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Friends, 
 
I am pleased to introduce the FY09 annual report for the Department of Licenses and  
Inspections (L&I).   With the last annual report issued in 2000, this report represents a  
milestone in making the Department’s operations more transparent and accountable to 
the public. 
 
I have stressed that a reformed L&I, that puts the customer first, is critical to our ability to 
execute an effective economic development strategy and maintain and create vibrant 
neighborhoods throughout Philadelphia. 
 
A year and half into my administration, I am pleased to report that we are on our way  
towards promoting a culture that puts the customer first.  Some noted improvements are 
the standard plan review times for complete residential and commercial applications,  
over the counter licenses are taking half the time to issue when comparing FY09 to FY08, 
more services are available on the web and in neighborhoods, and customer satisfaction 
survey results are strong. 
 
I am happy with the progress being made at the Department of Licenses and Inspections.  
The Department has a hardworking and dedicated workforce.  Despite the  
accomplishments over the past year, these steps only represent a beginning.  Much work 
and many challenges remain.  Nevertheless, the Department will forge ahead and we will 
continue to report on our progress. 
 
I believe our Department of Licenses and Inspections will become the nation’s leading 
code enforcement agency and become a standard bearer for excellent customer service.  I 
hope you will review the information and data included in this report and provide us with 
feedback on how we can continue to improve operations. 
 
        Sincerely, 
 
 
 
        
        Michael A. Nutter 
        Mayor 
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Friends, 
 
I am happy to introduce an annual report for the Department of Licenses and Inspections 
(L&I) for the Fiscal Year 2009 (FY09). In FY09, L&I established the goal of becoming the 
nation’s leading code enforcement agency.  While the economic climate of our region and 
nation has changed dramatically in this time, our original goal remains the same. 
 
FY09 was a year to build a foundation, by setting core values and leading change. These 
core values are founded upon improving accountability and establishing performance 
standards.  The customer is at the heart of our service and mission.  We will be  
professional and ethical in all aspects of our conduct, language and service delivery.  We 
will be results driven. 
 
In taking steps forward, we invested a lot of time on fixing the basics. By improving the 
foundations of our department, we are ensuring future success and wholesale change to 
be an accountable, results driven organization, committed to providing outstanding  
customer service. This evolution will take time, persistence, belief and dedication. 
 
Let’s recall a few of the past year’s highlights. 
 
• We had a strong and vibrant group effort to create a phenomenal May 2009 Building 

Safety Week (BSW).  It was an honor to award Dennis Dolan the Wismer Award.  We 
all enjoyed the culmination of the week with an employee appreciation breakfast in 
City Hall.   

 
• We focused on our service level response for housing, business and fire complaints in 

January 2009.  Our business compliance unit went from answering 53% of  service  
      requests on a monthly basis in January 2009 to 96% in April and 93% in May.  Our       

housing unit went from answering 65% of service requests in January 2009 on a 
monthly basis to 95% in April 2009 and 95% in May 2009.  The Commercial and  
Industrial Fire (C&I) unit went from answering 70% of service requests in January 
2009 to 100% in April 2009 and 94% in May 2009.  Every individual and team in  
housing, C&I and business compliance should be proud.  We are working smarter and 
better. 

 
• We imaged over 200,000 zoning folders and made them available for free on the  
       internet.   
 
• We are issuing licenses at the counter  in the Municipal Services Building in half the 

time when compared to 2008.   

2 
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• Customer survey results of the Municipal Services Building front counter service.  
January, 2009 to June 30 2009 show 89% of our surveyed customers received  

      excellent or very good service. This is a tribute to L&I employees providing  
      excellent customer service. 
 
• We are reviewing complete commercial plans in 20 days or less 96% of the time.  We 

review zoning plans in 25 days or less 99% of the time and residential plans within 15 
days or less 93% of the time.  We perform building permit inspections within two days 
of request 93% of the time. 

 
• We reduced operations overtime costs by 54% when comparing FY08 to FY09. 
 
• We instituted an employee of the quarter program and recognized Brett Martin,  
       Valerie Crawford and Tom Keenan in June 2009 as the first employees to win.  I  
       continue to receive many individual recognition letters for L&I employees excelling at   
       service.  
 
It has also been a year of adjustments and realignment of core services.  The  
Commonwealth of Pennsylvania took over the function of the weights and measures unit.  
The L&I information technology unit joined a partnership under the leadership of the  
Division of Technology.  We are also close to achieving a consolidated code enforcement 
inspector series.   
 
Let us not forget that we have had to manage this department through one of the most 
economically debilitating periods of the City’s history. The economy has presented some 
setbacks but the constant diligence and commitment of our workforce continued. 
 
Much work remains to be done.  One of the biggest challenges will be to keep pace with 
demand when the economy rebounds. We have only skimmed the surface of development  
process improvements.  We need to gain the public’s confidence and have our work speak 
for itself.  We still need to improve our consistency. We have to improve our image as a 
credible and accountable department.  We need to move more of our services online.  We 
need to make our information, rules and regulations easier to understand not only in  
English but the many languages we as Philadelphians speak. We need to conduct  
programmed inspections. We need to educate.  We need transparent operational polices.  
  
