Development Services
Customer Focus Group

Meeting Notes
August 31, 2006

“Getting Our Customers to Success”
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ltBest’I

Great management team

Good food

Good promotions

Constant desire for innovation, e.g., FPP program

Not finding a lot of surprises on projects

Staff is willing to make commitments

Entitlements within ten months — quick problem solving

Attitude of staff

Staff taking responsibility at lowest level and asking for help when needed
MATRIX

Stepped-up outreach to organizations

Senior Team doing a great job with mentoring

Planners relationships with customers

Building Division embracing new working relationship — e.g., inspectors onsite
Development Engineering returning phone calls in more timely manner
Starting to work — early communication

Time that senior staff and staff take to meet

Time staff spend at Habitat for Humanity

Facilitator (Team Leads)
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 FEEDBACK

Future Trends

o ‘“Faster, better, cheaper” is important to developers
e Improve turnaround time to get families in homes

e Include customers in SWAT teams

e Team visit customers

e Electronic technology

e Middle managers walk neighborhoods they serve

e Encourage personal contact — visit development sites
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TING FEEDBACK

Needs Focus

MATRIX disconnect (DOT, DOU, etc.), communicate throughout process
Department buy-in from DOT, DOU, Fire, Parks — not there yet.

Don’t see development community as partner.

Show staff how development dollars have changed lives of staff — internal campaign
Come to customer

Method of paying fees — more customer service-friendly, e.g., electronic transfer
Habitat for Humanity partnering with City for future development

Forced to call senior staff for problem solving — difficult to get staff to respond in writing
Empower staff

Teach staff to serve people from different cultures/countries

Sense that middle managers not empowering staff

Include customers in all MATRIX meetings — don't talk at customers.

Need dialogue with all team members (include DOT, DOU, efc.)

Decrease amount of paper, increase electronic technology

Bring process improvement ideas to Team Leads

Design workshops to bring community in

Should Design Commission be Planning Commission for Downtown?

Only most significant projects should go to a Commission

How to have more of a role in selecting appointees for Commissions

Design Review Commission role? Should decisions be made by staff and/or committee?
SMUD issues — e.g., future conduit required. Need help with agencies

Invite SMUD, CSD1, and other department heads to future meetings!

Meet more often

Stay fluid

Ease up on fee increases

More experienced staff at counters

Fewer people, higher salaries

Review entire fee structure

Cost accounting system

Decrease costs, increase efficiencies

Neighborhood groups — not well-trained, have ability to slow process, need to educate
Council — need buy-in, backup

Neighborhood Services reorganization — role?

Involve community sooner

One appeal process being created

Stopping mechanism for all additional input
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Welcome! Piease check off your name

FIRST LAST COMPANY ATTENDED
Larry Bailey Habitat for Humanity
Heather Brakefield Monighan Architects
Greg Cerlenko Habitat for Humanity
Jason Colon Monighan Architects
Ken Cross Habitat for Humanity
Bradley Cutler Citadel Equities Group, LLC
Al Esquivel SKK Developments
Buzz Oates
Rachel Green St. Anton Partners
Phil Harvey Petrovich Development
|Pat Hastie Panattoni Construction Company
Bill Heartman Sares-Regis Group
| Mike Heller Heller Company
[ — Higgins, Jr. HMH
Carol Hill Beazer Homes
Brian Holloway Holloway, Rasmusson & Moliodanof
Wendy Hoyt The Hoyt Co.
Randi Knott Ryland Homes
Mike Malinowski Applied Architecture Inc.
Bruce Monighan Monighan Architects
Phyllis Newton American Institute of Architects
Lynn Pomeroy LPA
Bill Rasmussen Graber Rasmussen
John Saca Saca Development
Bruce Starkweather Lionakis Beaumont Design Group
Titus Thomas Thomas & Company
Ken Topper Lewis Operating Corporation
Jim Van Maren Beazer Homes




First Last Company YES NO
1|Michael |Ault Downtown Sacramento Partnership
2IMichelle |Azevedo Panatonni Development
3|David Bugato Alleghany Properties
4iDavid Butler Sacramento Metro Chamber of Commerce
5|Greg Cerlenko Habitat for Humanity
6|Jason Colon Monighan Architects
7|Ken Cross Habitat for Humanity
8|Tim Crush Wood Rodgers
9|Bradiey |Cutler Citade! Equities Group, LLC

10{Steve Eggert St. Anton Partners
11{Troy Estacio Buzz Oates
12|{Mark Friedman Fulcrum Property
13{Tony Giannoni Allen Development Sacramento
14|Rachel Green St. Anton Partners
15|Pat Hastie Panatonni Construction Company
16|Bill Heartman Sares-Regis Group
17|Mike Heller Heller Company
18|Carol Hill Beazer Homes
19{Dave Higgins Jr. HMH
20|Bryan Holt HMH
21|Wendy Hoyt The Hoyt Co.
22|Randi Knott KB Homes
23|Sotiris Kolokotronis SKK Developments
24|Bill Mellerup Lewis Operating Corp.
25|Tony Meyers MRO Engineers
26|Bruce Monighan Monighan Architects
27|Phyliis Newton Executive Director, AIA
28{Paul Petrovich Petrovich Development Company
29|Lynn Pomaroy LPA
30|Bill Rasmussen Graber Rasmussen
31|Debbie Reynolds-Guaico Reynolds-Gualco
32{John Saca Saca Development
33|Gary Stevens Habitat for Humanity
34|David Taylor David Taylor Interests
35{Greg Thatch Greg Thatch Law Offices
36|Titus Thomas Thomas & Company
37|Steve Twelves HMH
38|Jim Van Maren Beazer Homes
39|Ron Vrilakas Vrilakas Architects
40{Allen Warren New Faze Development
41{Jim Wiely Taylor & Wiley
42|Jesse Yang Taylor & Wiley
43|Cyrus Youssefi CYF Deveiopment
44|Tim Youmans ULI District Chair
45|Brian Holloway Holloway, Rasmussen & Malodanof
48|Bruce Starkweather Lionakis Beaumont Design Group
47|Roger Valine Vision Service Plan
48|Mike Malinowski Applied Architecture Inc.
49}Janis Frankiin City of Sacramento
50|Marty Hanneman City of Sacramento
51|William  |Thomas City of Sacramento
52|Art Gee City of Sacramento
53|Rhea Serran City of Sacramento
54]Bill Crouch City of Sacramento
55|Carl Hefner City of Sacramento
56|Bob Chase City of Sacramento
57|Lucinda |Wilicox City of Sacramento
58|Ed Williams City of Sacramento
59|Greg Schulte City of Sacramento
60{David Kwong City of Sacramento
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