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   STAFF REPORT   
     
     
 
Report To:  Board of Supervisors     Meeting Date:  October 18, 2018  
 
Staff Contact:  Lee Plemel, Community Development Director 
 
Agenda Title:  For Presentation Only: To provide an annual update on building permit services provided by 
Charles Abbott Associates, LLC, under Contract No. 1415-050, as amended. (Lee Plemel, lplemel@carson.org) 
 
Staff Summary:  Charles Abbott Associates ("CAA") has provided building permit review and inspection 
services for Carson City since September 2014. The City pays CAA based on a percentage of the total building 
permit fees collected in accordance with the fee schedule in the contract. The CAA contract is automatically 
renewed each year until September 2, 2021, unless either party provides the required notice of termination. 
This agenda item is intended to provide an annual update on CAA's performance and other issues related to the 
building permitting and inspection services.   
 
Agenda Action:  Other/Presentation   Time Requested:  20 minutes 
 
 

Proposed Motion  
No action. 
 
Board’s Strategic Goal 
Efficient Government 
 
Previous Action   
August 21, 2014: The Board of Supervisors approved Contract No. 1415-050 for CAA to provide building permit 
services.  
 
December 18, 2014: The Board of Supervisors approved Amendment No. 1 to the Contract to expand services 
and amend the fee schedule.  
 
May 4, 2017: The Board of Supervisors approved Amendment No. 2 to the Contract to revise the contract fee 
schedule to reduce the amount of fees paid for certain building permit revenue tiers.  
 
Background/Issues & Analysis   
Under the contract, CAA provides a building official and the necessary number of employees to perform permit 
processing services, including permit reviews and inspections, in addition to other functions associated with the 
Building Division. CAA currently has six full-time employees located in the Community Development permit 
center, including a building official, two building inspectors, one plans examiner, and two permit counter 
technicians. In addition, CAA sends plans to off-site staff for review, as needed, to meet workload demand. CAA 
uses their own vehicles for inspections, and provides their own ancillary equipment for building permit 
functions. The City provides building space and associated furniture and equipment for the permit center and 
CAA employees.  
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The contract includes performance measures that identify the expectations of CAA in performing the building 
permit functions. Refer to the first attachment to the this staff report for CAA's response to the performance 
measures for the past year.  
 
Staff would note that CAA has generally met the performance measures on a consistent basis. CAA has increased 
its staff over the last two years to meet the permit processing demands. City departments continue to work with 
CAA staff to improve the permit review process.  
 
In the last year, the Building Division has moved towards electronic plan review, requiring all building permit 
applicants to submit an electronic copy of the permit plans so that plans can be routed and reviewed 
electronically. The tools to implement complete electronic plan submittal and review are not in place yet, but 
the new "ERP" permitting system that Community Development will be implemeting in September 2019 will 
allow full electronic plan submittal and review.  
 
CAA is paid based on a percentage of the building permit fees collected each month, on a graduated scale based 
on the amount of fees collected as follows: 
 
Building Permit Fees   CAA Fees 
The First $20,000   70% 
Between $20,001 and $40,000  65% 
Between $40,001 and $100,000 50% 
Over $100,000     40% 
 
A minimum level of staffing is required to operate the daily building permit operations, regardless of the level of 
building permit activity. Therefore, the percentage of fees paid is higher when the fees collected are lower. At 
higher levels of fee collections, staffing workload increases but the percentage of fees can be reduced.  
 
A summary of the Building Fund revenues and expenditures for FYs 2016-18 follows, and the detailed budget 
with actual expenses is attached.  
 
Building Fund Revenues and Expenditures 

 
FY16 FY17 FY18 Total 

Revenues $1,205,281 $1,242,500 $1,138,671 $3,586,452 
Expenditures $1,151,720 $1,105,347 $1,169,668 $3,426,735 
Difference $53,561 $137,153 -$30,997 $159,717 

 
Following is a summary of the Building Permit revenues and the fees paid to CAA through the life of the contract 
to date. (Note: "Building Fund" revenues include other revenues, such as Engineering Permit fees, while CAA is 
paid strictly based on building permit revenues collected.) 
 
Contract Fees Paid 

 
FY16 FY17 FY18 FY19* 

Bldg. Permit Revenues $1,047,759 $1,107,098 $983,411 $277,991 
CAA Fees Paid $677,891 $685,595 $579,688 $145,196 

* Through August 2018 
 
The Community Development Department and Building Division work closely with the Nevada Builders 
Alliance (NBA) on issues related to the building permit process. City staff has reached out to the NBA for 
comments regarding CAA's performance. As of the writing of this staff report, staff has not received written 
comment regarding CAA's performance.  
 
