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Introduction
Marin Builders Association, on behalf of the City of Novato, administrated a Customer Satisfaction
Assessment of recent permit applicants at the City of Novato. The clients were either homeowners,
building professionals, or business owners. As part of this Customer Satisfaction Assessment program,
the Marin Builders Association collected survey responses and conducted three focus groups that
provide insight into how the City of Novato’s Community Development Department functions from the
user perspective. Marin Builders Association in conjunction with Marin Economic Forum performed the
survey analysis and provided the conclusions and recommendations shown at the end of the report.
Based on estimates collected from neighboring Marin communities, the percentage of non-permitted
work in Novato is estimated to be as much as 40%-50%. Total fees collected for permits in 2017 was
$1.9 million. Rough estimates indicate that non-permitted work represents approximately $1.5 to $2.2
million per year of lost revenue to the city. The intent of this project is to improve the customer
experience over several phases including: assessment, recommendation, implementation, and
improvement to increase the percentage of permitted work and capture a portion of the lost revenue.
Consistent and consecutive feedback loops provide data and insight and subsequent recommendations
that will help increase the percentage of permitted construction in Novato.
We recognize the City of Novato has an internal survey instrument to monitor permit applicant
interactions. Our Customer Service Assessment, meant to expand and deepen knowledge of applicant
experiences, was distributed to 916 permit applicant contacts that were provided and verified by city
staff as well as 1,315 contacts from the Marin Builders Association, and Novato Chamber of Commerce
members. In addition, a link to the survey was posted on the Marin Builders Association website, all of
which yielded 382 completed online surveys (an aggregate 17.1 percent response rate). The findings in
this report represents all online surveys, on-site interviews of applicants at City Hall, and focus groups
for this project that were conducted between June and September 2019.
The project included three, seventy-five minute focus groups with a total of eighteen participants.
Participants were asked a series of questions about improvements they would suggest in the short and
long-term. As part of the process, participants were also tasked to create a hypothetical mission
statement for the Building Department.
Most respondents (90.2 percent) were basing their answers on a residential permit experience.
Relatively few of the respondents in Novato were seeking commercial permits at only 7.5 percent. The
overall mix is shown in the Question 2 chart below.
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This brief report is organized as follows:
The first set of survey data shows demographic information about those that responded and
interacted with the City of Novato’s permitting department.

The second set is about service and the experience of the person or entity engaging with the City of
Novato. The final section looks at survey responses concerning overall satisfaction levels and a
final question that helps determine a "Net Promoter Score." The study ends with a sample of
comments from those respondents that chose to add additional comments.

Survey Responses: Respondent Demography
81.6% of Respondents Have Engaged in the Residential Permitting Process in the Last Two Years
The first question in the survey was if the respondent had sought a permit in the City of Novato since
2017. 312 of the 382 respondents indicated they had an interaction with the permitting process in the
last 2 years (approximately 81.6 percent, see chart). The first question establishes the survey
respondents were capable and qualified to provide relevant answers to questions about the City of
Novato based on recent experience. Respondents that did not interact with the City of Novato over
the past 2 years were not able to continue with the survey.
Have you participated in the permitting process in the
City of Novato within the last 2 years?
No
18.4%

Yes
81.6%

No

Yes

Question 1.
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90.2% of Survey Respondents Filed for a Residential Permit Application
In Question 2, those that engaged in the permit process were asked what type of permit they had
applied for. Notice in the figure for Question 2 that residential permits were the predominant reason for
respondents to come to the City of Novato. The “Other” responses included: deck rebuild; resale
inspection; swimming pool remodeling; water heater replacement.

I am completing this survey about my most recent or
most memorable experience with:
Commercial
Permit
Application
7.5%

Other (please
specify)
2.3%

Residential
Permit
Application
90.2%

Question 2.

Question 3
There were two parts to the next question. First, the project participant was asked to self-identify as a
property owner, a building professional (likely the general contractor or architect) representing a client,
a business owner or otherwise. Property owners and building professionals were the predominant
groups interacting with the city permit office (approximately 80.2 percent); given the above data on
the type of permit, the property owner or their contractor, represent the majority of interactions with
city staff.

