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Comment/Question Response 
Date and 
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A. Customer Experience  
A1 It is critical that staff are trained 

effectively and are adequately 
functioning in the system in order to 
help customers that are using the 
new system too.  

Staff concurs training is a key component to the goal of 
providing one-stop customer service.   

2/27/2018 
CA WG 

A2 Will paper building permit 
applications still be accepted in the 
future? 

 A goal of the program is to increase digital submittal; 
however, these changes may be phased in over time.  A 
strategy is being developed and will articulate exactly 
how and under what time frame changes to 
requirements may be phased in. 

3/14/2018 
ePlan Open 

House 

A3 Will there be an opportunity for 
virtual meetings in the future?  
Many project participants are 
located in other areas and it would 
be great to be able to meet with 
them remotely 

This could be considered in the future, and may depend 
on the nature of the meeting. 

2/21/2018 
Chamber 

 

A4 Additional fees are sometimes 
added late in the permit process. 
This results in customers having to 
re-write checks. This is highly 
inconvenient for customers 

Staff is identifying processes that are the subject of 
customer concerns as part of an assessment of areas 
where customer experience improvements would be 
most beneficial.  Staff will make note of this issue as 
part of this assessment.   

2/27/2018 
CA WG 

A5 Many customers would like to 
submit their check early, before 
plans are approved, but the County 
does not accept them 

2/27/2018 
CA WG 

A6 Online status checks are not in 
alignment with the status that is in 
the current ePlan portal. The 
current ePlan portal does not show 
enough information. Statuses are 
not dynamic 

The online status check system only updates at 12:30 
pm and 5:30 pm each day. Therefore, it doesn’t always 
mirror the status in the ePlan portal. To check the 
status of a permit please visit: 
https://permits.arlingtonva.us/.  Staff will investigate 
how status updates will work in the new system and 
provide additional information as it is available.    

4/10/2018 
CA WG 

A7 How staff interact with customers 
when the process breaks (e.g. the 
exception and/or unusual case) is 
very important.  Specifically, how 
does staff talk the customer through 
a process and help troubleshoot 
issues? 

Training is a key component to the goal of providing 
one-stop customer service, and staff will consider this 
as we develop training programs.   
 
 
 
 

EDC 
4/10/2018 

https://permits.arlingtonva.us/
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A8 As the County thinks through 
changes to customer experience, 
consider the following in order to 
change the tenor of the experience:  
▪ “Arlington is open for business” 
▪ “Let me help you” attitude 

Training is a key component to the goal of providing 
one-stop customer service, and staff will consider this 
as we develop training programs.   EDC 

4/10/2018 

A9 Will the system have full inspection 
results?  

Staff is researching this.  
6/26/2018 

CA WG 

A10 How many systems will customers 
have to use once we go live with? 

The County will seamlessly integrate ePlan with the 
new permitting system. However, since record types 
will be delivered in two phases there will be a transition 
phase where customers will have to use more than one 
system. 

6/26/2018 
CA WG 

A11 In ACA, does the user account have 
to be an individual or can it be a 
company? 

When the user account is created, the customer can 
designate the account as a person or an organization.  
The username and email can be a generic. 

6/26/2018 
CA WG 

A12 What does a responsible party (role) 
mean? We need to provide 
definitions of the different roles and 
what they can and cannot do? 

 
6/26/2018 

CA WG 

A13 Will the new permitting system’s 
website be mobile friendly? 

Yes.  
6/26/2018 

CA WG 

B. System Delivery 
B1 When will Phase I record types 

(permits and applications) be 
delivered? 

Phase I of the new permitting system is anticipated to 
be delivered in early 2019. 

2/27/2018 
CA WG 

B2 Will Site Plan Conditions be a part of 
the new system?  

Not initially.  Site Plan Conditions are planned as a 
future system enhancement after Phase I and II are 
completed and delivered in the new system.   

2/27/2018 
CA WG 

B3 It appears that vacations and 
encroachments have not been 
considered.  Should these be added 
to the list of permits and 
applications to be delivered?  

Correct.  Vacations and encroachments were not 
considered as part of the new permitting system when 
it was initially scoped.  Staff will make note of these 
applications and consider if/how they might fit in as a 
future enhancement to the system. 

2/27/2018 
CA WG 

B4 In which phase will demolition 
permits be included?  

Demolition is included in Phase II.  2/27/2018 
CA WG 

C. System Functionality 
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C1 Is the new permitting system being 
built totally from the ground up?  

No.  The County is working with a vendor, Accela, which 
provides a commercial off-the-shelf (COTS) application 
for managing land development and permitting. The 
application is customizable and the County is working 
with the vendor to tailor the system to County needs 
and practices.  In addition, the County is working with 
Accela to integrate the existing ePlan solution into the 
new system in order to provide the robust electronic 
plan review component the County has already 
adopted as its standard. 

2/27/2018 
CA WG 

C2 Will there be any metrics tracking 
from the new system? For example, 
to reduce the amount of time it 
takes to review plans 

The new system will facilitate additional tracking 
capabilities.  Staff will consider and identify 
performance measure goals and metrics to track such 
goals later in the process. 

