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Q1 Which of the following best describes you?
Answered: 77 Skipped: 0

TOTAL 77

# OTHER (PLEASE SPECIFY) DATE

1 Office staff for contractor 9/13/2018 4:46 PM

2 Property Manager 7/17/2018 3:59 PM

3 Puget sound Energy SR permit Specialist 7/12/2018 11:19 AM

4 Event Coordinator 7/12/2018 8:50 AM

5 Event organizer 7/12/2018 8:37 AM

6 Public School Employee 7/12/2018 8:26 AM

7 Agent on behalf of Tenant 7/12/2018 8:21 AM

Property Owner
or Homeowner

Commercial
Tenant or...

Professional
Designer/Arc...

Contractor

Other (please
specify)
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ANSWER CHOICES RESPONSES

Property Owner or Homeowner

Commercial Tenant or Business Owner

Professional Designer/Architect/Engineer

Contractor

Other (please specify)
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Q2 Please rate your overall satisfaction with your Permit Center
experience.

Answered: 77 Skipped: 0

71.43%
55

9.09%
7

6.49%
5

7.79%
6

5.19%
4

 
77

 
4.34

# PLEASE SHARE ANY COMMENTS YOU HAVE ABOUT YOUR OVERALL EXPERIENCE. DATE

1 Confusing 9/30/2018 8:44 AM

2 17 days for street tree removal app approval. 9/24/2018 2:17 PM

3 I have been trying to talk to the permit center about why my permit was denied and they have not
called me back.

9/18/2018 4:02 PM

4 Very helpful 9/13/2018 4:46 PM

5 Not very courteous or receptive to homeowners/tax payers 8/22/2018 12:41 PM

6 a bit onerous and beurocratic for small projects and small changes to projects. As a homeowner
trying to save money and not use a contractor for home improvement projects, dealing the
permitting process has been painful and a timesuck. I am sure its easier for professionals, but it
seems there should be a bit more leeway or simplified processes for homeowners doing work on
their own home.

8/10/2018 2:54 PM

7 XXXX was very informative and helpful 8/10/2018 2:41 PM

8 The website lacks. 1. Address of condo wasn't on the website.2. had me pay $25 then another $7
adding confusion - why couldn't I pay the $32 up front? Using the website was a nightmare.

8/7/2018 1:36 PM

9 Friendly and helpful staff 7/17/2018 3:59 PM

10 The entire process was quick and easy. The staff members I spoke to were very professional and
courteous.

7/16/2018 4:15 PM

11 Everyone we have talked with in person, over the phone and via email, have been happy, helpful
and eager to help.

7/16/2018 10:33 AM

12 Permit Center staffed by very helpful people. Phone-in inspection request system has glitches. 7/15/2018 11:12 PM

13 helpful,knowledgeable,wanting to expedite permit 7/13/2018 4:20 PM

14 Website was hard to find—had to call and ask. 7/12/2018 6:38 PM

15 pita to remember log on id's and p/w 7/12/2018 5:19 PM

Overall
satisfaction
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 VERY
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SOMEWHAT
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NOR DISSATISFIED
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VERY
DISSATISFIED

TOTAL WEIGHTED
AVERAGE

Overall
satisfaction
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16 It was not clear what documents/processes we needed to complete our inspection. This may have
been due to our contractor's lack of understanding or lack of clarity on the c.o.b.' part. We had to
make multiple follow-up calls, e-mails, and visits for what ought to have been a very simple single
site visit for a new boiler installation.

7/12/2018 5:06 PM

17 Quick, helpful and very courteous 7/12/2018 2:48 PM

18 The gal in the office corrected my error in apply for wrong permit and still arranged an inspection
the same morning. Awesome. Sorry I forget her name. Inspector was very friendly an efficient.
Thanks to both.

7/12/2018 1:23 PM

19 helpful, flexible, fast 7/12/2018 12:44 PM

20 Staff were polite and follow up with e-mail to let you know your application is in the system. 7/12/2018 12:39 PM

21 Very helpful friendly to work with and fast turn around time great group of people 7/12/2018 11:19 AM

22 I get oversize permits to tow my boat to Squalicum boat launch. This last time went very well
without excessive wasted time or repeating information. Thank you

7/12/2018 11:19 AM

23 Everyone is so friendly and helpful! 7/12/2018 10:51 AM

24 Person helping us was proactive, helpful and informed. 7/12/2018 9:51 AM

25 Really like your on-line permitting system and Inspectors professionalism. 7/12/2018 9:48 AM

26 I had heard horror stories of working with the permit and inspection and everyone I have dealt with
has been excellent to work with. All have been very helpful.

7/12/2018 9:21 AM

27 The address was difficult to find on the permit application. We needed to call the city for help. 7/12/2018 9:03 AM

28 Hard to track a permit, too little information. Address only, no business or customer name. 7/12/2018 8:57 AM

29 Friendly service 7/12/2018 8:48 AM

30 Simple, efficient (mostly communication through email, this is great), friendly 7/12/2018 8:38 AM

31 staff was extremely helpful, process was easy 7/12/2018 8:25 AM

32 Always friendly and always very timely in respone...excellent service 7/12/2018 8:24 AM
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Q3 What improvements would you like to see in the Permit Center?  For
example, technology, online experience, etc.