I look forward to the challenges in Fiscal Year 2010 and working with the employees of 
Licenses and Inspections in providing quality service to the City of Philadelphia.  

                     Sincerely, 

Fran Burns 
Commissioner 
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Licenses and Inspections: Executive Team Members 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Fran Burns, Commissioner 
Fran was appointed in August 2008 and has served in many  
different public sector roles.  She started in the public sector in the 
Philadelphia Commerce Department, then went to the  
Pennsylvania Intergovernmental Cooperation Authority. Fran also 
served as Assistant Budget Director , Assistant Managing  
Director and spent close to three years as L&I Deputy  
Commissioner for Administration.  

Bridget Collins-Greenwald, Deputy Commissioner for Operations 
Bridget started working for the Department in 1998 and has 
served Licenses and Inspections as the Assistant Human  
Resources Manager, Human Resources Manager, and the  
Administrative Services Director.  As Deputy Commissioner for 
Operations, she oversees the Clean & Seal, Emergency Services 
and Abatement, Code Violation Resolution, Housing Code  
Enforcement, Commercial and Industrial Fire, and Business  
Compliance units. 

Michael Fink, Deputy Commissioner for Development 
Michael has served in the Department of Licenses and  
Inspections since 1982. Michael began as an inspector in the 
Weights and Measures unit, and subsequently worked as the 
Chief of Contractual Services and the Director of Construction 
Services. Currently, as the Department’s Deputy Commissioner 
for Development, he oversees the issuance of all zoning and  
construction permits and their associated inspections, the  
issuance and renewal of all licenses and the administration of the 
appeal boards.  

Michael K. Maenner, Director of Operations  
Mike has 36 years in the construction industry, and 25 with L&I. 
He has served the Department since 1984.  He began as Manager 
of District Operations and Mechanical Services, Construction  
Inspection Manager, District Supervisor, Assistant Chief of  
Contractual Services, Plans Examiner and Building Inspector.  
Currently, as Director of Operations he is responsible for  
approximately 130 field inspectors and managers. 



5  

 

    2009 EXECUTIVE TEAM  

DEPARTMENT OF LICENSES AND INSPECTIONS 

 

2009 A
N

N
U

A
L R

EPO
RT 

 
 

 

 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 

Tom joined the Department in 2007, bringing diverse work  
experience that includes working as a construction superintendent, 
construction safety coordinator, electrician and law  
enforcement officer.  Currently, Tom manages the Clean and Seal, 
Emergency Services and Abatement, and the Code Violation  
Resolution units. 

Samir Karumsi, Permit Services Director 
Samir joined L&I as Director of Permit Services in January 2009.  
Prior to joining the City of Philadelphia, Samir served as Senior 
Manager of Business Operations with Comcast Corporation.  
Currently, Samir directs a division of 60 employees with  
responsibilities covering development plan review, permit  
processing, and license issuance. 

Kirk McClarren, Human Resources (HR) Manager 
 

Reginald Rouse, Director of Information Technology 
Reginald has served the Department since 1997. He 
served as Programmer Analyst Trainee, Programmer Analyst I, II & 
III, Programmer Analyst Project Leader and Programmer Analyst  
Supervisor. Currently, Reginald manages all IT operations for the  
Department, overseeing and coordinating IT related projects.  

Kirk has served as the Department’s HR Manager since July 2007.  
Prior to joining L&I, Kirk worked in the city’s Office of Human  
Resources as a Management Trainee, HR Associate and Staffing  
Specialist.  Currently, Kirk is responsible for directing all aspects of 
staffing, discipline, employee and labor relations, training, safety and 
risk management for the department.  Kirk also serves as the  
Department’s Integrity Officer.   

Thomas McDade, Executive Director of Enforcement and Neighborhood Services 
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The Department of Licenses and Inspections is divided into three major sections, which 
provide a wide range of services designed to advance development and public safety. 

Administrative Services 
This division provides support services for all Departmental activities. This  

division includes human resources and training,  information technology, budget and  
fiscal support, accounts and procurement,  materials and supplies and general  

services and support. 

Development 
This division  is primarily responsible for ensuring that construction activities  

throughout the City are performed in compliance with codes and ordinances of the City of 
Philadelphia.  This division carries out this responsibility through the issuance of zoning, 

building, plumbing and electrical permits and licenses and the site inspections of  
construction activity. The division issues all business and trade licenses, and processes 

real estate certification statements for the public.  

 
Operations 

The Operations Division is responsible for all code enforcement issues as related to the 
Fire, Property Maintenance, Zoning and Administrative Codes. 

 
The divisional units work together to ensure that quality of life and life safety issues are 

resolved through the use of education, communication and finally, enforcement.  The 
division’s Housing Code Enforcement Unit is responsible for inspecting residential  
properties in the City. The Clean & Seal Unit is responsible for cleaning and sealing  

vacant properties; the Emergency Services and Abatement Unit demolish properties in 
imminent danger of collapse; and the Code Enforcement Violation Resolution Unit  

prosecutes those who do not come into compliance in equity and/or municipal court. 
 

