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|. Background

In November 2007 San Francisco voters approveddBitpn |, which called for the
creation of an Office of Small Business to focuglaneeds of San Francisco businesses
with fewer than 100 employees. The Propositiotimoed the following responsibilities

for the new Office:

1. Centralize and coordinate the information amtyiae services to small businesses managed by
other City departments.
2. Operate a Small Business Assistance Centechvgiall support the full diversity of San
Francisco’s small businesses with information concey:

(A) business structure and formation, obtainingessary licenses, accessing financial

resources, and finding appropriate real estate;

(B) obtaining City permits;

(C) bidding on government contracts and participatin the City purchasing process;

(D) complying with government laws and regulaticarsd

(E) adopting “green” and sustainable business piegs.

The Mayor has directed the Mayor’s Office of Ecomoand Workforce Development
(MOEWD) to set up the Office of Small Business anehte the Small Business
Assistance Center. MOEWD committed to hiring staiffl opening the office quickly and
commissioned this report to lay the groundworkit®rmplementation.

Key stakeholders were interviewed or participatedmall focus groups in November
and December of 2007. These discussions focusedantizing small business needs
and refining a specific programmatic direction fiee Office of Small Business and the
Small Business Assistance Center.

It is important to note that while this was a refalty quick process and a limited number
of stakeholders were interviewed, this is not ir& fime these questions have been
raised. Most of the stakeholders interviewed haaugicipated in the many previous
discussions, working groups and planning procetbe¢gyenerated a growing consensus
around the need for a more coordinated effort ppstt the growth and development of
small businesses and streamline the process threhigh small businesses obtain
required permits and approvals. These previousiggsons have involved hundreds of
additional stakeholders, whose input is indireotiffected in the comments of those who
were interviewed more recently.

ll. Challenges Facing San Francisco Small Businesse s

The Office of Small Business should be structucetespond to the specific challenges
faced by San Francisco’s small businesses. Tlyeo€Ban Francisco has recently
completed several studies which identified key sed#dsmall businesses and made
specific recommendations regarding how the Cityic¢cbetter respond to those needs.
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The San Francisco Economic Strategy

MOEWD publishedSustaining our Prosperity: The San Francisco EcoicdBtrategyin
November of 2007. The report outlines a comprekerstrategy for San Francisco’s
economic growth and highlights the importance oékimusiness to San Francisco’s
economic well-being. The report highlighted thddwaling trends:

o0 Since the 1970s, the number of large companiesatipgrin San
Francisco has declined by half

0 85% of all firms in San Francisco employ fewer tl2@nremployees
0 43% of workers are employed by firms with fewentt® employees

o Small businesses are spread across many sectossnall businesses in
retail, professional services, health care and &mdice provide the
majority of small business jobs

o Self-employment has been an increasingly impogauntce of income for
San Francisco residents

0 San Francisco has approximately 20,000 people wheedf employed in
the professional services industry

0o Women and all minority groups are underrepreseatedng all business
owners

In the course of developing the economic stratdgg/city conducted a survey and focus
groups on business barriers. Among the more tBa2008 businesses notified, 441
completed the business barriers survey. The sudesyified challenges in working with
the City as the top barrier to operating a busime&an Francisco. Other findings
included:
0 42% of respondents indicated that San Francisagsbss climate was a
factor that discouraged them from opening theiiress

0 55% indicated that the permitting process and wasta significant
barrier to opening a business

The survey asked about small business familiantyexperiences with a wide range of
incentive programs, City services for small bussess and nonprofit agencies that
provide services to small businesses. For the pastthe survey respondents that
reported having utilized any of these services eported being satisfied with the
services they received. However, very few busieessported that they had used these
programs and, in most cases, the majority of bgseesaid that they had never heard of
the programs.

San Francisco’s Economic Strategy highlights a remolb recommendations designed to
improve the small business climate and improveQditgs responsiveness to the needs of
small businesses, including:

0 Increase awareness of support programs and inesntiv
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o Streamline business interaction with city governtienmeduce frustration
and delays

o Evaluate and refocus the City’s assistance progfantsusiness to
provide a more coordinated system targeted toiprioeeds

o Evaluate the economic impact of City policies osibass

Small Business Commission Streamlining Report

In 2006 the Small Business Commission sponsoregarton streamlining the
permitting and approvals system. The refddayigating the Maze: Improving the Small
Business Experience of the San Francisco PermittmjLicensing Processas
completed by Joyce Davis Scales, a graduate stati¢mé Goldman School of Public
Policy at UC Berkeley.