2/27/2018 
CA WG 

4/10/2018 
EDC 

C3 Will the new Accela system have the 
capability of linking LDAs and CEPs? 

The new system is designed to be able to link related 
permits in a parent-child relationship (e.g. building 
permits and trade permits).  Additional details about 
potential for linkages in the new system will be 
available as development of the system progresses. 

2/27/2018 
CA WG 

C4 What type of documents can be 
handled (uploaded) to the new 
system 

As in our current ePlan environment, the County 
requires all uploaded plans to be in PDF format, as PDFs 
provide the most functionality in the viewer the system 
uses (and will continue to use) for plan review. 

EDC 
4/10/2018 

C5 Does the system allow for 
simultaneous review of plans? 

Yes. For those permits currently using ePlan, staff are 
already able to review plans simultaneously with other 
staff and markup from different reviewers can be 
overlaid.  This functionality will carry over into the new 
system 

EDC 
 4/10/2018 

C6 Who is in charge of conflicting 
comments from different 
reviewers?  
 

Currently, different Departments and disciplines have 
different processes for addressing this issue.  In some 
cases, such conflicts are resolved by a supervisor.  One 
of the goals of the One-Stop program is to provide 
standardization of basic processes that apply across 
different permit types as we move to a one-stop 
customer experience.  This is an area we will consider 
as we develop standard operating procedures 

2/21/2018 
Chamber 

C7 How many years of data will be 
searchable in the new system?   

As long as the information is in the current Permits Plus 
system then that data will be available in the new 
permitting system. There will be limitations on what 
plans are available to be viewed by the public. Search 
capabilities will be dependent on the year information 
was submitted. Some data is currently kept in external 
repositories, this will also be a limitation when 
searching for historical data.   

6/26/2018 
CA WG 
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C8 While using the map in ACA, will the 
system let the customer click on 
multiple parcels at one time?   

Staff is researching this. 
6/26/2018 

CA WG 

C9 Since the other County databases 
are weeks behind with updates, will 
the system allow the applicant to 
overwrite the owners or an address 
for a property when a home is sold 
or a new home is established? 

Staff is researching this. 

6/26/2018 
CA WG 

C10 How will street segments be 
selected since they do not have an 
actual address? 

Staff is researching this. 
6/26/2018 

CA WG 

C11 What are the timeout limits of the 
system?   

In the customer portal, the system will time out after 
60 minutes of inactivity.  

6/26/2018 
CA WG 

C12 Does the system automatically save 
the information entered in to the 
application? 

No. The customer must click save. Clicking the continue 
button will automatically save the work in progress. 

6/26/2018 
CA WG 

D. Business Process 
D1 Is Arlington talking to other 

jurisdictions? 
Yes, the County has talked to other jurisdictions and 
will continue to do this type of research, particularly as 
we develop our Customer Experience program as part 
of the One-Stop Arlington initiative.  Staff also hopes 
that the working group can provide insight on what 
works well and what are challenges related to the 
customer experience from other areas and 
jurisdictions.  

2/27/2018 
CA WG 

D2 Customers would benefit from 
having a process flow chart for each 
permit type. Can County staff 
develop these flow charts?  

Staff concurs, and is working on process flow charts to 
document some existing work flows.  Flow charts for 
each type of permit is a longer-term goal, ultimately 
reflecting the process in the new system.   

2/27/2018 
CA WG 

D3 What is the County’s policy on 
electronic stamped and sealed 
drawings? What is the acceptance 
criteria? 

For building permits and trade drawings, the seal and 
signature can be a digital copy, a scan of wet-sealed 
paper copies, or other options. If the seal or signature 
is suspected to not be authentic Arlington reserves the 
right to ask questions. The seal must have the signature 
and date, otherwise, Arlington will reject the plans and 
request that information.  For projects involving 
multiple sets of plans from multiple professionals that 
are involved in the same project, each professional 
must seal, sign, and date the final documents for the 
work component they completed.   
 
Here is a link to the legal requirements for the state of 
Virginia. 

3/14/2018 
ePlan Open 

House 

https://law.lis.virginia.gov/admincode/title18/agency10/chapter20/section760/
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D4 Can a customer apply for a Land 
Disturbing Activity (LDA) permit 
prior to the building permit when 
both permits are required for a 
project, since it takes much longer 
for staff to review LDAs? 

Yes. 
3/14/2018 

  ePlan Open 
House 

D5 Streamlining processes is important.  
Are there other processes in the 
County that are being streamlined?  
Are there opportunities to learn 
from other experiences? 

The One-Stop Program is working closely to align with 
County-wide efforts related to customer service and 
training.  Staff concurs that there may be other 
opportunities to explore in an effort to learn from 
other experiences.   

EDC 
4/10/2018 

 D6 Change management is important 
as part of large implementations 
such as this one.  If you do not 
address early on, you end up 
building what you do now into a 
new system rather than re-
engineering processes as part of a 
new system.  It is also important to 
make sure current staff are 
equipped to perform their jobs 
under a new system 

Staff concurs, and will strive to balance timely provision 
of online services with goals to streamline and think 
strategically about business processes to achieve most 
benefit from the new system. 