Finally, the Commercial and Industrial Fire Unit is responsible for inspecting all  
commercial and industrial properties for compliance with property maintenance, fire 
and zoning codes.  The Commercial and Industrial Fire Unit can also refer issues to the 
Clean & Seal, Emergency Services and Abatement, and the Code Violation Resolution 

    Unit for resolution. 
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2009 VISION & VALUES 

DEPARTMENT OF LICENSES AND INSPECTIONS 

Core Set of Values   
vHigh Level of Accountability 
vFocus on the Customer 
vProfessional Culture 
vResults Driven 
vEthical In All Aspects of Conduct and Service Delivery 

 

Initiatives to Accomplish Vision 
 

One Vision: To be the Nation’s Leading 
Code Enforcement Agency 
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2009 INITIATIVES 

DEPARTMENT OF LICENSES AND INSPECTIONS 

  
THE Department of Licenses and Inspections has launched an 

ambitious multi-year effort towards becoming the nation’s 
leading code enforcement agency.   With our core values  

embedded in everything the Department does, L&I began the 
transformation of the Department in Fiscal Year 2009 by 

 pursuing the following  
initiatives: 

 
HIGH LEVEL OF ACCOUNTABILITY  

• Complete field ride day reports to 
improve field activity monitoring  

• Participate in PhillyStat reviews  
• Improve inspector productivity  
• Establish performance standards in 

every unit     
• Establish employee of the quarter 

program  
• Establish operations policies and 

procedures  
• Complete all route sheets  
• Load inspection results into             

Department database within 24 
hours 

• Establish leadership program  
 

  

FOCUS ON THE CUSTOMER  

• Conduct full departmental customer  
service training 

• Implement customer satisfaction survey  
• Improve  front counter service at the 

Municipal Services Building 
• Partner with Ritz-Carlton Philadelphia, 

to conduct customer service training 
• Scan zoning files and make available 

online 
• Implement customer call back by phone 

to complaints 
• Move more licenses and permits  online 
• Make code violation information           

available online 

 
 

  RESULTS DRIVEN 
• Set priorities by unit 
• Provide more online services 
• Consolidate inspector job  
       classifications 
• Gain high rate of compliance with 

code and regulatory requirements 

 

 
 
 
 
 
 

PROFESSIONAL CULTURE 

• Maintain clean office space 
• Improve look and image to the public 
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2009 ACHIEVEMENTS 

DEPARTMENT OF LICENSES AND INSPECTIONS 

Value: High Level of Accountability  
 
 

ü Per the State Uniform Construction Code, establishing a 15 day standard for 
 residential permit reviews and 30 (now lowered to 20) day standard for 
 permit commercial reviews.  This is the first time in recent history that L&I 
 set and published service standards. 
 
ü L&I reduced the wait time at the License Issuance Unit (LIU)  in the 
 Municipal Services Building by an average of 50% every month over month       
 when comparing FY08 to FY09.  Below are two examples. 
 
 
 
 
 
 
 
 
ü L&I increased the percentage of service requests addressed on a monthly 
 basis by the Housing and Code Enforcement Unit by 69%, the Business 
 Compliance Unit by 82% and the Commercial and Industrial Fire Unit by 
 63%. 
 
ü L&I reduced response time for clean and seal requests from months to days. 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

In 2009, L&I aligned initiatives with its core values in working to become the  
nation’s leading code enforcement agency. The following achievements, categorized 
by the core values they address, are just the first steps towards realizing this goal. 

January 2008:   87 minute avg. wait time 
January 2009:   26 minute avg. wait time 

February 2008:  82 minute avg. wait time 
February 2009:  49 minute avg. wait time 

The afternoon before a morning closing, I realized that we had been unable to 
receive a City Certificate Statement for the property I was representing as a listing 
agent. In order to prepare for the closing the next morning, I decided to visit your 
office in person to address the details. I am happy to say that everyone I spoke 

with in your office was courteous, helpful and all went out of their way to help me 
with my needs. Thank you again for the excellent service! 

-K. Daly 
  

Accountability and Excellent Service 
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2009 ACHIEVEMENTS 

DEPARTMENT OF LICENSES AND INSPECTIONS 

 

  
  

 
Value: Focus on the Customer 

 
 
  ü L&I scanned over 200,000 zoning files and made them available online on  
  the Internet free of charge. 
 
 ü L&I embarked on an ambitious concourse reconfiguration in the Municipal 
  Services Building, within funding constraints, designed to improve the  
  customer experience.   
 
 ü L&I expanded permit issuance services, formerly only available at the  
  Municipal Serivces Building, in neighborhood based district offices. 
 
 ü L&I sought formal feedback from our customers to continually improve
  service delivery.  The concourse customer service survey, implemented in
  January, 2009, is designed to gauge the customer experience at the 
  Municipal Services Building and provide a forum for specific comments.  As 
  highlighted on page 16, L&I is making progress in improving customer 
  service.  As an example, from January, 2009 to July, 2009, 89% of customers 
  surveyed felt that the customer service experience was very good or  
  excellent. 
 