Which of the following do you identify as?
Other (please
specify)
9.6%
Business
Owner
7.6%

Property
Owner
45.8%

Contractor
34.4%
Architect
2.6%

“Other” Included:
• Agent for Contractor
• Agent for Owner
• Designer
• Engineer
• Fraternal Organization
Officer
• HOA Board Member
• Mother of Owner
• Office Manager for
Contractor
• Permit Tech for Contractor
• Payroll for Plumber
• Project Manager
• Property Manager
• Renter
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Question 3, Part 1.

The next part asked reasons why those identified in Question 3 engaged with the City of Novato. Notice
in the next figure for the second part of Question 3 that there is a broad mix; in most cases, the
interaction concerned a building plan check, over the counter or otherwise, and inspections.

My experience was related to (check all that
apply):
Other (please
specify)
5.2%

Building Plan
Check
18.2%

Resolving a
Violation
6.4%

Building Plan
Check - Over
the Counter
23.9%

Inspection
29.7%
Planning - Project
Review
12.7%

Engineering/Surveying
Project
3.9%

Question 3, Part 2.

Other Reasons to Interact
While respondents provided a small array of “Other” choices as to why they visited the City of Novato,
many of these choices could have been categorized in “Project Review” or “Building Plan Check”
categories above. As such, the numbers shown in the figure on the customer’s experience and to what
it was related would have had more building plan checks and project reviews.
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Buy and sell inspections and resolving violations
Electrical upgrade
Fireplace installation
Hot water heater installation
Permit for window installation
Pulling permit
Questions about permit process
Rebuilding a retaining wall
Remodeling an in-ground swimming pool in my back yard
Replacement water heater
Replacing electrical box
Reroofing a barn
Resale inspection
Window replacement
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Interactions with City of Novato
The next five questions were focused on the applicant experience with the City of Novato Community
Development department. For all that answered these five questions (171 respondents followed
through with these five questions), there are diverse reasons to interact in terms of residential, building
plan checks (including over the counter), project reviews, and inspections. Each may have some
differences in terms of their experiences with City of Novato’s staff and permit/inspection processes.
Examining this second level of detail leads to recommendations that are addressed the findings.
Overview: Questions 4 Through 8
While Questions 4 through 7 seemed to provide a relatively positive view on how permit processes work
for Novato, each of Questions 4 to 7 show some mixed results. Because not all the respondents used
the online services, there are fewer substantive responses to Question 8; the proportions of the answers
in the “excellent” and “fair” category point to a deeper look at how the online services are working for
clients/applicants as well as the customer experience. In general, the City of Novato’s result are
somewhat mixed with respect to seeking more responses. When applicable, additional comments are
added for each survey question.
Notice for Question 4, more respondents agree than disagree, but depending on the type of interaction,
the experiences are more mixed. However, the majority is slightly above 50 percent.

City of Novato Staff clearly explained the process and the
timeline involved:
45%
39.8%

40%

% OF RESPONDENTS

35%
30%
25%
20%

17.5%

15.8%

19.3%

15%
10%

6.4%

5%

1.2%

0%
Strongly agree

Agree

Disagree

Strongly
disagree

Neither Agree Not Applicable
Nor Disagree
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Question 4.

Interaction Type
Residential
Permit

Strongly agree
Agree
Neither Agree nor Disagree
Disagree
Strongly disagree
Not Applicable
Totals
Question 4 (cont.)

25
62
10
26
32
2
157

Building
Plan
Check

Building
Plan Check OTC

Project
Review

5
25
6
14
10
0
60

16
31
5
13
14
0
79

7
13
5
5
12
0
42

Inspection

16
36
7
18
20
1
98

Deeper Dive: Questions 5 & 6
Question 5 is about the timeliness of the process, and somewhat about the way in which staff engaged
with the applicant; Question 6 is more focused on the consistency and accuracy of feedback from staff
once the plans and permit details are in place. These all had mixed results in terms of being close to 50
percent agree and 50 percent some indifference or disagreed that staff were helpful.

