatively equal number of responses were also
received from those fairly new to the process and those who have more experience (53% and 47%
respectively). Detailed breakdowns can be found in the Respondent Demographics section.
Limitations
The survey is subject to the following limitations. Due to the voluntary nature of the survey, the
results herein may be influenced by self-selection bias. The Building Department, Zoning
Enforcement, and Planning & Zoning received higher response rates than other departments because
they received more visitors and were prioritized over other departments for data collection.
Therefore, confidence levels may be lower on some departments due to receiving fewer responses.
Similarly, multiple criteria needed to be met in order for the question “Once you paid your
application fee, was your permit application processed within the stated timeframe?” to be displayed
to the respondent. This question received very few responses because the criteria for it to be
displayed was infrequently met. Therefore, there is very low confidence in the scores on this
question across all departments. It is recommended that the reader give consideration to the number
of responses when evaluating the scores of each question. Finally, the recency of respondents’ visit
to Town Hall cannot be surmised on responses that were collected via the Town website. The
accuracy of such ratings may be reduced if the visit took place more than 90 days prior to taking the
survey.
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Phase II – Customer Focus Group
Attendance
All 255 survey respondents who had provided their contact information were invited to participate in
a customer focus group via email. The focus group was held on the evening of Wednesday, April 4,
2018 in a Town Hall meeting room. A total of 19 customers attended the two and a half hour session.
Slightly fewer homeowners than professionals were in attendance.
Prize Awards
Out of the 255 respondents who had submitted completed surveys, two $500 gift card winners were
chosen via computerized random selection. The prizes were awarded to John Hopper, a resident and
homeowner in the Town of Greenwich, and Patricia Mackey a local contractor. Both winners were
notified via phone and email, and both attended the customer focus group to collect their prizes.
Phase III – Staff Process Improvement Sessions
Session 1
An all-staff meeting was held to share the results of the survey on the afternoon of Thursday, April 5,
2018. Staff of all levels from the Building Department, Zoning Enforcement, Planning & Zoning,
Inland Wetlands Agency, Highway Department, Sewer Department, and the Department of
Environmental Health were invited to attend via Town Hall internal email and word of mouth.
Approximately 20 employees were in attendance.
KJR led the session by presenting aggregate survey scores and highlighting the permit process’s top
strengths and areas for improvement in terms of customer experience. A brief summary of the data
collected during the previous evening’s customer focus group was also shared. Department-level
survey scores were illustrated on a series of posters which were displayed around the room. Staff
was given an opportunity to examine the posters for their own departments as well as any other
departments that were of interest to them. Staff members then engaged in small and large group
discussions about the data presented. The purpose of session one was to give staff an opportunity to
familiarize themselves with their customer satisfaction scores and share their initial reactions. At the
end of the session, staff members were invited to take their department posters back to their
departments for display and further consideration.
Session 2
A second all-staff meeting was held on the afternoon of Wednesday, May 2, 2018. Staff of all levels
from the Building Department, Zoning Enforcement, Planning & Zoning, Inland Wetlands Agency,
Highway Department, Sewer Department, and the Department of Environmental Health were again
invited to attend via Town Hall internal email and word of mouth. Approximately 25 employees
were in attendance.
KJR led the session by providing a brief review of the aggregate customer satisfaction scores and
high-level suggestions from the customer focus group. Staff then participated in a facilitated process
during which they mapped and evaluated the permit process customer experience and brainstormed
ideas for improvement.
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Phase IV – Recommendations
Finally, KJR’s consultants collaborated to create a formal list of recommendations that Building and related
departments could implement to improve the permit application process customer experience. The final list
of recommendations was formulated based on:
• Satisfaction scores and customer comments collected via the survey;
• Customer challenges and suggestions collected via the customer focus group;
• Staff’s evaluation and ideas for improvement collected via the process improvement sessions;
• Consultants’ personal experience during the mock-permit application exercise;
• Consultants’ personal observation during onsite survey administration;
• Research on the permit processes of at least three comparable towns in Connecticut and
Massachusetts; and
• Nearly 20 years of experience in process improvement consulting and customer service training.
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Recommendation #1
Recommendation:

Key Indicator
Impacts:

Establish and implement a communication strategy to keep customers informed
about the improvements being undertaken and progress made.
Clarity of Written Information, Task Accomplishment, Overall Satisfaction

Supporting Data:

Customer focus group participants specifically requested that “summer hours” not
be observed within the Building and related departments (p. 182). According to
staff, summer hours were eliminated several years ago. This illustrates the need to
clearly communicate changes in order to increase customer awareness.

Description:

1. Send an initial email to survey respondents who checked “Yes, you may
contact me” thanking them for their feedback and asking them to opt-in to
receiving future communications about progress updates.
2. Add an email sign-up form to the Town website to allow other customers who
would like to receive progress updates an opportunity to opt-in.
3. Email the mailing list at the start of a new improvement project, with periodic
progress reports, and when the new improvement is ready to go live.
4. Post the same announcements and updates on the Town website and social
media pages.
5. Display posters throughout departments announcing that change is underway.

Potential Benefits:

Potential Obstacles:

Examples:

•
•
•
•

Customers feeling as though their feedback was heard and valued.
Increased customer awareness of the improvements being implemented.
Positive PR for Town Hall.
Increased commitment and follow-through on the part of staff due to public
accountability.

• Lack of ownership, coordination, and follow-through on the communication
strategy
• Lack of necessary technical skills
None
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Recommendation #2
Recommendation:
Key Indicator
Impacts:

Review and revise paper forms and instructions for clarity.
Clarity of Written Information, Task Accomplishment

Supporting Data:

• Clarity of written information was identified as an area for improvement
(p. 6) with an aggregate score of 3.87 and four out of seven departments
scoring in the yellow range (p. 68).
• Another 12 comments stating that forms and written information was
unclear, confusing, or hard to understand in conjunction with a low rating on
the “How clear was written information?” question (p. 86, 101, 115, 143,
171).
• KJR consultants also found that the forms and instructions were not always
clear to a person without previous experience during the mock-permit
application walk-through.

Description:

Because staff’s experience and familiarity may make it difficult for them to see
written communications from a beginners perspective, we recommend using
external consultants or customer volunteers to conduct a thorough review of all
written instructions and forms. Such review should include the following and
other factors:
• Clarity and ease of use
• Proper and consistent level of depth of instructions
• Consistent vernacular across departments
• Reduction in overall number of pages where possible
• Reduction of redundant questions (i.e. name and property address)
It is understood that the Town is currently working on creating an online
permit application (Recommendation #4). The review of paper forms should
take place either prior to, or in conjunction with, the development of the online
application because having clarified forms will support the development of a
clear, user-friendly online application. Secondly, some customers will
inevitably still prefer to submit a paper application.

Potential Benefits:

Potential Obstacles:

Examples:
20

• Increase customer satisfaction.
• Save staff time by reducing the need for extensive customer hand-holding
• Save money by reducing paper consumption
• Time and expense of conduction thorough review
• Availability of external reviewer(s)
• Staff resistance
None
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Recommendation #3
Recommendation:
Key Indicator
Impacts:

Accept credit cards in all departments.
Task Accomplishment, Overall Satisfaction

Supporting Data:

• The suggestion to accept credit cards in all departments was mentioned at
least once in response to the “Additional feedback and suggestions”
question (p. 76).
• Accepting credit cards in all department was also explored as a priority idea
during the staff process improvement session (p. 198).

Description:

• Purchase or lease the proper equipment for each department.
• Establish new or modify existing merchant account for payment processing.
• Payment information can be collected through Qualtrics so that customers
submitting online permit applications (if adopted) can also pay online.

Potential Benefits:

• Increased convenience for customers who are accustomed to making
payments with debit or credit and seldom carry cash or checks.
• Easier, more secure payment processing for staff.
• Increased process consistency across departments.

Potential Obstacles:
Examples:

•

Lack of ownership and follow-through.

None
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Recommendation #4
Recommendation:

Create an online permit application and inspection scheduling process.

Key Indicator
Impacts:

Wait in Line, Length of Visit, Clarity of Online Information, Task
Accomplishment, Processing Time, Overall Satisfaction

Supporting Data:

• Length of wait (3.82), length of visit (3.53), and clarity of online information
(3.54) were the three lowest scoring questions on the survey (p. 6)
• Making it possible to submit permit applications online was the most
frequently given suggestion in the survey’s open comments (n14) (p. 76).
• The second most frequent request was the ability to schedule inspections
online (n9).
• Additional comments were made requesting consistent/expanded hours
across departments (n3), having a grace period during which customers
would not have to pay for parking (n2), and creating one unified application
across departments (n1) (p. 76).
• Online permit application submission was also the top priority suggestion
given within the clarity of online information category by customer focus
group participants (p. 189)

Description:

KJR recommends that the Town implement an integrated software system that
will allow customers to complete and submit permit applications online. The
Qualtrics platform is one potential solution that could be considered. Ideally,
the Town should look for a platform that is capable of supporting the following
features:
• Collecting all customer information currently requested via paper forms.
• Requesting more or less information based on set criteria.
• Carrying information over from one type of application to another (i.e.
Building, Sewer, Highway, etc.)
• Uploading files and supporting documents such as architectural plans, etc.
• Accepting signatures.
• Collecting credit card information and/or processing credit card payments.
• Sending notifications to town staff when information is submitted.
• Sending notifications between departments when approvals are obtained.
• Sending notifications to customers when approvals are obtained.
• Storing all data related to a project in one unified place.
• Interfacing with the Town’s existing databases.
• Mobile optimization.
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Potential Benefits:

Potential Obstacles:

Examples:

• Allowing customers to submit permit applications 24/7 without the need for
increased office hours. This would be especially helpful to contractors and
those who work day jobs who would prefer to submit applications during off
hours.
• Added convenience for customers who are accustomed to conducting
business online.
• Reduced time waiting in line, length of visits, foot traffic, and parking
needs, due to fewer customers coming to town hall.
• Reduced use of paper resulting in cost savings and decreased storage needs.
• Reduced time and expense of digitizing paper files by collecting them in
digital format at the outset.
• Reduced redundancy of data collected across departments.
• Enhanced organization of data and files.
• Enhanced communication and data sharing across departments.
• Enhanced communication with customer.
• Time saved by staff handling fewer in-person customers can be reallocated
to permit processing and other tasks.
• Streamlined process may lead to faster application processing time.
• Enhanced reputation for providing convenient, high-quality Town services.
• Time and expense of implementation
• Lack of staff technical skills
• Staff resistance to change
Preview a sample online application form at the following webpage:
https://singuser08fdc57d.az1.qualtrics.com/jfe/preview/SV_cAs7mNdhaYU8N
h3?Q_SurveyVersionID=current&Q_CHL=preview
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Recommendation #5
Recommendation:

Provide access to records and other data online.

Key Indicator
Impacts:

Wait in Line, Length of Visit, Clarity of Online Information, Task
Accomplishment, Processing Time, Overall Satisfaction

Supporting Data:

• At least four comments were made suggesting that records and other data be
made available online (p. 76)
• Two more comments mentioned insufficient record room hours as a
challenge (p. 75)
• Greater accessibility to records online was also noted as a suggestion among
customer focus group participants (p. 188)

Description:

Post records and information such as tax cards, zoning maps, and plot plans
online in a searchable format.

Potential Benefits:

•
•
•
•
•

Potential Obstacles:

Examples:
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Allowing customers to access records 24/7 without the need for increased
office hours.
Added convenience for customers who are accustomed to conducting
business online.
Reduced time waiting in line, length of visits, foot traffic, and parking
needs, due to fewer customers coming to town hall.
Reduced use of paper resulting in cost savings and lower storage needs.
Time saved by staff handling fewer in-person customers can be reallocated
to other tasks.

• Time and money needed to digitize existing paper files.
• Investment in technology upgrades
See Cambridge, MA’ s online zoning maps at the following webpage:
https://www.cambridgema.gov/inspection/codesandmaps
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Recommendation #6
Recommendation:

Create a series of video tutorials.

Key Indicator
Impacts:

Clarity of Written Information, Clarity of Online Information, Task
Accomplishment, Overall Satisfaction

Supporting Data:

• At least 2 comments were made requesting “How-to” videos in response to
the “Additional feedback or suggestions” question (p. 76).
• YouTube videos were also requested by members of the customer focus
group in regards to the clarity of online information (p. 188).

Description:

Create a series of short online videos explaining frequently asked about aspects
of the process. This recommendation becomes increasingly important as the
online application platform is implemented (Recommendation #4) since
customers will be attempting to complete the application process on their own
at home, and potentially during off-hours when Town staff is unavailable to
answer questions.
Ideally, the videos should feature actual department leaders and staff members
in order to increase customer familiarity with Town staff, maintain the feeling
of “personalized” service, and create positive PR for the Town. Videos should
be posted on YouTube, the Town website, and even embedded directly into the
online permit application platform.
Given the amount of time, effort, and expense involved, it is recommended that
new videos be added gradually over time rather than striving to make them all
available at once.

Potential Benefits:

Potential Obstacles:
Examples:

• Educate customers on the process and the reasons for certain requirements
and regulations.
• Increase customers’ ability to complete the application process on their own
without assistance from staff.
• Make the permit process more accessible to newcomers.
• Save staff time by answering fewer commonly-asked questions.
• Accommodate customers who are accustomed to learning through the use of
online videos.
• Establish a more modern, technologically-savvy image for Town Hall.
Significant time, expense, and technical skills required.
See Cambridge, MA’s video tutorials at the following webpage:
https://www.cambridgema.gov/inspection/onlinepermitprogramhelp/instruction
alvideos/submittingpermit
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Recommendation #7
Recommendation:

Provide customer service training to staff.

Key Indicator
Impacts:

Friendliness of Staff, Helpfulness of Staff, Clarity of Verbal Information,
Overall Satisfaction

Supporting Data:

• No fewer than 36 comments were given in connection to low ratings on the
friendliness and helpfulness dimensions within the survey. These comments
referenced nearly all (6 out of 7) of the departments evaluated in this
assessment (p. 82-83, 98-99, 113-114, 126, 140-141, 168-169).
• Another 14 comments were given which specifically referenced rude or
unhelpful staff in response to the “Additional comments or feedback”
question (p. 75).
• During the mock permit application walk-through, KJR consultants noted
that staff often spoke quickly and used industry jargon. Their extensive
knowledge and experience may make it somewhat challenging to relay clear
information and instructions to customers who have a beginner level of
knowledge and understanding.
• During the onsite visits, KJR consultants also observed occasions during
which waiting customers were not acknowledged by staff and a few
interactions in which customers and staff became visibly frustrated with one
another.

Description:

Suggested training content to include the following and other themes:
• Delivering a consistent level of service to all customers (seasoned and new
to the process)
• Communicating with the customer in mind
• Creating a positive experience / offering alternatives
• Developing and demonstrating empathy
• Dealing with difficult customers / diffusing conflict

Potential Benefits:

Potential Obstacles:

Examples:

•
•
•
•
•

Increased staff knowledge and skills
More effective communication with customers
Greater consistency of service
Increased customer satisfaction
Reduced stress and frustration for both customers and staff

• Time and budget restraints
• Lack of buy-in and commitment from department leaders and staff
None
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Recommendation #8
Recommendation:
Key Indicator
Impacts:

Expand and unify counter hours across departments.
Length of Visit, Task Accomplishment, Overall Satisfaction

Supporting Data:

• At least five comments were made stating that the limited office hours were
a challenge in response to the “Additional feedback and suggestions”
question (p. 75).
• At least another four people cited “running out of time” as the primary
reason they were not able to complete their task (p. 71).
• Hours of operation was also cited as the biggest challenge among customer
focus group participants within the length of visit category. Their priority
suggestion for resolving this challenge was to standardize hours across all
departments (p. 182-183).

Description:

Establish consistent counter hours to be observed by all building-related
departments, including records room and other ancillary offices. Ideally,
counters should be open to customers during all normal business hours. It is
understood that staff must have time to complete numerous other tasks in
conjunction with processing permits and running their departments. However,
such is the case with almost any other business from retail establishments and
restaurants, to professional offices such as accountants, insurance agencies, and
consulting firms. In order to accomplish this, we recommend creating a clear
division between the front (customer service) and back of the house (permit
processing). Staff can take turns performing counter duty, perhaps one day per
week, giving their teammates undisturbed time at their desks or in the field.
Additional staff may be added if necessary.

Potential Benefits:

• Increased convenience and reduced frustration for customers.
• Shorter lines due to spreading the number of visitors out across more time.
• More solid “uninterrupted” time for staff members who are not on counter
duty.

Potential Obstacles:

Examples:

• Inadequate staffing
• Departments’ scheduling needs
• Staff resistance
See Cambridge, MA’s posted hours at the following webpage:
https://www.cambridgema.gov/inspection/buildingelectricplumbingpermits/ho
wtoapply/buildingpermits
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Recommendation #9
Recommendation:
Key Indicator
Impacts:

Helpfulness of Staff, Clarity of Verbal Information, Task Accomplishment,
Overall Satisfaction

Supporting Data:

• At least 13 comments were given stating that the process was difficult,
complicated, or confusing in response to the “Additional feedback or
suggestions” question (p. 75).
• The suggestion of creating an “account manager” that would handle an
application across departments was also mentioned at least once (p. 76).
• At least 10 people cited “I was overwhelmed or confused about what to do”
as the reason they were unable to accomplish their task (p. 71).
• Creating a Permit Navigator to direct you and answer basic questions was
the priority suggestion given by customer focus group participants in
regards to the wait in line category (p. 181).
• The idea of designating a person to direct customers to the correct line,
having an expeditor take customers from department to department, and
creating a concierge-type service was suggested by staff several times
during the process improvement session (p. 195-197).

Description:

Create a new position within the building and related departments to act as a
first point of contact and gatekeeper similar to a restaurant hostess or check-in
station at the DMV. This role may be filled on a rotational basis by existing
staff and/or by new staff hired for this role. Staff members acting in this role
should be knowledgeable enough about the process to be able to answer basic,
commonly asked questions, hand out appropriate forms, set appointments for
in-depth questions and reviews, and direct customers to the appropriate
department and/or line.

Potential Benefits:

• Reduced confusion and frustration for customers.
• Creating the sense that customers are being served prior to interacting with a
specialist.
• Providing a higher level of service by consistently giving customers a
friendly and helpful greeting
• Saving customers time by preventing them from getting in the wrong line.
• Saving staff time by handling fewer basic questions, dealing with fewer
customers who are in the wrong line, and having customers more prepared
with the correct paperwork prior to reaching the counter.

Potential Obstacles:

Examples:
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Create a concierge person.

• Lack of sufficient qualified staff to fulfill this role.
• Lack of space for designated concierge station.
None

Recommendations
Physical Space

Physical Space
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Recommendation #10
Recommendation:
Key Indicator
Impacts:

Improve signage.
Wait in Line, Length of Visit, Clarity of Written Information

Supporting Data:

• Wait in line was identified as an area for improvement with an aggregate
score of 3.82 (p. 6).
• Improved signage was recommended by at least one customer in response to
the “Additional feedback and suggestions” question (p. 76).
• Ending up in the wrong line was also cited as a significant challenge among
customer focus group participants (p. 180).

Description:

• Develop and install clear and consistent way-finding signage throughout
Town Hall.
• Make paper maps available at the Information Desk.

Potential Benefits:

Reduced customer frustration from getting lost, going to the wrong
department, or standing in the wrong line.

