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CCIITTYY  CCOOUUNNCCIILL  AAGGEENNDDAA  IITTEEMM  
 

 
September 3, 2010 
 
 
To:   The Honorable Mayor and City Council Members 
  
From:  John Szerlag, City Manager 
  John M. Lamerato, Assistant City Manager/Finance & Administration 
  Mark F. Miller, Acting Assistant City Manager/Economic Development Services  
  R. Brent Savidant, Acting Planning Director 
  Mitchell E. Grusnick, Inspector/Certified Building Official 
 
Subject: Update from SAFEbuilt 
 
 
Background 
 
On July 1, 2010 SAFEbuilt became responsible for the overall administration of the Building 
Inspections Department for the City of Troy.  However, the City does provide a Certified Building 
Official to ensure compliance with the three decade old Attorney General Opinion.  David Thomsen, 
Matt Royer and Steve Burns will present the SAFEbuilt report at the September 20, 2010 City Council 
meeting.  Attached to this correspondence is SAFEbuilt’s report. 
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MEMORANDUM 
 

Date:  September 3, 2010 
 
To:  John Szerglag, City of Troy 

Mark Miller, City of Troy 
  
From:  David Thomsen, SAFEbuilt 
 
Subject: Integration Status Update – System Improvements 
 
Mr. Szerlag and Mr. Miller: 
 
As you are well aware we have had a team working in Troy since the end of June to evaluate 
the building department function, identify and implement process improvements, and integrate 
the SAFEbuilt team into the City’s operations. 
 
In addition to our own evaluation, we have utilized the findings in the Zucker Report to help us 
craft our direction and actions for the department.  I have attached a summary of the Zucker 
Report as it relates to the building department showing the status of the recommendations they 
made.  See Attachment A – Zucker Report Summary  
 
Since we assumed building department responsibility on July 1, we have found a number of 
opportunities to streamline processes, provide additional tools, reorganize, better utilize 
existing technology, and improve customer service.  We are very pleased with our progress to 
this point and wanted to share some of the accomplishments to-date. 
 
Process Improvements 
 
Many of the processes previously in place were largely functional.  We have implemented 
some changes that make better use of the personnel, documented some needed processes, 
and modified several other processes.  This effort is ongoing and will be for some time.  We 
did not want to overwhelm staff with too many changes at once.  Below are some examples of 
the changes made: 
 

• Inspectors are now cross-trained to pull inspections from the request line and enter 
those requests into the system 

• Inspectors now enter their own inspection results and are closing out code violation 
notices 

• We have implemented ACT 54 training hour tracking 
• Plans are now being entered into Equalizer upon submittal for proper tracking 
• The plan review process has been modified to eliminate unnecessary steps 
• We have inventoried all plan reviews 



 
• We are refining the process for notifying other departments of plan review 
• We are tracking the custody of plans in for review 
• We have documented all departmental processes 
• The Board of Appeals process has been consolidated and documented 

 
Tools 
 
Giving the employees the proper tools they need to be more effective in their jobs is critical.    
We have made some strides in this area as well. 
 

• Permit technicians have been cross-trained to answer some of the more commonly 
asked questions so that they do not have refer those questions to others all the time 

• We have implemented inspector logs for improved workload tracking 
• We have increased the employees permissions into Equalizer 
• We have regularly scheduled staff meetings to provide updates  
• All employees now have internet access 
• We have replaced any broken equipment 
• We have a visible objective board so that all employees know what the priorities are 

daily 
 
Reorganization 
 
The office had a substantial amount of clutter, both physically and electronically.  We have 
found that having an organized work environment promotes employee morale and helps the 
team to operate more efficiently.  It also gives applicants at the counter a better impression to 
see an orderly environment.  To that end we have made or are in the process of making the 
following changes: 
 

• Reorganized work space at the counter and reorganized the applicant hand-outs 
• Removed any out-dated fliers, handouts, and notices at the counter 
• Closing out all expired, cancelled, and finalled permits in Equalizer and have closed 

expired plan reviews 
• Purging all out-dated files, records, and technical bulletins 
• Reorganized the storage of plan reviews 
• Reorganized offices work spaces and condensed space 
• Cleaned up document storage on the G: drive 
• Removing excess file cabinets 

 
 
 
 
 
 
 



 
Technology 
 
The City of Troy has made an investment in technology and we want to make sure that current 
technologies are utilized fully.  This will be a focus for us moving forward and to that end we 
have: 
 

• Implemented mobile inspection capability 
o Aircards have been procured for all inspectors 
o Vehicle mounts are in place  
o Equalizer access has been given for in-field resulting 

• Implemented electronic storage of BBA meetings 
• Updated the document storage plan 
• Begun working with the document scanner to improve response time 
• We are also working on ways to reduce the department’s carbon footprint by utilizing 

electronic storage of documents 
 
Customer Service 
 
While most applicants have been very satisfied with Troy’s building department in years past, 
we observed a number of opportunities to improve those interactions even more.  We want to 
make sure there is consistency and quality to the service every applicant receives.  This is 
another area that will continue to develop, but the changes to date are significant. 
 