Staff provided service in a timely, professional manner:
50%

45.6%

45%
40%
35%
30%
25%

19.9%

20%
15%

14.6%

12.9%

10%

6.4%

5%

0.6%

0%
Strongly agree

Agree

Disagree

Strongly
disagree

Neither Agree Not Applicable
Nor Disagree
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Question 5.

Strongly agree
Agree
Neither Agree nor Disagree
Disagree
Strongly disagree
Not Applicable
Totals
Question 5 (cont.)

Residential
Permit
21
73
11
21
30
1
157

Building
Plan
Check
6
23
5
11
15
0
60

Building
Plan
Check - Project
OTC
Review Inspection
12
7
13
35
13
39
6
4
6
12
8
17
14
10
22
0
0
1
79
42
98

Question 6
Question 6 is when the responses begin to even out. Notice that building plan checks and project review
where accuracy and consistency of information between staff and applicant can be contentious sees
some lack of agreement about service levels remaining high. The combination of Questions 5 and 6
suggest we should expect some mixed results with overall satisfaction levels; we see below in the
comments provided by respondents that there is both satisfaction and major dissatisfaction very much
connected to timeliness and accuracy/consistency of information from staff.

Information provided by staff was consistent and accurate?
33.3%

35%
30%
25%

19.3%

20%
15%

21.1%

14.0%
9.9%

10%
5%

2.3%

0%
Strongly agree

Agree

Disagree

Strongly
disagree

Neither Agree Not Applicable
Nor Disagree
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Question 6.

Strongly agree
Agree
Neither Agree nor Disagree
Disagree
Strongly disagree
Not Applicable
Totals
Question 6 (cont.)

Residential
Permit
23
53
17
27
34
3
157

Interaction Type
Building
Building
Plan
Plan
Check - Project
Check
OTC
Review Inspection
5
12
6
13
18
31
9
28
7
8
6
10
19
17
9
21
11
11
12
23
0
0
0
3
60
79
42
98

Deeper Dive: Questions 7 & 8
Time and cost are related. Time impacts costs when interest payments are associated with budgets and
available funding. Delays can quickly increase costs to both developers and contractor’s clients.
Question 7 shows the survey respondents in terms of their opinion on time taken to approve the permit.
Where previous questions were more focused on the timeliness of comments, Question 7 is about the
final product in the process. Question 8 looks at the perception of quality specific to the online services.
Not all respondents used the online services.

The permitting office followed through on the time-frame
given to approve the permit?
60%
48.0%

50%
40%
30%
20%

18.1%
11.1%

9.9%

10%

4.7%

8.2%

0%
Strongly agree

Agree

Disagree

Strongly
disagree

Neither Agree Not Given a
Nor Disagree Time-Frame /
Not Applicable

March 2020

Page

City of Novato, Customer Service Assessment: Permitting

8

Question 7.

Strongly agree
Agree
Neither Agree nor Disagree
Disagree
Strongly disagree
Not Applicable
Totals
Question 7 (cont.)

Residential
Permit
23
53
17
27
34
3
157

Interaction Type
Building
Building
Plan
Plan
Check - Project
Check
OTC
Review Inspection
5
12
6
13
18
31
9
28
7
8
6
10
19
17
9
21
11
11
12
23
0
0
0
3
60
79
42
98

47.4% of Respondents have not used online services in their Permitting Experiences
Question 8 deals directly with online services. While many of those that responded did not have any
feedback about online services, those that did were not providing “good” or “excellent” ratings
generally. Of those for which this question was deemed applicable, 58.9 percent of responses were
“fair” or “poor”.

The quality of online services (if applicable) was?

50.0%
45.0%
40.0%
35.0%
30.0%
25.0%
20.0%
15.0%
10.0%
5.0%
0.0%

47.4%

16.4%

14.6%

16.4%

5.3%

Excellent

Good

Fair

Poor

Not Applicable
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Question 8.

Excellent
Good
Fair
Poor
Not Applicable
Totals
Question 8 (cont.)

