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Report 

1.0 PURPOSE 

To: Council in Committee of the Whole 

From: Ron Foster 

Auditor General 

To present a report on the audit of the Building Permits and lnspection Services Branch. 

2.0 RECOMMENDATION 

Item: 

AG-10-02 

File: 

C-1000 

It is recommended to City Council: 

Date of Report: 

February 17,201 0 

Date of Meeting: 

February 22,201 0 

Subject: 
Audit of Building Permits and Inspection Services Branch 

Public Repod 

That the recommendations contained in Attachment No. 5 of Report AG-10-02 dated February 17, 
2010 regarding the Audit of Building Permits and lnspection Services Branch be referred to the 
Commissioner of Development Services for a report back to the Development Services 
Committee. 

Ward(s): ALL 

3.0 EXECUTIVE SUMMARY 

This audit indicated that the Building Permits and lnspection Services Branch (Branch) is providing 
value-for-money to the City. To ensure continuous improvement, it is recommended that 
management: 

Prepare an annual work plan to align Branch activities with Department direction and 
priorities and to facilitate performance measurement; 

Update the Oshawa Land Information System to ensure compliance with building permit 
processing timelines within the Ontario Building Code Act and Regulation 305103; 

Modify the City's website to educate customers about the building permit application 
process; 

Follow up with the building community to discuss areas for improvement identified within 
the customer satisfaction surveys; 

Document the review of building permits and inspections for all complex, special and major 
projects and a sample of other projects to demonstrate that risks are being managed; and 

Examine options to revise the working hours of building inspection staff to correspond 
better with the times that most customers are available. 
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4.0 INPUT FROM OTHER SOURCES 

4.1 Input from Management 

P During this audit, information was obtained from the following individuals: 

City Manager 
Commissioner, Development Services 
City Solicitor 
Chief Building Official 
Fire Chief 

5.0 ANALYSIS 

5.1 Objectives 

9 The objectives of this audit were to assess the efficiency, effectiveness and economy of 
programs within the Building Permits and lnspection Services Branch as measured against 
best practices to identify opportunities for improvement and to demonstrate accountability to 
Council and the community. 

5.2 Scope 

9 This audit examined processes within the Building Permits and lnspection Services Branch, 
focusing on activities within the last two years. 

5.3 Procedures 

P This audit included interviews with management, analyses of reports, customer satisfaction 
surveys and benchmarking with other municipalities. A risk-based methodology was employed 
to focus on areas of significance to the public, management and Council. 

5.4 Background 

9 The mission of the Building Permits and lnspection Services Branch (Branch) is to provide the 
best professional service in administering and enforcing Ontario's Building Code Act to ensure 
safe, healthy and accessible buildings in which to live, work and play in Oshawa. 

P The Branch provides advice and review of building construction through the examination of 
plans, processing of building permit applications and carrying out building, heating and 
plumbing inspections to ensure conformity with the minimum standards of the Ontario Building 
Code and other applicable laws. 
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P The Branch currently employs a Building Permit Services Manager and a Building lnspection 
Services Manager who report to the Chief Building Official within the Development Services 
Department. It also employs 18 staff (1 5 staff and 3 vacancies) who report to managers 
within the Branch. 

P The expenses of the Branch were $1.9 million in 2008 and are expected to be approximately 
$1.8 million in 2009. Attachment No. 1 provides a summary of Branch expenditures and 
revenues for the last five years. 

5.5 Accomplishments 

P Significant accomplishments include: 

Established the Building Review and lnspection Committee which is a private sector liaison 
group to obtain industry input on branch practices; 

Established competitive building permit fees that are 12% below the average in the GTA; 

Implemented annual indexing of fees by 3% which was supported by the building industry 
and is a good practice from a sustainability perspective; 

Received national recognition for 'Canadian Registered' Building Officials; 

Received generally positive feedback from customers surveyed during the audit (see 
Attachments 2 to 4). 

Processed building Permits more efficiently than average according to benchmarking data 
obtained from other municipalities; 

Managed its budget effectively over the last several years and established a reasonable 
Building Permit Reserve Fund which had a balance of $1,441,000 at the end of 2008; 

Hired a Mechanical Engineer to provide a higher level of service on HVAC systems; 

Transferred zoning review from Corporate Services for one-stop service for building 
permits; 

Relocated to Rundle 1 and added a larger counter to provide more accessible customer 
service and more effective workspaces to staff; 

Obtained hybrid vehicles that are environmentally-friendly and suitable for inspections; 

Consolidated building permit fees, appointments, building permit requirements, code of 
conduct within Building Code By-law 33-2009; 

Provided staff with uniforms to improve image and recognition within industry; and 

Improved document control via implementation of central filing and records management. 
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5.6 Findings 

9 The 2010 Business Plan for the Development Services Department sets out overall direction, 
short-term goals and priorities for individual branches. A work plan has not been prepared yet 
for the Building Permits and lnspection Services Branch for 2010. It is recommended that an 
annual work plan be prepared to align Branch activities with department direction and priorities 
and to facilitate performance measurement. 