• New informational handouts and guides are being created 
• All staff business cards are now available at the counter 
• Staff cell phone numbers are now made available to applicants, providing more real-

time response to applicant questions 
• Customers are being notified when plans are available for pick-up 
• Certain permits, requiring minimal plan review, are now being issued over-the-counter 
• The backlog of plan reviews has been cleared and we are now meeting our contractual 

turn-around times (5 days residential, 10 days commercial) 
• Applicants can now request a 2-hour estimated time of arrival 
• Inspectors are not allowed to roll-over inspections from one day to the next 
• Permit applications are being revised to be more user-friendly 
• We have a standardized greeting for everyone at the counter or answering the phone 
• Inspectors are cross-trained to assist with customers at the counter as needed 
• The front counter is now open from 7:30am – 5:00pm and applications are accepted 

between 8:00am – 4:30pm 
• Candy dishes sit on the counter  
• Our first open house was held on August 10 

o Over 60 attendees including property owners, developers, contractors, other 
municipalities, City staff, and Council members 

o Positive feedback regarding changes to date and future plans 



 
We have been aware of and sensitive to the fact that the City has been concerned about the 
effect on this transition on existing employees.  We have made a significant effort to empower 
our employees and make them a part of the transition process.  We have been very impressed 
with their enthusiasm, professionalism, and support in helping make this a successful process.  
As an example many of the employees have voluntarily come into the office on weekends to 
move our plans along more quickly.  The feedback we are getting from our team members has 
also been very positive.  See Attachment B – Employee Feedback  
 
We look forward to your feedback on the process to date and trust you are also hearing 
positive responses to the changes made.  This is an ongoing process and will gain more 
momentum as time goes on.  Matt Royer, Cari Funk, and I will continue to look for 
improvement opportunities.  Steve Burns is doing an excellent of continuing the momentum in 
the office on a day-to-day basis. 
 
I would be happy to provide City Council with an update as to progress at any time you like.  
Please let me know if you have any questions. 
 
Best regards, 
 
 
 
David Thomsen 
Vice President – SAFEbuilt 
  



 
Attachment A:  Zucker Report Summary 

 
# Recommendation Status 

4. Develop additional handouts Completed 
18. Add staff to enter documents Process streamlined 
19. Require electronic documents when possible Evaluating 
21. Migrate to electronic plan submittal Evaluating 
23. Start accepting electronic plans Evaluating 
29. Track sub-trade permits Completed 
30. Change construction inspection activity tracking Completed 
31. Establish customer feedback groups In progress 
32. Establish fees based on costs Completed 
33. Implement fees based on behavior Evaluating 
34. Emphasize staff input Completed 
35. Establish quality control system In progress 
36. Hold staff meetings Completed 
37. Deploy Equalizer automated plan review module Evaluating 
38. Use integrated permit issuance process Evaluating 
39. Issue permits over the internet Not started 
40. Use automated inspection request system Evaluating 
41. Use field computers for inspectors Completed 
42. Provide inspection results to customers Completed 
43. Incorporate transaction dates in data tracking system Completed where possible 
44. Develop expedited processing system Not started 
45. Use contractors as needed to meet performance 

standards 
Completed 

46. Use full time position for plan review process Completed 
47. Track review disciplines by product types Completed 
48. Adopt performance plan review targets Completed 
49. Buy field computers for inspectors Completed 
50. Provide staff computer training Ongoing 
51. Plan transition to automate inspection process In progress 
52. Adopt inspection count system Completed 
53. Prioritize sub-trade plan review to meet performance 

standards 
Completed 

54. Use contractors to meet inspection performance goals In progress 
55. Program re-inspection fees into automated system Evaluating 
102. Review customer questionnaires for improvement ideas In progress 
 
  



 
Attachment C:  Employee Feedback 

 
“I am very excited to be on board with the SAFEbuilt team and to be working in the City of 
Troy. I am also proud to be a part something new to our region. SAFEbuilt has a great 
approach to getting the job done right. They strive for fresh ideas and implementing processes 
that work. I believe this is the future for the Building Safety Industry.” 
 
Steve Burns 
Building Official 
 
 “I was a little apprehensive at first, but after meeting the SAFEbuilt team I soon discovered 
they are friendly, helpful and encourage input from everyone. This transition is an opportunity 
to exchange ideas, learn new skills and become more productive. Throughout this process the 
current team has provided continuity of quality service. I feel the improvements SAFEbuilt is 
making will have a positive impact on the department and the city.”  
 
Jerry Johnson 
Plumbing/Mechanical Inspector 
 
“I was very excited to be offered the opportunity to be part of the SAFEbuilt team.  I think the 
transition has gone very smoothly due to the assistance and cooperation of everyone at the 
City of Troy offices as well as the employees of the building department.  I have had positive 
comments from contractors who say they used to dread coming to the Troy Building 
Department, but not anymore (could be the candy bowls!!)” 
 
Becky Holt 
Permit Technician 
 
“I would to say that I am very impressed and pleased thus far with my experience with 
Safebuilt. I have had the pleasure of working in different communities and firms and have 
found the experience with this company to be one of the best.  From my first phone 
conversation with David Thomsen to the actual offer for employment I found everyone very 
informative and helpful with my questions and concerns, especially since I was returning to the 
state after being away for a short period of time.  The experience since starting within the 
community has been just as positive, the other employees have been great to work with and a 
feeling of cohesiveness I feel has been established.  I look forward to the continued chances to 
grow and help the community.” 
 
Frank Haywood 
Building Inspector 
 
 
 



 
“Coming to work for SAFEbuilt has been refreshing.  It’s rare to work for a company that 
makes every effort to give you the tools necessary to do your job, but that’s what SAFEbuilt 
has done.  And all my co-workers have taken the extra step to make sure we get every 
question answered and every permit issued.” 
 
Gerald Rice 
Permit Technician 
 