Residential
Permit
8
25
24
25
75
157

Interaction Type
Building
Building
Plan
Plan
Check - Project
Check
OTC
Review Inspection
2
5
3
6
11
17
9
19
7
10
7
19
11
12
9
16
29
35
14
38
60
79
42
98

50.9% of Respondents Were Satisfied Regarding their Experience with the Permit Process
Questions 9 and 10 are related and are about overall satisfaction from two angles. The first is a
traditional view of customer satisfaction. Question 10 takes that analysis one step further. Notice there
are over 50 respondents that give a 5 or less to Question 10 and are either neutral or dissatisfied on
Question 9. The significance of these neutral or less-satisfied respondents simply suggest that there is a
significant opportunity for improvement. For Question 10, almost 27 percent answered 0, which
signals a need to engage with customer service and quality assurance intervention.

Overall Level of Satisfaction:
35.0%

31.6%

30.0%
24.6%

25.0%
20.0%

19.3%
17.0%

15.0%
7.6%

10.0%
5.0%
0.0%
Extremely
Satisfied

Somewhat
Satisfied

Neither satisfied
nor dissatisfied

Somewhat
Dissatisfied

Extremely
Dissatisfied
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Question 9.

Interaction Type
Building
Building Plan
Residential Plan Check - Project
Permit
Check
OTC Review Inspection
Extremely Satisfied
31
8
16
9
18
Somewhat Satisfied
51
19
31
8
29
Neither satisfied nor dissatisfied
13
4
6
4
9
Somewhat Dissatisfied
24
14
10
9
16
Extremely Dissatisfied
38
15
16
12
26
Totals
157
60
79
42
98
Question 9 (cont.)

18.1% of Respondents Will Share Their Experience as Positive; 63.8% Will Not
Question 10 is the basis for a “net promoter score” or NPS. The NPS is generally defined as the likelihood
that a customer or client picked at random would recommend the service to another person. The NPS is
best considered over time; one year’s worth of NPS data establishes a baseline, but does not tell much
about the past or the future. A second time asking this question (after a period of one to two years) to a
similar population of potential respondents (customers or clients using the same service in the future)
will show how improvements may or may not be taking place in terms of positive feedback and “wordof-mouth” reputation is progressing for the City of Novato’s permitting process. Generally, the NPS is a
number between 0 and 100, as products and services tend to have as many “active” promoters versus
“active” detractors.
The NPS is calculated by subtracting the percentage of respondents that were detractors (63.8% in this
case) from the percentage that were promoters (18.1% in this case) for the NPS = -45.8. the result here
is below 0 and suggests there is an opportunity to create a more positive customer experience and
favorable client perception. Over 67 percent of those that answered “0” to Question 10 also provided a
option for written response when asked to elaborate. The following bullets are general rules to follow
with net promoter scores:

City of Novato, Customer Service Assessment: Permitting
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Answers 9 or 10 would most likely recommend the service (promoters);
Answers 7 or 8 are neutral (passives);
Answers 0 thru 6 most likely would not recommend the service (detractors).
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How likely are you to share with your friends or
colleagues that the City of Novato Permit permit
process was a positive experience for you? ("0" being
not likely at all, "10" being extremely likely)
30%
26.9%
25%
20%
15%

12.3%

11.7%
9.9%
10%

7.0%

8.2%

7.0%

5.8%

4.7%

5%

4.1%

2.3%

0%
0

1

2

3

4

5

6

7

8

9

10

Question 10.

Conclusions
The ultimate intention of this project over several phases is to help the City of Novato find ways to
provide incentives for more permitted construction versus non-permitted through improvements to the
permit customer experience. When users of the permitting office perceived lost time, lost money, or a
lack of accuracy and consistency in information provided, there may be risk for more non-permitted
work.
Respondents to this survey were mixed with their satisfaction regarding permit processes at the City of
Novato. When dissatisfied, the speed of review, information flow, general efficiency, and costs were
suggested to be major factors. Comments by respondents ranged from highly passionate about their
concerns, to where respondents thought the process went well.
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Question 10 is likely where most of the work can be done; the idea that someone would recommend
building in the City of Novato, using the permit process, was less positive than the respondent’s
personal experience and should be tracked annually.