A few years ago, my experience with L&I was very unpleasant with the environment 
best described as chaotic and confrontational.  This is why I dreaded making my  

second trip to L&I in July 9, 2009 for a kitchen renovation permit.  To my pleasant 
surprise, my second experience was an altogether different experience. There had 

been several customer-oriented changes that were specifically targeted at improving 
the overall experience.  For example, L&I introduced a ticketing system that helped 

lower wait times and better direct customers to appropriate employee workstations.  
There was no shouting between customers and employees and every employee  

appeared personable, friendly, and interested. The changes were so striking that I had 
to show my personal gratitude by completing a survey card for the quality  

services L&I delivered.  I look forward to more improvements such as this from the 
City in the years to come.   

 - C. Heim 

Improving the Customer Experience 
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2009 ACHIEVEMENTS 

DEPARTMENT OF LICENSES AND INSPECTIONS 

 
Value: Results Driven 

 
 ü L&I began decentralizing code enforcement operations to remote  
  locations in North, South and Northeast Philadelphia.  This  
  decentralization will allow inspectors to be deployed from the area they are
  assigned.  L&I anticipates cost savings in inspector mileage  
  reimbursements and better  productivity by eliminating  the amount of time 
  it takes to get to inspectors from the home office. 
 
 ü L&I improved the plan submittal process by reducing the number of  
  incomplete applications submitted. Action steps included improving the 
  level of understanding of the code among local design professionals,  
  developing a permit application submittal checklist to reduce the requests 
  for missing information, and working with the Philadelphia chapter of the 
  American Institute of Architects to communicate failure rates and seek  
  feedback. 
 
 ü L&I placed electrical permit applications and property sales certification 
  statements on-line.  Seventy percent (70%) of property sales certification 
  requests are now conducted online,, resulting in improved service to the 
  customer and reduced costs to the Department. 

 
 
 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 

Each and every individual in the Department of Licenses and Inspections 
should be commended. From the administrative staff who fielded my  

telephone calls, to the efforts of inspectors and Clean and Seal staff, I am 
grateful and highly pleased with the manner in which these civil servants 

performed their jobs. Each of them interacted with me very professionally. 
 -L. Wilson 

Promoting Professionalism 
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2009 ACHIEVEMENTS 

DEPARTMENT OF LICENSES AND INSPECTIONS 

 

  
  

 
Value: Professional Culture 

 
 
 ü L&I established an International Code Council (ICC) Chapter to allow staff  
  to take advantage of training offered by the ICC.  Membership in the  
  chapter is now over 100 individuals, including design professionals,  
  developers and contractors.  Chapter status was granted in February 2009. 
  
 ü L&I created job specifications for a generic Code Enforcement officer  
  series  which will allow for a multi-disciplined inspector position that can 
  enforce provisions of the zoning, administrative, property maintenance 
  and fire codes.  Inspectors will be trained in all aspects of the four code 
  sections.  Over time, L&I will only have to send one inspector rather than 
  conduct multiple inspections of the same property. 
 

ü Ninety six percent (96%) of L&I technical staff have met the PA uniform  
construction code (UCC) certification for plan review and inspectors. 

 
 

On December 23, 2008, L&I received a call of an  
inoperable fire alarm system at around 6:00 PM at a 71 
unit apartment complex. The Emergency Services and 
Abatement Unit, L&I’s 24 hour, 7 day a week response 

unit, was immediately onsite.  A fire watch was 
promptly ordered and provided through the night by 

apartment management.  The next day, L&I had the fire 
alarm fixed at a nominal cost, allowing all the building 

occupants to safely remain in their apartments through 
the holiday season.   

Success Stories 
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2009 EMPLOYEE RECOGNITION 

DEPARTMENT OF LICENSES AND INSPECTIONS 

    

 

L&I has established and continued employee recognition programs that promote 
integration of the Department’s core values through increased accountability,  
professionalism, and a work ethic focused on results and excellent customer  
service.  Some of the programs designed to recognize employees for outstanding 
service include:  

During the annual Building Safety week  
banquet, the David L. Wismer Award is  
presented to a nominee from the Department 
who has displayed exemplary performance 
and service to the Department and code  
enforcement in general.  The FY09 recipient 
of the award was Dennis Dolan.  

Employee Recognition Day  
 
L&I celebrated the hard work and many accomplishments of staff at an employee  
recognition event.  Letters of commendation from citizens papered the walls of Conversa-
tion Hall, employees who have only spoken by phone finally put a name to a face, and 
overall the event was a celebration of the dedicated work of all of our employees.  The 
event was highly received and served as a great reminder of the positive impact of the  
Department.   
 

Employee of the Quarter  
 
In an effort to recognize outstanding performance, the first Employees of the Quarter 
were named in the month of June.  One employee from each division was recognized by 
their managers and colleagues.  The first winners were Valerie Crawford 
(Administration), Tom Keenan (Operations) and Brett Martin (Development).  The  
employees shared lunch with the Commissioner, received a plaque recognizing their 
achievement, and will have their name posted on a plaque hung in the office.   
 