P While the work performance of plans examiners and building inspectors is measured, 
commencement and completion dates for building permit processing and inspections cannot 
be captured presently within the Oshawa Land lnformation (OLI) System. This information is 
required to ensure compliance with the timelines for building permits and inspections that are 
set out within Regulation 305103 and the Ontario Building Code Act. It is recommended that 
lnformation Technology Services be asked to update OLI to enable commencement and 
completion dates for building permits and inspections to be captured. 

9 Some sections of the Branch's policy and procedure manual are outdated and a user manual 
has also not been developed for the Oshawa Land lnformation (OLI) System. In the absence 
of current policies and procedures, the risk of errors and inefficiencies increases. It is 
recommended that the policy and procedure manual be updated and that a user manual be 
developed for OLI. 

9 The City's website provides limited information on services provided by the Branch. 
Customers are not provided with information to help them complete and submit a building 
permit application such as the application form and building permit fee schedule. It is 
recommended that the City's website be updated to include sample forms and other 
information to help customers understand how to complete and submit a building permit 
application. 

9 Reviews by management of building permits and inspections are not documented. It is 
recommended that managers document their reviews of building permits and inspections for all 
complex, special and major projects as well as a sample of smaller projects to demonstrate 
that risks are being managed. 

9 The calculation of building permit fees is not consistently documented within the building permit 
files. As a result, the likelihood of calculation errors occurring increases. It is recommended 
that a standard form be used to document building permit fee calculations. 

9 In 2006, Council directed management to report back to the Development Services Committee 
on fast tracking of small commercial and residential building applications, seasonal after hours 
extended service, and internet building permitting for non-complex building permits. 
Management plans to report back to the Development Services Committee on these matters in 
201 0. 

9 Responsibility for inspecting buildings is currently shared by inspectors from the Building 
Permits and lnspection Services Branch and Fire Services. A policy is currently being 
developed to clarify responsibilities and to improve coordination between inspectors from these 
two branches. Finalizing this policy would improve customer service and would be beneficial 
for both branches. 
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9 The working hours of building inspectors do not correspond with the times when most 
customers are available. Inspectors presently work on Monday to Fridays from 8:30 a.m. to 
4:30 p.m. Most customers are available in the early morning or late afternoon. It is 
recommended that management examine options to revise the working hours of building 
inspection staff to correspond better with the times that most customers are available. 

9 Over the last five years, Branch revenues have averaged approximately $2.5 million per year. 
Notwithstanding this volume, bank deposits are prepared twice a week rather than on a daily 
basis. Since the likelihood for errors and cash shortages increases directly with the length of 
time between bank deposits, it is recommended that bank deposits be prepared on a daily 
basis. 

9 The Branch has made a number of changes in recent years to improve service delivery and 
rationalize staff positions. A number of position descriptions for staff and management do not 
reflect revised responsibilities. To facilitate accountability, position descriptions need to be 
accurate. It is recommended that management update the position descriptions. 

9 Attachments 2 to 4 summarize the results of customer surveys completed during the audit. 
Due to the limited sample size and response rate, the feedback is not conclusive, but provides 
performance indicators which are generally positive. It is recommended that management 
follow up with the building community to discuss areas for improvement identified within the 
customer satisfaction surveys. 

9 Attachment 5 provides a summary of Findings and Recommendations. Management has 
agreed to address these findings and other areas for improvement that were identified during 
the audit. 

6.0 FINANCIAL IMPLICATIONS 

9 Implementing the recommendations within this report will improve the efficiency and 
effectiveness of the Building Permits and Inspection Services Branch. 

7.0 RESPONSE TO THE COMMUNITY STRATEGIC PLAN 

9 The Office of the Auditor General assists Council and the City's administrative team with the 
identification and management of risks. Effective risk management is required to achieve the 
goals, objectives and strategies set out within the Community Strategic Plan. 