Potential Obstacles:

Examples:

• Lack of space
• Budget and design constraints
None
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Recommendation #11
Recommendation:
Key Indicator
Impacts:

Wait in Line, Length of Visit

Supporting Data:

• Creating a queueing system was recommended by at least one customer in
response to the “Additional feedback and suggestions” question (p. 76).
• Customer focus group participants suggested having a number system that
directs you to the right line in response to the wait in line category (p. 180).
• Staff suggested creating a number system like at the DMV during the
process improvement session (p. 195).

Description:

Establish a formal customer queueing system that utilizes numbers in either an
electronic or ticket-based format. If possible, synchronize the queueing system
across departments to reduce the need for customers to wait in several lengthy
lines.

Potential Benefits:

• Reduced confusion for customers regarding which line they are in and in
which order they will be served.
• Improved management of customer expectations during extended wait
times.
• Increased ability to gauge efficiency of customer service and identify
possible improvements by tracking number of customers served and length
of interactions.

Potential Obstacles:

Examples:
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Create a formalized customer queueing system.

• Investment in necessary system/technology.
• Staff and customer learning curve while new system is implemented.
• Possible remodeling of the physical layout of department(s).
DMV queueing system.

Recommendations
Physical Space

Recommendation #12
Recommendation:
Key Indicator
Impacts:

Create a customer service fast-lane.

Wait in Line, Length of Visit, Task Accomplishment, Overall Satisfaction

Supporting Data:

• At least seven people cited long lines as a challenge in response to the
“Additional feedback and suggestions” question (p. 75).
• Creating a “quick” line was suggested by at least two people (p. 76).
• The same challenge and suggestion were also given by customer focus
group participants in response to the wait in line category (p. 180).
• KJR consultants observed customers experiencing extended wait times
when behind someone with extensive questions and plan reviews.

Description:

Create a customer fast-lane similar to the “10 items or less” line found in most
supermarkets. The fast-lane system can be reinforced by increasing the use of
the “by appointment only” option. For example, by clearly distinguishing
which types of questions and reviews should be handled by appointment only,
staff manning the customer fast-lane can refer a customer with lengthy
questions to an appointment and quickly move on to the next customer. This
would prevent the fast-lane from being bogged down by customers whose one
quick question is more complicated than expected.

Potential Benefits:

• Shortened wait times for customers who have quick questions, or are there
to drop off or pick up paperwork.
• Enforcing a “by appointment only” policy would give staff more control
over their personal time management.
• Giving customers who come in for appointments the reassurance of
knowing when they are going to be served, and therefore, giving them more
control over their personal time management.

Potential Obstacles:

Examples:

• Minor to moderate remodeling of space
• Creation of new policies and practices
• Staff resistance
Supermarket “10-items or less” lane.
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Recommendation 1:
Communicate Changes

X

X

Recommendation 2:
Review Paper Forms

X

X

X

X

Recommendation 3:
Accept Credit Cards

Overall Satisfaction

Processing Time

Task
Accomplishment

Clarity of Online
Information

Clarity of Written
Information

Clarity of Verbal
Information

Helpfulness of Staff

Friendliness of Staff

Length of Visit

Wait in Line

Key Indicator Impacts

X

Recommendation 4:
Online Application

X

X

X

X

X

X

Recommendation 5:
Online Records

X

X

X

X

X

X

X

X

X

Recommendation 6:
Video Tutorials

X

Recommendation 7:
Customer Service Training

X

X

X

X

Recommendation 8:
Unify Counter Hours

X

Recommendation 9:
Customer Concierge
Recommendation 10:
Improve Signage

X

X

Recommendation 11:
Queueing System

X

X

Recommendation 12:
Customer Fast-lane

X

X

X

X

X

X

X

X

X

X

X
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Survey Data
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How to Read Survey Data
Overview
This report is organized so that it does not have to be read chronologically from beginning to end. It is
designed to be a resource that allows you to easily access the information you need in varying levels of
detail. You can gain a high-level perspective by referring to the information contained in the executive
summary and aggregate data, or drill down to discover finer details by department or individual question.
This guide will show you how.
Basic Hierarchy
Information in this report is arranged according to the following hierarchical structure:

Executive
Summary

By Department

Aggregate Data

Individual
Questions

Building
Department

Zoning
Enforcement

Planning &
Zoning

Inland Wetlands

Highway
Department

Sewer
Department

Environmental
Health

Individual
Questions

Individual
Questions

Individual
Questions

Individual
Questions

Individual
Questions

Individual
Questions

Individual
Questions

Open
Comments

Ratings & Scales
The following rating scales and color coding have been used throughout this report:
Point Value

Interpretation

Color

Average Score Range

5

Very Favorable

Dark Green

4.2-5

4

Favorable

Light Green

3.4-4.2

3

Fair

Yellow

2.6-3.4

2

Needs Improvement

Orange

1.8-2.6

1

Poor

Dark Red

1-1.8
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Explanation of Score Ranges
Due to the use of averaging, it is possible for question and section scores to fall in-between the wholenumber scores given by individual participants (1, 2, 3, 4, or 5) resulting in a decimal-point score (e.g. 3.4).
This necessitates the use of a score range rather than exact scores when correlating the numeric scores to the
color coding shown above. Score ranges were calculated by dividing the total point range (5 – 1 = 4 points
total) by the number of possible ratings (5) for a point range of 0.8 per rating. Color-coded point ranges
were distributed as shown below.

(Poor)

(Needs Improvement)

(Fair)

(Favorable)

(Very Favorable)

Section Overviews
Each category section starts with an overview.

Each overview has a
color-coded score
which is the average
of all question
ratings within the
section.

Individual question
scores are listed for a
quick overview of
the section’s ratings.
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Refer to the color
coding to quickly
spot scoring trends.

If you want more
details about a
question, turn to the
page number listed.
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Rated Question Blocks
Each rated question has a block of information.

The gray band at the top displays the department and question.
A Pie Chart shows
the percentage of
respondents who
gave each rating.

The color coded
score shows the
average of all ratings
given for that
question.

This box shows you
how many people
responded to the
question in red.
Response counts are
also broken down by
respondent type.

The legend shows
you the rating
options respondents
chose from with the
equivalent numeric
score shown in
parentheses.

The Bar Graph shows the average scores given by different
respondent types.

Additional Comments
Some questions asked respondents for additional comments if they gave a rating of 2 or below.

Color coded
scores show the
rating given with
each negative
comment.

All comments are
displayed verbatim
as written by the
respondent.

If a respondent refers to a comment they made previously, it will be
marked so you can refer back to it easily.
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Open Comments
Respondents also had the opportunity to leave additional comments, feedback, or suggestions.

The pie chart shows
the percentage of
respondents who
made comments and
whether they were
positive, negative,
mixed, or neutral in
nature.

This box shows you
the number of
comment responses
received.

Comment Themes are displayed for both
positive and negative comments. The
number of times each theme was mentioned
is shown in parenthesis
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Type of Visitor
Homeowner
Contractor
Permit Expeditor
Attorney/Land-Use Specialist

Other*
*Other responses are detailed in the following block

Number of Responses

454

Homeowners

203

Contractors

127

Permit Expeditors

14

Attorney/Land-Use Specialists

31

Others

79

Type of Visitor
OTHER Comments
•
•
•
•
•
•
•
•
•

Architect (17)
Realtor (12)
Town resident (3)
Friend of homeowner (2)
Applicant (1)
Appraiser (1)
Architect employee (1)
Assistant (1)
Civil Engineer (1)

•
•
•
•
•
•
•
•

Commercial Broker (1)
Consultant (1)
Contractor (1)
Design builder (1)
Electrical apprentice (1)
Event producer (1)
Tenant resident (1)
Visitor (1)
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Have you been through the permit application process in the past?

This is my first time
2-5 times
6-15 times
More than 15 times

Number of Responses

412

Homeowners

174

Contractors

125

Permit Expeditors

14

Attorney/Land-Use Specialists

30

Others

68

Department visited: (check all that apply)
Building Department
Zoning Enforcement
Planning & Zoning
Inland Wetlands Agency
Highway Department
Sewer Department
Environmental Health

Number of Responses

363

Homeowners

137

Contractors

121

Permit Expeditors

12

Attorney/Land-Use Specialists

29

Others

60
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Aggregate Customer Satisfaction Score

4.06
Out of 5

Breakdown by Question*

Breakdown by Department**

Wait in line

3.82

p. 63

Building Department

4.10

p. 79

Length of visit

3.53

p. 64

Zoning Enforcement

4.13

p. 95

Friendly staff

4.50

p. 65

Planning & Zoning

4.10

p. 109

Helpful staff

4.51

p. 66

Inland Wetlands Agency

4.05

p. 123

Clear information - VERBAL

4.10

p. 67

Highway Department

3.95

p. 137

Clear information - WRITTEN

3.87

p. 68

Sewer Department

4.11

p. 151

Clear information - ONLINE

3.54

p. 69

Environmental Health

3.84

p. 165

Accomplish task

4.26

p. 70

**See Appendix A for Summary of Survey
Scores

Processed within timeframe

4.20

p. 72

How Satisfied

4.29

p. 73

*All aggregate scores are weighted to reflect
number of respondents per department
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Aggregate: What was the primary purpose of your visit?
Get information
Drop off paperwork
Submit a permit application
Pick up permit

Other*
*Other responses are detailed in department sections

Number of Responses

503

Homeowners

172

Contractors

196

Permit Expeditors

18

Attorney/Land-Use Specialists

42

Others

75

Breakdown by Department
Building Department

p. 80

Highway Department

p. 138

Zoning Enforcement

p. 96

Sewer Department

p. 152

Planning & Zoning

p. 110

Environmental Health

p. 166

Inland Wetlands Agency

p. 124
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Aggregate: Approximately how long did you wait in line?
Percentage of Respondents Who Gave Each Rating

Average Score

There was no wait (5)
Less than 5 minutes (4)
5 to 10 minutes (3)

3.82

10 to 20 minutes (2)

Out of 5

More than 20 minutes (1)

Number of Responses

506

Homeowners

164

Contractors

208

Permit Expeditors

19

Attorney/Land-Use Specialists

42

Others

70

Average Ratings
by Respondent Type

“Less than 10 minutes”
Homeowners

3.70

Contractors

3.75

Permit Expeditors

4.11

Attorney/Land-Use Specialists

4.12

Others

4.00

Breakdown by Department
Building Department

3.62

p. 81

Highway Department

4.67

p. 139

Zoning Enforcement

3.78

p. 97

Sewer Department

5.00

p. 153

Planning & Zoning

3.94

p. 111

Environmental Health

4.38

p. 167

Inland Wetlands Agency

4.08

p. 125

63

Customer Satisfaction Survey
Aggregate Data

Aggregate: How long was your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

Much shorter than I expected (5)
A little shorter than I expected (4)

3.53

About what I expected (3)

Out of 5

A little longer than I expected (2)

“About or a little shorter
than I expected”

Much longer than I expected (1)

496

Homeowners

160

Contractors

207

Permit Expeditors

19

Attorney/Land-Use Specialists

42

Others

68

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

3.38
3.59

Permit Expeditors
Attorney/Land-Use Specialists
Others

3.89
3.38
3.63

Breakdown by Department
Building Department

3.47

p. 81

Highway Department

3.88

p. 139

Zoning Enforcement

3.58

p. 97

Sewer Department

4.38

p. 153

Planning & Zoning

3.38

p. 111

Environmental Health

4.05

p. 167

Inland Wetlands Agency

3.59

p. 125
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Aggregate: How FRIENDLY was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.50

2

Out of 5

1

“On a scale of 1 to 5”

468

Homeowners

143

Contractors

198

Permit Expeditors

18

Attorney/Land-Use Specialists

42

Others

67

4.24

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

4.61

Permit Expeditors

4.56

Attorney/Land-Use Specialists

4.60

Others

4.66

Breakdown by Department
Building Department

4.46

p. 82

Highway Department

4.33

p. 140

Zoning Enforcement

4.63

p. 98

Sewer Department

4.50

p. 154

Planning & Zoning

4.51

p. 112

Environmental Health

4.26

p. 168

Inland Wetlands Agency

4.46

p. 126
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Aggregate: How HELPFUL was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.51

2

Out of 5

1

“On a scale of 1 to 5”

457

Homeowners

141

Contractors

196

Permit Expeditors

16

Attorney/Land-Use Specialists

41

Others

63

4.23

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

4.61

Permit Expeditors

4.56

Attorney/Land-Use Specialists

4.66

Others

4.67

Breakdown by Department
Building Department

4.49

p. 83

Highway Department

4.33

p. 143

Zoning Enforcement

4.55

p. 99

Sewer Department

4.57

p. 155

Planning & Zoning

4.58

p. 113

Environmental Health

4.32

p. 169

Inland Wetlands Agency

4.42

p. 127

66

Customer Satisfaction Survey
Aggregate Data

Aggregate: How CLEAR was any information, instructions,
or forms you received? – VERBAL
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.10

2

Out of 5

1

“On a scale of 1 to 5”

401

Homeowners

125

Contractors

167

Permit Expeditors

14

Attorney/Land-Use Specialists

36

Others

56

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.84
4.20

Contractors
Permit Expeditors

4.50

Attorney/Land-Use Specialists

4.28

Others

4.20

Breakdown by Department
Building Department

4.49

p. 85

Highway Department

4.00

p. 142

Zoning Enforcement

3.59

p. 100

Sewer Department

3.50

p. 156

Planning & Zoning

4.42

p. 114

Environmental Health

3.31

p. 170

Inland Wetlands Agency

3.30

p. 128
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Aggregate: How CLEAR was any information, instructions,
or forms you received? – WRITTEN
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.87

2

Out of 5

1

“On a scale of 1 to 5”

264

Homeowners

84

Contractors

125

Permit Expeditors

7

Attorney/Land-Use Specialists

20

Others

26

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.52

Contractors

4.04

Permit Expeditors

4.00

Attorney/Land-Use Specialists

3.90

Others

4.08

Breakdown by Department
Building Department

4.25

p. 86

Highway Department

3.00

p. 143

Zoning Enforcement

3.27

p. 101

Sewer Department

3.00

p. 157

Planning & Zoning

4.26

p. 115

Environmental Health

3.42

p. 171

Inland Wetlands Agency

3.21

p. 129
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Aggregate: How CLEAR was any information, instructions,
or forms you received? – ONLINE
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.54

2

Out of 5

1

“On a scale of 1 to 5”

110

Homeowners

32

Contractors

47

Permit Expeditors

2

Attorney/Land-Use Specialists

13

Others

16

Homeowners

Average Ratings
by Respondent Type

Number of Responses

2.97
3.85

Contractors
Permit Expeditors

3.00

Attorney/Land-Use Specialists

3.92

Others

3.50

Breakdown by Department
Building Department

3.58

p. 87

Highway Department

4.00

p. 144

Zoning Enforcement

4.16

p. 102

Sewer Department

N/A

p. 158

Planning & Zoning

2.95

p. 116

Environmental Health

2.40

p. 172

Inland Wetlands Agency

3.75

p. 130
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Aggregate: Did you successfully accomplish your task?
Percentage of Respondents Who Gave Each Rating

Average Score

Yes, I accomplished
my task (5)
I made sufficient
progress (3)

4.26

I was unable to
accomplish my task (1)

Out of 5
“Yes, I accomplished my task.”

466

Homeowners

146

Contractors

200

Permit Expeditors

17

Attorney/Land-Use Specialists

38

Others

65

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Permit Expeditors

3.97
4.31
4.65

Attorney/Land-Use Specialists
Others

4.84
4.29

Breakdown by Department
Building Department

4.30

p. 89

Highway Department

4.14

p. 145

Zoning Enforcement

4.39

p. 103

Sewer Department

3.75

p. 159

Planning & Zoning

4.01

p. 117

Environmental Health

4.20

p. 173

Inland Wetlands Agency

4.40

p. 131
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Aggregate: What prevented you from accomplishing your task?
I was missing necessary information
or documentation
I was overwhelmed or confused
about what needed to be done
I ran out of time
Other*
*Other responses are detailed in department sections

Number of Responses

45

Homeowners

18

Contractors

19

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

8

Breakdown by Department
Building Department

p. 89

Highway Department

p. 145

Zoning Enforcement

p. 103

Sewer Department

p. 159

Planning & Zoning

p. 117

Environmental Health

p. 173

Inland Wetlands Agency

p. 131
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Aggregate: Once you paid your application fee, was your PERMIT APPLICATION
processed within the stated time frame?
Percentage of Respondents Who Gave Each Rating

Average Score

Yes (5)
No (1)

4.20
Out of 5
“Yes.”

20

Homeowners

2

Contractors

7

Permit Expeditors

0

Attorney/Land-Use Specialists

3

Others

8

Homeowners

Average Ratings
by Respondent Type

Number of Responses

5.00
4.43

Contractors
Permit Expeditors
Attorney/Land-Use Specialists
Others

N/A
2.33
4.50

Breakdown by Department
Building Department

4.00

p. 91

Highway Department

3.00

p. 146

Zoning Enforcement

5.00

p. 104

Sewer Department

N/A

p. 160

Planning & Zoning

5.00

p. 118

Environmental Health

N/A

p. 174

Inland Wetlands Agency

5.00

p. 132
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Aggregate: Overall, how satisfied are you with your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.29

2

Out of 5

1

“On a scale of 1 to 5”

249

Homeowners

85

Contractors

96

Permit Expeditors

10

Attorney/Land-Use Specialists

18

Others

40

Homeowners

Average Ratings
by Respondent Type

Number of Responses

4.07
4.33

Contractors
Permit Expeditors

4.50
4.83

Attorney/Land-Use Specialists
Others

4.40

Breakdown by Department
Building Department

4.38

p. 91

Highway Department

4.13

p. 147

Zoning Enforcement

4.33

p. 105

Sewer Department

4.19

p. 161

Planning & Zoning

3.95

p. 119

Environmental Health

4.22

p. 175

Inland Wetlands Agency

4.26

p. 133
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Sample Comments
Q: Overall, how satisfied are you
with your visit?