 

The 2009 Wismer Award 

Dennis Dolan 
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2009 EMPLOYEE ADVISORY BOARD 

DEPARTMENT OF LICENSES AND INSPECTIONS 

Zoning Map Updates  – In order for a proper review of zoning applications, the  
on-line zoning map must be updated in a consistent and timely fashion. 

 

Understanding the value of L&I’s employees and the knowledge and ideas they 
bring to their jobs everyday, Commissioner Burns established a 40-person advisory 
board made up of employees throughout L & I.  This advisory board is designed to 
facilitate communication between employees and identify and resolve issues.  
 

 
Members of the 2009 Employee Advisory Board 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Facilitated by  Director Thomas McDade, the Board meets as a group monthly while work-
ing in smaller teams on individual projects.  Here is a rundown of key initiatives and pro-
gress:     
 

 

Invalid / Inaccurate Addresses – Problems caused by P.O. Boxes and address 
changes impede the Department’s ability to serve notices and advance  enforcement 
efforts.  Board members are working on proposals to discover valid addresses for 
property owners and combat the population of bad addresses in databases.     
 

Department Communications  - The Board seeks improved communication between 
the Commissioner’s Office and staff through regular correspondence and a revamped 
newsletter.  It also tries to promote positive press highlighting the Department’s 
achievements.  Commissioner Burns sends departmental messages on key topics.  In 
addition, team members have re-crafted the newsletter to be more substantive in  
content, appealing in design, and intended for both internal and external audiences. 

Inadequate Fines / Penalties  - Because many departmental fines and penalties are 
inadequate to compel compliance, a team has been assembled to review the issue and 
recommend changes. 

George Altmeier 
RoseMary Ames 

Lorna Anglin 
Elizabeth Baldwin 

Vera Barnes 
Stephen Bickel 

Charmaine Butler 
Melvin Carrasquillo 

Alethia Dessus 
Anthony Dinkins 
Joseph A. Diorio 

 

John Gallagher 
Paul Gonsiewski 
Valrita Gordon 
Tonya Green 

Joseph Gruber 
Glen Guadalupe 

Janice Hall 
Paulose Issac 

William Lennon 
Dennis Link 

Marian McAndrews 

Albert McCarthy 
John McFarlane Jr.  
Joseph Mehaffey 

Robert Palko 
Neil Schreiber 

Rycharde Sicinski 
Barbara Slaughter 

Betty Sulpizio 
Cheryl Tasker 
Roger Tenant 
John Wallace  
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L&I has been a consistent attendee at PhillyStat sessions—the Mayor’s program for  
monitoring departmental performance and promoting accountability and transparency.  
Categorized by division, the following charts illustrate valuable performance metrics the 
Department has used to demonstrate improvements and successes while simultaneously 
highlighting the areas where improvement is still necessary. 

Performance Comment: Two factors should be considered in reviewing the Department’s  
improving turnaround times: the economic downturn resulted in a 35% reduction in  
applications for permits and 40% of reviewed construction plans did not result in a  
permit due to incomplete information. 
 
The Department’s standards for servicing license customers at our service counter was  
an aggressive target seeking to drive innovation in processes and personnel  
deployment. It remains a long-term goal that is attainable through on-going  
reorganization and elimination of many of our licenses. 

Municipal Services Building Front Counter Service– Fiscal Year 2009 

Inspections– Fiscal Year 2009 

Development Division Plan Review—Fiscal Year 2009 
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2009 PHILLYSTAT SCORECARD 

DEPARTMENT OF LICENSES AND INSPECTIONS 

Performance Comment: The Emergency Services and Abatement Unit (ESAU) abated 495  
properties in FY09—425 were demolished and 70 were emergency site improvements. 
The unit brought the average cost of demolition down to $17,000 per property from 
$25,000 per property.  The unit partnered with the Fire Department and marked all the  
structurally unsound buildings with an orange box with an “X” in the center (the sign used 
by the Federal Emergency Management Agency).   

Emergency Services and Abatement Unit (ESAU) - Fiscal Year 2009 

L&I responded to a two alarm fire in a sixty (60) unit apartment building. The 
building was evacuated during fire fighting operations. Ninety people were  

displaced and sent to a shelter at a school. After fire operations were  
completed, L&I inspectors went through the building to assess the damage. The  
detection and alarm systems were not operational after the fire, and there were 

no emergency lights. It was determined that there were only a few units  
damaged enough that the occupants would not be able to stay the night. L&I set 
up a fire watch with building management. The fire alarm company, electrician, 
and clean-up crews were slated to be back at the complex the next day to get all  
the systems operational. These prompt efforts allowed the building tenants to 

return quickly and safely to their units. 

Success Stories 

          Performance Outcome        Goals  Actual                         
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2009 PHILLYSTAT SCORECARD 

DEPARTMENT OF LICENSES AND INSPECTIONS 

Performance Comment: The Business Compliance Unit is responsible for the inspection of 
all businesses in the City to ensure compliance to zoning ordinances, licensing  
and vendors city-wide.  The unit has consistently improved its response time, with the 
most noticeable improvement from April to July, 2009. 

