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THE PROBLEM

Public sees permitting as – at best – a necessary evil
Business community sees it as a barrier to economic 
development
Leading area of complaints to elected officials
Hard-working staff often on the defensive – constant 
criticism leads to low morale which can affect work 
quality
Conflicting missions – regulation versus customer 
service; conflicts between disciplines; customer as 
permit applicant versus customer as 
resident/tenant/town
Review/inspection process can be very complex – it 
often spans departments, divisions, missions, and turf
Often, no clear point of accountability 



NO CONSENSUS ON THE SOLUTION

Process
People
Technology
Regulation
Customer education
Organization

Efforts to address any of the above alone often fail, 
and leave staff cynical about what can be 
achieved
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Customer 
Service 

and Facilitation

Organization, Oversight, 
and 

Accountability
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TECHNOLOGY AS PART OF THE SOLUTION

Technology alone does not “solve” the problem
Tools can improve the experience for customers 
and staff
Major focus

Automate time-consuming manual tasks
Create a communication tool across departments and 
with customers
Simplify the processes
Provide extensive public information



WWW.VIEWMYPERMITCT.ORG
Regional system to manage the permitting 
application, review, and inspections process

Web-based “front end” for applicants
Back end for cities and towns to manage work flow

Created as part of a state-funded project to promote 
regional IT initiatives
◦ Relatively new capability
◦ On-line not yet deployed in Connecticut
◦ Highly visible to homeowners and the construction 

community
◦ Excellent potential to reduce costs for both towns and 

businesses
◦ Significant economies of scale and scope with a regional 

approach



SPECIFIC CAPABILITIES
Registered contractors and homeowners submit permit 
applications and attachments, pay for permits, receive 
them on-line – some instantly
Contractor license is automatically verified through 
links to the state Department of Consumer Protection; 
address and tax status obtained through links to town 
assessor’s data and financial systems.
Applicants can track permit status and look up 
historical information
Inspectors can look up information and enter results 
from the field
Towns and state agencies can create a wide range of 
reports on permitting activities
Manages permit tracking and routing process 7



EXPECTED BENEFITS

Washington State (simple permits only):  
◦ 77,000 permits issued on-line
◦ 49 % of permits available on-line are applied for on-line
◦ Increase in number of simple permits applied for
◦ Reduction in permit center traffic
◦ Extremely positive feedback from the construction 

community
2005:  contractors saved over $400,000 in direct labor costs 
using the system.

Reduces town workload by allowing the public to 
access detailed information through the internet
Stepping stone to more regional and on-line IT 
functions
Cost savings over “go it alone” approach   
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VENDOR SELECTION / CONTRACT

Rigorous RFP process with involvement from town 
building inspectors and IT directors
Regional scope and timing led to pricing substantially
less than competing products or this product on a 
single-town basis
Selected vendor, ViewPoint GIS, offered a very 
robust, user-friendly product with a broad range of 
capabilities; included modules for inspections, 
planning and zoning, and public works
Initially, nine towns signed on for the system, 
receiving subsidies through the state grant for being 
pilot towns
Additional towns can sign on at a set cost.  New 
Haven and Milford are the first two post-pilot towns 9



























ON THE BACK END, THE SYSTEM HELPS
MANAGE THE REVIEW PROCESS

Permits that don’t require review are issued instantly
Instead of multiple, sequential permits, for many one 
projects that get signed off by multiple disciplines (zoning, 
wetlands, fire, etc.)
Automatic verification of tax status, zone, use, etc.
Automatic assessment to identify if wetlands, historic, 
flood, fire, or other special reviews are required (or not)
Links to the city’s GIS system so that we can identify 
neighbors, generate abutters’ lists for notices, and look at 
proximity to wetlands, sewers, or other infrastructure
Allows for extensive reporting
Tracks time-lines and work in-progress in each discipline
Provides for inspections scheduling, creates check-lists, and 
live links to property information



NEXT STEPS

Software contract signed and work underway
Permit center under construction
Ongoing work on customer service training, focus on a 
mission that includes problem solving, consistency, 
and customer service
For larger projects, Director can act as “ombudsman” 
to help facilitate them through the process
Working on target turnaround times for specific 
permit types, especially commercial tenant fit outs
Identifying and implementing performance metrics
Expect this to be a process of constant improvement 



QUESTIONS?
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