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What is Red Tape Rescue?

As part of its ongoing efforts to improve opportunities for business to
thrive in Milwaukee, the Common Council-City Clerk’s Office created
the Red Tape Rescue program. Inspired by the Local Business Action
Team (“LBAT”), a temporary City of Milwaukee committee, the
program’s aim is to fulfill and continue efforts initiated by the LBAT to
improve interaction between local business and City government.

Concerning the License Division, specifically, our goal is to connect
Milwaukee businesses and residents to the resources needed to be
successful and self-sufficient. In accordance with the goals of the
LBAT, we desire to:

« Make the City an easier, more welcoming place to do business
through improvements to City rules and processes.

« Stimulate investment in the city, particularly through public-
private partnerships and inter-departmental collaboration.

« Create jobs and add to the tax base, with a particular emphasis on
small and local businesses.

This report is an annual update on activities of the License Division
relating to the Red Tape Rescue program.




Overview

License Division

The License Division’s “front-line” staff consists of 5 License Specialists,
2 License Specialist Leads, a License Coordinator and - new in 2016 -
one bi-lingual Customer Service Representative. Our Business Systems
Specialist coordinates Red Tape Rescue initiatives and our Manager and
Assistant Manager oversee near- and long-term operations.
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In-Person Assistance

Over the past four years, the License Division has observed an increase
in the number of applications received, but a decrease in the number of
customers assisted in-person at City Hall. We aim to meet the demand
created by these trends through a greater online presence and -
eventually - through the implementation of online licensing via the LMS.
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Clerk Notes

Instructional Video Series

Who needs a bartender’s license? What is a temporary change of
plan permit? Will | need to appear before the Licenses Committee?

The License Division’s instructional video series tackles common
guestions in short, fun, and easy-to-understand vignettes.



Video Metrics

The License Division has produced 19 videos for its Clerk Notes
instructional video series in three different languages. Videos average
approximately 3 %2 minutes in length and are available on the Common
Council - City Clerk YouTube channel. Videos are also currently on
rotation on the City Channel and imbedded in the StartSmart web app.
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Pivot Program

Business Workshops

The Pivot Program brings various City and State departments together
to help businesses succeed. Through a free 2-hour workshop, we help
existing and prospective entrepreneurs with getting a license or permit,
resolving a problem, understanding regulations, or implementing best-
practices. Seven total workshops were held in 2016, and four are
planned for 2017 (see chart on page 20).

99%

Evaluation Average Pivot Program Percent positive
response rate attendance in 2016 satisfaction rating



Knowledge Self-Assessment

We asked Pivot participants to rate their knowledge before and after
the program. Preliminary data indicates that Pivot is a helpful
learning tool for both new and existing businesses.
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Start Smart

Online Tool

StartSmart (Milwaukee.gov/StartSmart) is an online tool that asks
questions to learn about a person’s business. After answering all
questions, StartSmart provides a list of required City and State
licenses or permits, and related applications. Users also receive a list
of resources to help get their business operating successfully.

StartSmart was officially launched in English on September 14, 2016.
The Spanish-language version followed in December, 2016.
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http://Milwaukee.gov/StartSmart

StartSmart Users

The charts below provide information on the number and percentage of
StartSmart users reaching the results page.
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Additional Initiatives

New and Continuing Programs

In addition to the License Division’s signature initiatives, we strive to
make everyday improvements to our operations. We are focused on
implementing ideas to transform the way citizens interact with City
government. Whether through administrative changes, policy
recommendations, or improvements to service delivery, our goal
remains the same: to help Milwaukee businesses thrive.

Average number of Municipal ID applications Increase in staff efficiency
people reached per processed since Jan 2016 in 2016 (compared to 5-
week on Facebook (as of April 5) year average - see pg. 13)
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Public Education and Outreach

Our public outreach efforts expanded in 2016, and with the
implementation of our mobile license kit, we are prepared to take our
knowledge and services to workshops or events across the city. The kit,
funded through grant money, includes customized banners, handouts,
and the ability to connect to our online resources. A list of community
events we attended in 2016 can be found on page 20.