Business Compliance FY09
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Business Compliance - January 2009 to June 2009  (Averages) 

Performance Comment: The Commercial and Fire Inspection Unit is  
responsible for the inspection of all commercial and industrial properties in the city to 
ensure their compliance to the fire and property maintenance codes.  The unit is also  
responsible for the inspection of all schools, commercial day-cares and high rises.  The 
unit has also consistently improved response time, with the most noticeable increase 
from April – July 2009.  

Commercial and Industrial Fire Inspections 2009
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DEPARTMENT OF LICENSES AND INSPECTIONS 

Performance Comment: The Housing and Code Enforcement Unit is responsible for  
performing residential site inspections to ensure fire prevention and property  
maintenance code compliance in residential areas.  The unit conducts inspections of all 
residential properties including family day-cares, boarding houses, shelters, mentor 
homes, personal care facilities, and community living arrangements.   
 
The unit receives the highest number of service requests in the Department and has  
undergone a structural change by which work is now assigned via census tracts to inspect 
rather than entire areas of the City. Throughout the restructuring, the Unit has still  
managed to show consistent improvement in its response times. 

I wanted to take this opportunity to extend special thanks of gratitude to 
your staff for their prompt response and expertise in resolving my  

complaint. It is certainly refreshing to call a department of the City of 
Philadelphia and get results as quickly as we did. 

-V. Young 
 

Promoting Professionalism: 

Housing Code Enforcement FY09
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2009 CONCOURSE CUSTOMER SATISFACTION SURVEY 

DEPARTMENT OF LICENSES AND INSPECTIONS 

The survey is a short questionnaire focused primarily on the attributes of the L&I  
representative with a scale ranging from poor to excellent.   The survey measures the 
employee on the following attributes: attitude, willingness to assist, demonstrating  
respect, ability to communicate requirements, and the overall customer service  
experience.  The questionnaire also provides an opportunity for a customer to rate the 
ease of accomplishing their business with the city.   

 
L&I uses the feedback to identify behavioral issues or operational improvements.  The  
results are collected and analyzed to help L&I measure customer satisfaction.   

In FY09, L&I designed and administered a customer satisfaction survey to measure the 
quality of services delivered by employees. 

The customer survey is offered on a voluntary basis to all customers who visit L&I's front 
counter located in the Municipal Services Building concourse.  The Department has  
received 3,277 completed surveys from January 2009 to July 2009 (constituting an  
estimated 8% participation rate).   The following data presents survey results from  
January 2009 to July 2009: 

Approximately 89% of customers surveyed have a very good or excellent interaction with 
our employees.   

 
Have a Positive 
Attitude 

Willingness to 
Help You 

Demonstrating 
Respect for 

You 
Ability to Communicate 

Requirements 
Overall Customer 

Service 

Poor 44 43 38 51 59 
Fair 64 58 47 51 54 

Good 291 246 258 275 247 
Very Good 618 607 587 590 575 
Excellent 2230 2270 2291 2254 2293 

% of Very Good or Excellent 88% 89% 89% 88% 89% 
      
 Poor Fair Good Very Good Excellent 

Ease of Accomplishing 
Task with the City 71 110 259 598 2135 

% of Customers Surveyed 2% 3% 8% 19% 67% 
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DEPARTMENT OF LICENSES AND INSPECTIONS 

In an effort to solicit customer input and feedback from a broader cross section of the  
customer base that interacts with L&I, the Department implemented an online customer 
service feedback survey.   The sample survey population was drawn from an e-mail list of 
13,000 e-mail addresses. There were 379 responses representing a roughly 3% response 
rate. 
 
The survey provided valuable insight into public perceptions of the Department and the 
development and review process. These results are beneficial in targeting specific areas to 
improve and address.  Plans exist to implement similar targeted surveys on a regular basis 
to gauge changes in customer opinions.  All responses were rated on a scale of 1 to 7, with 
1 being poor and 7 being excellent. 

Conclusions 
The majority of respondents fell into one of four major categories: contractors, business 
owners, expeditors and realtors.  Contractors constituted the largest group.  Employees  
received generally positive marks for the service experience they provided.  Fifty-three 
percent (53%) of respondents stated they had a positive customer service experience.  
Business processes and procedures received less positive marks. Respondents expressed 
frustration with the permitting process for both building and zoning, although license is-
suance received high marks for the customer experience. Consistency was also sited as a 
particular issue, with 45% of respondents noting they had received generally inconsistent 
information from inspectors. Many free response questions indicated that individuals 
would like to see more online services . 
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 FY10 VISION: YEAR TWO GOALS 

DEPARTMENT OF LICENSES AND INSPECTIONS 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
  
 
 

In FY10, L&I is pursuing goals consistent with the core values that framed many of 
the FY09 programs. Based upon promoting high levels of accountability, a focus on 
the customer,  and fostering a professional and results driven culture, the  
Department will continue to strive to be the nation’s leading code enforcement 
agency.  

High Level of Accountability 
 
• Improving Information Management: One of the principal goals for FY10 is to improve 

information management, with the understanding that a better grasp of data allows 
the Department to set specific goals and standards to meet. This will allow the  

      Department to recognize trends and respond accordingly. 
 