4.25 out of 5 stars
5

4

3

2

1

“I was pleasantly surprised to know that getting a building and zoning permit was easy. Staff
heled me navigate through items I am not trained in and am learning about my home,
property, etc. I look forward to going again when doing work to my home.”
“I have been a designer/builder for nearly 20 years. This is our first project in Greenwich. I
was extremely pleased with the efficiency of the process and how helpful the various
departments were in expediting the application submittals. A pleasure!”
“Everyone is very professional and easy to work with at Greenwich Town Hall.”
“I am an architect practicing in the Fairfield County area for many years. I would rate the
Greenwich Building Department as the best and most professional to work with in the area!
They are terrific!”
“The permit process and the inspectors are very professional, and the process is very
efficient!”
“I find the staff to be quite knowledgeable and willing to help.”
“I have submitted many permit applications for new homes in Greenwich. I feel if your
paperwork is complete you will have no issues.”
“The amount of TIME, engineering, architecture, and overall expense to accomplish the
permit process is by far the most difficult of any of the towns I have worked in. Also, the
zoning requirements are very confusing.”
“Regulations are totally confusing and discretionary. The ability to get a definitive answer is
impossible due to the ambiguity of a “special permit” being required for almost everything.
The outcome is unpredictable, and the risk, time, and money spent is unacceptable.”
“Inter-agency communication is minimal; overall approvals process in town is
COMPLICATED, time-consuming and expensive”
*See Appendix B for Survey Raw Comment Data
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Aggregate: Additional comments, feedback, or suggestions?
Positive
Mixed
Negative
Neutral
No Comment

Number of Responses

137

Homeowners

48

Contractors

57

Permit Expeditors

4

Attorney/Land-Use Specialists

8

Others

19

Comment Themes
Positive
•
•
•
•
•
•
•
•
•
•
•
•

Helpful staff (37)
Friendly staff (13)
Professional staff (6)
Improvement has been made (5)
Easy process (4)
Knowledgeable staff (4)
Efficient process (2)
Expedited permits (2)
Like computer call in system (2)
Better than other towns (1)
Fast process (1)
Consistent office hours (1)

*See Appendix B for Survey Raw Comment Data

Negative
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Takes too long/Time consuming (15)
Expensive (11)
Difficult/Complicated process(10)
Unhelpful staff (8)
Long lines (7)
Rude staff (6)
Inefficiency (5)
Limited hours (5)
Conflicting/Wrong/Unavailable information (7)
Bureaucracy/Red tape (4)
Delays (4)
Inspection scheduling (4)
Too many regulations (4)
Technology out of date (4)
Fear of retribution if complaints are made (3)
No interagency communication (3)
Unreasonable requirements (3)
Confusing process (3)
Not enough staff (2)
Pushed from department to department (2)
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Aggregate Data

Aggregate: Additional comments, feedback, or suggestions?

Suggestions
No suggestions

Number of Responses

137

Homeowners

48

Contractors

57

Permit Expeditors

4

Attorney/Land-Use Specialists

8

Others

19

Summary of Suggestions
• Submit permit applications online (14)
• Schedule inspections online/post inspection schedule
online (9)
• Look at New Canaan’s online process (6)
• Share info across departments (4)
• Have consistent hours across departments (3)
• Give easier access to info/records – make available
online (4)
• Revise/reduce/simplify regulations & requirements (3)
• Post “how to” tutorials online (2)
• Accept flash drives instead of CDs (2)
• Increase records room hours (2)
• Have a grace period for parking (2)
• Provide clearer instructions (2)
• Accept credit cards in all departments (1)
• Clarify staff roles and responsibilities (1)
• Improve website (1)
• Create a “quick” line at Zoning Enforcement/Reduce
wait time at ZE counter (2)
• Create account managers who handle entire project
across departments (1)
• Create queuing system (1)
*See Appendix B for Survey Raw Comment Data
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• Have large format printer available (1)
• Clarify who has final say on issues that arise between
departments (1)
• Separate place to handle issues with departments (1)
• Hire third party inspection company (1)
• Hire interns to help with backlog (1)
• Hire more tech-savvy staff (1)
• Improve hallway signage (1)
• Longer counter at P&Z to roll out plans (1)
• Look at Stamford’s process (1)
• Make forms available elsewhere in Town Hall for when
Building Department is closed (1)
• Make one unified application (1)
• Hire more planners (1)
• Reduce number of paper copies of plans needed (1)
• Remove table in P&Z waiting area (1)
• Same day/next day permit pick up (1)
• Synchronize Building Dept. clock with hall clock (1)
• Take permit related requests over the phone (1)
• Train inspectors to do all trades (1)
• Train staff on tech (1)
• Wait until 1:00 to go to lunch (1)

Customer Satisfaction Survey
Building Department

Building Department
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Building Department
Customer Satisfaction Score

4.10
Out of 5

Breakdown by Question
What was the primary purpose of your visit?

N/A

p. 80

Approximately how long did you wait in line?

3.62

p. 81

How long was your visit?

3.47

p. 81

How FRIENDLY was the staff you spoke to?

4.46

p. 82

How HELPFUL was the staff you spoke to?

4.49

p. 83

How CLEAR was any information, instructions, or forms you received? - VERBAL

4.49

p. 85

How CLEAR was any information, instructions, or forms you received? - WRITTEN

4.25

p. 86

How CLEAR was any information, instructions, or forms you received? - ONLINE

3.58

p. 87

Did you successfully accomplish your task?

4.30

p. 89

Was your application processed within the stated timeframe?

4.00

p. 91

Overall, how satisfied are you with your visit?

4.38

p. 91
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Building Department: What was the primary purpose of your visit?
Get information
Drop off paperwork
Submit a permit application
Pick up permit

Other*
*Other responses are detailed in the following block

Number of Responses

240

Homeowners

79

Contractors

104

Permit Expeditors

10

Attorney/Land-Use Specialists

17

Others

30

Building Department: What was the primary purpose of your visit?
OTHER comments
“Discuss inspection scheduling.”
“Status update of our permit process.”
“Follow up on permit.”
“Schedule inspection.”
“Pick up sign off sheet for new permit application.”
“Ask questions to understand final inspections.”
“Closed permit.”
“Pick up C.O.”

“Check C.O. status.”
“Ask about permit status.”
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Building Department: Approximately how long did you wait in line?
Percentage of Respondents Who Gave Each Rating

Average Score

There was no wait (5)
Less than 5 minutes (4)

3.62

5 to 10 minutes (3)

Out of 5

10 to 20 minutes (2)
More than 20 minutes (1)

“Less than 10 minutes”

234

Homeowners

75

Contractors

104

Permit Expeditors

10

Attorney/Land-Use Specialists

16

Others

29

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.47

Contractors

3.62

Average Ratings
Permit Expeditors

3.80

by Respondent Type
3.94

Attorney/Land-Use Specialists
Others

3.79

Building Department: How long was your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

Much shorter than I expected (5)
A little shorter than I expected (4)

3.47

About what I expected (3)

Out of 5

A little longer than I expected (2)

“About or a little shorter
than I expected”

Much longer than I expected (1)

230

Homeowners

72

Contractors

103

Permit Expeditors

10

Attorney/Land-Use Specialists

16

Others

29

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

3.26
3.51

Permit Expeditors
Attorney/Land-Use Specialists
Others

3.90
3.31
4.00
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Building Department: How FRIENDLY was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3
2
1

“On a scale of 1 to 5”

217

Homeowners

64

Contractors

99

Permit Expeditors

9

Attorney/Land-Use Specialists

16

Others

29

4.20

Homeowners

Average Ratings
by Respondent Type

Number of Responses

4.57

Contractors
Permit ExpeditorsAverage Ratings

4.56

by Respondent Type
Attorney/Land-Use Specialists
Others

4.56
4.62

Building Department: In regards to how FRIENDLY the staff was,
you gave a rating of ≤ 2. Please tell us why.
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2

“The staff member was not very friendly.”

2

“Staff seemed bothered by having to work.”

2

“One staff is always helpful and kind, one not so much.”

2

“More busy with Super Bowl square betting than taking care of people waiting at the front desk.”

1

“It’s like a motor vehicle department. Typical government workers who don’t care about their job and no
giddy up on their part. If they had to work in private sector they would be out of a job.”

2

◊ “I would not say they were helpful. They were all business. They are used to dealing with experienced
builders and probably not inexperienced homeowners so they were not quite knowledgeable of explaining
requirements to homeowner.”

2

“I got the sense that since I wasn’t a “regular”, that I was going to be more trouble, not knowing how the
process worked. While no one was actually rude, I couldn’t help but feel as though I was imposing in some
abstract way.”

2

“Expected that the visitor understood the permit process and were not willing to educate.

2

◊◊ “Building department was very helpful – would give them a 5. Sewer was mostly helpful – would give them a
3. Highway was difficult and would not listen or look deeper into things at all. I would give them a 0.

Customer Satisfaction Survey
Building Department

Building Department: How HELPFUL was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

2
1

“On a scale of 1 to 5”

212

Homeowners

64

Contractors

98

Permit Expeditors

9

Attorney/Land-Use Specialists

15

Others

26

4.22

Homeowners

Average Ratings
by Respondent Type

Number of Responses

4.61

Contractors
Permit Expeditors

4.67

Attorney/Land-Use Specialists

4.60

Others

4.58

Building Department: In regards to how HELPFUL the staff was,
you gave a rating of ≤ 2. Please tell us why.
1

“They need to lose the attitude.”

2

“See last response.” (Denoted by ◊)

2

“The staff had not made any progress from my prior visit.”

2

“Staff was doing everything in slow motion.”

2

“Not willing to explain the process.”

2

“It’s hard to rate all the staff in one answer. There was a guy who takes the permit applications who could
not have been more helpful. I was applying for a permit after I installed a fireplace – my mistake – but he
was still happy to help me and streamline the process. He told me to got to the lady next to him to submit
my paperwork. He said it was not complicated. She could not have been more difficult or more annoyed
with me as I obviously didn’t know exactly what to do. She said she was used to working with people who
do it all the time and was annoyed with me. It was like there was an insiders club and I wasn’t a member.
She was angry and made me feel stupid. The building department should be open to everyone, not just
the people who are buddy-buddy with those who work there. I began to feel that some people at the Town
Hall think they are doing me a favor talking to me.”

2

“Same as last comment.” (Denoted by ◊◊)
(Continued on next page)
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(Continued) Building Department: In regards to how HELPFUL the staff was,
you gave a rating of ≤ 2. Please tell us why.

2

84

“Apparently there are three different departments in the same general space, or at least customers interact
with them in the same space. All of the employees can plainly hear and see what is going on, but when I
was done in one area, I was told to wait for the next person. I sat for nearly 30 minutes until I finally went
up and asked what I had to do next. Then the person who was sitting there – fully aware of my presence –
got up and helped me. There is no collaboration, no hand-off, no sensitivity to the customer, and unless
you’re a contractor or an attorney or work for one and know the staff, no one seems to care. Worst of all,
the managers (I’m assuming they are managers because they had private offices) were all engaged in idle
chatter, completely indifferent to what was going on in their departments and setting a tone for the
employees. As a taxpayer, that’s very troubling.”

Customer Satisfaction Survey
Building Department

Building Department: How CLEAR was any information, instructions,
or forms you received? – VERBAL
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.49

2

Out of 5

1

“On a scale of 1 to 5”

183

Homeowners

56

Contractors

84

Permit Expeditors

7

Attorney/Land-Use Specialists

12

Others

24

Homeowners

Average Ratings
by Respondent Type

Number of Responses

4.34

Contractors

4.48

Permit Expeditors
Attorney/Land-Use Specialists
Others

4.86
4.50
4.75

Building Department: In regards to how clear VERBAL information was,
you gave a rating of ≤ 2. Please tell us why.
1

“There was no verbal info.”

2

“They speak as few words as possible.”

2

“I received the same information as prior visits. After executing the prior requests and dropping off all
required paperwork, no consistency had been maintained. All departments seemed confused as to what
was discussed on the previous visit.”

2

“Not willing to explain the process.”

2

“Poorly trained town employees.”

2

“The majority of the people you serve are contractors who know what the process is. For a homeowner, it
was very frustrating to get a clear understanding of the process. My visit was in 2016, but I imagine this
continues. The gentleman with the ponytail was the most helpful.”
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Building Department: How CLEAR was any information, instructions,
or forms you received? – WRITTEN
Percentage of Respondents Who Gave Each Rating

Average Score

5
4

4.25

3

Out of 5

2
1

“On a scale of 1 to 5”

125

Homeowners

39

Contractors

65

Permit Expeditors

3

Attorney/Land-Use Specialists

5

Others

13

4.00

Homeowners

Average Ratings
by Respondent Type

Number of Responses

4.38

Contractors
Permit Expeditors Average Ratings

4.33

by Respondent Type
Attorney/Land-Use Specialists

4.00

Others

4.31

Building Department: In regards to how clear WRITTEN information was,
you gave a rating of ≤ 2. Please tell us why.

86

2

“The information was not very clear or accurate. I was told to drop something off at Highway in writing
from the Highway Division. In fact, the information needed to be dropped off at Zoning so that it could go
through engineering and then end up at highway.”

2

“Not willing to explain the process.”

2

“Unless you fill out those forms every week, it’s not clear what is being asked for.”

1

“Convoluted and confusing instructions.”

2

“I think some of the forms need to be updated or revised. I was just pulling a low voltage permit for a fire
security and carbon monoxide system for a residence.”

Customer Satisfaction Survey
Building Department

Building Department: How CLEAR was any information, instructions,
or forms you received? – ONLINE
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.58

2

Out of 5

1

“On a scale of 1 to 5”

53

Homeowners

15

Contractors

27

Permit Expeditors

1

Attorney/Land-Use Specialists

4

Others

6

3.07

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.85

Contractors
Permit Expeditors

4.00

Attorney/Land-Use Specialists

3.50

Others

3.67

Building Department: In regards to how clear ONLINE information was,
you gave a rating of ≤ 2. Please tell us why.
2

“Information is often inaccurate. Forms are missing or outdated and difficult to find.”

1

“Website was difficult to find info I needed. I still needed to call and get answers.”

2

“Website not current.”

2

“The online information could be confusing at times. I get calls often from homeowners who are reading
about it online.”

2

“System should be entirely online or entirely analog.”

2

“I wish the permitting process was more automatic and online friendly. Personal face to face involvement
by the homeowner or representative is almost always required. It seems the town encourages the
involvement of all sorts of service professionals to process even the simplest applications. And the town
employees seem to have a close relationship with these professionals (engineers, inspectors, etc.).”

1

“There is not much information online.”

1

“I could not find information that was relevant to what I needed to do.”

1

“Could not print info.”
(Continued on next page)
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(Continued) Building Department: In regards to how clear ONLINE information was,
you gave a rating of ≤ 2. Please tell us why.

88

2

“Information online is not what you are told in person. You do all that is required only to find out when you
think it’s completed. “Oh yeah, there’s one more thing…”

2

“Not much is accessible. Process is not clearly laid out. Permit registry should be accessible online.”

2

“It’s a little tricky to search the 3 databases and have to determine all the previous owners’ last names to
search. When I did, I found one that was spelled differently than the tax card, so if I hadn’t tried address
and name I would have missed it.”

2

“At least online I can re-read the forms and instructions because they start from a point of familiarity. For a
homeowner/taxpayer not familiar with the process on a daily basis, the forms and instructions are difficult
to follow.”

Customer Satisfaction Survey
Building Department

Building Department: Did you successfully accomplish your task?
Percentage of Respondents Who Gave Each Rating

Average Score

Yes, I accomplished
my task (5)
I made sufficient
progress (3)

4.30
Out of 5

I was unable to
accomplish my task (1)

“Yes, I accomplished my task.”

209

Homeowners

62

Contractors

97

Permit Expeditors

8

Attorney/Land-Use Specialists

14

Others

28

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

4.06
4.36

Permit Expeditors

4.75

Attorney/Land-Use Specialists

4.71

Others

4.29

Building Department: What prevented you from accomplishing your task?
I was missing necessary information
or documentation
I was overwhelmed or confused
about what needed to be done
I ran out of time

Other*
*Other responses are detailed in the following block

Number of Responses

18

Homeowners

7

Contractors

8

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

3
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Building Department: What prevented you from accomplishing your task?
OTHER comments
“The Town continues to have individual inspectors for each trade. I was remodeling a small kitchen with a 4 week
scheduled turn around and it took 5 (FIVE) weeks (!!) to get all of the rough inspections to happen on the same day more than doubling the duration of my job. Imagine if that was YOUR kitchen project- no kitchen for a month is bad
enough then a tax funded group doubles the length of the project! In the Town’s defense, I could have scheduled them
separately but it still would have taken 3 weeks. Most towns are 3-4 days and Greenwich needs to do something about
it. I suggest finding an inspection subcontractor to borrow inspectors from when you are busy OR send all of the current
inspectors to be trained in all other fields like the rest of the towns in the state (except a few). ITS CRAZY. No for profit
business would survive a month working like this. Plain and simple. I am a 2nd generation building contractor born and
raised in Greenwich by the way.”
“They couldn't give me a definitive answer.”
“No clear answer.”
“The record room was not open.”
“The staff was confused as to what I was following up on.”
“My request for info was ignored and I was talked down to.”
“Apparently information already submitted was not there which happens frequently. Specifically, I was told a sign off
from engineering was needed. Now building has the sign off from zoning compliance which requires the sign off from
planning which requires the sign off from engineering. To say the least, this should be understood. The larger issue is
that when things like this happen, very frequently in all departments, nobody reaches out to address an issue. Rather it
is up to me to constantly check the status in all departments.”
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Building Department: Once you paid your application fee, was your BUILDING
PERMIT APPLICATION processed within the stated time frame? (5-10 business days
or 1-5 days for fast track permit)
Percentage of Respondents Who Gave Each Rating

Average Score

Yes (5)

No (1)

4.00
Out of 5

“Mostly, Yes.”

12

Homeowners

1

Contractors

5

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

5

Homeowners

Average Ratings
by Respondent Type

Number of Responses

5.00
4.20

Contractors
Permit Expeditors
Attorney/Land-Use Specialists

N/A
1.00

Others

4.20

Building Department: Overall, how satisfied are you with your visit?
Average Score

3%
5%
9%

Percentage of Respondents Who Gave Each Rating
5
4
3

4.38

15%

2

Out of 5

67%

“On a scale of 1 to 5.”

183

Homeowners

57

Contractors

83

Permit Expeditors

8

Attorney/Land-Use Specialists

9

Others

26

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Permit Expeditors

1

4.07
4.33
4.50
4.83

Attorney/Land-Use Specialists
Others

4.40
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Zoning Enforcement

93

Customer Satisfaction Survey
Zoning Enforcement

Zoning Enforcement
Customer Satisfaction Score

4.13
Out of 5

Breakdown by Question
What was the primary purpose of your visit?

N/A

p. 96

Approximately how long did you wait in line?

3.78

p. 97

How long was your visit?

3.58

p. 97

How FRIENDLY was the staff you spoke to?

4.63

p. 98

How HELPFUL was the staff you spoke to?

4.55

p. 99

How CLEAR was any information, instructions, or forms you received? - VERBAL

3.59

p. 100

How CLEAR was any information, instructions, or forms you received? - WRITTEN

3.27

p. 101

How CLEAR was any information, instructions, or forms you received? - ONLINE

4.16

p. 102

Did you successfully accomplish your task?

4.39

p. 103

Was your application processed within the stated timeframe?

5.00

p. 104

Overall, how satisfied are you with your visit?

4.33

p. 105
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Zoning Enforcement: What was the primary purpose of your visit?
Get information
Drop off paperwork
Submit a permit application
Pick up permit

Other*
*Other responses are detailed in the following block

Number of Responses

111

Homeowners

30

Contractors

47

Permit Expeditors

5

Attorney/Land-Use Specialists

11

Others

18

Zoning Enforcement: What was the primary purpose of your visit?
OTHER comments
“Parking on Old Post Road no. 3 and no. 2 is so congested a car cannot get through.”
“See if anything else needed to be done.”
“Review permit status.”
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Zoning Enforcement: Approximately how long did you wait in line?
Percentage of Respondents Who Gave Each Rating

Average Score

There was no wait (5)
Less than 5 minutes (4)
5 to 10 minutes (3)

3.78

10 to 20 minutes (2)

Out of 5

More than 20 minutes (1)

“Less than 10 minutes”

105

Homeowners

28

Contractors

45

Permit Expeditors

5

Attorney/Land-Use Specialists

11

Others

16

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

3.79
3.53

Permit Expeditors

3.40

Attorney/Land-Use Specialists

4.45

Others

3.81

Zoning Enforcement: How long was your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

Much shorter than I expected (5)
A little shorter than I expected (4)

3.58

About what I expected (3)

Out of 5

A little longer than I expected (2)

“About or a little shorter
than I expected”

Much longer than I expected (1)

106

Homeowners

29

Contractors

45

Permit Expeditors

5

Attorney/Land-Use Specialists

11

Others

16

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

3.69
3.56
3.80

Permit Expeditors
Attorney/Land-Use Specialists

3.45

Others

3.44
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Zoning Enforcement: How FRIENDLY was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.63

2

Out of 5

1

“On a scale of 1 to 5”

104

Homeowners

28

Contractors

44

Permit Expeditors

5

Attorney/Land-Use Specialists

11

Others

16

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Permit Expeditors
Attorney/Land-Use Specialists
Others

4.46
4.68
4.40
4.82
4.75

Zoning Enforcement: In regards to how FRIENDLY the staff was,
you gave a rating of ≤ 2. Please tell us why.
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2

“Way too many regulations.”