Auditor General 

Attachments 
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BUILDING PERMITS AND INSPECTION BRANCH 
FINANCIAL SUMMARY 

BUILDING PERMITS AND INSPECTION REVENUE 

ExpenselRevenue 

Personnel 
Office Materials & Supplies 
Professional Fees 
Maintenance & Repairs 
Capital 
Financial Charges 
Misc Revenues 
Total Expenses 

* Commencing in 2008, Building Permits Revenues are required by legislation to be 
transferred to a Building Permits Reserve Account 

201 0 
Budget 

1,831,200 
21,300 
62,900 
80,000 
2,000 

200 
(2,000) 

1,995,600 

Revenue 

Building Permits* 
Building Inspection 
Total Revenues 

2009 
Projected 

Actual 
1,665,800 

21,400 
61,200 
73,000 
6,000 

200 
- 

1,827,600 

201 0 
Budget 

2,000,000 
16,500 

2,016,500 

2008 
Actual 

1,730,196 
31,417 
60,273 
82,107 
6,500 

233 
- 

1,889,759 

2009 
Projected 

Actual 
2,000,000 

13,600 
2,021,000 

2007 
Actual 

1,599,792 
46,442 

103,820 
82,328 
13,500 

233 
- 

1,787,816 

2008 
Actual 

2,607,000 
20,967 

2,627,967 

2006 
Actual 

1,417,594 
0 

17,504 
86,249 
14,000 

233 
- 

1,517,078 

2007 
Actual 

2,882,526 
18,299 

2,900,825 

2006 
Actual 

2,356,706 
18,502 

2,375,208 
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Residential Building Permit and Inspection Services 
Customer Satisfaction Survey - Home Owners, Contractors & Others 

(Summary of 10 survey responses) 

BUILDING PERMIT SERVICES very Very 
Satisfied Satisfied Dissatisfied Dissatisfied 

- issuance of permit according to timelines 
specified within the Building Code 50% 30% 10% 10% 

- staff knowledge of the Building Code 56 % 33% 11% 

- communication and helpfulness 67% 22% 11% 

- courtesy and professionalism 78% 22% 

- clear and correct information 
~ - -  

45% 33% 11% 11% 

-thorough and accurate review of plans 50% 38% 12% 

- fair and consistent review of plans 63% 73% 12% 12% 

- reasonable fees for permit and inspections 50% 40% 10% 

- overall permit application process 50% 30% 70% 10% 

BUILDING INSPECTION SERVICES Very very 
Satisfied Satisfied Dissatisfied Dissatisfied 

- inspections according to the timelines 
specified within the Building Code 

Building 75% 13% 12% 
Plumbing 40% 60% 

- staff knowledge of the Building Code 
Building 75% 25% 
Plumbing 40% 60% 

- communication and helpfulness 
Building 75% 13% 12% 
Plumbing 60% 40% 

- courtesy and professionalism 
Building 63% 37% 
Plumbing 60% 40% 

- thorough and accurate inspections 
Building 63% 13% 24% 
Plumbing 40% 60% 

- fair and consistent inspections 
Building 63% 25% 12% 
Plumbing 40% 60% 

- overall inspection process 
Building 63% 25% 12% 
Plumbing 40% 60% 

Note - Due to limited sample sizes and response rates, these responses are a performance indicator 
- -.-, 

rather than a conclusive measure ofperformance. 
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Residential Building Permit and Inspection Services 
Customer Satisfaction Survey - Home Builders 

(Summary of I I survey responses) 

Note - Due to limited sample sizes and response rates, these responses are aperformance indicator 
rather than a conclusive measure ofperformance. 

BUILDING PERMIT SERVICES 

- issuance of permit according to timelines 
specified within the Building Code 

- staff knowledge of the Building Code 

- communication and helpfulness 

- courtesy and professionalism 

- clear and correct information 

Dissatisfied 

10% 

10% 

Very 
Dissatisfied 

Very 
Satisfied 

80% 

80% 

70% 

80% 

80% 

10% 

Very 
Dissatisfied 

Satisfied 

10% 

20% 

30% 

10% 

20% 

-thorough and accurate review of plans 

- fair and consistent review of plans 

- reasonable fees for permit and inspections 

- overall permit application process 

BUILDING INSPECTION SERVICES 

- inspections according to the timelines 
specified within the Building Code 

Building 
Plumbing 

- staff knowledge of the Building Code 
Building 
Plumbing 

- communication and helpfulness 
Building 
Plumbing 

- courtesy and professionalism 
Building 
Plumbing 

- thorough and accurate inspections 
Building 
Plumbing 

- fair and consistent inspections 
Building 
Plumbing 

- overall inspection process 
Building 
Plumbing 

70% 

50% 

70% 
Very 

Satisfied 

90% 
100% 

90% 
100% 

90% 
100% 

90% 
90% 

90% 
100% 

90% 
100% 

90% 
100% 

20% 

40% 

20% 

Satisfied 

10% 

10% 

10% 

10% 
10% 

10% 

10% 

10% 

10% 

10% 

Dissatisfied 
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Governmental, Institutional, Commercial & Industrial Building Permits & Inspections 
Customer Satisfaction Survey - Summary of 14 survey responses) 

Note - Due to limited sample sizes and response rates, these responses are aperformance indicator 
rather than a conclusive measure ofperformance. - . 

