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EXHIBIT D

Enhanced Small Business Service Plan
The City recognizes the important contribution small businesses make to Portland’s economic growth, vitality, and the quality of life.   As a part of the FY 2002-2003 Regulatory Improvement Program, the Bureau of Development Services [BDS] is working to tailor information and assistance to diverse customer groups while improving direct customer service.  The goal is to continue working on implementation of the Blueprint 2000 recommendations to provide a seamless delivery of service that is efficient and customer driven.  The Development Services Center [DSC] Interbureau staff, lead by BDS, developed the following outreach plan in an effort to provide services tailored for the small business customer. 

· Small Business Guide to Development Services
DSC staff developed an informational booklet based on a “critical issues” list of small business concerns generated by the Development Services Center Management Team (an interagency group).  The new guide explores development issues through the progressive stages of small business operations including topics such as starting a home-based business, expanding or remodeling, and the purchase/lease and improvement of a new business site.  The guide provides useful information about important development regulations impacting small business customers to help them make informed decisions and assist with their project planning.  The document includes resource listings for each covered topic.  The booklet completed September 9, 2002, is also available online at BDS’ website, and in hard copy.  We have also coordinated with Jennifer Johnson, the PDC small business advocate, to make Portland’s small business community aware of this important resource and how to access it.

· Small Business Customer Portal on the BDS Website
A new website portal is being developed specifically to assist our small business customers that will include: project and process information on a variety of topics, home occupation permits, tenant improvements, changes of occupancy, zoning restrictions, allowable uses, signage, appeals processes, etc. 

· ‘Meet and Learn Forum’ on Small Business Issues
BDS offered an evening Meet and Learn Forum for Small Business Issues on October 11, 2002.  This forum will be patterned after the Lunch and Learn Program, a bimonthly series of educational brown bags for City of Portland development customers, interested community members, and City staff.  The sessions are intended to promote dialogue and an interactive forum with a presentation followed by questions and answers.  Recognizing that some small business owners will not be able to attend a mid day event, this program will be offered in the evening.   The presentations are also posted on the BDS website for our customers and staff who are not able to attend the sessions. 

· Development Services Center Participation in the Small Business Fair
DSC staff participated with other City Bureaus and the PDC in the 2002 Annual Small Business Fair, sponsored by local government and business organizations.  The event, which is free and open to the public, was held September 14, 2002, at the Portland Community College Southeast Center located at 2850 SE 82nd Avenue. The Fair provided an opportunity to reach out to the small business community.  Last year’s attendance included over 500 small business representatives.  BDS used this opportunity to premier DSC’s new Small Business Guide and promote the Meet and Learn Forum.  BDS will also announce the Small Business Evening event, similar to the Residential Customer Night in the DSC, to be launched on October 10, 2002.

· Pilot Program to Develop Concierge-type Services for Small Businesses
Small businesses in Portland include a wide range of customers that come into contact with the City.  In order to develop services tailored to meet the needs of small business, the development review bureaus plan to pilot some programs during fall 2002 and winter 2003.   These efforts will be based, in part, on the experience of the Facilities Permit Program in which both plan review and inspection services have been specifically tailored to meet the needs of commercial property owners who have frequent tenant improvement projects.  The design of these service enhancements will also be informed directly by feedback by small business customers.  The first element of the pilot program will offer evening hours for small businesses.

· Small Business Night in the Development Services Center
BDSR launched a pilot to provide evening services at the DSC on October 10, 2002.  A team of staff specialists assigned to small businesses is available to meet with small business customers to discuss their development issues.  This service is offered after hours.  

Customer surveys will be developed to assess the merits of this evening outreach program and direct further refinements.   The focus of the pilot test will be to identify the primary needs of small business for tailored review services, the best hours of access, the efficacy of outreach efforts, and the most appropriate staffing levels.

Marketing will be a key component in determining the success of the Pilot Small Business Night.  We will work with the City’s Small Business Advocate, business and professional associations, industry and trade groups to make people aware of this opportunity.

· Small Business Inspections 
BDS’ Inspection staff will participate in the DSC Small Business team, following a sample number of permits through inspections and final approval to identify how to best tailor permit evaluation and inspection services for small businesses.   Inspection results will be tracked along with code issues.  Inspection services will be modified by spring 2003 based on customer feedback.

The overall goal is to work with small businesses that interact with DSC staff to: to learn what their development issues are; how the review process can be better tailored to meet their needs; and how that can be accomplished with available resources.  Tracking of attendance at outreach events, review of customer feedback, and pilot programs will help us to evaluate which efforts meet customer needs and what services should become a routine part of the Development Services Center offerings.

As we move forward with these and other ideas to help improve the business climate in Portland, we will work to include the business community, inviting their suggestions and input.   In order to ensure success in the regulatory reform effort, we must involve our customers as partners.
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