Answered: 35 Skipped: 42

# RESPONSES DATE

1 Confusing. Trakit hard to use. 9/30/2018 8:44 AM

2 Stick to deadline 9/24/2018 2:17 PM

3 Consistency in information provided (currently answers can vary unreasonably according to who
you talk to)

9/20/2018 10:29 AM

4 more technical assistance 9/18/2018 4:02 PM

5 Continuity of information. My neighbors and I kept getting different information everytime we called
with questions regarding water tank installation requirements.

9/17/2018 8:03 PM

6 Response to homeowners/taxpayer questions and needs. Same courtesy shown to contractors
and other professionals who deal with permits section daily. Common homeowners/taxpayers who
have to venture into new territory such as permits need assistance, not attitudes!

8/22/2018 12:41 PM

7 On eTRAKiT, it would be nice if there were an automatic issuance of permits after (online)
payment was received.

8/13/2018 4:24 PM

8 Ya technology. My online experience was terrible. 8/7/2018 1:36 PM

9 The whole thing is a rip off. Inspectors are horrible. Should worry about safety issues. 8/3/2018 11:35 AM

10 I like to make a credit payment for simple rental declarations, with no follow ups, at the time I
submit the declaration. Basically provide a point of payment for these kinds of situations.

8/2/2018 1:42 PM

11 none 7/17/2018 3:59 PM

12 I did have trouble with filling the permit out online. 7/16/2018 4:15 PM

13 make Phone-in inspection request system work better. 7/15/2018 11:12 PM

14 Improved sound system link for use at City Hall. Spider box failed once musician played. 7/13/2018 11:18 PM

15 inspections from departments that are not impacted by work 7/13/2018 4:20 PM

16 Clearer website navigation. 7/12/2018 6:38 PM

17 I can't think of any. 7/12/2018 5:46 PM

18 get rid of business licensing thru state. 7/12/2018 5:19 PM

19 Getting through to phone 7/12/2018 1:23 PM

20 allow paper submittals for small projects 7/12/2018 12:44 PM

21 Let individual know a time frame for each stage of the process, if possible. 7/12/2018 12:39 PM

22 none at present time 7/12/2018 11:19 AM

23 it would be nice to get my permits online 7/12/2018 11:19 AM

24 Everything was very well organized and easy to use. One thing I had trouble with was scheduling
inspections online for permits that were submitted by my architects or subcontractors. I had to use
the phone scheduling service instead. Perhaps I just didn't know how to do it.

7/12/2018 11:19 AM

25 clarification and standardization of terminology in forms and website titles 7/12/2018 11:06 AM

26 I would like an option for removing voided/withdrawn status permits from "my active permits" list 7/12/2018 9:36 AM

27 free smoothies 7/12/2018 9:20 AM

28 Update addresses. 7/12/2018 9:03 AM

29 complete information on the permit look up. 7/12/2018 8:57 AM
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30 The permits center physical location was somewhat difficult to find. Some signage outside and
inside the building would be helpful.

7/12/2018 8:48 AM

31 None 7/12/2018 8:38 AM

32 Electronic signature capability. Legal department only accepts ink currently. 7/12/2018 8:37 AM

33 When looking up a permit, I would like to see more ways to choose what you're looking for (e.g.,
Contractor AND Address)

7/12/2018 8:29 AM

34 None 7/12/2018 8:21 AM

35 More consistancy in reviewer feedback 7/12/2018 8:19 AM
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Q4 Please rate your satisfaction with the service you received from the
Permit Center office and field staff.

Answered: 76 Skipped: 1
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# PLEASE PROVIDE ANY OTHER SPECIFIC COMMENTS REGARDING THE SERVICE YOU
RECEIVED.

DATE

1 Once we finally got the information we needed, everything was great!! 9/17/2018 8:03 PM

2 The lady covering the desk detail during lunch hour was extremely unprofessional and
discourteous. If I knew of her better, my first inclination is that she is bigoted and racist how she
spoke with homeowners/taxpayers seeking assistance!

8/22/2018 12:41 PM

3 Front desk XXXX is great but the lady that relieves him can be very rude. 8/3/2018 11:35 AM

4 People in all offices were helpful, efficient and pleasant. 7/13/2018 11:18 PM

5 I've always had good experiences with the permitting process. 7/12/2018 5:46 PM

6 Everyone I've spoken with or communicated via email with was very nice and extremely helpful! 7/12/2018 5:23 PM

7 From start to finish an over the counter permit only took about 20 minutes of time, and the tech
was very thorough.

7/12/2018 2:48 PM

Courtesy

Technical
knowledge

Wait time

Professionalism
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8 The permit technicians and plans examiners were all very helpful and professional, and I was very
grateful for their patience answering all my questions.