Very 
Dissatisfied 

7% 

7% 

Very 
Dissatisfied 

BUILDING PERMIT SERVICES 

- issuance of permit according to timelines 
specified within the Building Code 

- staff knowledge of the Building Code 

- communication and helpfulness 

- courtesy and professionalism 

- clear and correct information 

- thorough and accurate review of plans 

- fair and consistent review of plans 

- reasonable fees for permit and inspections 

- overall permit application process 

BUILDING INSPECTION SERVICES 

- inspections according to the timelines 
specified within the Building Code 

Building 
Fire 
Plumbing 

- staff knowledge of the Building Code 
Building 
Fire 
Plumbing 

- communication and helpfulness 
Building 
Fire 
Plumbing 

- courtesy and professionalism 
Building 
Fire 
Plumbing 

- thorough and accurate inspections 
Building 
Fire 
Plumbing 

- fair and consistent inspections 
Building 
Fire 
Plumbing 

- overall inspection process 
Building 
Fire 
Plumbing 

Very 
Satisfied 

22% 

62% 

57% 

69% 

50% 

54% 

38% 

17% 

29% 
Very 

Satisfied 

55% 
55% 
58% 

64% 
64% 
67% 

64% 
73% 
59% 

73% 
82% 
67% 

55% 
55% 
50% 

36% 
46% 
42% 

36% 
46% 
42 % 

Satisfied 

71% 

38% 

36% 

31% 

50% 

46% 

62% 

83% 

64% 

Satisfied 

45% 
45% 
42% 

36% 
27% 
33% 

27% 
18% 
33% 

18% 
9% 

25% 

36% 
36% 
42% 

55% 
36% 
50% 

55% 
45% 
50% 

Dissatisfied 

7% 

Dissatisfied 

9% 

9% 
9% 
8% 

9% 
9% 
8% 

9% 
9% 
8% 

9% 
18% 
8% 

9% 
9% 
8% 
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Summary of Findings and Recommendations 

1. Finding: A work plan has not been prepared for the Building Permits and Inspection 
Services Branch for 2010. 

Recommendation: It is recommended that an annual work plan be prepared to align branch 
activities with department direction and priorities and to facilitate performance 
measurement. 

2. Finding: Commencement and completion dates for permit processing and inspections 
cannot be captured presently within the Oshawa Land lnformation (OLI) System. This 
information is required to ensure compliance with the timelines for building permits and 
inspections that are set out within Regulation 305103 and the Ontario Building Code Act. 

Recommendation: It is recommended that lnformation Technology Services be asked to 
update OLI to enable commencement and completion dates for building permits and 
inspections to be captured. 

3. Findinq: Some sections of the branch's policy and procedure manual are outdated and a 
user manual has also not been developed for the Oshawa Land lnformation (OLI) System. 

Recommendation: It is recommended that the policy and procedure manual be updated and 
that a user manual be developed for OLI. 

4. Finding: The City's website provides limited information on services provided by the branch. 

Recommendation: It is recommended that the City's website be updated to include sample 
forms and other information to help customers understand how to complete and submit a 
building permit application. 

5. Finding: Reviews by management of building permits and inspections are not documented. 

Recommendation: It is recommended that managers document their reviews of building 
permits and inspections for all complex, special and major projects as well as a sample of 
smaller projects to demonstrate that risks are being managed. 

6. Findinq: The calculation of building permit fees is not consistently documented within the 
permit files. 

Recommendation: It is recommended that a standard form be used to document building 
permit fee calculations. 
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7. Findinq: The working hours of building inspectors do not correspond with the times when 
most customers are available. 

Recommendation: It is recommended that management examine options to revise the 
working hours of building inspection staff to correspond better with the times that most 
customers are available. 

8. Finding: Over the last five years, branch revenues have averaged approximately $2.5 
million per year. Notwithstanding this volume, bank deposits are prepared twice a week 
rather than on a daily basis. 

Recommendation: It is recommended that bank deposits be prepared on a daily basis. 

9. Finding: A number of position descriptions for staff and management do not reflect revised 
responsibilities. 

Recommendation: It is recommended that management update the position descriptions. 

10. Finding: Attachments 2 to 4 summarize the results of customer surveys completed during 
the audit. 

Recommendation: It is recommended that management follow up with the building 
community to discuss areas for improvement identified within the customer surveys. 




