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More than 2,150,000 Persons Surveyed Since 2006 
for more than 850 communities in 49 States

A National Leader in Market Research 
for Local Governmental Organizations

…helping town and county governments gather and use survey data to enhance 
organizational performance for more than 30 years
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Purpose and Methodology
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• Purpose

 Objectively assess customer satisfaction with DSD services

 Set a baseline for future surveys

• Survey Description 

 Included questions related to key aspects of the DSD Plan Review 
Process, Inspections Division, and Other Services

• Method of Administration  

 By e-mail from October 25th to November 4th to a list of 
customers who have used DSD services within the past two years

• Sample size:

 Goal number of surveys: 400

 Goal far exceeded: 1,133 completed surveys

• Confidence level:  95% 

• Margin of error:  +/- 2.9% overall
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Bottom Line Up Front
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 Highest Areas of Satisfaction with the Plan Review Process:
 Understanding of the Review Process
 Technical Competence of Review Staff
 Customer Service from Review Staff

 Lowest Areas of Satisfaction with the Plan Review Process:
 Time the Review Process Takes to Complete
 Process Is Delayed Over Minor Issues

 Highest Areas of Satisfaction with the Inspection Divisions:
 Understanding of the Inspection Process
 Technical Competence of Inspection Staff
 Length of Time the Inspection Takes to Complete

 Lowest Areas of Satisfaction with the Inspection Divisions:
 Process Is Delayed Over Minor Issues
 Staff Anticipates Obstacles and Provides Options

 Most Customers Are Satisfied with How Fairly They’re Treated by 
Staff and the Technical Competence of Staff by the Service Center 
and Development Assistance Center



Topic #1
Overall Satisfaction with the 

Plan Review Process
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Applicant Agents Gave the Highest Ratings for the Overall Plan 
Review Process; Developers/Owners Gave the Lowest Ratings
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Topic #2
Satisfaction with Plan Review 

Process Disciplines
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Tree Ordinance Review Rated the Highest Among Plan 
Review Departments; Subdivision Review Rated the Lowest 
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“I Understand the Review Process” Ranked 1st in All 5 Disciplines

“Technical Competence of Review Staff” Ranked 2nd in All 5 Disciplines

“Review Staff Provides Excellent Customer Service” Ranked 3rd or 4th in All 5 Disciplines
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“Time the Review Process Takes to Complete” and “Process Delayed Over Minor Issues” 

Were the 2 Lowest Rated Items in All 5 Disciplines
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Topic #3
Overall Satisfaction with the  

Inspection Divisions
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Applicant Agents Gave the Highest Ratings for the Overall 
Inspections Divisions; Developers/Owners Gave the Lowest Ratings
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Topic #4
Satisfaction with Inspection 

Divisions
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Commercial Inspection Rated the Highest Among Inspection 
Departments; Site and Subdivision Inspection Rated the Lowest 

16



“I Understand the Inspection Process” and “Technical Competence of Inspection Staff” 

Ranked in the Top 3 in All 5 Divisions
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“Inspections Delayed Over Minor Issues” Was the Lowest Rated Item in All 5 Divisions

“Staff Anticipates Obstacles and Provides Options” Rated as the 3rd or 4th Lowest Items in 

All 5 Divisions
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Other Findings
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Over 70% of Customers Gave Positive Ratings for All 3 Areas
20
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Summary
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 Highest Areas of Satisfaction with the Plan Review Process:
 Understanding of the Review Process
 Technical Competence of Review Staff
 Customer Service from Review Staff

 Lowest Areas of Satisfaction with the Plan Review Process:
 Time the Review Process Takes to Complete
 Process Is Delayed Over Minor Issues

 Highest Areas of Satisfaction with the Inspection Division:
 Understanding of the Inspection Process
 Technical Competence of Inspection Staff
 Length of Time the Inspection Takes to Complete

 Lowest Areas of Satisfaction with the Inspection Division:
 Process Is Delayed Over Minor Issues
 Staff Anticipates Obstacles and Provides Options

 Most Customers Are Satisfied with How Fairly They’re Treated by 
Staff and the Technical Competence of Staff by the Service Center 
and Development Assistance Center



Questions?

THANK YOU!!
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