Best Practices
The Marin Builders Association surveyed sixteen building professionals and reviewed the processes of
several Bay Area jurisdictions in order to acquire information about regional planning and building
departments that offer above average customer service and why.
Below are summarized findings and resources regarding six programs that garnered favorable ratings
from focus group participants, building professionals, and area community officials.

1. The City of San Rafael offers customer centric service and clarity of the process. They have easy-tofollow checklists for both building professionals and homeowners for a variety of projects. They publicly
share Guiding Principles of staff and expectations of the public.
a. https://www.cityofsanrafael.org/guiding-principles/
2. The County of Marin offers e-permitting and photo inspection options that can help expedite the
process for building professionals. The goal of the County’s planning and building department is to have
90% of all permits be obtained online.
3. Sonoma County’s “Get In Line” program. Applicants can get in line or make an appointment for
permit services online from home or work.
a. http://sonomacounty.ca.gov/PRMD/Services/Get-In-Line/
4. The City of San Francisco has an instant online process for lower level, basic permits.
a. https://sfdbi.org/instant-online-permit
5. The City of Concord offers an option (in some cases) that allows the applicants to provide photo
evidence to acquire a permit and complete inspections. The time to takes to process permits is often
less than one-hour.
6. The City of Sunnyvale has a positive reputation for offering a streamlined process without
unnecessary delays. The E-OneStop function on their website is known for being simple and helpful.
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a. http://ecityhall.sunnyvale.ca.gov/cd/

Recommendations
After examining the survey results, our team is making the following recommendations. These
recommendations are aimed at supporting best practices, improving the customer experience, and
increasing the percentage of permitted work in Novato.
Short-term
1. Increase regular staff and interdepartmental meetings to improve consistency and
communication regarding key projects and processes
2. Promote availability of multiple payment types and explore options of accepting additional
digital payment methods
3. Increased professional customer service training for department staff and inspectors
4. Look at online services and consider where applicant experience may be enhanced
5. Consider expanded appointment opportunities including giving applicants the ability to make
appointments online (see Best Practices #3)
6. Establish and monitor overarching goals to increase applicant satisfaction with processes
7. Continue to gather customer experience data in office via independent rating and suggestion
system such as a 3rd party interactive customer feedback kiosk
a. This practice double-checks the data over time and will provide further data for the
next assessment
Medium-term
1. Work to reduce review and response times with outside plan checkers and inspection services
2. Upgrade online system capacity and capabilities to allow applicants to research, apply for
more permits and interact with staff online
3. Create enhanced permitting flow and applicant friendly checklists. Create one list for
homeowners and another list for contractors
4. Repeat this same survey approximately every two years, for six years, making changes as
needed targeting increasing the NPS per the dual goal of increased permitted work and less
non-permitted work
a. Consider engaging Phases II, III, and IV of this continuing program
5. Online resources – Homeowner’s guide to permitting. See item 3
6. Consider longer and/or more consistent office hours
Long-term
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1. Consider assigning one staff person to follow a given project all the way through the process
2. Create streamlined interdepartmental processes with fire, public works, etc.
3. Ensure there are quality controls on any and all applicant processes that are outsourced by the
City of Novato. Conduct random audits of projects that are outsourced.
4. Set goals for acceptance of certain types of online applications to allow applicants to provide
more materials without physically visiting city offices
a. Survey results suggest applicants service want additional online services to help upload
files and reduce time in line or driving to city offices

