
CITY OF NORMAN, OKLAHOMA 
 

CITY COUNCIL  
BUSINESS AND COMMUNITY AFFAIRS COMMITTEE 

AGENDA 
 

Municipal Building Conference Room 
201 West Gray 

 
FRIDAY, AUGUST 9, 2013 

 

8:30 A.M. 
 

1. DISCUSSION REGARDING CONDUCTING A CUSTOMER 
SERVICE SURVEY FOR DEVELOPMENT SERVICES. 

 
 

2. MISCELLANEOUS DISCUSSION. 
 
 
 
 



















City of Norman 
Development Services 

Survey Research 

 

Council Business and Community 
Affairs Committee 

 

 

August 9, 2013 



Review of March/April 2013 BACA Committee 
Meetings 

• At the March 7 and April 4, 2013, Business and Community Affairs 
(BACA) meetings, staff presented research regarding the development 
and distribution of a customer service survey for customers who utilize 
City permitting, planning and inspection services. 

 

• The committee decided to not explore the option of hiring a third party 
to help develop and distribute a comprehensive development survey. 

 

• The committee wanted to develop a survey, in-house, that could be 
sent to developers, contractors and others associated with a building 
permit project upon its completion.  
 

• Options for surveying those that have completed the platting/property 
development process may be explored at a later date. 

 

 

 

 

 



Review of March/April 2013 BACA Committee 
Meetings 

 

• From committee input out of those meetings, staff has begun working 
on the development of a “follow-up” survey to be conducted after a 
building project is complete  

 

• Information will be utilized to: 1) identify areas for improvement, 2) 
areas of success and 3) to gauge the effectiveness of changes that are 
made as a result of the City’s efforts 

 

 

 

 

 

 
 

 

 

 

 

 

 



Reasons for Conducting a Customer Service 
Survey 

 

• Needs Assessments 

• Gather Targeted Input 

• Build Goodwill 

• Create Awareness or Excitement for a Topic 

• Monitoring Performance 

• Program Evaluation 

• Policy Exploration/Study 

• Measurement of Survey Participants’ 

     - knowledge 

     - attitudes 

     - intentions 

     - skills 

     - behaviors 

 

 

 

 

 
 

 

 

 

 

 

 



Items Included in Surveys from Other Cities 

 

• Type/Role of Survey Participant 

• Friendliness/Accessibility/Knowledge of Staff 

• Staff Promptness to Customer Inquiries 

• Consistency of Staff Review/Interpretation 

• Timeline for Review 

• Suggestions for Improvement 

• Contact Information (optional if customer wanted to follow-up) 

• Overall Satisfaction 

• “Additional Comments” Section 

• Use of Rating Scale (i.e. 1-10 or 1-5) 

 

 

 

 
 

 

 

 

 

 

 



Implementation of Follow- Up Survey  

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

• The Development Coordinator will contact the general contractor or other 
representative(s) involved in utilizing inspection and permitting services 
after a CO is issued to gather contact information (if needed) and 
distribute the survey. 

• The survey will be issued online or sent in a pdf format via email. 

• Minimal cost if developed in-house and distributed via email/online. 

• The survey results will be reviewed by the Development Coordinator and 
then shared with management staff in the appropriate departments and 
the City Manager for evaluation.  

• Survey information could include: 1) role of survey participant, 2) years 
performing work in the City of Norman, 3) building permitting & 
inspections performed, 4) helpfulness of staff, 5) overall experience with 
inspection process, 6) inspection thoroughness, 7) consistency of 
inspections, 8) comments and 9) contact information for additional 
comments or concerns. 

 

 

 

 

 

 

 
 

 

 

 

 

 

 



Process Moving Forward 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

• Could initially focus on permitting & inspections portions of non-residential 
projects and later implemented for residential and platting/ property 
development projects. 
 

• Question topics and ideas can be gathered through input from the 
Chamber of Commerce, BASCO, the Norman Developers Council and the 
Norman Economic Development Coalition (NEDC) as the project begins so 
that an assessment of topics that are of interest to owners, contractors, 
trades and developers are identified and incorporated into the survey. 
 

• Implementation could begin following finalization of the survey topics. 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 



Questions? 
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