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Mission 

The Permit Center empowers residents and 

businesses in San Francisco by centralizing and 

streamlining services that are key to improving 

homes and properties, opening and running a 

business, and planning community events. 

Vi 10n

Advancing San Francisco as a safe, vibrant, and 

beautiful city through a friendly, streamlined, 

and efficient Permit Center serving all our 

residents and businesses. 

The end-to-end customer journey includes many San Francisco departments 

� � � .. � � � � � �--��--
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Buildng Plannin Public Fir Entertainment Public Public Office of Office of Rec & Assesso Tax Polic MT 
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CONSTRUCTION 
All departments involved in 

land use and building 
permitting for residential and 

business customers 
DBI, PLANNING, SFPW, PUC, FIRE, MOD, 

OCII, 

BUSINESS 
Permitting and services related 
to opening and maintaining a 
business in San Francisco 
Construction permitting groups + 
Tax, Assessor, Cannabis, 
Entertainment, and Office of Smoll 
Business 

• 7 

SPECIAL EVENTS 
Recreational permits and 

permitting associated with 
hosting events big and small 

REC & PARK, ENTERTAINMENT, SFPW, 
POLICE, FIRE, PLANNING & MTA 

EFFICIENT 
Optimize experiences by 
creating more transparency 
and giving customers 
information to better prepare 

FRIENDLY 
Expert and experienced 

customer service professionals 
--------

providing and advising on 

• 

STREAMLINED 
Develop end-to-end 
experiences that span multiple 
departments 

customer experiences 
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Deputy Director 
Technology & 

Administration 

Department of 

Technology 

__ I 

Central 

Administration 

. 
-

I 
-

COIT 

I 
Convention 

Facilities 

DataSF 

Digital Services 

ReproMail 

Carmen Ch� 

City Administrator 

Deputy Director 
Contracting & 

Grants 

Community 

Challenge Grants 

I 
C.ontract

Administration 

I 
Contract 

Monitoring 

I 
Grants for the 

Arts 

I 

Office of 

Cannabis 

I 
Risk 

Management 

I 
Transgender 

Initiatives 

Deputy Director 
Asset 

Management 

Fleet 

Management 

Permit Center 

Real Estate 

Resiliance & 

Capital Planning 

Deputy Director 
Public Services 

311 

Animal Care & 

Control 

_ __ I _ __ 

County Clerk 

Entertainment 

Commission 
I 

Labor Standards 

Enforcement 

' 
Mayor's Office 

on Disability 

I
Medical 

Examiner 

Treasure 

Island 

Civic 

Engagement & 

Immigrant 

Affairs 

Organizational Structure 
City Administrator's Office 
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Permit 'Cen.te.r 
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Services Offered by the Permit Center Team 

Central 
Customer 

Service 

End-to-End Experiences! 

Collaborate with 

departments to shift from 

ingular department services 

o holistic experiences. This

ncludes: 

• Standard & transparent

experiences in-person

• Centralizing customer

support

• Developing content that

encompasses all

departments

!Print, Scan, Copy, Notary
+ Payment

Day to day management of 

key business services offered 

to customers to ensure they 

can complete all permitting 

ork in one place. 

Print Center includes the 

management of a commerce 

pplication to integrate the 

service with CCSF financial 

management operations. 

Payment Kiosk & Creating a Strategic 
Money Handling Portfolio of Work 

he Permit Center Team was Delivering on the permit 

tasked with delivering a hared vision and mission 

payment solution that could requires a number of changes 

accept all forms of payments, in process and technology. 

integrate with department The Permit Center develops a 

systems and interface with trategic project portfolio 

the CCSF ERP solution, collaboratively with 

PeopleSoft. departments and manages 

key contracts and vendor 

Payment kiosks were relationships to deliver on 

launched in May 2022. those initiatives. 

Operations 
Support 

Other Duties as 
Assigned 

Unexpected duties that the 

Permit Center manages or 

ssists with include: 

• COVID health & safety

officers

• Assistance with moving

construction plans

between staff and

customers

• Electronic Plan Review

day-to-day support for

customers and staff
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Statistics 
1% 

Activity by Department 

unique customers ■ services 
750 -----------------

500 

250 
225 

240 
227 231 

194 

Q I I L· - "I L� I l:::==ee f I i 

jan fe mar apr 

Unique Customers and 

Service Counts per day 

may 



2018 

The City 
Administrator's 
Office created 

the Permit Center 

2019 

Creation of a 
governance 

structure and key 
charters for 

strategic 
foundation 

projects like 
Electronic Plan 

Review and 
Cashiering 

PERMIT CENTER TIMELINE 

A brief history ... 

2020 2021 2022 

The pandemic July 2021 most in- The new strategic 
began as person services steering 

departments for DBI, Planning, committee 
prepared for the SFPW. FIRE, PUC, introduced its 
move to 49SVN and □PH were portfolio of work 

restored at 49SVN with initiatives 
New Permit focused on data 

Center opened In late 2021, improvements, 
with in August remaining enhanced 

2020 business and technology 
special event solutions and 

services added strategic 
consulting 

engagements 

FUTURE 

• 
Review of cross-

departmental 
experiences and 
the appropriate 
technology to 
support those 
experiences 



Snapshot of Permit Center Project Portfolio 

Create electronic plan review standards for all departments involved
in the building permit process 

Status: Completed February 2020 

Launch electronic plan review (EPR) solution which includes
software, procedures, and training of customers 

Status: Initial launch completed May 2020 

Research project through Civic Bridge to understand key problems
with the business journey 

Status: Completed February 2022 

Develop a sustainable and scalable platform for Prop H. 

Status: On Hold Pending Funding 

Integrate Print Center functionality with SFPW parking signs Research and development project with Google.erg
process. Phase 1 will allow customers to access the print center 
from an SFPW email. Phase 2 will explore fully integrating into new Status: Working on scope of engagement 
SFPW case management system. 

Status: Phase 1 complete 

Enhance current EPR solution with implementation of new 
streamlined form, workflow engine to automate key staff tasks, and
better reporting capabilities 

Status: Discovery 

Centralized cashiering- create standard cash handling process for all
permit center agencies; consolidate equipment and software 

-::----:----:---------------------! Status: SFPW & Planning Completed

Data matching of OTC building permits data with Tax Collector I In Progress: Fire, ENT, MOD, BOA, and Print Center 

business account numbers. 

Status: In Progress 

Implement a modern queuing system to support multiple all the
departments at 49SVN, is user-friendly and has robust data and 
reporting capabilities. 

Status: Completed March 2020 

Launch a customer service technology solution to better manage
customer emails and voicemails 

Status: Completed July 2021 

Develop a process to centralize department general inquiries
(email and voicemail) to the Permit Center Team. 

Status: Planning Complete/ DBI In Progress/ OSB Next 

Implement enhancements to customer queuing experience
including concurrent queuing and self service kiosks 

Status: Complete June 2022 

Print Center: Develop and implement an onsite business center to 
provide printing, copying and scanning services for customers 

Status: Completed January 2020 
Notary Launch 7 /2022 

Cashiering: Develop a financial tool to enable departments to process I Implement document management and workflow engine that can
invoices in-person or on web absent an API be used by any regulatory or permit department 

Status: In Progress I Status: Complete February 2022 



Feedback Loop 

The Perm it Center is committed to 

continuous improvements of services. 

Your feedback matters to help us 

continue to evolve in the right way. 

Send your thoughts and 
suggestions to 
perm itce nte r@sfg ov.o rg 