• Setting and Meeting Standards:  In FY10, the Department will aim to meet all service 

level requests 100% of the time. 

Focus on the Customer 
 
• Development Process: L&I will continue to work with other city agencies under the 

leadership of the Deputy Mayor for Economic Development to provide predictability to 
the development permitting process, create a user friendly gateway for development 
permitting and effectively use technology.  As its own internal efforts, L&I will simplify 
fact sheets for highest volume activities, work to achieve greater consistency in plan 
review and consider residential plan review at remote offices.  L&I will continue to  

       actively participate and support the work of the Zoning Code Commission. 
 
• Leveraging Technology: L&I will continue utilizing technology to enhance the customer 

experience.  Initiatives planned for FY10 include: 
  
 1) L&I will work toward implementing an electronic plan submittal program. This 
      system will provide plan examiners and inspectors the capacity to efficiently  
      review paperless plans, make comments and communicate code requirements 
      to applicants electronically. Additionally, this electronic format will improve the 
      speed of cross departmental approvals, and will result in a dramatically faster 
      and improved customer experience. 
  

  2) L&I, in conjunction with the Department of Technology, will work to            
       create and implement an online license and permit wizard service that clearly 
       and easily communicates requirements for projects and guides individuals 
       through the permit application process.  

 
• Making Process Improvements: The Department will simplify the license payment  
      process to make it faster and more efficient.  
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YEAR TWO GOALS 

DEPARTMENT OF LICENSES AND INSPECTIONS 

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

Results Driven 
 

• Reducing License Complexity: Active efforts are underway to consolidate the variety of 
licenses currently offered from 120 to 30 licenses. The Department is reviewing every 
license in an effort to reduce their number by eliminating seldom used licenses and 
eliminating archaic forms.  This project also aims to use technology by provide license  

      requirements online in a simple communication. 
 
• Making Neighborhoods Safer: L&I develop a management program for unsafe and  
       vacant properties. 
 
• Improving Efficiency: The Department will continue to work to eliminate the high  
      number of incomplete applications submitted.  
 
• Proactive Inspections: L&I will institute a program to address tenant and landlord  
       issues by increasing programmed inspections of areas with high density  
       multi-family dwellings and housing inspection (rental) licenses. 
 
• Continue Business District Surveys: In FY09, L&I began an education and inspection  

program to work with business owners throughout the city to increase  
license and code compliance. The Department looks to continue this program in FY10. 

Professional Culture 
 
• Improving Consistency Across the Department: In FY10, L&I will work on a standard-

ized customer service experience for customers including providing consistent greet-
ings and developing standardized customer service protocol. 

  
• Improving the Professional Environment: The Department will foster an organizational 

environment where employees find meaning and substance in their work, take  
       ownership of it, and strive to make a difference. Programs such as the Employee of the    
      Quarter, the Wismer award and increased efforts to continuously recognize  
      outstanding service play a critical and continuing role in improving professionalism. 
 
•   Fostering Collaboration: The Department will implement teams of employees to  
 improve cross-departmental collaboration and bring employee solutions to the  
 forefront. These teams will review polices, procedures, and projects in an effort to  
 promote collaborative efforts and understanding across divisions. This improved  
 internal communication will foster an increasingly professional culture capable of 

quality customer service and effort. 
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 2009 FINANCIAL SECTION 

DEPARTMENT OF LICENSES AND INSPECTIONS 

Fiscal Narrative 
The global fiscal crisis had a significant local impact in 2008.  L&I’s budget contracted by 
$2,947,278 or 9.74% over the course of FY09.  This contraction  happened within the span 
of a few months in the Fall of 2008.  Referred to as the November 2008 rebalancing, L&I 
laid off thirty-six (36) employees on December 5, 2008.  The 36 employees laid off  
included: two temporary employees; three voluntary lay-offs; four plumbing inspectors; 
one electrical inspector; one construction code compliance inspector; five business com-
pliance inspectors; nine clerical/administrative positions and eleven positions from the 
dissolution of the weights and measures unit.  All laid off employees were offered jobs in 
other city departments and five were hired back to L&I at the end of FY09. 
 

  
 Number of Employees 
 

 
 
L&I laid off thirty-six (36) employees on December 5, 2009 and two (2) employees on May 15, 2009.   
In addition, through regular attrition, L&I lost thirty-seven (37) employees.   

June 30, 2008      July 1, 2009 

361     General Fund                                                 301  General Fund 

18       Grant Fund                                                      14     Grant Fund 

10       Boards                                                                7      Boards 

General Fund Statistics 
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2009 FINANCIAL SECTION 

DEPARTMENT OF LICENSES AND INSPECTIONS 

 

Review plans, inspect and 
issue permits according to 
building, zoning, plumbing 

and electrical codes 

Inspect/clean and seal vacant 
properties; conduct demolition 

program for imminently  
dangerous buildings  

Inspect properties for  
compliance to fire, property 
maintenance and business 

trades and professions codes 

Issue Licenses  

 
November 2008 Rebalancing and Focus on Core Services 
 
To address the November 2008 rebalancing, L&I prioritized its services.  The most critical 
core services were those determined as impacting life safety and protect the most  
vulnerable populations in Philadelphia.  