In addition to a greater physical presence outside City Hall, we are
continuing to implement digital outreach efforts. For instance, you may
have noticed some changes to our website in 2016; look for additional
changes to improve accessibility in 2017. We also launched a Facebook
page to allow us to further reach out to Milwaukee’s residents.

Finally, the License Division began publishing a quarterly newsletter in
2016. Newsletters are shared via E-Notify and can be accessed on the
License Division webpage and Facebook page.

How have these efforts impacted our day-to-day operations? Though it
may be too early to tell, it appears that customers who choose to visit
City Hall are better prepared for the licensing process. In 2016, we
spent, on average, 17.2 minutes helping customers, the lowest mark
since this data has been recorded.

IN-PERSON CUSTOMER ASSISTANCE, 2012-2016




Additional Initiatives

(Continued)

Accessibility

While the License Division is able to offer online renewal for some
licenses, a majority of the applications we receive are paper-based. We
anticipate that by the end of 2018, the Land Management System will
begin to support an online application and renewal process.

Until that time, however, we are working to make paper-based
applications easier to understand and our information sheets more

simple. A sample of our new forms is provided on page 21 and following.

Policy Recommendations

The License Division is continually looking for ways to improve licensing
procedures through code update. Whether through our weekly process
improvement meetings or more organically through suggestions by staff,
we’ve established a culture of continual improvement and innovation in
licensing. A list of policy recommendations implemented by the
Common Council is provided on page 17.

14



Municipal ID

The Municipal ID program was officially launched in January, 2017.
Since launch, the License Division has held four Saturday enrollment
events in the City Hall rotunda and has processed over 3,400
applications.

MUNICIPAL IDs ISSUED, BY MONTH




Appendix
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Policy Recommendations

Issue / Topic

Resolution

Inconsistency with State
law regarding certain food
licenses

File #151387 and #151527: Exempts a food peddler holding
a state mobile restaurant license from obtaining a temporary
food dealer license, a seasonal food dealer license or a food
peddler permit

Confusing regulations
relating to Recycling,
Salvaging, and Towing
(RST) Licenses

File #151458: Amends various code provisions to clarify the
legislative intent of, and the procedures for RST licenses
(clarifying exemptions, removing redundant recordkeeping
requirements, etc.)

Taxi drivers pay multiple
fees and fill out multiple
applications

File #151738: Incorporates the weights and measures
(taximeter) license into the public passenger vehicle permit,
resulting in a reduction in the overall fee due to administrative
efficiencies

Confusing regulations
relating to Amusement
Machine or Jukebox
Distributor Licenses

File #151743: Clarifies that only one license is required and
extends the license term from 1 to 2 years; disclosure of the
number of machines now only required at time of renewal

Inconsistent residency and
photograph requirements
among various licenses

File #160068: Standardizes residency requirements for
various licenses to 90 days; standardizes photograph
requirements to specify the submission of one photograph
rather than two

Multiple licenses or
permits required to change
certain plans of operation

File #160192: Creates a temporary change of plan permit to
allow any business to obtain one permit instead of multiple
permits or licenses when making temporary changes to its
plan of operation

Multiple late filing fees
charged for filing multiple
late license applications

File #160993: Establishes that applicants filing multiple late
applications for licenses with concurrent expiration dates pay
only one late filing fee; late fees standardized ($25)

City code does not
account for “low-speed
vehicles,” as defined by
State code.

File #161763: Allows for the licensing and legal operation of
certain low-speed vehicles by amending the definition of
“shuttle vehicle.”




LBAT Recommendations

Recommendation

Action/Status

Next Steps

Revise fingerprinting
requirements

Completed 9/22/2015
(CCFN 150634)

N/A - Recommendation
Completed

Eliminate professional
photographer license
requirement

Completed 6/2/2015
(CCFN 150078)

N/A - Recommendation
Completed

Explore the effectiveness of
full-time licensing staff at the
Development Center

Staff currently on-call as
needed

Exploring digital
capabilities (e.g. Skype)

Allow conditional building
permits for certain
construction

Completed 11/24/2015
(CCFN 151067)

N/A - Recommendation
Completed

Lexically score all license &
permit application forms,
sheets & pamphlets.

Review, redesign and/or
standardize license & permit
application forms.