1

“Either no one is there (work hours? lunch?) or they are lazy.”

2

“They didn't seem to want to do their job. It's either right before closing or right after you open I have time.
Without fail, always rude in the sense I already should know what I'm going to get.”

2

◊◊◊ “My most recent visit was very good but prior to this last week, they were nothing like they are now.
They used to do anything to try to get rid of us.”

Customer Satisfaction Survey
Zoning Enforcement

Zoning Enforcement: How HELPFUL was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.55

2

Out of 5

1

“On a scale of 1 to 5”

212

Homeowners

64

Contractors

98

Permit Expeditors

9

Attorney/Land-Use Specialists

15

Others

26

Homeowners

Average Ratings
by Respondent Type

Number of Responses

4.32

Contractors
Permit Expeditors
Attorney/Land-Use Specialists
Others

4.61
4.50
4.82
4.63

Zoning Enforcement: In regards to how HELPFUL the staff was,
you gave a rating of ≤ 2. Please tell us why.
2

“Need to loose the attitude.”

1

“Lazy or not there.”

2

“They just pointed with the finger for me to get what I needed. Also, very slow and unprofessional
workers.”

2

“Same as other answer.” (Denoted by ◊◊◊)
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Zoning Enforcement: How CLEAR was any information, instructions,
or forms you received? – VERBAL
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.59

2

Out of 5

1

“On a scale of 1 to 5”

93

Homeowners

24

Contractors

40

Permit Expeditors

4

Attorney/Land-Use Specialists

11

Others

14

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.46

Contractors
Permit Expeditors
Attorney/Land-Use Specialists
Others

Zoning Enforcement: In regards to how clear VERBAL information was,
you gave a rating of ≤ 2. Please tell us why.
1

100

“Same as other answer.” (Denoted by ◊◊◊)

3.58
3.75
3.82
3.64

Customer Satisfaction Survey
Zoning Enforcement

Zoning Enforcement: How CLEAR was any information, instructions,
or forms you received? – WRITTEN
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.27

2

Out of 5

1

“On a scale of 1 to 5”

56

Homeowners

16

Contractors

28

Permit Expeditors

2

Attorney/Land-Use Specialists

7

Others

3

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Permit Expeditors

3.00
3.29
3.00

Attorney/Land-Use Specialists

3.71

Others

3.67

Zoning Enforcement: In regards to how clear WRITTEN information was,
you gave a rating of ≤ 2. Please tell us why.
1

“Extensive paperwork and directions. Hard to read through and understand why.”

1

“Same as other answer.” (Denoted by ◊◊◊)
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Zoning Enforcement: How CLEAR was any information, instructions,
or forms you received? – ONLINE
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.16

2

Out of 5

1

“On a scale of 1 to 5”

19

Homeowners

4

Contractors

8

Permit Expeditors

0

Attorney/Land-Use Specialists

5

Others

2

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.50
4.25

Contractors
Permit Expeditors

N/A

Attorney/Land-Use Specialists

4.60

Others

4.00

Zoning Enforcement: In regards to how clear ONLINE information was,
you gave a rating of ≤ 2. Please tell us why.
2

102

“Same as other answer.” (Denoted by ***)

Customer Satisfaction Survey
Zoning Enforcement

Zoning Enforcement: Did you successfully accomplish your task?
Percentage of Respondents Who Gave Each Rating

Average Score

Yes, I accomplished
my task (5)
I made sufficient
progress (3)

4.39

I was unable to
accomplish my task (1)

Out of 5
“Yes, I accomplished my task.”

101

Homeowners

27

Contractors

44

Permit Expeditors

5

Attorney/Land-Use Specialists

10

Others

15

4.33

Homeowners

Average Ratings
by Respondent Type

Number of Responses

4.45

Contractors
Permit Expeditors

4.60

Attorney/Land-Use Specialists
Others

4.80
3.93

Zoning Enforcement: What prevented you from accomplishing your task?
I was missing necessary information
or documentation
I was overwhelmed or confused
about what needed to be done
I ran out of time

Other*
*Other responses are detailed in the following block

Number of Responses

6

Homeowners

1

Contractors

2

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

3
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Customer Satisfaction Survey
Zoning Enforcement

Zoning Enforcement: What prevented you from accomplishing your task?
OTHER comments
“Head of zoning left for lunch and I needed info from him!”
“It was not clear where to get the information that was required.”

Zoning Enforcement: Once you paid your application fee, was your ZONING PERMIT
APPLICATION processed within the stated time frame? (3-4 weeks)
Percentage of Respondents Who Gave Each Rating

Average Score

Yes (5)
No (1)

5.00
Out of 5

Number of Responses

4

Homeowners

1

Contractors

1

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

1
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Average Ratings
by Respondent Type

“Yes.”
Homeowners

5.00

Contractors

5.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists

5.00

Others

5.00

Customer Satisfaction Survey
Zoning Enforcement

Zoning Enforcement: Overall, how satisfied are you with your visit?
Average Score

4%
7%
7%

Percentage of Respondents Who Gave Each Rating
5
4
3

4.33

16%

2

Out of 5

66%

1

“On a scale of 1 to 5”

91

Homeowners

22

Contractors

38

Permit Expeditors

5

Attorney/Land-Use Specialists

9

Others

17

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Permit Expeditors

4.07
4.33
4.50
4.83

Attorney/Land-Use Specialists
Others

4.40
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Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning

107

Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning
Customer Satisfaction Score

4.10
Out of 5

Breakdown by Question
What was the primary purpose of your visit?

N/A

p. 110

Approximately how long did you wait in line?

3.94

p. 111

How long was your visit?

3.38

p. 111

How FRIENDLY was the staff you spoke to?

4.51

p. 112

How HELPFUL was the staff you spoke to?

4.58

p. 113

How CLEAR was any information, instructions, or forms you received? - VERBAL

4.42

p. 114

How CLEAR was any information, instructions, or forms you received? - WRITTEN

4.26

p. 115

How CLEAR was any information, instructions, or forms you received? - ONLINE

2.95

p. 116

Did you successfully accomplish your task?

4.01

p. 117

Was your application processed within the stated timeframe?

5.00

p. 118

Overall, how satisfied are you with your visit?

3.95

p. 119
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Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning: What was the primary purpose of your visit?
Get information
Drop off paperwork
Submit a permit application
Pick up permit

Other*
*Other responses are detailed in the following block

Number of Responses

92

Homeowners

28

Contractors

35

Permit Expeditors

3

Attorney/Land-Use Specialists

9

Others

17

Planning & Zoning: What was the primary purpose of your visit?
OTHER comments
“Check status of our permit process.”
“Meeting with Planner.”
“Permission to proceed with zoning permit.”
“Follow up on status of permit application.”
“Review files.”
“Sign off for C.O.”
“Check status.”
“Check on status.”
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Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning: Approximately how long did you wait in line?
Average Score

5%
2%

Percentage of Respondents Who Gave Each Rating
There was no wait (5)
Less than 5 minutes (4)
5 to 10 minutes (3)

3.94

10 to 20 minutes (2)

Out of 5

More than 20 minutes (1)

“Less than 5 minutes”

88

Homeowners

27

Contractors

34

Permit Expeditors

3

Attorney/Land-Use Specialists

9

Others

15

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.63

Contractors

3.97

Permit Expeditors

4.67

Attorney/Land-Use Specialists

3.89

Others

4.33

Planning & Zoning: How long was your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

Much shorter than I expected (5)
A little shorter than I expected (4)

3.38

About what I expected (3)

Out of 5

A little longer than I expected (2)

“About what I expected”

Much longer than I expected (1)

85

Homeowners

25

Contractors

34

Permit Expeditors

3

Attorney/Land-Use Specialists

9

Others

14

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.04

Contractors

3.65

Permit Expeditors

3.67

Attorney/Land-Use Specialists
Others

3.11
3.43
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Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning: How FRIENDLY was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.51

2

Out of 5

1

“On a scale of 1 to 5”

77

Homeowners

20

Contractors

31

Permit Expeditors

3

Attorney/Land-Use Specialists

9

Others

14

Homeowners

Average Ratings
by Respondent Type

Number of Responses

4.25

Contractors

4.68

Permit Expeditors

4.67

Attorney/Land-Use Specialists

4.33

Others

Planning & Zoning: In regards to how FRIENDLY the staff was,
you gave a rating of ≤ 2. Please tell us why.
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2

“When I have arrived the lady was in her computer and she didn't care that I was in front of her - so
impolite.”

2

“They seem in a hurry and not interested.”

2

“At least they were less surly than the folks in the building dept.”

4.57

Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning: How HELPFUL was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.58

2

Out of 5

1

“On a scale of 1 to 5”

74

Homeowners

19

Contractors

31

Permit Expeditors

2

Attorney/Land-Use Specialists

9

Others

13

4.53

Homeowners

Average Ratings
by Respondent Type

Number of Responses

4.58

Contractors
Permit Expeditors
Attorney/Land-Use Specialists
Others

4.00
4.56
4.77

Planning & Zoning: In regards to how HELPFUL the staff was,
you gave a rating of ≤ 2. Please tell us why.
2

“The staff was hurried and uninterested with several people in line waiting.”
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Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning: How CLEAR was any information, instructions,
or forms you received? – VERBAL
Percentage of Respondents Who Gave Each Rating

Average Score

2%
5%

5

13%

4
3

13%

4.42

2

Out of 5
69%

“On a scale of 1 to 5”

64

Homeowners

19

Contractors

24

Permit Expeditors

2

Attorney/Land-Use Specialists

8

Others

11

Homeowners

Average Ratings
by Respondent Type

Number of Responses

1

4.16
4.58

Contractors

5.00

Permit Expeditors
Attorney/Land-Use Specialists
Others

4.88
4.09

Planning & Zoning: In regards to how clear VERBAL information was,
you gave a rating of ≤ 2. Please tell us why.
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1

“The person that I was told could help me was not in and I was told to email her for an appointment. So I
left the building, drove back to my office and emailed her.”

2

“Requirements for a generator can be brutally tough to get through in 1 trip.”

2

“Process is confusing

2

“I couldn't figure I what I needed to do.”

Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning: How CLEAR was any information, instructions,
or forms you received? – WRITTEN
Percentage of Respondents Who Gave Each Rating

Average Score

3%
8%

5

8%

4
3

4.26

58%

24%

Out of 5

2
1

“On a scale of 1 to 5”

38

Homeowners

10

Contractors

15

Permit Expeditors

1

Attorney/Land-Use Specialists

6

Others

6

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.70
4.53

Contractors
Permit Expeditors

5.00

Attorney/Land-Use Specialists
Others

4.50
4.17

Planning & Zoning: In regards to how clear WRITTEN information was,
you gave a rating of ≤ 2. Please tell us why.
1

“Very clear.”

2

“The text could be more straightforward and arranged in more concrete way. However, the Town staff are
very clear at explaining the process.”

2

“Process is confusing.”

2

“Didn't make sense.”
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Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning: How CLEAR was any information, instructions,
or forms you received? – ONLINE
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

2.95

2

Out of 5

1

“On a scale of 1 to 5”

20

Homeowners

4

Contractors

7

Permit Expeditors

1

Attorney/Land-Use Specialists

3

Others

5

2.50

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.43

Contractors
Permit Expeditors
Attorney/Land-Use Specialists
Others

2.00
3.00
2.80

Planning & Zoning: In regards to how clear ONLINE information was,
you gave a rating of ≤ 2. Please tell us why.
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1

“The website should provide information on each form so the applicant knows which forms they will need.
Instead of just including the PDF's they should have a description about each PDF link explaining the
conditions of the form so you would know which ones you would have to fill out.”

1

“Process is complicated and confusing.”

1

“Could not find what I needed to do.”

Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning: Did you successfully accomplish your task?
Percentage of Respondents Who Gave Each Rating

Average Score

14%

Yes, I accomplished
my task (5)
I made sufficient
progress (3)

20%

4.01
Out of 5

65%

I was unable to
accomplish my task (1)

“Yes, I accomplished my task.”

83

Homeowners

24

Contractors

34

Permit Expeditors

3

Attorney/Land-Use Specialists

8

Others

14

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Permit Expeditors

3.67
3.82
4.33
5.00

Attorney/Land-Use Specialists
Others

4.43

Planning & Zoning: What prevented you from accomplishing your task?
I was missing necessary information
or documentation
I was overwhelmed or confused
about what needed to be done
I ran out of time

Other*
*Other responses are detailed in the following block

Number of Responses

12

Homeowners

3

Contractors

7

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

2
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Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning: What prevented you from accomplishing your task?
OTHER comments
“Couldn't give me a definitive answer on timing.”
“No one available with answers.”
“No staff available.”
“Scheduling conflict.”
“Engineering had made comments from over a week and a half ago, and their comments had not been relayed to either
me nor my engineer. We could have had the revisions submitted by now if we had received any communication.”
“N/A- The real issue with Planning is the time it takes to review permits and submittals for a C.O. Recently, upon final
submittal for a C.O. it took almost 8 weeks. It took about a week to make it from Planning to Engineering, two weeks in
Engineering, sat back in planning for about 3 weeks until I got a response after multiple follow ups they were busy and
backed up. A week later it was ready for zoning compliance which was approved at the counter and spent 10 days
making it's way to building. Any other town, a meeting can be scheduled and signed off on the spot and/or take at most
2-3 days.”
“It wasn't ready.”

Planning & Zoning: Once you paid your application fee, was your PLANNING &
ZONING APPLICATION processed within the stated time frame? (3-4 weeks)
Percentage of Respondents Who Gave Each Rating

Average Score

Yes (5)
No (1)

5.00
Out of 5

Number of Responses

1

Homeowners

0

Contractors

0

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

1
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Average Ratings
by Respondent Type

“Yes.”
Homeowners

N/A

Contractors

N/A

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

5.00

Customer Satisfaction Survey
Planning & Zoning

Planning & Zoning: Was your application reviewed via the commission
hearing process?

Yes
No

Number of Responses

3

Homeowners

1

Contractors

0

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

2

Planning & Zoning: Overall, how satisfied are you with your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

10%
5

9%

4
3

11%

3.95

53%

Out of 5

2
1

17%

Number of Responses

73

Homeowners

23

Contractors

23

Permit Expeditors

3

Attorney/Land-Use Specialists

8

Others

16

Homeowners

Average Ratings
by Respondent Type

“On a scale of 1 to 5.”

Contractors
Permit Expeditors

4.07
4.33
4.50
4.83

Attorney/Land-Use Specialists
Others

4.40
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Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands Agency
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Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands Agency
Customer Satisfaction Score

4.05
Out of 5

Breakdown by Question
What was the primary purpose of your visit?

N/A

p. 124

Approximately how long did you wait in line?

4.08

p. 125

How long was your visit?

3.59

p. 125

How FRIENDLY was the staff you spoke to?

4.46

p. 126

How HELPFUL was the staff you spoke to?

4.42

p. 127

How CLEAR was any information, instructions, or forms you received? - VERBAL

3.30

p. 128

How CLEAR was any information, instructions, or forms you received? - WRITTEN

3.21

p. 129

How CLEAR was any information, instructions, or forms you received? - ONLINE

3.75

p. 130

Did you successfully accomplish your task?

4.40

p. 131

Was your application processed within the stated timeframe?

5.00

p. 132

Overall, how satisfied are you with your visit?

4.26

p. 133
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Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands: What was the primary purpose of your visit?
Get information
Drop off paperwork
Submit a permit application
Pick up permit

Other*
*Other responses are detailed in the following block

Number of Responses

44

Homeowners

20

Contractors

12

Permit Expeditors

1

Attorney/Land-Use Specialists

5

Others

6

Inland Wetlands: What was the primary purpose of your visit?
OTHER comments
“Sign off.”
“Sign off routing sheet.”
“Obtain sign-off.”
“Why can my neighbor build along wetlands and I can’t?”
“See if anything else needed to be done on my permit.”
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Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands: Approximately how long did you wait in line?
Percentage of Respondents Who Gave Each Rating

Average Score

There was no wait (5)
Less than 5 minutes (4)
5 to 10 minutes (3)

4.08

10 to 20 minutes (2)

Out of 5

More than 20 minutes (1)

“Less than 5 minutes”

40

Homeowners

17

Contractors

12

Permit Expeditors

1

Attorney/Land-Use Specialists

5

Others

5

3.82

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

4.33

Permit Expeditors

4.00

Attorney/Land-Use Specialists

4.60

Others

3.80

Inland Wetlands: How long was your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

Much shorter than I expected (5)
A little shorter than I expected (4)

3.59

About what I expected (3)

Out of 5
“About or a little shorter
than I expected”

A little longer than I expected (2)
Much longer than I expected (1)

41

Homeowners

18

Contractors

12

Permit Expeditors

1

Attorney/Land-Use Specialists

5

Others

5

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.22

Contractors

3.92
5.00

Permit Expeditors
4.00

Attorney/Land-Use Specialists
Others

3.40
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Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands: How FRIENDLY was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.46

2

Out of 5

1

“On a scale of 1 to 5”

39

Homeowners

16

Contractors

12

Permit Expeditors

1

Attorney/Land-Use Specialists

5

Others

5

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

4.06
4.67
5.00

Permit Expeditors
Attorney/Land-Use Specialists

4.80

Others

4.80

Inland Wetlands: In regards to how FRIENDLY the staff was,
you gave a rating of ≤ 2. Please tell us why.
2

126

“Director Sesto in particular has a cold, impersonal/transactional, and generally disinterested attitude
toward residents and this orientation seems to pervade division.”

Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands: How HELPFUL was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.42

2

Out of 5

1

“On a scale of 1 to 5”

38

Homeowners

15

Contractors

12

Permit Expeditors

1

Attorney/Land-Use Specialists

5

Others

5

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Permit Expeditors
Attorney/Land-Use Specialists
Others

3.87
4.67
5.00
4.80
5.00

Inland Wetlands: In regards to how HELPFUL the staff was,
you gave a rating of ≤ 2. Please tell us why.
No comments given
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Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands: How CLEAR was any information, instructions,
or forms you received? – VERBAL
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.30

2

Out of 5

1

“On a scale of 1 to 5”

33

Homeowners

14

Contractors

10

Permit Expeditors

1

Attorney/Land-Use Specialists

4

Others

4

Homeowners

Average Ratings
by Respondent Type

Number of Responses

2.79

Contractors

3.70

Permit Expeditors
Attorney/Land-Use Specialists
Others

4.00
3.75
3.50

Inland Wetlands: In regards to how clear VERBAL information was,
you gave a rating of ≤ 2. Please tell us why.