EDC 
4/10/2018 

D7 Experience with the current ePlan 
system has been very good and has 
sped up the process.  Will 
turnaround for permit review get 
faster under the new system? 

Staff will work strategically to streamline processes 
where we believe the most benefits will result from 
such review.  It is possible that some processes could 
get faster, and in other cases, streamlining will simply 
make processes more efficient and more transparent, 
but not necessarily faster; it will depend on the 
process.  Staff is currently working to establish 
baselines for average processing time now so we can 
best measure results in the future. 

EDC 
4/10/2018 

D8 Consider simultaneous review of 
permits in order to speed up 
processing time.  It can take 6-8 
months to get a building permit 
through the process (when 
accounting for all re-submittals) is a 
problem.  It is the re-submittal 
process that slows things down – 
such re-submittals should be able to 
be done in a one-day turnaround 

EDC 
4/10/2018 

D9 Sometimes in the field, different 
inspectors provide different 
information. 

One of the training goals of the one-stop program is to 
provide as much consistency as possible through 
provision of training (and cross-training where 
appropriate) in institutional practices 

2/21/2018 
Chamber 

D10 Will customers be able to see to 
which staff person a project is 
assigned for a particular stage of 
review? 

Staff is researching.  
2/21/2018 
Chamber 
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D11 

A fee calculator to help invoice fees 
would be a good system feature, as 
fees are an important part of a 
project budget 

 
 
A fee estimator is not included as part of the Accela 
system.  The development/automation focus at this 
time is on delivering the new permitting system.  Staff 
will make a note of this request and consider if/how it 
might fit in as a future enhancement or supplement to 
the system. 

2/21/2018 
Chamber 

 
2/27/2018 

CA WG 
 

D12 Does the new Accela system have a 
fee estimator tool?   

D13 Currently, what staff uses on the 
desktop to calculate fees provides 
different results than what comes 
out of the computer system 

D14 How long will records stay in the 
system? 

Staff will provide additional information on this as 
system development progresses.  In some cases, record 
retention is driven by statutory requirements, and in 
other cases, by policy.   

3/8/2018 
Contractors 

D15 A recent change in process doesn’t 
allow the general contractors to pull 
the permit. This is very restrictive 
and inconvenient. This is unique to 
ePlan. 

  

E. ePlan Review 
E1 I am a homeowner not familiar with 

technology, but I would like to 
submit and pay for my application 
online through the ePlan portal. 
How do I upload my drawing, and 
what are the requirements I should 
follow? 

For an overview of how to submit a permit application 
online through the ePlan portal, please visit the ePlan 
Review: Application Submission Requirements page on 
Building Arlington. For a detailed breakdown of the 
steps to get started, please review the ePlan Review 
101 presentation. 
 

3/14/2018 
ePlan Open 

House 

E2 Can other users make an online 
payment for my permit? 

Yes. Online payments for ePlan projects is now 
provided as an interim solution as the new permitting 
system is under development.  The applicant, or other 
partie(s) may submit payments by providing the project 
ID or permit number.    

3/14/2018 
ePlan Open 

House 

E3 How do I check the status of my 
permit application and the 
comments? It is not that easy to 
navigate between the website, 
ePlan portal, and comments. 

Applicants may check the status of a permit and read 
comments at any time by visiting: 
https://permits.arlingtonva.us 
 
 

3/14/2018 
ePlan Open 

House 

E4 Can I submit my sign permit 
application online? Do I still need to 
go through multiple departments? 

No, sign permit applications are not yet available 
electronically.  Depending on the permit, sign permits 
may require both zoning and building review and 
approval.   

3/14/2018 
ePlan Open 

House 
 

E5 How many users can I add to one 
ePlan Review account? 

There can only be one user ID associated with each 
ePlan Review account.  

3/14/2018 
ePlan Open 

House 

F. Other 

https://building.arlingtonva.us/resource/eplan-review-submission-requirements/
https://building.arlingtonva.us/resource/eplan-review-submission-requirements/
https://building.arlingtonva.us/
https://arlingtonva.s3.dualstack.us-east-1.amazonaws.com/wp-content/uploads/sites/38/2018/03/ePlan-Review-101-Open-House-PRESENTATION.pdf
https://arlingtonva.s3.dualstack.us-east-1.amazonaws.com/wp-content/uploads/sites/38/2018/03/ePlan-Review-101-Open-House-PRESENTATION.pdf
https://permits.arlingtonva.us/


One-Stop Arlington Comment/Response Matrix 

7 | P a g e  
Updated July 9, 2018 

KEY:  CA WG = Customer Advisory Working Group; Chamber = Chamber of Commerce; Contractors = Contractors and 

Permit Expeditors meeting; EDC = Economic Development Commission; NAIOP = Commercial Real Estate Development 

Group 

   

Comment/Question Response 
Date and 
Affiliation 

F1 What types of permits are received 
in the highest volumes? 

Staff is researching. 2/21/2018 
Chamber 

 