However, City management has generally received positive comments from the NBA and the building 
community in general regarding CAA's performance. Over the last two years, the Community Development 
Department has offered comment sheets for department services, including building permit processing and 
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inspection services. Attached are the comments and summary data from comment sheets that have been 
returned to the City Manager's office or Community Development office. The "average" rating for all services has 
been in the "Excellent" range.  
 
Following is a chart showing the historic trend of total building permit valuation. Permit valuation is a general 
indicator of workload . 
 

 
 
CAA staff will be available at the meeting to answer questions. Contact Lee Plemel at 283-7075 or 
lplemel@carson.org for any questions regarding this item.  
 
Applicable Statute, Code, Policy, Rule or Regulation   
N/A 
 
Financial Information 
Is there a fiscal impact?     Yes       No 

If yes, account name/number:  525 Building Fund 

Is it currently budgeted?     Yes       No 

Explanation of Fiscal Impact:  Contract fees are paid based on a percentage of the Building Permit fees 

collected by the City.  

Alternatives   
 
Attachments:  
1)  CAA response to contract performance measures 
2)  Customer survey results - building permit processing services 
3)  Customer survey results - building inspection services 
4)  Building Fund budget, including prior years' actuals 
5)  Contract Amendment No. 2 
6)  Contract Amendment No.  1 
7)  Complete Contract and Scope of Work 
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Board Action Taken: 
Motion: ______________________________ 1) _________________ Aye/Nay 
                   2) _________________ ________ 
           ________ 
           ________ 
           ________ 
           ________ 
___________________________ 
     (Vote Recorded By) 



PROFESSIONAL BUILDING & SAFETY/ENGINEERING/INFRAST RUCT URE MANAGEMENT

CHARLES ABBOTT ASSOCIATES, INC. 

27401 LOS ALTOS • SUITE 220 • MISSION VIEJO, CA 92691

TOLL FREE: (866) 530-4980 • PHONE: (949) 367-2850 • FAX: (949) 367-2852

WWW.CAAPROFESSIONALS.COM

September 28, 2018 

RE: CHARLES ABBOTT ASSOCIATES INC. PERFORMANCE MEASURES 2017-2018 

As of August 30, 2018, Charles Abbott Associates (CAA) will have completed its fourth year of 
deliverable to Carson City; this document is an updated self-assessment of how CAA has 
accomplished the objectives stated in the attached Performance Measures Agreement.  During 
the fourth year, the Carson City building project valuation has exceeded 2017 year end 
valuation, and CAA’s partnership within the City Permit Center continues to improve services
while the work volume has increased.  It is our opinion that this partnership is very successful 
among Staff, City Offices and the Public.  The business partnership concept implemented in 
2014 has been replicated in the Northern Nevada Communities due to the demonstrated 
success in Carson City.  The following are evaluations of the performance measures from the 
fourth year of services provided by CAA: 

Performance Measure: Plan Check and Permit Streamlining Meeting Expectations 

1. Initiate issuance of “over the counter” (i.e. same day) permits. Building permits are
issued to contractors and owners for emergency repairs, replacements, minor work, and
smaller improvements that require very little review oversight.  If these permits rely
solely on a Building Division review, CAA will take the application and review these
documents for code compliance while the customers are present.  If any additional
department's approvals are required, prompt coordination and communication with
these other departments’ takes place to allow the project to continue forward in a timely
manner.

2. First plan check for new construction: 15 working days for non-residential
construction and 10 days for residential construction.  First reviews are being
completed within the specified time frame as set forth in the contract. Second reviews
are expedited and typically completed within 5 working days.  Over the last year, CAA
staff has moved to work directly with design teams via conference calls and emails to
reduce time gaps and increase communication concerning designs specification.  CAA
is continuing to explore methods internally with other departments to decrease
processing timeframe and increase approval methods. As part of this initiative we are
currently in the process of evaluating and updating construction handouts to streamline
the application process, please refer to the 2018 codes handout as an example of the
updates that are taking place.

3. Specialty reviews performed by CAA. (Structural and Fire), have been achieved by
CAA digitally in less than 5 working days, allowing for these comments to be integrated
in the plan review process to facilitate our goal of (exceeding timeframe goals).