1

128

“Pat Sesto and/or staff changed (materially) explicit verbal agreements related to planting plans when
issuing formal letter/permit documentation. This was even acknowledged in verbal discussion after
receiving letter which did not match to discussion (apparently Pat Sesto changed letter post-agreement
and unbeknownst to staff?!); homeowners cannot trust what the department says and therefore it is
exceedingly difficult to work with them cooperatively.

Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands: How CLEAR was any information, instructions,
or forms you received? – WRITTEN
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.21

2

Out of 5

1

“On a scale of 1 to 5”

24

Homeowners

12

Contractors

7

Permit Expeditors

1

Attorney/Land-Use Specialists

1

Others

3

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

2.92
3.43

Permit Expeditors

4.00

Attorney/Land-Use Specialists

4.00

Others

3.33

Inland Wetlands: In regards to how clear WRITTEN information was,
you gave a rating of ≤ 2. Please tell us why.
No comments given
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Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands: How CLEAR was any information, instructions,
or forms you received? – ONLINE
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.75

2

Out of 5

1

“On a scale of 1 to 5”

12

Homeowners

7

Contractors

2

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

2

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.14

Contractors

5.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists

5.00

Others

4.00

Inland Wetlands: In regards to how clear ONLINE information was,
you gave a rating of ≤ 2. Please tell us why.
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2

“No information posted.”

1

“I was too confused by online resources and had to go in person to get information and submit application.”

Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands: Did you successfully accomplish your task?
Percentage of Respondents Who Gave Each Rating

Average Score

Yes, I accomplished
my task (5)
I made sufficient
progress (3)

4.40

I was unable to
accomplish my task (1)

Out of 5
“Yes, I accomplished my task.”

40

Homeowners

17

Contractors

12

Permit Expeditors

1

Attorney/Land-Use Specialists

5

Others

5

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.59

Contractors

5.00

Permit Expeditors

5.00

Attorney/Land-Use Specialists

5.00

Others

5.00

Inland Wetlands: What prevented you from accomplishing your task?
I was missing necessary information
or documentation
I was overwhelmed or confused
about what needed to be done
I ran out of time

Other*
*Other responses are detailed in the following block

Number of Responses

4

Homeowners

4

Contractors

0

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0
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Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands: What prevented you from accomplishing your task?
OTHER comments
No comments given

Inland Wetlands: Once you paid your application fee, was your INLAND WETLANDS
PERMIT APPLICATION processed within the stated time frame? (1-2 months)
Percentage of Respondents Who Gave Each Rating

Average Score

Yes (5)
No (1)

5.00
Out of 5

Number of Responses

1

Homeowners

0

Contractors

0

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

1

132

Average Ratings
by Respondent Type

“Yes.”
Homeowners

N/A

Contractors

N/A

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

5.00

Customer Satisfaction Survey
Inland Wetlands Agency

Inland Wetlands: Overall, how satisfied are you with your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

7%
4%
11%

5
4
3

4.26

14%

Out of 5

2

65%

1

“On a scale of 1 to 5”

57

Homeowners

20

Contractors

23

Permit Expeditors

1

Attorney/Land-Use Specialists

6

Others

7

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Permit Expeditors

4.07
4.33
4.50
4.83

Attorney/Land-Use Specialists
Others

4.40
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Customer Satisfaction Survey
Highway Department

Highway Department
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Customer Satisfaction Survey
Highway Department

Highway Department
Customer Satisfaction Score

3.95
Out of 5

Breakdown by Question
What was the primary purpose of your visit?

N/A

p. 138

Approximately how long did you wait in line?

4.67

p. 139

How long was your visit?

3.88

p. 139

How FRIENDLY was the staff you spoke to?

4.33

p. 140

How HELPFUL was the staff you spoke to?

4.33

p. 141

How CLEAR was any information, instructions, or forms you received? - VERBAL

4.00

p. 142

How CLEAR was any information, instructions, or forms you received? - WRITTEN

3.00

p. 143

How CLEAR was any information, instructions, or forms you received? - ONLINE

4.00

p. 144

Did you successfully accomplish your task?

4.14

p. 145

Was your application processed within the stated timeframe?

3.00

p. 146

Overall, how satisfied are you with your visit?

4.13

p. 147
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Customer Satisfaction Survey
Highway Department

Highway Department: What was the primary purpose of your visit?
Get information
Drop off paperwork
Submit a permit application
Pick up permit

Other*
*Other responses are detailed in the following block

Number of Responses

11

Homeowners

4

Contractors

4

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

2

Highway Department: What was the primary purpose of your visit?
OTHER comments
“Check status.”
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Customer Satisfaction Survey
Highway Department

Highway Department: Approximately how long did you wait in line?
Percentage of Respondents Who Gave Each Rating

Average Score

There was no wait (5)
Less than 5 minutes (4)

4.67

5 to 10 minutes (3)

Out of 5

10 to 20 minutes (2)

“No wait or less than 5
minutes”

Number of Responses

9

Homeowners

3

Contractors

4

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

1

Average Ratings
by Respondent Type

More than 20 minutes (1)

Homeowners

5.00

Contractors

5.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists 3.00
Others

5.00

Highway Department: How long was your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

Much shorter than I expected (5)
A little shorter than I expected (4)

3.88

About what I expected (3)

Out of 5

A little longer than I expected (2)

“A little shorter than I
expected”

Much longer than I expected (1)

8

Homeowners

2

Contractors

4

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

1

3.50

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

4.00

Permit Expeditors

Attorney/Land-Use Specialists
Others

N/A

3.00
5.00

139

Customer Satisfaction Survey
Highway Department

Highway Department: How FRIENDLY was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.33

2

Out of 5

1

“On a scale of 1 to 5”

6

Homeowners

2

Contractors

3

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

0

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

5.00
4.00

Permit Expeditors
Attorney/Land-Use Specialists

N/A
4.00

Others

N/A

Highway Department: In regards to how FRIENDLY the staff was,
you gave a rating of ≤ 2. Please tell us why.
2

140

“I asked for the status of a permit application which was submitted 2 weeks ago. Upon asking, the woman
at the desk verbally explained that she sent a letter a few days ago. When I asked for a copy, the woman
was visibly unhappy with that request. Could not be bothered with helping me.”

Customer Satisfaction Survey
Highway Department

Highway Department: How HELPFUL was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.33

2

Out of 5

1

“On a scale of 1 to 5”

6

Homeowners

2

Contractors

3

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

0

5.00

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

4.00

Permit Expeditors
Attorney/Land-Use Specialists

N/A
4.00

Others

N/A

Highway Department: In regards to how HELPFUL the staff was,
you gave a rating of ≤ 2. Please tell us why.
2

“The staff explained to me that the rejection letter was sent out, via mail. Could not be bothered with
making me a copy, but eventually did.”
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Customer Satisfaction Survey
Highway Department

Highway Department: How CLEAR was any information, instructions,
or forms you received? – VERBAL
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.00

2

Out of 5

1

Number of Responses

5

Homeowners

2

Contractors

2

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

0

Average Ratings
by Respondent Type

“On a scale of 1 to 5”
Homeowners

4.00

Contractors

4.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists

4.00

Others

N/A

Highway Department: In regards to how clear VERBAL information was,
you gave a rating of ≤ 2. Please tell us why.
No comments given
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Customer Satisfaction Survey
Highway Department

Highway Department: How CLEAR was any information, instructions,
or forms you received? – WRITTEN
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.00

2

Out of 5

1

Number of Responses

4

Homeowners

0

Contractors

3

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

0

Average Ratings
by Respondent Type

“On a scale of 1 to 5”
Homeowners

N/A

Contractors

3.67

Permit Expeditors

N/A

Attorney/Land-Use Specialists

1.00

Others

N/A

Highway Department: In regards to how clear WRITTEN information was,
you gave a rating of ≤ 2. Please tell us why.
1

“Pick up box for highway not clearly labeled.”
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Customer Satisfaction Survey
Highway Department

Highway Department: How CLEAR was any information, instructions,
or forms you received? – ONLINE
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.00

2

Out of 5

1

Number of Responses

1

Homeowners

0

Contractors

1

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

Average Ratings
by Respondent Type

“On a scale of 1 to 5”
Homeowners

N/A

Contractors

4.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A

Highway Department: In regards to how clear ONLINE information was,
you gave a rating of ≤ 2. Please tell us why.
No comments given
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Customer Satisfaction Survey
Highway Department

Highway Department: Did you successfully accomplish your task?
Percentage of Respondents Who Gave Each Rating

Average Score

Yes, I accomplished
my task (5)
I made sufficient
progress (3)

4.14

I was unable to
accomplish my task (1)

Out of 5
“Yes, I accomplished my task.”

7

Homeowners

2

Contractors

4

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

0

5.00

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

4.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists

5.00

Others

N/A

Highway Department: What prevented you from accomplishing your task?
I was missing necessary information
or documentation
I was overwhelmed or confused
about what needed to be done
I ran out of time

Other*
*Other responses are detailed in the following block

Number of Responses

1

Homeowners

0

Contractors

1

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0
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Customer Satisfaction Survey
Highway Department

Highway Department: What prevented you from accomplishing your task?
OTHER comments
No comments given

Highway Department: Once you paid your application fee, was your HIGHWAY
PERMIT APPLICATION processed within the stated time frame? (7-10 days)
Percentage of Respondents Who Gave Each Rating

Average Score

Yes (5)
No (1)

3.00
Out of 5

Number of Responses

2

Homeowners

0

Contractors

1

Permit Expeditors

0

Attorney/Land-Use Specialists

1

Others

0
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Average Ratings
by Respondent Type

“Sometimes.”
Homeowners

N/A

Contractors

5.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists
Others

1.00
N/A

Customer Satisfaction Survey
Highway Department

Highway Department: Overall, how satisfied are you with your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

13%
5

8%

4.13

4

4%

3

4%

2

Out of 5

71%

“On a scale of 1 to 5”

24

Homeowners

6

Contractors

15

Permit Expeditors

1

Attorney/Land-Use Specialists

1

Others

1

Homeowners
Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Contractors
PermitExpeditors
Expeditors
Permit

1

4.07
4.20 4.33
N/A 4.50
4.83

Attorney/Land-UseSpecialists
Specialists 1.00
Attorney/Land-Use
Others
Others

4.20

4.40
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Customer Satisfaction Survey
Sewer Department

Sewer Department
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Customer Satisfaction Survey
Sewer Department

Sewer Department
Customer Satisfaction Score

4.11
Out of 5

Breakdown by Question
What was the primary purpose of your visit?

N/A

p. 152

Approximately how long did you wait in line?

5.00

p. 153

How long was your visit?

4.38

p. 153

How FRIENDLY was the staff you spoke to?

4.50

p. 154

How HELPFUL was the staff you spoke to?

4.57

p. 155

How CLEAR was any information, instructions, or forms you received? - VERBAL

3.50

p. 156

How CLEAR was any information, instructions, or forms you received? - WRITTEN

3.00

p. 157

How CLEAR was any information, instructions, or forms you received? - ONLINE

N/A

p. 158

Did you successfully accomplish your task?

3.75

p. 159

Was your application processed within the stated timeframe?

N/A

p. 160

Overall, how satisfied are you with your visit?

4.19

p. 161
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Customer Satisfaction Survey
Sewer Department

Sewer Department: What was the primary purpose of your visit?
Get information
Drop off paperwork
Submit a permit application
Pick up permit

Other*
*Other responses are detailed in the following block

Number of Responses

7

Homeowners

4

Contractors

3

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

Sewer Department: What was the primary purpose of your visit?
OTHER comments
No comments given
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Customer Satisfaction Survey
Sewer Department

Sewer Department: Approximately how long did you wait in line?
Percentage of Respondents Who Gave Each Rating

Average Score

There was no wait (5)
Less than 5 minutes (4)
5 to 10 minutes (3)

5.00

10 to 20 minutes (2)

Out of 5

More than 20 minutes (1)

Number of Responses

7

Homeowners

4

Contractors

3

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

Average Ratings
by Respondent Type

“There was no wait.”
Homeowners

5.00

Contractors

5.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A

Sewer Department: How long was your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

Much shorter than I expected (5)
A little shorter than I expected (4)

4.38

About what I expected (3)

Out of 5

A little longer than I expected (2)

“A little or much shorter
than I expected”

Much longer than I expected (1)

7

Homeowners

4

Contractors

3

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

4.50

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

4.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A
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Customer Satisfaction Survey
Sewer Department

Sewer Department: How FRIENDLY was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.50

2

Out of 5

1

“On a scale of 1 to 5”

7

Homeowners

4

Contractors

3

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

154

4.33

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A

Sewer Department: In regards to how FRIENDLY the staff was,
you gave a rating of ≤ 2. Please tell us why.
No comments given

4.50

Customer Satisfaction Survey
Sewer Department

Sewer Department: How HELPFUL was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.57

2

Out of 5

1

“On a scale of 1 to 5”

6

Homeowners

4

Contractors

2

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

Homeowners

Average Ratings
by Respondent Type

Number of Responses

4.25

Contractors

5.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A

Sewer Department: In regards to how HELPFUL the staff was,
you gave a rating of ≤ 2. Please tell us why.
No comments given
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Customer Satisfaction Survey
Sewer Department

Sewer Department: How CLEAR was any information, instructions,
or forms you received? – VERBAL
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.50

2

Out of 5

1

“On a scale of 1 to 5”

5

Homeowners

3

Contractors

2

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.00

Contractors

4.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A

Sewer Department: In regards to how clear VERBAL information was,
you gave a rating of ≤ 2. Please tell us why.
No comments given
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Customer Satisfaction Survey
Sewer Department

Sewer Department: How CLEAR was any information, instructions,
or forms you received? – WRITTEN
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.00

2

Out of 5

1

“On a scale of 1 to 5”

4

Homeowners

2

Contractors

2

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

Homeowners

Average Ratings
by Respondent Type

Number of Responses

2.00

Contractors

4.00

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A

Sewer Department: In regards to how clear WRITTEN information was,
you gave a rating of ≤ 2. Please tell us why.
No comments given
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Customer Satisfaction Survey
Sewer Department

Sewer Department: How CLEAR was any information, instructions,
or forms you received? – ONLINE
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

N/A

2

Out of 5

1

Number of Responses

0

Homeowners

0

Contractors

0

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

Average Ratings
by Respondent Type

“On a scale of 1 to 5”
Homeowners

N/A

Contractors

N/A

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A

Sewer Department: In regards to how clear ONLINE information was,
you gave a rating of ≤ 2. Please tell us why.
No comments given
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Customer Satisfaction Survey
Sewer Department

Sewer Department: Did you successfully accomplish your task?
Percentage of Respondents Who Gave Each Rating

Average Score

Yes, I accomplished
my task (5)
I made sufficient
progress (3)

3.75
Out of 5

I was unable to
accomplish my task (1)

“Yes, I accomplished my task
or made sufficient progress.”

7

Homeowners

4

Contractors

3

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.50

Contractors

3.67

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A

Sewer Department: What prevented you from accomplishing your task?
I was missing necessary information
or documentation
I was overwhelmed or confused
about what needed to be done
I ran out of time

Other*
*Other responses are detailed in the following block

Number of Responses

2

Homeowners

1

Contractors

1

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0
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Customer Satisfaction Survey
Sewer Department

Sewer Department: What prevented you from accomplishing your task?
OTHER comments
“Took FOREVER to reach the right person, to get a call back, and to get definitive path forward for our issue. Totally
caught up in Town Hall red tape.”

Sewer Department: Once you paid your application fee, was your SEWER PERMIT
APPLICATION processed within the stated time frame? (3-4 weeks)
Percentage of Respondents Who Gave Each Rating

Average Score

Yes (5)
No (1)

N/A
Number of Responses

0

Homeowners

0

Contractors

0

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0

160

Average Ratings
by Respondent Type

Out of 5

Homeowners

N/A

Contractors

N/A

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A

Customer Satisfaction Survey
Sewer Department

Sewer Department: Overall, how satisfied are you with your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

8%
8%

5

8%

4
3

4.19

12%

2

Out of 5

65%

1

“On a scale of 1 to 5”

25

Homeowners

8

Contractors

16

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

1

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Permit Expeditors

4.07
4.33
4.50
4.83

Attorney/Land-Use Specialists
Others

4.40
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Customer Satisfaction Survey
Department of Environmental Health

Department of
Environmental Health
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Customer Satisfaction Survey
Department of Environmental Health

Department of Environmental Health
Customer Satisfaction Score

3.84
Out of 5

Breakdown by Question
What was the primary purpose of your visit?

N/A

p. 166

Approximately how long did you wait in line?

4.38

p. 167

How long was your visit?

4.05

p. 167

How FRIENDLY was the staff you spoke to?

4.26

p. 168

How HELPFUL was the staff you spoke to?

4.32

p. 169

How CLEAR was any information, instructions, or forms you received? - VERBAL

3.31

p. 170

How CLEAR was any information, instructions, or forms you received? - WRITTEN

3.42

p. 171

How CLEAR was any information, instructions, or forms you received? - ONLINE

2.40

p. 172

Did you successfully accomplish your task?

4.20

p. 173

Was your application processed within the stated timeframe?

N/A

p. 174

Overall, how satisfied are you with your visit?

4.22

p. 175
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Customer Satisfaction Survey
Department of Environmental Health

Environmental Health: What was the primary purpose of your visit?
Get information
Drop off paperwork
Submit a permit application
Pick up permit

Other*
*Other responses are detailed in the following block

Number of Responses

24

Homeowners

13

Contractors

6

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

5

Environmental Health: What was the primary purpose of your visit?
OTHER comments
Non comments given
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Customer Satisfaction Survey
Department of Environmental Health

Environmental Health: Approximately how long did you wait in line?
Percentage of Respondents Who Gave Each Rating

Average Score

There was no wait (5)
Less than 5 minutes (4)
5 to 10 minutes (3)

4.38

10 to 20 minutes (2)

Out of 5
More than 20 minutes (1)

“Less than 5 minutes”

20

Homeowners

10

Contractors

6

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

4

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

4.30
4.17

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

5.00

Environmental Health: How long was your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

Much shorter than I expected (5)
A little shorter than I expected (4)

4.05

About what I expected (3)

Out of 5

A little longer than I expected (2)

“A little shorter than I
expected”

Much longer than I expected (1)

19

Homeowners

10

Contractors

6

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

3

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

3.90
3.67

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

5.00
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Customer Satisfaction Survey
Department of Environmental Health

Environmental Health: How FRIENDLY was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.26

2

Out of 5

1

“On a scale of 1 to 5”

18

Homeowners

9

Contractors

6

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

3

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.78

Contractors

4.83

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

Environmental Health: In regards to how FRIENDLY the staff was,
you gave a rating of ≤ 2. Please tell us why.

168

2

“They did not do a great job explaining why I had to have a lot of expensive testing.”

1

“They gave the impression that I was a nuisance and they had better things to do.”

4.67

Customer Satisfaction Survey
Department of Environmental Health

Environmental Health: How HELPFUL was the staff you spoke to?
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

4.32

2

Out of 5

1

“On a scale of 1 to 5”

18

Homeowners

9

Contractors

6

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

3

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.78

Contractors

4.83

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

4.67

Environmental Health: In regards to how HELPFUL the staff was,
you gave a rating of ≤ 2. Please tell us why.
2

“They just kind of said you have to do it.”