Appendix: Comments from Respondents
These comments are provided in the form received from the user, with simple clean-up when needed
to better understand what was written or when staff or a specific individual was named.
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As a homeowner the process was very easy, the staff was friendly and the fee was reasonable. All my
questions were answered. They made the process easy.
Being an out-of-town owner, it was difficult to make the office hours available for walk-ins. It would
have been wonderful to be able to make an appointment.
Built an office/shed on my property. The staff was awesome and helpful, however, there seemed to
be some confusion on the way the height of the building and the related setback between within the
department. I got several different answers. Answers that were vague and unclear. In the end, it
worked out and I'm ultimately happy with my experience. There are very little online resources for
the permit process. Even scheduling the inspections requires a phone call. No email or text
confirmation etc.
Constantly given conflicting information regardless of what year or what project over the past 20
years. Permit fees should be consistent and online.
Construction of a deck had to be stopped as the inspector required a plan from an architect. The
original plan was approved and clearly mentioned all the exterior environment (including slope,
dimension, etc.). Any modification of plan took weeks for approval. Dealing with the permit
approval process was a nightmare.
Different inspectors required different hoops to jump through. One inspector said there were only
two items we needed to correct in order to move forward, so we completed the two items and called
for re-inspection. For the re-inspection, a different inspector arrived and added new items for us to
address. After those were handled, a different inspector arrived. Yikes...
You know you have a problem with a city government when they will not approve your permit unless
you put down the project cost amount the city wants to see (whether or not it is factually accurate)
and then they are at your home literally counting the nails and talking negatively about other parties
not there to defend themselves. Not trying to be rude, just hopeful this feedback improves the future
of city permitting. Thank you.
Having to provide multiple hard copies of plans and documents is a waste of paper and doesn't apply
to construction projects in current day process. One hard copy should suffice, but really electronic
files should be acceptable. It's how everyone is doing business today.
Hire more full-time planning, building, and enforcement personnel
I feel that some of the contracted inspectors purposely find ways of not signing off so that they can
come back and collect another fee. I have heard this from other property owners and other general
contractors. It also takes a lot more time to pull a permit in Novato than in other jurisdictions which
costs me employee time which then must be passed on to the customer.
I’m glad to have the opportunity to make these comments. My initial experience with the city of
Novato requiring permits for swimming pool remodeling was problematic. To be fair there was a
change in oversight right about the time we were working with them, so the newer staff were not as
familiar with the process. The plan review process for the permit took months to complete and our
clients were getting very upset due to the timing of the approaching pool season. This is several years
ago. I think possibly due to the pressure that was put upon everyone involved, the process has
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improved greatly. My last two or three permit submissions went smoothly in fact one of them being
approved right over the counter the same day. So as difficult as it was in the past it has definitely
improved. Any negative comments I gave in this survey were based more on my earlier experience.
The front desk staff are also very helpful and polite. Also, and this is a common problem in every city
building department, the inspection process is inconsistent. Before we bring a project to any city
including the city of Novato, we have all of our plans preapproved by Marin environmental health
services. They go over everything with a fine-tooth comb. Measuring out the appropriate pipe sizing
equipment etc. The city does not know what is required in this regard and usually about two
environmental health. I think the process will go smoother if the city would take into consideration
the approval of EHS. And mainly concentrate on the bonding and possible ADA issues. Thanks for
the opportunity to address these concerns.
Information indicated by the inspector to be online was not online. Also, information given by the
inspector was at odds with information given by the staff when I called in.
Inspector signed off on my project, then received a letter from the City of Novato saying I didn't
complete the process. After further review, it was their error.
It seems that there is inconsistency in interpreting the regulations. Does anyone have final
responsibility for making codes apply to everyone in a consistent manner? I can get different answers
about the same issue depending on who answers.
It would be helpful if AM or PM appointment and inspection requests could be considered
It would be nice if you were open more convenient hours.
Limited hours. Different story each day. Sent away to come back with what was required and brought
back everything only to find out they wanted different things than what was asked for on a previous
day. Different story with each person you speak with. Completely unhappy with the entire process.
My complaints have to do with inconsistencies amongst the inspectors and fact I raised those and
there was an unwillingness to address. Lost trust and confidence.
My experience was in regard to an outlet on a peninsula in the kitchen. The contractor installed the
outlet near the end, not on the end of the peninsula because the outlet box did not interfere with the
drawers. The inspector did not approve it because it was not on the end of the peninsula. It is
probably six inches away from the end. I did some research and could not find language in the
building codes for California that clearly state the outlet must be at the end of the peninsula. But
rather than waste time arguing with the permit office, I am going to have the contractor install
another outlet at the end of the peninsula.
My experience with permit staff has been cordial and at times helpful but often they seem too busy to
take the time to explain what is needed to satisfy permit requirements. I realize they are busy but it’s
frustrating to try and figure out their requirements in some cases.
I felt the permit application process was pleasantly easy, well explained and the follow up inspections
were very easy to schedule.
Novato seems to have a reputation in Marin for having very strict and awful permitting processes,
sorry. The fact the process seems to make people not even go through the permit process and people
are encouraged rather to not get permits for their projects in Novato I find.
Our electrician pulled a permit to upgrade our electrical panel. The inspection was slated for an
unrealistic time as the inspection on a panel should be slated for the end of the day not at noon. The
upgrade takes at least 6-7 hours. The first day he attempted to complete the work the inspector never
showed. Needless to say, it took a while to get our panel repaired due scheduling issues.