Performance Measure: Customer Service Exceeding Expectations 

1. Telephone and email inquiries are responded to within one working day.  If emails
or phone messages are received, these are responded to either in the morning or
afternoon of the day it was received.  With an average of over 800 inspections being
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done in a month, the Permit Center has maintained a 24-hour inspection hotline to 
receive emails and voice mails.  A dedicated inspection hotline has increased ability to 
answer day-to-day questions immediately, while also allowing more options to the 
customer calling in inspection.  This can be requested anytime during the day or night.  
CAA’s believes the main phone during office hours should be answered by a live 
person, and our staff makes every attempt to answer all questions prior to transferring a 
call.  This allows questions related to properties, building permits, homes sales, and 
ongoing projects to be answered timely, facilitating efficiency and effective day-to-day 
business practices.  
 

2. Mentorship and sustainability program. We are working with interns in the 
community that show an interest in the inspection trade. They are supplied with 
resources to explore the inspection programs. There are additional resources that we 
are adding to this program to ensure the quality of inspections remain high and the 
permit holder has the opportunity to interact with senior level staff during normal 
inspections.   

 
Performance Measure: Building Inspections  Exceeding Expectations 
 

1. 100% of inspections requested, made by 4:00 PM previous working day (with 
AM/PM commitment and 2 hour window).  Inspectors currently use a one hour 
window for site arrival.  When a customer calls for a time, the customer will be given the 
name of the inspector and a one hour window to expect the inspector’s arrival to 
conduct the inspection.  The Building Inspector can pick up courtesy inspections in the 
field, which allows already completed work to be inspected and approved while the 
inspector is in the area.  Also, if an owner has to be present for inspection for certain 
access issues, the CAA Inspectors are allowed time for specific assignments.    
 

2. Telephone access for changes.  The customers are able to contact the Building 
Inspector or the Building Official directly through the office or by cell phone for matters 
related to inspections and codes.   
 

3. Courteous and professional conduct at all times.  During the year, CAA staff has 
received nothing but praise for the counter staff’s efforts.  CAA did not receive any 
complaints about inspection services.  CAA attempts to always exceed customer 
expectations, in answering questions, addressing concerns, coordinating future work 
inspection timelines, and explaining code standards.  
 

During the fourth year, as during the first, the main objective was to provide a higher level of 
customer service within the permit and inspection process.  Customer service was the main 
priority identified throughout CAA time in Carson City. In the end, all CAA’s processes have 
been Customer Service driven.  
 
 
 
 
Corey Coleman, MCP 
Chief Building Official 
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Building Permit Processing

Customer Survey Results
9/27/2018

Quality of 

Service Courteous

Questions 

answered Time

4  Excellent

3  Very Good

2  Satisfactory

1  Needs Improvement

3.8 3.9 3.9 3.9 Average

Comments Date

4 4 4 4 Always helpful courteous and prompt

4 4 4 4

Service was very professional and quickly attended to. 

Good personnel? Thank you!!

4 4 4 4 Very professional always!!!

4 4 4 4

4 4 4 4

4 4 4 4

Both Amy and Sabrina are very willing to answer 

questions-very honest about scheduling with insp. 

which shows integrity. Matt is also great! He'll be 

there. Very thorough and helpful. 8/1/2016

4 4 4 4 Amy does a great job; very courteous and 8/1/2016

4 4 4 4

Since Shawn Keating has been the official, the 

Building Dept has been exceptional. All the personnel 

at the front desk are professional and courteous. 

Always a pleasure dealing all the CCBD if you have all 

the required documents. 8/1/2016

4 4 4 4

Easy to work with. Great explanations. Vey helpful. 

Every staff member I interfaced with was very 

professional, and I had many questions. Next day 

appointments is outstanding. 10/12/2016

4 4 4 4 10/25/2016

1 2 1 1 10/31/2016

4 4 4 4 11/7/2016

3 4 4 4

Amy is awesome & friendly. The blonde lady is 

helpful, but not as friendly. She's not up front very 

often, though. Inspectors are helpful also. 11/14/2016

4 4 4 4

BD staff went above and beyond to assist me in the 

procurement of this permit #16-1314. They 

understand the importance of keeping business 

moving through construction. Always a pleasure to 1/12/2016

4 4 4 4 2/7/2017

4 4 4 4

This was for use conversion at Skyline Estates on Mnt. 