1

“Rude and had no time for residents. We’re a waste of time.”
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Customer Satisfaction Survey
Department of Environmental Health

Environmental Health: How CLEAR was any information, instructions,
or forms you received? – VERBAL
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.31

2

Out of 5

1

“On a scale of 1 to 5”

15

Homeowners

7

Contractors

5

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

3

Homeowners

Average Ratings
by Respondent Type

Number of Responses

2.71

Contractors

3.80

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

3.67

Environmental Health: In regards to how clear VERBAL information was,
you gave a rating of ≤ 2. Please tell us why.
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1

“I wasn't sure what I needed to get done.”

1

“I asked how long and in what way the state lets them know their answer on an asbestos submission.”

Customer Satisfaction Survey
Department of Environmental Health

Environmental Health: How CLEAR was any information, instructions,
or forms you received? – WRITTEN
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

3.42

2

Out of 5

1

“On a scale of 1 to 5”

11

Homeowners

5

Contractors

5

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

1

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors

3.20
3.40

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

4.44

Environmental Health: In regards to how clear WRITTEN information was,
you gave a rating of ≤ 2. Please tell us why.
1

“Didn't make sense.”
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Customer Satisfaction Survey
Department of Environmental Health

Environmental Health: How CLEAR was any information, instructions,
or forms you received? – ONLINE
Percentage of Respondents Who Gave Each Rating

Average Score

5
4
3

2.40

2

Out of 5

1

“On a scale of 1 to 5”

5

Homeowners

2

Contractors

2

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

1

Homeowners

Average Ratings
by Respondent Type

Number of Responses

1.50

Contractors

2.50

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

4.00

Environmental Health: In regards to how clear ONLINE information was,
you gave a rating of ≤ 2. Please tell us why.
1

172

“Nothing online prepared me for this.”

Customer Satisfaction Survey
Department of Environmental Health

Environmental Health: Did you successfully accomplish your task?
Percentage of Respondents Who Gave Each Rating

Average Score

Yes, I accomplished
my task (5)
I made sufficient
progress (3)

4.20

I was unable to
accomplish my task (1)

Out of 5
“Yes, I accomplished my task.”

19

Homeowners

10

Contractors

6

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

3

Homeowners

Average Ratings
by Respondent Type

Number of Responses

3.80

Contractors

4.67

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

4.33

Environmental Health: What prevented you from accomplishing your task?
I was missing necessary information
or documentation
I was overwhelmed or confused
about what needed to be done
I ran out of time

Other*
*Other responses are detailed in the following block

Number of Responses

2

Homeowners

2

Contractors

0

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0
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Customer Satisfaction Survey
Department of Environmental Health

Environmental Health: What prevented you from accomplishing your task?
OTHER comments
No comments given

Environmental Health: Once you paid your application fee, was your
ENVIRONMENTAL HEALTH PERMIT APPLICATION processed within the stated
time frame? (31-2 weeks)
Percentage of Respondents Who Gave Each Rating

Average Score

Yes (5)
No (1)

N/A
Number of Responses

0

Homeowners

0

Contractors

0

Permit Expeditors

0

Attorney/Land-Use Specialists

0

Others

0
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Average Ratings
by Respondent Type

Out of 5

Homeowners

N/A

Contractors

N/A

Permit Expeditors

N/A

Attorney/Land-Use Specialists

N/A

Others

N/A

Customer Satisfaction Survey
Department of Environmental Health

Environmental Health: Overall, how satisfied are you with your visit?
Percentage of Respondents Who Gave Each Rating

Average Score

4%
4%

5

15%

4
3

4.22
Out of 5

59%

17%

2
1

“On a scale of 1 to 5”

45

Homeowners

15

Contractors

21

Permit Expeditors

0

Attorney/Land-Use Specialists

2

Others

7

Homeowners

Average Ratings
by Respondent Type

Number of Responses

Contractors
Permit Expeditors

4.07
4.33
4.50
4.83

Attorney/Land-Use Specialists
Others

4.40
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Chapter 3:
Customer Focus
Group

Customer Focus Group
Process

Customer Focus Group Process
KJR led a customer focus group that began by sharing aggregate customer satisfaction survey
scores. Participants shared their reactions to the data in small and large group discussions. Then they were
divided into five groups and assigned to a flipchart that was labeled with one of the following areas for
improvement (as identified within the survey data):
•
•
•
•
•

Wait in line
Length of visit
Clarity of verbal information
Clarity of written information
Clarity of online information

Each group generated a list of challenges and captured them on their flipchart. They then rotated through
the other charts in a round robin format. During each rotation, they spent a few minutes generating new
challenges or added to the existing list.
Participants then prioritized the lists of challenges by voting with dots. Each participant was given 5 dots
and allowed to place a dot on 1 challenge per flip chart. Dots were placed on the challenges that, if and
when addressed, would yield the most positive impact. The five items with the most dots were chosen as the
top challenges and moved to the next phase.
Participants then brainstormed strategies to address each challenge. The group repeated the round robin
process to identify strategies for each of the challenge areas. The voting process was repeated and yielded
five prioritized strategies.
Finally, participants created an action plan. Participant groups were asked to answer the following four
questions regarding their chosen priority suggestion:
1.
2.
3.
4.

How might the solution work?
What would be the benefits to the customer?
What would be the benefits to the town?
How might the improvement be measured?
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Customer Focus Group
Waiting in Line

Customer Focus Group Data
Area for Improvement:

Waiting in Line
Challenges
•

Step 1

# of
Votes

More clarity on which line to go to
o Ending up in the wrong line means much-much longer and/or
starting over

5

•

Have a # system that directs you to the right line

3

•

Appointment option
o For scenarios where there is a complex problem versus just quick
answers
o Distinguish between contractors and homeowners
o “You can end up waiting forever when your question is a quick
one.”

6

Top Challenge:

Clarity of Information and Navigating the Process
Strategies
•

Step 2
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Create a Permit Navigator to direct you and answer basic questions on the
process to include any or all of the following:
o A live person to direct you to the right department
o Online Chat from the website
o Phone

# of
Votes

11

•

Creating an information line to answer questions

•

Creating an EXPRESS Line for Single projects versus Multiple Projects

3

•

Fix fees to minimize the need for multiple checks for each department
o Also standardized the payment options (some departments take
credit cards)

1

Customer Focus Group
Waiting in Line

Priority Idea:

Create a Permit Navigator to direct you and answer basic questions about
the process.
How might it work:
•
Train several people to be navigators
•
Create an online/web based/phone system to share information
Benefits to Customers:
•
Less frustration
•
Quicker process
•
Lower costs
Step 3

Benefits to the Town of Greenwich:
•
Less frustration
•
Quicker process
How can we measure it?
•
# of permits processed
•
Time to process permits
•
Staff headcount needed
•
Monitor cost savings
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Customer Focus Group
Length of Visit

Area for Improvement:

Length of Visit
Challenges

Step 1

•

Hours of operation (limited)

•

Coordination between zoning, building, sewer, wetlands, and engineering

•

Misinformation

•

Time of day that you go into town hall

•

No one is directing you

•

Several visits to accomplish one item and never get a clear answer

•

Should have all days of operation with the same hours (open)

•

Length of process: Sewer department takes forever on everything!
o
So does Highway

•

Records room hours

# of
Votes

9

6

Top Challenge:

Hours of Operation
Strategies

•

•

Standardize hours with all departments
o
All departments are open at the same time (8-4 or 7-3)
o
NO summer hours!
Access to personnel via phone or online

•

Shorten/simplify process

Step 2
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# of
Votes

10
3
5

Customer Focus Group
Length of Visit

Priority Idea:

Standardized hours with all departments
How might it work:
•
Create regular hours for all departments
o
Closing early in summer does not benefit builders

Step 3

Benefits to Customers:
•
Shorter wait time for customers
Benefits to the Town of Greenwich:
•
Happy customers = more building permits!
How can we measure it?
•
Shorter lines, less congestion
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Area for Improvement:

Clarity of Verbal Information
Challenges

Step 1

# of
Votes

•

Many items can only be addressed through verbal. More could be online.

2

•

Requirement to call for inspection info/scheduling is inefficient

1

•

Misinformation or incomplete information
o
Answers may be different depending on who you talk to

12

•

Kicking the can down the road

•

Supervisor’s point of view not always consistent with front desk
representative = Frustration

•

Access to subject matter expert blocked by staff person receiving you
o
5 weeks later a conversation resolved all

•

Don’t change directives (policy changes or changing answers after the
fact)

•

Different departments seem unaware that others exist

Top Challenge:

Clarity of Information and Navigating the Process
Strategies

Step 2
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# of
Votes

•

Less verbal – more written/online

1

•

Improve consistency across personnel

4

•

Better training for employees

•

Appoint one lead person to your project

1

•

Coordination across departments

10

•

Train across departments

Customer Focus Group
Clarity of Verbal Information

Priority Idea:

Better coordination across departments
How might it work:
•
Cross training
•
Being intentional in sharing information across departments

Step 3

Benefits to Customers:
•
If departments are coordinated “verbally” and otherwise, it will be a much more
positive experience for the customers
Benefits to the Town of Greenwich:
•
Job satisfaction – A job done well
How can we measure it?
•
Fewer angry customers
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Area for Improvement:

Clarity of Written Information
Challenges

Step 1

# of
Votes

•

Drainage “exemption” is not one.

•

True definition of proving “hardship” – P&Z

2

•

Way too much redundancy – especially across departments

1

•

Drainage land record filing

•

Zoning & Building permits, once issued are not tied together in any way!
o
Address multiple jobs

•

Not readily available

•

New sewer packet is very complicated and did not cover my project

•

For homeowners – material often not self-explanatory

2

•

Share plans and info across departments

8

2

Top Challenge:

Sharing information across departments
Strategies
•

•
Step 2
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# of
Votes

Top-down function to help navigate different departments
o
Available, Not Mandated!
o
Concierge or operations controller/auditor

7

Commercial properties with multiple permits
o
C’s of O get lost in zoning
o
Marry zoning and building permits!!!

1

•

Not mandatory if you are experienced

•

Common storage for documents available to all departments

•

Eliminate paper submissions

•

Coordinated permit tracking system

7

Customer Focus Group
Clarity of Written Information

Priority Idea:

Better coordination across departments
How might it work:
•
One department with three functions (Reporting to the Executive Branch)
Benefits to Customers:
•
Help homeowner navigate the process
Step 3
Benefits to the Town of Greenwich:
•
Control/Audit all departments to ensure smooth efficient process

How can we measure it?
•
Propose adjustments to processes to maximize efficiency

187

Customer Focus Group
Clarity of Online Information

Area for Improvement:

Clarity of Online Information
Challenges

Step 1

•

There is nothing on the web

•

Greater accessibility to records

•

Wetland portal data is not up to date

•

Outdated/not current

•

Town directory not up to date

•

Permit process should be online

•

Go online – go to a document and then it is not there

•

After permitting need to have online inspections
o
Need to see schedule inspections time
o
Results of an inspection

# of
Votes

1
1
10

3

Top Challenge:

Permit process is not online/web-based
Strategies

Step 2
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# of
Votes

•

Work with IT (new website)

•

Create a process A-Z

•

Start a P&Z

•

Look at Stamford for example

2

•

Search by key word

1

•

Inspection requests/results online

3

•

Application status/open items online

1

•

What’s legally required

•

YouTube videos of the process (make it easy for homeowners as well)

2

•

New Canaan has a perfect online process

2

4

Customer Focus Group
Clarity of Online Information

Priority Idea:

Create the A to Z process online
How might it work:
•
Develop a functional website
Benefits to Customers:
•
Clarity
•
Speed
Step 3
Benefits to the Town of Greenwich:
•
Cost effective
•
Frees up employees to do other things
How can we measure it?
•
Time to complete the permit process
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Process

Staff Process Improvement Session Process
KJR led a staff process improvement session that began with a brief review of aggregate customer
satisfaction survey scores and high-level suggestions from the customer focus group. Then participants
were divided into five groups and directed to flipcharts labeled with one of the following areas for
improvement (as identified within the survey data):
•
•
•
•
•

Wait in line
Length of visit
Clarity of verbal information
Clarity of written information
Clarity of online information

Each group was then asked to map out a sample customer encounter related to the area of challenge. The
activity required groups to define each literal step that customers experience (e.g. walking in the door,
waiting, picking up a form, etc.). Once all of the process steps were identified, participants revisited each to
determine if the existing process either met or was below customer expectations. Next, the groups suggested
strategies for fixing areas that fell below customer expectations. Then, the groups generated ideas for
turning each step of the process into an experience that would “wow” the customer, designed to make them
feel important and tailored to them.
In order to enhance creativity during the idea generation process, participants were instructed to brainstorm
without regard to any limitations in time, budget, or resources. Each group presented their process steps,
evaluation, and ideas for improvement to the rest of the session participants.
As second step, KJR shared the prioritization matrix below which compares the amount of effort required to
implement a particular idea with its potential impact. Participants were then asked to determine where each
of their ideas would fall on the priority matrix based on these two dimensions.
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Staff Process Improvement Session
Process

Once all of the ideas were categorized within the priority matrix, KJR asked for volunteers to take ownership
of implementing the suggestions that fell within the Low Effort/High Impact category. However, because
participants did not feel they had the proper authority or resources to implement the ideas themselves, the
request for volunteers resulted in a majority of the items in the Low Effort/High Impact category to be
recategorized to the High Effort/High Impact segment of the matrix.
As a final step, KJR asked each group to engage in preliminary action planning by choosing one idea from
the High Effort/High Impact category and answering the following four questions:
1.
2.
3.
4.
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What resources would be needed in order to implement this idea?
How might it be accomplished?
Who would need to be involved?
When might you be able to do it? (possible start date, how long to complete)

Staff Process Improvement Session
Wait in Line

Staff Process Improvement Session Data
Step 1: Mapping and Assessing the Process
Wait in Line
Customer
Steps

1

2

3

4

5

Lobby direct

Determine
correct
department(s)

Locate
department(s)

Which line in
department?

Find out who
correct person to
talk to is

Yes

Yes

Below,
Meets, or
Exceeds
Expectations
How to Meet

More room

Info booth tells
person where
departments are

How to Wow

Interactive map
kiosk to locate
department

Privatize permit
process with
permit expeditor

Person to direct
to correct line
like DMV has

Wait in Line (cont.)
6
Customer
Steps

7

Waiting again in
Speak to correct
department(s)
person
line

Below,
Meets, or
Exceeds
Expectations

8

9

Explain
intentions (need
building permit)

Getting proper
forms

Yes

Yes

All forms in one
place or on
website

Hire more
How to Meet
qualified people

How to Wow

“Fast pass” for
customers
projects

10

Bench meeting
by appointment
to review

TOG public
works app
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Staff Process Improvement Session
Length of Visit

Length of Visit
Customer
Steps
Below,
Meets,
Exceeds
Expectations

1

2

3

4

5

Go to building
department
(wait)

Get checklist
from building
division

Zoning
Enforcement

Submit zoning
application

Tax collector to
get stamp

Yes

Takes too long
to review plans

Yes
Office hours
(P&Z
coordinates)

Yes

Online fill-in
“Watson” AI to
generate where
you need to go

Find out ahead
of time
expectation of
review time so
can make
appointment or
drop off

Online AI form
to show you
exactly what
you need.
Have ZE do all
zoning reviews
outside of
commission.

Physically
located in ZE or
check online

We send
someone to you
to fill it out for
you

Counter guy for
drainage signoff in DPW.
Have ARC
coordinator or
sign-off person
in ZE.

Yes

How to Meet Personal greeter

Permit expeditor
to take each
How to Wow
applicant
department to
department

Verification
taxes are paid
online and
would be in
central database.

Length of Visit (cont.)
6

7

8

9

Customer
Steps

Sewer Division/
Sewer permit
application filed

OR
Health/Septic
application

OR IWWA/
Green sheet
sign-off

OR
Highway/Road
opening permit

Below,
Meets,
Exceeds
Expectations

No

No

No

No

How to Meet
How to Wow
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Find out online which department

10

Staff Process Improvement Session
Clarity of Verbal Information

Clarity of Verbal Information
1

2

3

Customer
Steps

Hi

Verbally told to
go to wrong
department

Below,
Meets,
Exceeds
Expectations

Yes

No

No

How to Meet

Give front desk
tools to know

Need to give
desk tools to
know

How to Wow

Concierge
service
AI

Concierge
service

4

Staff asks, “Why Redirect to next
are you here?”
department

5
Hi!

Yes

Yes

Clarity of Verbal Information (cont.)
6

7

8

9

10

Customer
Steps

Staff asks, “Why
are you here?”

Explain the
process

Leave to gather
info

Returns to
correct office
with info

Application
accepted

Below,
Meets,
Exceeds
Expectations

Yes

No

No

Yes

Yes

How to Meet

Provide clear
instructions (in
writing)

Go over list with
staff

Call when ready

How to Wow

Forms, process,
and records
online

Forms, process,
and records
online

Tracking system
that updates
automatically –
call, email doc.
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Staff Process Improvement Session
Clarity of Written Information

Clarity of Written Information
1

2

3

4

5

Customer
Steps

Where to get what
I need?

Form from
departments

Form says “Do
X”

Form needs
additional sign-off

Form says “Need
license”

Below,
Meets,
Exceeds
Expectations

Bad signage in
town hall

Forms not selfexplanatory.
Department
closed.

Better signage

Forms not well
organized.
Post department
hours online.
Can explain forms
during office
hours.

How to Meet

Kiosk with
Forms can be
answers and
filled out online.
forms.
Kiosk can tell you
How to Wow
Same hours across
whet forms are
departments.
needed and print.

Don’t have
By who? Where?
paperwork with
Need additional
them. Department
paperwork for
closed.
other department

Need to know
what to bring in
before they come
in.

Post process
online.

Have or don’t
have

Can get sign-offs
during office
hours.

More info of what
license needed.

Get sign-offs
online.

Tell people online
what to bring with
them when they
come in.
Have a list of
typical
contractor’s
licenses.

Clarity of Written Information (cont.)
6

7

8

Customer
Steps

Form needs
notarization.

$$

Written approval.

Below,
Meets,
Exceeds
Expectations

Don’t know
where to go.
Don’t know
departments that
have notaries.

Have checkbook
or don’t. Don’t
know fees for
other departments.

Don’t know
where to get
permit.

How to Meet

Can get notarized
if they know
where to go.

Can pay fee if
they have checks.

Call or mail
permit or pick up.

How to Wow
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Accept credit
cards

9

10

Staff Process Improvement Session
Clarity of Online Information

Clarity of Online Information

Customer
Steps
Below,
Meets,
Exceeds
Expectations

1

2

Find TOG
website (easy)

Search for
Building
Department or
Building Permit

Yes

Yes

3

4

5

Click on link
Now what?
“When are
Read and find
Click on link to
building permits permit is needed Building Permits
required?”
in text

Yes

Have to read a
few paragraphs

Lots of options
on page. So,
where do I go?
What’s next?
Bullet point
flow chart with
pop-out
information of
each step

How to Meet

How to Wow

Live chat

Explain process
Live chat

Online Information (cont.)
6

7

8

9

10

Customer
Steps

Now I just want
to apply. (other
info on page
also) Click
Addn/Alt form

Add/Alter form
opens. I can’t
fill it out online
on iPad

It is yellow. It is
8.5 x 14. I can’t
file
electronically.

Print the permit
application and
fill it out.

Is this all I
need?