New form design
completed; PPV, HIC,
FILL applications
completed (see
appendix)

Anticipate all forms to be
reviewed and revised by
end of 2017

Integrate the license
application process into the
LMS system.

Discussions with ITMD
ongoing

LMS incorporation
scheduled to begin 2017

Reduce the need for in-
person license processes
(application & approval).

StartSmart launched;
online renewal
capabilities expanded

New StartSmart modules
planned; LMS to provide
more online capabilities

Increased opportunities for
in-person feedback by
increasing points of contact

Extended hours piloted
with Muni ID program;
increased community
presence; Pivot

Increased deployment of
mobile license unit
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LLBAT Recommendations

LBAT Recommendation

Action/Status

Next Steps

Implement self-service
licensing areas/resources

StartSmart implemented; Bi-
lingual CSR-II hired

Upgrade lobby to
increase interactivity

Create tutorial videos,
pamphlets, etc., regarding
the license process

19 videos produced;
pamphlet developed

StartSmart & Clerk
Notes expansions
ongoing

Increase participation in
business-community
workshops

Various & ongoing (Pivot,
MKE Business summit, etc.)

Ongoing; see chart
on page 18

Quarterly/mandatory
license training events

Pivot program implemented

Ongoing; see Pivot
summary on page 8

Creation of subscribed/
social media information
releases

Facebook; quarterly
newsletters

Ongoing; see page
12 for details

Consolidation/
standardization of license

types

Simplified taxi, RST, and
jukebox regulations

Ongoing; see page
15 for details

Establish inter-
departmental workgroups
regarding license
processes improvements

Ongoing in weekly process
improvement workgroups;
monthly meetings with
Health

Continuing to
evaluate in weekly
process meetings

Consolidation/
standardization of code
provisions (procedure)

Standardized late fees;
created a combined temp
change permit

Ongoing; see page
15 for details




Community Outreach

Outreach Event Location Date
Community Meeting Neighborhood House 3/23/2016
D7 Tavern Call-In All Bright Methodist Church 3/29/2016
Small Business Week Panel ManpowerGroup Headquarters 5/2/2016
Community Prosecution Unit Meeting |MPD Police Academy 5/6/2016
Pivot #1 Gerald L. Ignace Indian Health Center [5/19/2016
Pivot #2 MLK Library Community Room 6/27/2016
Pivot #3 East Library, Ellipse Community Room |7/21/2016
Pivot #4 Water Tower Building 8/23/2016
Hispanic Elected Local Officials Panel |Hilton Hotel 8/26/2016
Pivot #5 City Hall Rotunda 9/20/2016
StartSmart Demo W1 Women's Business Initiative Corp  |9/28/2016
Pivot #6 Phongsavan Asian Market 10/13/2016
Pivot #7 Gerald L. Ignace Indian Health Center (12/6/2016
Small Business Academy Roundtable [Potawatomi Conference Center 12/13/2016
MKE Business Now Summit BEAM Academy 1/28/2017
Pivot #8 Employ Milwaukee 1/30/2017
Municipal 1D City Hall Rotunda 2/25/2017
Municipal ID City Hall Rotunda 3/4/2017
Cesar Chavez Day Celebration City Hall Rotunda 3/31/2017
Municipal 1D City Hall Rotunda 4/1/2017
Municipal 1D City Hall Rotunda 4/8/2017
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Updated Forms




Ownership Form
BEFORE (4 PAGES)
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AFTER (2 PAGES)




PPV Info Sheet

BEFORE (2 PAGES)
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AFTER (2 PAGES)




HIC Info Sheet

BEFORE (2 PAGES)
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AFTER (2 PAGES)




FILL Info Sheet

BEFORE (2 PAGES)
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AFTER (2 PAGES)




Common Council - City Clerk’s Office

1987

Stopped publishing
Council Proceedings

$1.20 m

Reduced copying costs
by moving to e-book

$ 2 6 ) 460 Staff efficiencies by

moving to e-book

$83,686

6 Trees save
9 since 1987

(3,272

Reams of paper saved
since 1987, enough to

that’s over 1.5 times the
Qeight of City Hall!

stack over 545 feet high;