Street. Shawn went above and beyond w/ review, 

inspections, changes, coordination with Fire, etc. If all 

cities had building officials as competent as Shawn, 

the world of construction would be a better place. 3/1/2017

4 4 4 4 3/10/2017

lplemel
Typewritten Text
Attachment 2



Building Permit Processing

Customer Survey Results
9/27/2018

4 4 4 4

Ladies in office are so awesome & helpful. Inspectors 

so very helpful & answered all questions. 4/27/2017

4 4 4 4

4 4 4 4

Your inspectors are very kind and helpful. Thank you 

all. 10/7/2017

4 4 4 4

Our contractor handled obtaining permit. The 

inspector who signed off was very courteous. 11/28/2017

4 4 4 4

James Wentworth did out on-site inspection. He was 

kind and courteous. It was a pleasure interacting with 

him. We loved hearing what an amazing job our 

contractor did with our re-roofing. 1/3/2018

4 4 4 4

Kathy Phelan was prompt and curteous with one 

request. She went above and beyond. 1/23/2018

4 4 4 4 The best building department ever! 2/9/2018

4 4 4 4

You guys are the best. I cannot express my 

appreciation for the fast turn-around in getting my 

plans approved and then to get my changes in the 

original plans approved. The girls at the desk were 

WONDERFUL. Thank you for making this part of 

construction go smoothly. 2/9/2018

4 4 4 4

I am very happy with how helpful and friendly every 

person in the department has been. Thanks. 2/12/2018

3.8 3.9 3.9 3.9 

0.0

1.0

2.0

3.0

4.0

Quality of Service Courteous Questions answered Time

Building Permits Average Survey Scores 



Building Inspection Services

Customer Survey Results

Quality of 

Service Courteous

Questions 

answered Time

4  Excellent

3  Very Good

2  Satisfactory

1  Needs Improvement

3.7 3.9 3.8 3.8 Average

Comments Date

4 4 4 4 Matt is very professional and knows his job

3 4 4 4 Pete Jensen

4 4 4 4

Both Amy and Sabrina are very willing to answer 

questions-very honest about scheduling with insp. which 

shows integrity. Matt is also great! He'll be there. Very 

thorough and helpful. 8/1/2016

4 4 4 4

Since Shawn Keating has been the official, the Building 

Dept has been exceptional. All the personnel at the 

front desk are professional and courteous. Always a 

pleasure dealing all the CCBD if you have all the required 

documents. 8/1/2016

4 4 4 4 10/21/2016

1 2 1 1 10/31/2016

4 4 4 4 11/7/2016

3 4 4 4

Amy is awesome & friendly. The blonde lady is helpful, 

but not as friendly. She's not up front very often, 

though. Inspectors are helpful also. 11/14/2016

3 4 3 4

It would be helpful to have someone call and confirm a 

requested inspection, since you have no idea if your 

request was properly received and if it was granted until 

the inspector shows up at your door. 12/30/2016

4 4 4 4 2/16/2017

4 4 4 4

This was for use conversion at Skyline Estates on Mnt. 

Street. Shawn went above and beyond w/ review, 

inspections, changes, coordination with Fire, etc. If all 

cities had building officials as competent as Shawn, the 

world of construction would be a better place. 3/1/2017

4 4 4 4

Ladies in office are so awesome & helpful. Inspectors so 

very helpful & answered all questions. 4/27/2017

4 4 4 4

Both the receptionists and inspector were absolutely 

terrific! 7/13/2017

4 4 4 4 Good job on new inspector selection. 8/30/2017

4 4 4 4 Your inspectors are very kind and helpful. Thank you all. 10/7/2017

4 4 4 4

Our contractor handled obtaining permit. The inspector 

who signed off was very courteous. 11/28/2017

lplemel
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Building Inspection Services

Customer Survey Results

4 4 4 4

James Wentworth did out on-site inspection. He was 

kind and courteous. It was a pleasure interacting with 

him. We loved hearing what an amazing job our 

contractor did with our re-roofing. 1/3/2018

4 4 4 4 James was great! 1/26/2018

4 4 4 4

We appreciate the inspector's timely arrival and 

professionalism. James was very personable ad willingly 

answered all our questions. It was a great experience. 1/31/2018

3 3 3 3

On the first visit I had to rechedule as I was heading off 

to a class. However, he rescheduled 24 hours later. 

Perhaps a phone call before arrival would save the 

inspector time? 3/27/2018

3.7 
3.9 3.8 3.8 

0.0

1.0

2.0

3.0

4.0

Quality of Service Courteous Questions answered Time

Building Inspections Average Survey Scores 
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