Below,
Meets,
Exceeds
Expectations

Goes straight to
permit
application

Why not
electronic?

I used up my
ink! I had to use
special paper!

How to Meet

Allow electronic
Allow electronic application, use
application
symbols or other
to reduce yellow

How to Wow
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Staff Process Improvement Session
Prioritization of Ideas

Step 2: Prioritizing Ideas

•
•
•
•
•
•

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
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High Impact / Low Effort
“Implement Immediately”
Can explain forms during office hours
Go over list with staff
Info booth tells person where departments are
Person to direct to correct line like DMV has
Call when ready
Bench meeting by appointment to review

High Impact / High Effort
“Implement Over Time”
Kiosk that answers questions, tells you which forms you need, prints forms, has a map that
helps you find departments
Get sign-offs online
Find out which department you need online
Same hours across departments
Better signage
Have ARC coordinator or sign-off person in ZE
Hire more qualified people
AI
Privatize permit process with permit expeditor
Email permits
Personal greeter
Allow electronic application – use symbols or other to reduce yellow
Tracking system that updates automatically, call/email doc
Concierge service
Online fill-in “Watson” AI to show you what you need and where you need to go
Be able to pay with credit cards in all departments
Live chat
We send someone to you to fill it out for you
Permit expeditor to take applicant dept to dept
Counter guy for drainage sign-off in DPW
Bullet point flow chart with pop-out information of each step
Verification taxes are paid online and would be in central database
More info of what license is needed
All forms in one place or on website
Post departments that have notaries and hours
Provide clear instructions in writing
Forms, process, and records online
Tell people online what to bring with them when they come in
Post department hours online
Forms can be filled out online

Staff Process Improvement Session
Prioritization of Ideas

Low Impact / Low Effort
“Maybe Implement”
•

None in this category

Low Impact / High Effort
“Do Not Implement”
•
•

Give front desk tools to know
“Fast pass” for customers projects
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Staff Process Improvement Session
Preliminary Planning

Step 3: Preliminary Planning
Idea 1:

TOG Public Works Permit App
What resources would be
needed?

IT

How might it be
accomplished?

IT & Departments

Who would need to be
involved?

IT & Departments

When might you do it?

Outside IT Department
Jul 1 – Jul 1

Idea 2:

Reduce redundancy of review in P&Z and ZE to avoid P&Z increasing
counter hours, reduce aggravation for ZE staff
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What resources would be
needed?

•
•
•
•
•
•

Time
Manpower (existing)
Commission
Consultant
Public involvement
Website improvement

How might it be
accomplished?

•
•

Reallocating resources
Intense review of existing processes

•

Who would need to be
involved?

•

Consultant to overhaul existing zoning requirements for
commercial properties/uses
Town staff to go over and above to establish process much more
clearly so that process A goes to ZE and process B goes to P&Z

When might you do it?

•
•
•

Currently have consultant
Halfway through project
1-2 years needed

Staff Process Improvement Session
Preliminary Planning

Idea 3:

Pay with credit cards throughout town hall
What resources would be
needed?
How might it be
accomplished?

Machine
Buy or lease

Who would need to be
involved?

Department heads and Purchasing

When might you do it?

By the end of May 2018

Idea 4:

Find out ahead of time expected review time so you can make an
appointment or drop off
What resources would be
needed?

Web space

How might it be
accomplished?

Consult department. Get list.

Who would need to be
involved?

Department staff who reviews

When might you do it?

•
•
•
•

Meeting time – 1 month
Draft – 2 weeks
Approval of list – 1 month
Post – 1 week

Idea 5:

Use easy “How do I…” FX email for questions
What resources would be
needed?
How might it be
accomplished?

Someone to set up the email link from Q
Set up something like: “Email us your question?” “Contact us?” “Still
have a question? Email…”

Who would need to be
involved?

BID staff, IT, any other outfits who want FX

When might you do it?

With new website development
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Appendix A
Summary of Survey Scores

Zoning Enforcement

Planning & Zoning

Inland Wetlands Agency

Highway Department

Sewer Department

Environmental Health

Aggregate*

Approximately how long did you wait in line?

3.62

3.78

3.94

4.08

4.67

5.00

4.38

3.82

How long was your visit?

3.47

3.58

3.38

3.59

3.88

4.38

4.05

3.53

How FRIENDLY was the staff you spoke to?

4.46

4.63

4.51

4.46

4.33

4.50

4.26

4.50

How HELPFUL was the staff you spoke to?

4.49

4.55

4.58

4.42

4.33

4.57

4.32

4.51

How CLEAR was any information, instructions, or
forms you received? - VERBAL

4.49

3.59

4.42

3.30

4.00

3.50

3.31

4.10

How CLEAR was any information, instructions, or
forms you received? - WRITTEN

4.25

3.27

4.26

3.21

3.00

3.00

3.42

3.87

How CLEAR was any information, instructions, or
forms you received? - ONLINE

3.58

4.16

2.95

3.75

4.00

N/A

2.40

3.54

Did you successfully accomplish your task?

4.30

4.39

4.01

4.40

4.14

3.75

4.20

4.26

Was your application processed within the
stated time frame?**

4.00

5.00

5.00

5.00

3.00

N/A

N/A

4.20

Overall, how satisfied are you with your visit?

4.38

4.33

3.95

4.26

4.13

4.19

4.22

4.29

4.10

4.13

4.10

4.05

3.95

4.11

3.84

4.06

Department

Question

Building Department

Appendix A: Summary of Survey Scores

Customer Satisfaction Score

* All aggregate scores are weighted to reflect number of respondents per department
**Very few responses
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Appendix B: Survey Raw Comment Data
Additional comments, feedback, or suggestions?
I was pleasantly surprised to know that getting a building and zoning permit was easy and staff helped me navigate
through items I am not trained in and am learning about my home property etc.
I look forward to going again when doing work to my home.
The experience with the Director and staff of Inland Waterways has been so poor that it has helped to convert a
citizen/resident who was, to this point, an advocate and defender of local wetlands/environmental protection into a
bona fide skeptic. Something is definitely wrong and worthy of closer scrutiny if/when law-abiding, civic-minded citizens
who are attempting to learn and follow all the myriad regulations end up having such a horrid experience interacting
with local government officials that it sours their whole view on Town government and environmental regulation in
general. It's got to be pretty bad for that to occur and I would suggest it merits examination of 1) the policies and the
clarity with which they are promulgated 2) the level of administrative bureaucracy that has been created and the
associated cost for both Town and homeowners 3) the individuals involved in running the department and whether the
interface with the citizenry is as it should be (i.e., constructive, cooperative). I have thought long about whether to
submit this survey because I have no idea if it is kept anonymous and I am sure there is a risk of retribution given what
we have already witnessed in our interactions with IWW to date. I am sure many other citizens just keep their heads
down, mouths shut, and move on after an experience like ours and perhaps that would be wiser, but then how would
anything even have the remotest possibility of ever changing for the better? Hopefully someone in Town management
at some point will maybe read this and care enough to have a closer look.
I have been a Designer/Builder for nearly 20 years. This is our first project in Greenwich. I was extremely pleased with
the efficiency of the process and how helpful the various departments were in expediting the application submittals. A
pleasure!
Try and send in someone under cover that has no interest in building or renovating and see how difficult the process is.
We have to be overly polite for fear of a back lash
In general, our experience with Town Hall Building, Sewer, P&Z, IWWA, etc. is that everything takes too long, you are
constantly being held up by Town Hall red tape, pushed from one department to the next, constantly told that they are
very busy, don't know if you'll be on the next hearing schedule because they are so busy, yet Town Hall folks seemingly
leave the office at 3pm +- and there are insufficient hearing dates and hours spent on hearings. Speed to execution
would be very helpful.
As simple as the process is, at no fault, it Is unnecessarily complicated. I’m hoping it moves along to the next step, will
see, as am told it can be 2-4 weeks.
I have submitted many permit applications for new Homes in Greenwich. I feel if your paperwork is complete you will
have no issues.
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I would strongly suggest the Town investigate the idea of finding a Third Party Building Inspection company to either
sub out the inspections they cant handle on a daily basis OR to let people hire them independently to expedite their
projects. The time it takes to get through the permit application process is bad enough (and permit fees are not fun)
but once issued the torture continues with inspection scheduling (try that dial up computer if you haven't been
frustrated today). Do yourself a favor and talk to any person who works in construction and you will find that I am
telling you the truth. Plenty of wealthy folks around who wouldn't mind paying a separate company to do inspections
OR train your people to do all trades and watch this issue go away. I suspect the amount of unpermitted work would
drastically drop if the process was more friendly. Fingers crossed that this lands on some open ears because its an
issue and has been for years with no end in sight. Thank you- sorry to write a book but there is no other forum for
this that I know of and you asked :)
I go in often so I believe it’s easier for me than someone who goes only once or twice. The staff is very helpful and
knowledgeable.
The people I have dealt with have been very friendly and helpful, I would suggest considering a review process which
clearly defines who has the final say on issues that arise between departments (we have had multiple issues on jobs
where on department wants to change existing conditions to Be in compliance with new regulations but this would
negatively impact other departments and their requirements. As a contractor and new Home builder there is confusion
and delay which occurs in this instance and create costs and tension with customers due to the uncertainty. If there was
a way to clarify this it would be helpful. Also our town is not a new development in the Midwest that was carved out of
flat farm land. There needs to be some common sense applied to real world applications with regards to lot shape and
dimensions. There are very few square flat lots in this town, let’s create an environment where we have people
encouraged to be upgrading the existing homes to conform to present day safety and environmental standards and
make our town a better place to live and raise our children. This can be made better by town hall changes that would
clarify and encourage improvements rather then say “that does not fit” in cases where an old out dated non efficient
home can not be replaced by a more modern efficient safer structure that does not tick every box for every department.
In short I guess a project review where some group has the final say where conflict between departments arise, which
would evaluate each project on the overall Benefit.
If Greenwich building permit related request can be handled online or over the phone, it will be highly appreciated.
ALL THE DEPARTMENTS AT CITY HALL ALWAYS DELIVER SUPERB SERVICE!!!!
I find the staff to be quite knowledgeable and willing to help.
Everyone is very professional and easy to work with in Greenwich Town Hall
This particular visit was one of the smoother ones I've had. On a general note Will and Ken at the building department
and Bob Clausi at Wetlands are exceptional employees. Always a pleasure to deal with them. Only minor complaint is
that the zoning enforcement line always seems to be at least 20 minutes. Maybe there might be a way to expedite
things at that counter.
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I find all the stuff at the building department and zoning department extremely helpful and accommodating especially
John Valerie Kenny Bill Schwartz Steven Formica and everybody in zoning Shawn and Lucia is also fantastic at the
information desk.
People are great! Process needs some work. Awesome you are asking for input Suggestions: Every form available online
so it can be filled out prior to coming to town hall. If color is important maybe just a colored stripe across the top.
Building: Post the inspection schedule online. See New Canaan Building department. It would end all the phone calls in
the morning and be a huge help to contractors. I think you would find more people on site to meet your inspectors and
get access to the things you need. Zoning: (same counter as building) Forms need to be online. I had to pay with
different checks for two applications. Seems silly when it is all going into the same pot. why not credit cards like
building? Health: Forms need to be online. Crazy that in this day and age I'm filling out the same form twice for a
swimming pool. How about a large format printer in the building. That way when a department wants one more copy
applicants don't have to go away and come back the next day which drives people nuts. How about one application for
the entire process so the same info does not have to be entered over and over. Great things done already. All
departments open at the same time! No parking meters!
I wish you can pick up the permit the same day or the next business day if opted out the mailing.
ZEO and agency has been a pleasure to work with in the past 15 years. I generally like the personnel they employ and I
find them helpful. Its typically a longer wait than most departments but I understand the review process takes time.
The issue lies with people waiting in line for up to 30 minutes at time just to ask a 1 minute question. Since 2 people
generally work the desk, perhaps there could be a "quick" side and a review side. The quick side would be simple
question and answer, flood zone? Setback? FAR? generator location approval? Drop off as built? these sort of tasks.
I think the consistent daily office hours is very helpful. Also the project I just permitted was small, I asked for it to be
expedited and it was also very help. It would be good if the permit process and inspection request process could be
done on line.

Well-organized and improved over the last few years. I am waiting to hear about the plan review process, and will check
in on Monday with Will Schwartz as I was advised to. I am hoping the process will be complete.
Thanks.
Great staff, very professional, pleasant and courteous.
Put more info online
I am an architect practicing in the Fairfield county area for many years. I would rate the Greenwich Building Dept as the
best and most professional to work with in the area! They are terrific!
Employees should go to lunch at 1:00 when the doors are closed. This happens all the time and is very frustrating!
Wonderful department, so helpful knowledgeable and nice!
Very pleasant
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Seems there is only one person at each section that can help with each step
This was somewhat unusual due to the nor’easter. Normally I am insulted while the staff talks among themselves or
pretends not to see me waiting until they are ready to move. I’ve worked all my life and never held a job where I am
permitted, or in good conscience, would want to treat anyone in that fashion

I think the records room should be accessible at all times the building department is open. It's very difficult to schedule
work around 9-12 M,W,F. Since the building Department is right there, they should be able to access records as well.
need to speed up wait time for offices and procedures , waiting for drainage approval are way to long
While significant progress has been made to get a generator permit, there is still too much difficulty in getting a
generator permit in 1 trip.
EVERYONE WAS VERY HELPFUL AND ALLOWED ME TO COMPLETE MY TASK IN ONE EASY VISIT
This town is overrun with traffic, I cannot believe you are allowing building along West Putnam, which is already
congested with traffic and also crowded with auto delivery trucks, and construction.
Happy to join your focus group when held.
The staff is great!
Clock in hall should match clock in office

Everyone is super helpful, professional and polite. Its a great experience
Doreen in Wetlands was very helpful as were the people in zoning and building. Much better than the last time I visited
in 2017.
It's not always this easy but they try. Staff is helpful. Sometimes backed up
The entire process has been easy!
Took massive amount of calls and e mails to get final approval. Months after final inspection. In many cases none of my
calls were ever returned. Very angering.
Creating queuing system
40 years of experience with these guys. Focus group please!
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Show newer visitors the “permit process” diagram so they can see how different depts relate and understand the flow.
Would love to be able to look at permit database from home to know if permits have been completed or not
Always very friendly, zoning dept can get backed up with long wait times.
Call me 9143252733 Mario P Gomez De Santa Maria
Thank you!
The online inspection process is terrible
I was told my permit would be ready today but still no luck . They did offer to call me later to pick up
No
Always accommodating
More streamlined building process would be better
Should have grace period where you don't have to pay for parking
The permit process and the inspectors are very professional and the process is very efficient!

Today I called in a question with no answer to my question. However in the past the permit process is too long and
forms are not clear. There has to be a better way to get a permit. I feel that some of the questions asker are not relevant
to most permits and the required preprocess paperwork that the town ask for before applying for a permit is
overwhelming to most people.
The people at the Environmental office should be fired. They are not helpful, rude and gave conflicting information to
me.
Ken Wheeler has always been helpful with building questions and helping with the process.
Inter-agency communication is minimal; overall approvals process in Town is COMPLICATED, time-consuming and
expensive
Online search only. Parks and Rec website had information and was good overall, but registration forms and
information on programs was not as clear or direct as it could be. Lots of info - maybe too much clutter. Should be
"cleaner" graphically.
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employees are always rude and unhelpful, and when they do help they give you the wrong answer or wrong information
regarding the permit process
I needed to get documents from old PZBA applications. AT one point they were available in the records room on the
computer. Then, they were sent to the Building department. When i went to get them, which was NOT today, but
rather, @November, I had to provide my contact information and detailed my request and have Jodi Couture send it to
me at a later time. While I have no problem with Jodi's performance, it would have been better to access the
information right away. When the info finally appeared, in PDF format, the scan was not readable in its format and had
to be enlarged to 400%. It was very difficult to print or copy the information in a manner I needed.
Please buy me a brand new car. I wrote in for over a year randomly asking people in your finance department office.
I was ignored. I cant blame them, but I need a car. I know someone has to have $40,000 they just want to give away
today. Finance Department peter-mynarski.jpg Comptroller: Peter Mynarski, Jr. Telephone: (203) 622-7720 Fax: (203)
618-7633 Hours: Mon.-Fri. 8:00 a.m.-4:00 p.m
Town needs to reduce the regulations imposed on new construction and homeowners
My only comment would be that all offices should carry similar hours so that you don't have to wait 20-30 minutes for
say the CAM office to open when you need something.
The highway permitting process is out of date. The Highway department requires (6) copies of plans. - Environmental
and costly issue. The highway department uses U.S. Mail - Costly to the highway, slow to the applicant.
The Highway department uses DVD. - Most computers do not write DVD's anymore. Flash drives need to be
implemented ASAP to save time and money. The Highway always calls our trees and/or hedges to be cut prior to permit
due to sight line issues. Every other department issues contingencies. Having to do work before permitting is time
consuming and hindering to the building process. Builders need permits to build, they need C of O's and inspections to
close out. Holding a Builder's C of O will force them to do the work. Not issuing a permit can stall and terminate a
project costing money and time. If the engineer calls out the sight lines within the plans, it must be done.
Highway department permit holds up my projects every time along with sewer. Something must change within these
departments, they cost everyone time and money including themselves. Not efficient.
Excellent service
Looking for information on a neighbor's project - successful in a reasonable time.
planning and zoning/zoning enforcement case numbers should be unified with building permit numbers. all of these
numbers should be unified under one project number so it is easy to cross reference all the ID numbers associated with
one project
I wish that I knew exactly what I needed to do up front. Before I hired my contractor. My contractor was not clear on
what needed to get down. Next time I should hire a townie contractor who gets the bureaucracy.
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For trade permits which come under a Building permit it would be a lot easier if there was an option to submit them
online.
Supervisor behind the wall was not seen as very helpful. I never see him interact with the public unless its someone that
he has a relationship with which makes you wonder what he actually does all day

Most of the time the Town of Greenwich Building Department is very Friendly, helpful, and I get my permits in a timely
fashion. The Planning & Zoning Department is also very helpful but they can use more planners because the waiting
period is long. When submitting a Special Event permit Application to the Town of Greenwich Planning & Zoning
Department it takes way to long for an approval but overall they are very friendly.
I hear lots of complaints about the process in my role as a realtor from the commercial and residential sectors. Most
common is a theme that the Building Dept is not consumer friendly. I found the staff helpful, courteous and friendly and
loved the fast process.
going to town hall is like going to DMV
Stephen is extremely helpful every time a need help. He explains everything in detail.
AFTER SEVERAL ATTEMPTS OF GOING TO THE TOWN HALL I FINALLY WAS ABLE TO RECEIVED MY PERMITS
I stopped by the building department at 1:20 PM yesterday, to pick up the actual building permit application forms ...
and discovered that the office was closed and the door was locked. It was very frustrating to have traveled all the way
from Darien (where my office is) only to discover that I wouldn't be able to achieve what I needed to. It would be
helpful if you had the permit forms accessible SOMEWHERE in the Town Hall building ... even when the Building Office is
closed.

