Case Study

Custom BlackBerry Application Helps Improve
City-s Building Inspection Process
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With development growing by nearly 30% over the past two years, the City of
Nanaimo was experiencing a building boom that was overloading their building
inspection services. In a bid to streamline the process, an eGovernment system
was created to help contractors access the status of their permit applications
online and reduce the workload on back office personnel. The next step was to
offer building inspectors wireless access to the inspection system and a mobile
printing solution to help them work more effectively at job sites and provide
quicker updates to the building database.

The BlackBerryC Enterprise Solution was an obvious choice for the decision-makers
because of its proven ability to reduce inefficiencies in the field and improve
service delivery. Using the extended functionality on BlackBerryC devices, the

City of Nanaimo built a custom-made elnspection solution with the help of their
partners, Island Internet and Tempest Development Group. They also created

a mobile fax printing solution that allowed documents to be sent from the
BlackBerry devices to a fax printer in the inspector-s car.

Based on early feedback, Nanaimo is expecting several long-term benefits from
their current roll out of BlackBerry devices, including:

°  More efficient delivery inspection results to developers through same day
printed reports or web access

°  Reduction in paperwork and data entry at Permit Center will save an
estimated 1.5 hours/day or up to $125/day in clerk time

°  Better information in the field to help inspectors efficiently manage
increasing inspection load

< Streamlined method of scheduling and updating inspections to better use
resources

The City of Nanaimo, in the Canadian province of British Columbia, found itself
struggling to efficiently handle the growth in construction development with a
small building inspection field force. With a nearly 30% increase in single-family
dwellings, and increases in corporate and home renovation development, they
needed a way to lighten the load on inspectors, streamline the way they entered
information into the database, and ultimately improve customer service to their
public customers + land developers and renovators.
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Situation

The City of Nanaimo had recently created a web-
based approach to help local property developers
check on the status of their building permit
applications. In a bid to continue improving
customer service and the quality of data collected
from inspection reports, they wanted to automate
the paper-based inspection process for their building
inspectors.

Organization Profile

The City of Nanaimo is a city of 75,000 people in
British Columbia, on the west coast of Canada. The
building inspections unit handles permit approvals for
real estate developments from commercial complexes
to residential additions throughout the municipality

Solution

Working with several partners, the City of Nanaimo
built a custom inspection solution for the BlackBerry
Enterprise Solution called elnspection. Using the
BlackBerry solution, inspectors were given the ability
to enter data from the field into the organization-s
database. They also pioneered a unigque remote
printing solution for generating letter-sized forms from
the inspector-s vehicles.

Results

The elnspection solution is anticipated to be the next
important step in improving customer service by
offering inspectors access to data onsite, removing the
need for manual data entry, more quickly updating
the database and preparing the city to handle the
growth in development.
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The City had already developed three simple wireless applications for BlackBerry that enhanced some of their public service functions, including a way
to wirelessly look up business licenses. They also pioneered an online system called the Developer Database so property developers could look up the
status of their permits and inspections on the web. It was an obvious move to turn to the proven BlackBerry Enterprise Solution when they wanted a
way to give their field force access to information while on the go.

Business Goals

®An inspector can do 12 to 24 inspections a day, scattered throughout their area, says Paul Thorkelsson, Manager of the Building Inspection Division,
and a key team member on the BlackBerry project. 8This involves taking a printed copy of inspections on-the-road at the start of the day. There is a
mountain of paper associated with delivering their inspection reports. They carry binders full of information to each location so they have the entire
inspection history with them. We were looking for a way to handle this more efficiently and also allow them to update our database directly.”

Updating the building database was a significant issue because at the end of each day, an inspector dropped off inspection reports, which then had
to be keyed in at the Permit Centre by a clerk. For developers, and anyone who submitted an application to build, this meant potential hold ups in
how quickly they learned the status of their permit.

Under the project management direction of Mary Ellen Callaghan, the City-s Manager of Business Services, they identified four business goals for a
wireless strategy designed to improve this process:

Offer better customer service by updating the building database directly to allow more timely access to the information

Offer inspectors a way to see all information about the properties they are visiting without having to rely on paper

< Develop a higher level of consistency and quality to the reports being generated

Design a remote printing solution to improve the way hard copies of the reports are delivered onsite to serve the customer more effectively

Why BlackBerry?

The first decision for the Nanaimo team was choosing the technology that would enable data access. They discounted laptops as an option because
inspectors are typically crawling in small spaces and laptops are heavy and easily dropped. They investigated the PDA marketplace and determined
that secure access to a back end database wasn-t easy to create on many devices. €l also wasn-t convinced that inspectors + who were often from a
construction background * would adapt very well to a device that needed a stylus or graffiti-type entry.”

The BlackBerry device won them over for several reasons. The lightweight handheld is the right size for easily moving around small spaces. The
QWERTY keyboard, and thumb typing method, makes it easy for inspectors to move through many tasks + email, phone, organizer and a field
application + in an all-in-one device. BlackBerry devices are a durable choice, with a longer battery life, which offers field personnel wireless access to
the information and communications necessary for decisive action in the field.

8l decided to get the BlackBerry devices in their hands for about six months before we really even started the application deployment, just to get them
used to getting emails, says Thorkelsson. 61 have to say it made the introduction of our new inspection solution much simpler. They saw the value of
communicating this way and how it saved having to come into the office at the end of the day to catch up on email.”

To determine what kind of solution would best assist the inspectors, Thorkelsson and the team made an important decision to involve the opinions
of stakeholders in the design process. 6l talked to our inspectors about how they do their work and what might help speed that up. And, | surveyed
the development community + builders, architects and engineers + to determine what information they would like to have and how they wanted to
receive inspection reports.”
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