7/12/2018 11:19 AM

9 It would be helpful if all staff were equally trained on the difference between code requirements
and recommendations.

7/12/2018 10:51 AM

10 It is always a pleasure to work with XXXX & XXXX. 7/12/2018 9:36 AM

11 Reception could be a little nicer 7/12/2018 9:16 AM

12 XXXX has always been extremely helpful to me. 7/12/2018 8:29 AM
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Q5 Is there anything else you would like to share with us about the Permit
Center (i.e. pre-application process, permit or project reviews

or inspections, kudos or constructive criticism)?
Answered: 30 Skipped: 47

# RESPONSES DATE

1 The staff is very nice and quick to answer questions. :) 9/17/2018 8:03 PM

2 When you go to the mayors office seeking assistance and answers, the courtesy of a follow up
would be appreciated! I cannot believe Bellingham is so backwards and unresponsive! I hope
steps are taken soon for improvement!

8/22/2018 12:41 PM

3 Kudo to XXXX for assistance in helping get a eTRAKiT problem resolved. 8/13/2018 4:24 PM

4 When I was able to talk with someone my experience was awesome. The computer experience
was bad.

8/7/2018 1:36 PM

5 The whole inspection thing is really inconvenient and expensive. The 2 hour window is real
problem. They should have a half hour appointment schedule.

8/3/2018 11:35 AM

6 For simple rental deceleration of inspection, that does not require additional action, the permit
should be given at the time it is submitted in person. Also regarding this survey, I wish I could
reread my specific answers on the other questions above without deleting and starting over.

8/2/2018 1:42 PM

7 For consultation and questions to know a names list with the information of the specialist to
reference and ask to the appropriated person depending of the regarding issue

7/16/2018 5:58 PM

8 Kudos to your staff and managers for making this an easy process. I will admit I did not realize it
was necessary to have a permit for replacing a water heater and was grateful your employees
made the process as effortless as it was.

7/16/2018 4:15 PM

9 Great jurisdiction to work with. I have had nothing but positive experience with staff. Great job! 7/16/2018 10:33 AM

10 Much appreciation. 7/13/2018 11:18 PM

11 Very Helpful! 7/13/2018 4:20 PM

12 The people I've spoken with at the permit center have always been professional, knowledgeable
and courteous. No complaints.

7/12/2018 5:46 PM

13 Definitely Kudos! First time getting a tent permit for Bellingham and you guys made it so easy for
me! THANK YOU!

7/12/2018 5:23 PM

14 would be nice to pay for permit at same desk 7/12/2018 5:19 PM

15 You have an amazing staff , helpful friendly, great group to work along with. 7/12/2018 11:19 AM

16 Kudos all around. The inspectors, technicians, reviewers and all involved were a joy to work with. I
would do another building project based on my experience. Public works was also fantastic

XXXX, responsive and helpful. Not sure if this is the place to mention it, but fire was difficult to
navigate and could learn a few things from building services (plan amendment review time was
slow and there were some unprofessional interactions between one of their inspectors and a
couple of our contractors).

7/12/2018 11:19 AM

17 Glad they have on-line permitting. 7/12/2018 11:07 AM

18 From what I've heard about the department in the past, I'm extremely pleased with how pleasant
this experience has been!

7/12/2018 10:51 AM
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19 Constructive criticism: please ensure SWPPP includes all requirements. We found out at final that
reveg is required but that was not in our SWPPP. Wouldn't have been an issue but it was outside
of our contract with our general contractor as it was not in the permit. Permit counter staff were
very helpful in working with us to separate out our Stormwater Permit, but it added time and
expense for us as homeowners. Minor issue overall, but a more detailed SWPPP wlshould have
had the reveg requirement. Great service overall and very quick turnaround time for our BP for our
500 sqft addition!

7/12/2018 10:03 AM

20 It was nice to be treated as a client not an adversary or money machine 7/12/2018 9:51 AM

21 We approached this process (water heater permit) with some trepidation, having dealt with many
other city offices in many other cities, and experienced instead a wonderful, patient, professional,
smiling service that was a pleasure to deal with. We came away with big smiles on our faces. Well
done!

7/12/2018 9:43 AM

22 XXXX and XXXX have been excellent to work with. 7/12/2018 9:21 AM

23 The itemizing of comments in city response letters leaves much to be desired. There has to be a
way to number comments from each city staffer to increase clarity/ease of communication.

7/12/2018 9:20 AM

24 It would be nice to have complete applications (or combined applications). For example, it would
be nice to know that for an overheight fence request, you need a Building Permit application, and
not the Land Use form along with the Written Consent form.

7/12/2018 9:16 AM

25 Maybe ability to input multiple email addresses so that multiple owner/residents can see the
process. Also, what is the next step? Will city call us for inspection? Interested to know why permit
is necessary in the first place.

7/12/2018 9:03 AM

26 The online inspection request tool is either broken or difficult to use. We could not get an
inspection without a phone call.

7/12/2018 8:48 AM

27 No 7/12/2018 8:38 AM

28 Keep up the great work. 7/12/2018 8:33 AM

29 I would like when the status says that info was requested to be able to see what that info was that
was requested

7/12/2018 8:21 AM

30 Everyone is very responsive and will always provide answers or call you back. It is relatively easy
to speak with a live person when calling in. A+

7/12/2018 8:20 AM
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