For a first time, I was pleasantly surprised that the wait was so short. Staff was polite and helpful.
NONE. THANK YOU.
P&Z regulations much too complicated with unnecessary red tape and expense!
I do like the automated way of calling in Electrical inspections its great. Calling in to find out what time the electrical
inspector will be there, its almost impossible. Please take a look at New Canaan's inspection schedule for the following
day its great they give you a schedule on line that tells you the time inspector will be there with in (1-3) example
Regulations are totally confusing and discretionary. The ability to get a definitive answer is impossible due to the
ambiguity of "special Permit" being required for almost everything. The outcome is unpredictable and the risk, time and
money spent is unacceptable. Why isn't Drainage listed as a department?
Think you should be able to submit the application online
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Hire more tech savvy individuals and get rid of the old bags in the house.
Wonderful help, nonbiased really trying to find solutions to very particular problems within the constrain of the
requirements. These people seem to really work for us! Thanks a lot. GG
As a realtor I spend a lot of time in many of the departments in town hall. For the most part I would say the staff is very
helpful. Unfortunately I am often there to research whether there are outstanding open permits. Frequently there are
and often they are very old. The limited hours in the records room makes this task much more difficult. I also find it
surprising that with the technology available the town does not send out notices to homeowners regarding their open
permits. Perhaps some summer interns could be tasked to make a dent in the backlog? Thanks!
Great to visit Building dept and other depts, although, being able to do more permitting steps etc. online should be
considered. Thanks, Jeff DeLuca, Greenwich homeowner and owner of Moonlit Construction in Greenwich.
if you have an issue with the building dept you can't complain to the building dept for fear there would be an added
delay in the permitting process. Town needs department that expedites issues through another department.
step into the modern age grandpa
Generally very satisfied with the Building & Zoning departments. It's been a bit of a learning curve to get to where I am
able to navigate though, and it is now very helpful having been here long enough that I know the various inspectors. I
think it helps things immensely when you can go back to the same person and they remember you and the project, and
you feel comfortable with them. I don't know if employee retention is a goal for these departments, but it should be. A
very basic how-to apply for a permit would be good online. Like basic enough for 5 year old's and maybe my office
manager who isn't used to this process.

The highway department requirements are not reasonable, costly, and environmentally unfriendly. Providing 6 copies
of plans that could be 20 pages a piece costs time and money, not too mention opens itself up too many variables. If
you are missing, for instance, a sight-line I understand the issue and we would be happy to go back to the engineer and
get the correct information, but now insisting for another 6 copies to be issued is madness. it also now leaves 6 copies
floating around or in the trash which is wasteful to the environment and people's money. Second, a CD must be issued.
CD's and writable CD's will be obsolete in a few years. Why cant the highway department except 2 memory sticks? or 1
stick and 1 set of plans. This way if there is a review and adjustment needed the highway department can send back the
drive or have someone come pick it up, get the necessary information on it, and resubmit the stick. I believe the
inefficiencies of the entire building department lie with the Highway and sewer department. As someone who is in
twice a week for the last 15 years, something needs to change in these departments, The carrying costs for developers
and homeowners is not small and using CDs and us mail is inefficient. Further, the staff is not helpful. The last
comment on these 2 departments is they depend on each other for approvals at times, yet they do not speak to each
other about an approval. Instead a letter from highway gets sent out by US mail, with an approval, then you can finalize
your sewer comments.
Keep up the good work
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come up with an online process.
Feedback/Idea to Consider: When scheduling Inspections on-the-phone...the phone system should allow the user to
change the Inspection dates...so that Electrical, Plumbing and Framing, for example...could all be scheduled for the same
day. Right now, unless one goes to the Town Hall...that is very difficult by phone.
Not at this time
I think the Town of Greenwich building department does a great job all around, i love the computer call in system which
works great. the staff are professional, friendly and helpful.
The staff in Planning and Zoning are amazing at what they do. They are clear and willing to offer help if there is ever
confusion. Great department.
Information should be the same from every person, document or form at town hall. It is not fair to the customer ( who is
the taxpayer, the one paying the salaries), to be misinformed because they were told something different by a different
counter person, or information was incomplete online. They’re requiring the customer to do MORE work to obtain
required approvals. Work the customer would have gladly done if it had been stated. Basically, everyone needs to be on
the same page. Or there need to be fewer employees, so a customers chance of being misdirected decreases.
Longer counter at P&Z to roll out plans when needed
1. shared waiting area between p& Z and wetlands is congested - maybe remove that table. 2 - a minor point but the
hallways are so sterile that you have no sense of direction when you get to the 2nd floor- and at which end of the bldg is
P & Z. Paint that wall at the end of the hall a distinguishing color that you can spot from the elevator.
Move records and process into 21st century. Better educated staff and delineated roles and responsibilities for support
staff
Greenwich should adopt the online permit system like Stamford and many other municipalities have throughout the
state. It would ease the traffic throughout the day at the town hall.
Also permits can be filled after hours by tradesmen, it also frees up the office staff at the building Dept.
Every other department has been super helpful and did it with good humor, this is the only department I dealt with that
was surly and made me feel like I was wasting their time - so just go away
why do I need to prove homeowners taxes are paid
There needs to be a connection between the Zoning permit and Building permit as they are not connected internally and
obtaining a C of O is ALWAYS THE SAME HOLDUP...... “Oh, Zoning needs to sign off.....” and although they’re only 3 feet
away, they never know which permit of theirs is the correct one. Thank You
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I thought this survey was to be an overview of how messed up our permitting process is.
I love all of the people who work for the Town of Greenwich. I have been doing it for at least twenty years. In that
time it has gone from two months to make it through Coastal Area Management, P and Z and the Building Department.
Now it takes five to six months, for nothing. I can honestly say that the process of pursing your American dream of
building a better life for your family and you has been so bogged down by needless rules and regulations. The King has
no clothes. And this ever complicated process has no clothes. When you make a citizen take six months to get a permit
for what should be two months your have stopped countless projects from every being initiated. The administrative
state tells the poor and those of moderate means: don't even try, don't even apply unless you have the cash in your
pocket, an attorney and a professional to help you pay the fees of the government and to satisfy the requirements of
the government in order to exercise your rights as a citizen.
The curse of computers has the town adding ever more check boxes and paragraphs to permits. Few people have
the resources to wait an extra four months of taxes, rent, mortgage, etc. just to deal with the town P and Z and the
building dept. So most people opt not to. This means fewer houses improved or built which means a lower grand list for
taxation. The tax burden remains on others. And people just go elsewhere.
Just as our complicated zoning laws are exclusionary zoning to keep the poor and people of moderate means out by
jacking up the cost of housing, so too, our land use rules and regulations make it only a game for the rich and those who
are well off.
The attitude of the P and Z Department after you have crawled on your hands and knees for months and years just
to get your permits is not where it should be. When you are finally going to get your certificate of occupancy, the P and Z
states that it "doesn't object" to you getting a certificate of occupancy. This goes beyond CYOA. This is like saying the
town "doesn't object " to your living or going about your business. The government is here to serve the citizen and not
the other way around. All of the kind and well-meaning employees of the town get that and are nice. But the cumulative
effect of constantly piling more layers on, is contempt for the rights of the citizen.
The town drainage manual is a case in point. It is so unreasonable, that our town makes citizens bury $40,000$60,000 of cash in the ground never to be seen again. Most towns in Connecticut would never do that to their citizens.
And this does not even touch on the thousands of dollars spent on professionals just to design these absurd systems that
other towns don't make you do!
In 1955, rain gutters either dumped on the ground or they went into drywalls that would ultimately fill up and then
dump on the ground. This allowed the water to be cleaned on the surface and filter into the ground. When it rains really
hard there is water everywhere in Old Greenwich. The insanity of our drainage manual has not changed that.
Consider the extortion racket that P and Z runs of demanding 15% of your land in order to break a parcel into two
parcels. That's a $525,000 dollar payoff to the town for subdividing a $3,500,000 parcel. These 15% parcels are
environmentally insignificant. Significant would be a fund to buy a contiguous four acre parcel and let it lie follow.
Instead, the town demands you put rock barriers up so that the humans don't use "their" land. And we will deny you
FAR consideration of the land that the town has stolen. But the tax assessor may dream up a benefit of undeveloped
land so close to you and tax you on the land the town has stolen. And it just gets worse.
So when you go home at night and shake your head on why Connecticut is in such bad shape with a slow economy
and people moving out to states that respect their citizens and the American dream more, do not look to Hartford, the
job killing and tax killing administrative state is right here in the P and Z and building departments. And yet all of the
town employees are great people.
Hardly any town in Connecticut puts their citizens through such expensive and time consuming procedures as
Greenwich. Oh and by the way, if you still opted to go through this abuse and had the money to waste, in order to get
your certificate of occupancy, you will have to file a piece of paper on the land records further encumbering your
property stating that you won't be a bad citizen and that the town can sue you any time they want! Yet another
egregious abuse of the citizen. Good intentions, enacted by good people, with job, people and tax killing results.!

217

Appendix B
Survey Raw Comment Data

Thank You Great Job!
Thank You Great Job!
As I was applying for a permit for a deck, it would have been better to have the requirement of a plot plan on the
instructions to prevent from returning with it.
Do it online
I feel that the application process works well. The one problem is that it is very cumbersome. The FAR calculations,
Cubic Volume calculations and the wetlands evaluation and requirements are over the top, extremely stringent and
should be simplified. Perhaps a coverage requirement like New Canaan and a less stringent wetlands setback would
help to make the application process more efficient. The grade plane requirement, the revised FAR calculations and the
Drainage Manual are front loaded to make the application process very expensive for the home owner. A good storm
water system would help Greenwich a great deal and somewhat reduce the necessity of the very sever requirement to
keep all water from the roof and other hard surfaces etc. on the property itself. Lastly the building permit fee is
exorbitant. I would like some one to explain to the home owner, what he gets in return for spending over a hundred
thousand dollars to apply for the building permit. Similarly the fee for zoning application is very high.
Turn around in the permitting process has to be much, much faster. It is not acceptable for overall permitting and C.O.
issuance to routinely take months.
My visit today was not that involved. However, I have been through a full construction process and I have some
recommendations to improve it. There is a lot of wasted time involved in the permitting process that can be improved
with system improvement and breaking down the silos between the various departments.
- Digitize all existing property information and store all information centrally in a database by property
- create a user friendly interface that people want to use to access the information
- Allow all departments access to the information in the database
- Digitize the form and plan substantial process and allow certification and stamping to take place digitally (Architect and
Engineer)
- Create account managers (with general knowledge of building and construction) for each project with specialists
assigned to each of the specialized focus areas (electric, plumbing, IWWA, health etc).
- The account manager should be responsible for following up on the progress, when there are delays, and push things
along
- Create a process tool to help the account manager and the end user track the progress of the permit process. This
should be visible by the account manager, the specialists and the end user.
- The process tool will notify the account manager and the end user if there are delays, prerequisites or upcoming
deadlines to sign-offs which can create task lists for each relevant party to action.
Generally speaking, I in my experience I think that the departments are more customer focused which is very important
to the user experience. However, some areas are still better than others. Just my two cents Robert Cammilleri 99
Stonehedge Dr N, Greenwich CT 212-731-9590
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Having hours that end at noon is a bit tricky. I made a trip from 2 hours away the day before and missed the noon cut
off by 10 minutes because I stopped in the build dept and waited 30 minutes only to find out I was in the wrong place. I
had to return the following day which was frustrating but, the help I received the following was useful.
The staff has done a much better job recently than previous times.
Everyone was great, made it easy
none
It would be really great if inspections schedule (after you call it in) were posted online with times that inspector will
come. Other towns (like New Canaan) are doing it. It shows that e.g. electrical inspector comes between 9-10am.
Going to an on line permit application and letting it be known before the morning when inspections will be scheduled
for the day would be helpful. (New Canaan) does it very successfully

Zoning and Building departments were extremely helpful. More helpful that I would have expected. They were willing
to help me understand the procedure and help me fill out the applications completely.
Great people doing their job even if what was told to me I don't agree with!
Permit process is relatively easy in Greenwich. I really like the addition of the credit card option. Everyone is very
helpful in building department, the girls are great.
Guidance on how to access information that's available online would be helpful.
Having applied for many permits over the past 20 years, this was by far the best, most expedited, friendly experience
I've ever had.
In P&Z I find that often, employees are talking to each other and it takes them longer to notice people waiting at the
counter. In the building department (today being an exception) it typically feels like they are understaffed at all 3
counters. Perhaps if there were more options for submitting permit documents online it would avoid the traffic jams at
the building department. It also seems a little ridiculous to have to come to town hall just to walk permits from P&Z to
Zoning Enforcement right down the hall... if the process could be done online, it would save a lot of head aches.
I love dealing with the sewer dept. in Greenwich. They are very knowledgeable and walk you thru the whole process.
the inspection process needs to be updated. Its ridiculous that I have to call multiple times in the morning in the hopes
that I can get in touch with the right inspector to get a rough time frame. This information should be posted on the
Greenwich website as a daily inspection schedule the night before inspection. Take a look at the Town of New Canaan
building department website.
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Most of the paperwork I submitted today was previously submitted, but still shown as "not-submitted" on the permit
closeout review. There's no accountability when submitting documents and knowing that they were reviewed and filed
appropriately.
Need better communication. No one ever answers the phone, except Shawn, impossible to get a call back and not even
sure you guys use email.

Organized staffs a little longer then expected to receive sign offs
Steve and Nancy were very helpful
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Opening Message

Town of Greenwich
Permit Process Satisfaction Survey
Thank you for visiting us at Town Hall!
In an effort to serve you better, we are collecting feedback on our permit application process. Please let us
know how we are doing by taking a moment to complete this brief survey. It should take less
than 10 minutes to complete.
As our thank you, you will be entered into a drawing to win 1 of 2 $500 Visa gift cards to assist you with
your construction project. Please pick up a copy of the official contest rules for more information.
We thank you for your participation and wish you well with your construction project!
Sincerely,
Peter Tesei
First Selectman
Opening Questions
1.
I visited today as a:
a. Homeowner
b. Contractor
c. Permit Expeditor
d. Attorney/Land Use Specialist
e. Other (text)
2.
Have you been through the permit application process in the past?
a. This is my first time
b. 2-5 times
c. 6-15 times
d. More than 15 times
3.
Today I visited (check all that apply): (required)
a. Building Department
b. Zoning Enforcement
c. Planning & Zoning
d. Inland Wetlands Agency
e. Highway Department, DPW
f. Sewer Department, DPW
g. Department of Environmental Health
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Department blocks
Note: These questions were repeated for each department selected in Q5. A maximum of 3 department
blocks were shown in priority order of the department list above.
4.
What was the primary purpose of your visit to [department] today?
a. Get information
b. Drop off paperwork
c. Submit a permit application (or “Submit an application for review” for P&Z)
d. Pick up permit (or “Pick up approval letter” for P&Z)
e. Other (text)
5. Approximately how long did you wait in line?
a. There was no wait
b. Less than 5 minutes
c. 5 to 10 minutes
d. 10 to 20 minutes
e. More than 20 minutes
6.
How long was your visit today?
a. Much shorter than I expected
b. A little shorter than I expected
c. About what I expected
d. A little longer than I expected
e. Much longer than I expected
7.
Please rate on a scale of 1-5
a. How FRIENDLY was the staff you spoke to? (1-5)
i. (If rating of ≤ 2 was given for question 7a) In regards to how FRIENDLY the staff was,
you gave a rating of [#]. Please tell us why. (text)
b. How HELPFUL was the staff you spoke to? (1-5)
i. (If rating of ≤ 2 was given for question 7b) In regards to how HELPFUL the staff was,
you gave a rating of [#]. Please tell us why. (text)
8. How CLEAR was any information, instructions, or forms you received?
a. Verbal (1-5 rating or N/A)
i. (If rating of ≤ 2 was given for question 8a) In regards to how clear VERBAL information
was, you gave a rating of [#]. Please tell us why. (text)
b. Written (1-5 rating or N/A)
i. (If rating of ≤ 2 was given for question 8b) In regards to how clear WRITTEN
information was, you gave a rating of [#]. Please tell us why. (text)
c. Online (1-5 rating or N/A)
i. (If rating of ≤ 2 was given for question 8c) In regards to how clear ONLINE information
was, you gave a rating of [#]. Please tell us why. (text)
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Appendix C
Survey Questions

9.

You said you came to [purpose]. Did you successfully accomplish that?
a. Yes, I accomplished my task
b. I made sufficient progress towards accomplishing my task
c. I was unable to accomplish my task
10. (If “unable” was selected in Q9) What prevented you from accomplishing [purpose] today? (check all
that apply)
a. I was missing important information or documentation
b. My paperwork was incomplete or contained errors
c. I was overwhelmed or confused about what needed to be done
d. I ran out of time
e. Other (text)
11. (If “Pick up permit/approval letter” was selected in Q4 and “yes” selected in Q9) Once you paid your
application fee, was your permit application processed within the stated timeframe? Y/N
a. Building Permit 5-10 business days or 1-5 days for fast-track permit
b. Zoning Permit 1-2 weeks
c. Planning & Zoning Application 3-4 weeks
d. Inland Wetlands Permit 1-2 months
e. Highway Permit 7-10 business days
f. Sewer Permit 3-4 weeks
g. Environmental Health Permit 1-2 weeks
12. (P&Z ONLY – If pick up approval letter was selected in Q4) Was your application reviewed via the
commission hearing process? Y/N
Closing Info
13. Overall, how satisfied are you with your visit today? 1-5
14. Additional comments or feedback? (text response)
15. May we contact you for further information? Y/N
Please enter your contact information below if you wish to be entered to win 1 of 2 $500 VISA gift cards.
16. Your name
17. Property street address
18. Email Address
19. Phone number
End of Survey Message
Thank you for taking the time to provide your feedback!
If you require further assistance with your permit application, please feel free to contact us
at (203) 622-7700 during normal business hours (Mon - Fri 9:00am to 1:00pm) or visit our
website at www.GreenwichCT.org.
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Appendix D
Official Survey Contest Rules

Appendix D: Official Survey Contest Rules
SPONSOR: This contest is sponsored by the Town of Greenwich, CT and will be administered in its
entirety by third party vendor, KJR Consulting, of Framingham, MA.
WHO IS ELIGIBLE: The contest is open to legal residents of the US age 18 years or older. Town
of Greenwich employees and their immediate family members are not eligible.
HOW TO ENTER: Enter by completing the online survey any time you visit Greenwich Town Hall
regarding a permit application in the following departments: Building, Planning & Zoning, Zoning
Enforcement, Inland Wetlands, Sewer, Highway, and Environmental Health. The survey can be
completed at kiosks located in the Building and Planning & Zoning departments or from your
personal computer or mobile device. The survey must be completed in its entirety and a valid email
address provided to qualify for entry. You may submit multiple entries within the contest period.
Limit: 1 entry per applicant, per property, per visit.

CONTEST PERIOD: The contest begins at 12:00 am on 12/4/2017 and ends at 11:59:59 pm on
3/4/2018.
PRIZES: Two $500 prizes will be awarded in the form of VISA gift cards. Winners are solely
responsible for all applicable taxes, fees, and other expenses. Unclaimed prizes will not be awarded.
The odds of winning depend on the number of eligible entries received during the contest period.
DRAWING & NOTIFICATION: Two winners will be randomly selected from all eligible entries.
Winners will be notified no later than 3/23/18 via one email and one voicemail at the email and
phone number provided. The email and voicemail notification will contain instructions on how to
claim the prize. If a winner does not respond within seven business days, he/she forfeits the prize.
ENTRANT RELEASE: The winners agree to the use of their name, photo, and prize information
for promotional purposes in any medium without additional compensation.
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