 

Core Services of L&I – Life Safety Services 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
While every service provided has a value, the financial crisis afforded L&I an opportunity 
to truly focus on core services.  For instance, the Commonwealth of Pennsylvania took 
over the function of the weights and measures unit—a function provided by L&I through a 
memorandum of understanding with the Commonwealth.  Philadelphia was not alone, 
other counties in the State either returned the responsibility back to the Commonwealth 
under the economic strain of the past year or never assumed the responsibility at all.  
 
Likewise, in 2002, L&I implemented a multi-disciplined inspector program for  
construction.  The purpose of the multi-disciplined inspector program was to improve 
customer service by providing one inspector to home owners and contractors rather than 
multiple L&I inspectors.  Inspectors can make multiple inspections on each site rather 
than multiple inspectors making multiple visits.  The multi-disciplined inspector program 
was utilized when considering conditions presented as a result of the economic downturn.   
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 2009 FINANCIAL SECTION 

DEPARTMENT OF LICENSES AND INSPECTIONS 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 

Overtime Reduction 
 
In FY09, L&I reduced civilian or operations overtime spending by 54% from $749,527 in 
FY08 to a FY09 year end obligation of $348,271.  L&I reduced the number of inspectors 
responding to emergency duty without any impact to public safety.  Individual inspectors 
now handle all aspects of an emergency rather than three to four inspectors going to a 
site. If additional support is required, emergency inspectors are empowered to call on  
additional resources, but this has been the exception.   
 
 

*Civilian or operations overtime does not include accelerated review overtime.  Accelerated review over-
time is solely driven by the economy and individual decisions to accelerate plan reviews. 
 
 
 
 
 
 
 

Fiscal Year L&I Overtime Costs (FY07-FY09)

$529,754
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I have been dealing with Licenses and Inspections since the early 70s and I 
wanted to take this opportunity to commend your current personnel for the 
outstanding level of service I have experienced in working with your de-

partment recently. 
    -J. Babin 
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DEPARTMENT OF LICENSES AND INSPECTIONS 

 
FY09 Revenue 
 
For municipal governments such as the City of Philadelphia, the loss in revenues caused 
by economic contraction and the rise in required pension contributions resulting from the 
severe losses in equity markets has led to budget shortfalls, unique in their massive size 
and the speed with which they have occurred.  As of November 2008, losses for the  
FY09-13 City of Philadelphia Five-Year plan totaled $1.035 billion, and as of January 2009, 
losses for the FY10-14 plan totaled $1.045 billion. Current plan projections show an  
additional loss of $333 million.   
 
The International Monetary Fund predicts that worldwide economic growth will fall to the 
lowest level since World War II. This deep downturn in global economic activity is the  
result of severe dislocations in global credit markets, the collapse of critical banking firms, 
the bursting of housing bubbles in the United States and much of Western Europe, a  
seeming halt in consumer and corporate spending, and losses in equity markets that as of 
March 2009 approached 40%. i 
 
This worldwide drop in economic activity is reflected in L&I’s activity and revenue figures.  
L&I revenue fell accordingly when comparing FY08 to FY09.  The major factors were a 
35.6% decrease in building permits; a 33.0% decrease in accelerated building permits; a 
27.2% decrease in real estate certification statements (direct result of housing market  
decline); a 30.6% decrease in plumbing permits; and a 26.1% decrease in electrical  
permits.  In total, FY09 year end revenue was 9.8% less than FY08 year end. 

* Revenue totals include all L&I Appeal Board revenue 
i. “The Current Economic Context”, “Economic Crises:  City’s Revenues in Sharp Decline”; City of Philadelphia Website.  http://
www.phila.gov/budgetupdate/budget/FYP/currentEconomicContext.html  

$45,758,791

$41,271,945

$45,863,000

$47,128,000

$38,000,000

$39,000,000

$40,000,000

$41,000,000

$42,000,000

$43,000,000

$44,000,000

$45,000,000

$46,000,000

$47,000,000

$48,000,000

FY08 Year End Revenue
Total*

FY09 Revenue Original
Budget

FY09 Revised Target
Budget

FY09 Year End Revenue
Total*
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                                  MISSION STATEMENT   

The mission of the Department of Licenses and Inspections (L&I) 
is to administer and enforce the City's code requirements for the 

enhancement of public safety, including  building, fire, health, 
property maintenance, business and zoning regulations. The  

Department is responsible for regulating the conduct of  
businesses and persons by issuing licenses, by conducting  

inspections and by enforcing applicable codes and regulations.  
 

The Department also has the authority to take the lawful actions 
necessary to correct dangerous and unlawful conditions,  

including making necessary emergency repairs to properties, 
cleaning and sealing abandoned buildings and demolishing  

vacant buildings that pose a threat to public safety. At its core, 
the Department exists to enforce the Philadelphia Code.  Through 
education and enforcement of the code, the Department protects 

the citizens of Philadelphia.  