March 2020

Page

City of Novato, Customer Service Assessment: Permitting

17

Prepare more 1-2-page summaries of permit requirements for typical homeowner projects as many
other cities do. For example: home sprinkler systems.
The building department needs to maintain business hours that allow people to get simple permits
without an appointment. They also need to approve more projects over the counter. They send
everything to outside plan check. Even simple projects. This is an adds time and expense for people
applying for permits.
The city gave me different stories about what was required and what I would have to do to comply
with violations I inherited from the previous owner when I acquired the property.
The contract inspectors seem to think it's their job to create more work for themselves, i.e., create a
violation or search to find a tiny issue in order to require a correction and thus another visit from an
inspector, which they hope will be them. I also just scheduled a resale inspection for another property
and the first available inspection date is 18 days from the schedule date. That is completely
unacceptable.
The fact I can't make an appointment makes things hard for me. I've got three kids and bringing them
in to wait an undetermined amount of time really stinks..
The inspection process is inconsistent between the inspectors
The key issue is availability- the limited hours, closed every other Friday. I am fortunate that I work
close by, and have the ability to have some flexibility in my schedule. Otherwise, it would be a real
headache.
The permit staff was amazing. But the city of Novato needs to have receptionists that are nice.
The permitting process is too cumbersome, confusing, takes too long and inconsistent. Seems you get
a different answer from everyone you speak with. They also don't follow up after denying a permit so
it's like starting all over every time, even with a simple thing.
The process was so cumbersome for just a pop out. The amount of money and time I had to spend
for something which was such a small renovation was surprising and frustrating. The lack of clarity of
the process for engineering review was silly. Temp inspectors could not always make decisions to
allow the job to move forward and caused a slow down for the contractor, and additional money for
me. The necessity to get letters from an engineer affirming what the inspector needed were
sometimes $600. Also, sometimes these letters from engineers were not filed appropriately. My
feelings after going through my renovation is that the City of Novato has too many people who are
not enabled to make a decision because they don't want the liability. It cost us about $10k total
permits/inspections/etc. with the city. It disappoints me that with the rate of taxes here the services
we received were confusing, untimely, and unnecessary.
There was no way to track the permit process online to see which departments had signed off when.
I personally really like the Staff at the City of Novato, but there is no clear centralized process.
Very helpful and friendly staff - made the project as easy as possible
Wait at the office was very lengthy.
We had explained that the hot water heater (small single unit attached outside on the side of the
house was to be inspected. It was easy to locate wide open from the street and front of house, no
gates, bushes or animals, etc. The inspector could have accessed it easily but instead of calling us just
left and we had to schedule a different time when we had to sit outside for 2 hours waiting for his
arrival. Could have been much more accommodating or at least more communicative.
We have SO many concerns, I couldn’t even list them all. Mainly we were told that it’s up to the
contractor to know city requirements even though we as the homeowner took out the permit.
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Window specs on paperwork were approved prior to ordering by your dept. After installation of all
doors and windows, inspector said we didn’t meet the tempered glass requirement which we were
NEVER informed about.
Why is the wait so long? How about appointments? Train staff better.
Yes. The plan checking process is uneven. Outsourced checks are more stringent than in house
checks. Inspector was very unhappy with plan checking and complained that plans should have
never passed the plan check process. Inspector was not helpful but punitive.