Based on interviews with small business operatarsiness advocates and key city staff,
the report describes the difficulty that many srbalinesses face in obtaining the many
permits, licenses and approvals required to op@xpand a business in San Francisco.
Scales notes that there are 12 distinct City depants that are involved in issuing
permits, licenses or other regulatory authorizatiand refers to the system which
encompasses all of these agencies as the “busindswizing process.’

Scales looks at this system as a whole from thgpeetive of customer service to small
businesses and concludes that it is currently &wd for small businesses to understand
the City’s many requirements and to navigate tixtesn. She cites examples of
businesses that took three years or longer torohthihe required approvals and
concludes that some businesses are failing bdfesedpen due, in part, to the
complexity of the City’s authorizing processes. gbats out that smaller businesses
which cannot afford professional expediters havevay to get a realistic sense of the
following:

What is permitted

What steps are required to get all the necessamyitse

How long will those steps take

What the process will cost

PwpbdPE

The uncertainty created by the lack of this esaémtformation greatly increases the
risks facing small business operators.

Scales makes 18 recommendations to streamlineimplifg the system including:
o0 Map the overall authorizing system and supportriesses in navigating it
o Offer a single point of contact for businesses ttesd help

o0 Screen early for business owners likely to faceyrrandles and provide
extra help

0 Monitor the timelines of businesses moving throtlghsystem
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o Design an online business wizard that generatesanview of all permits
and licenses that a business will require

o Consider more effective customer feedback methods

o Establish a process/system improvement task forcedertake a high-
level streamlining initiative

lll. Key Lessons from other cities

Most large cities offer some form of small businassistance but the specific services
offered vary significantly from one community tocdiner. Many cities manage small
business financing programs or provide fundingdonprofits which offer in-depth
business counseling and training programs. Sotyigovernments have organized
programs or even departments designed to bring tbrasll business support programs
together in one place. These larger scale effoawever, are not all alike in form or
even purpose. They fall into several distinct gatees described below. Some city
programs combine more than one of these categories.

One Stop Centers

A number of cities have developed so called “one senters” for small businesses.
While the name grows from a recognition that busées are negatively impacted by
having to visit many different agencies and departihto get permits and assistance,
even the most successful one stop centers do itetloye up to the name. Each of these
centers involve co-location of several key smallibass resources under one roof but,
interestingly, the centers each combine differetd sf resources.

For exampleQakland’s ‘One Stop Capital Shop’ combined city small bussman
programs with private small business financing agemnand nonprofits offering training
and loan packaging services to small businesske City of Sunnyvale operates a “One
Stop Permit Center” which, instead, focuses onraéning and streamlining services
related to the issuance of building permits.

Small Business Resource Centers

Several cities operate resource centers which sffell business technical assistance
and training services and support services for d«vel entrepreneurs. TiBaltimore
County Small Business Resource Center, in partnership tivé Baltimore County
Chamber of Commerce, assists new and existing éssas with feasibility and
demographic studies, strategic planning, certifocatand market analysis as well as loan
package assistance. The center conducts dailyaBdnal sessions such as The First
Steps of Starting Your Own Business and Legal Que®lay. Experts from the field,
these Small Business Managers and volunteer caussgfer planning support,
assistance in securing SBA, public and privatessdttancing, and business referral
services.

Washington D.C.offers a resource center called the Enhanced Bssilmformation
Center (e-BIC), which provides resources and prograincluding training, workshops,
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consulting, and cutting edge computer software—ufpsrt small business development.
The e-BIC was developed as a partnership betweeBigtrict of Columbia Public

Library, the Office of the Deputy Mayor for Plangiand Economic Development, and
the US Small Business Administration (SBA). O séimall businesses have access to a
business library, meeting rooms for networking, bodiness counselors who provide
access to information about loan packages, sitysisaand business marketing.

Business Ombudsmen

San Jose’sSmall Business Ambassador Program provides aespaht of contact
within the City to assist small business ownergripare for and navigate the
developmental review and permitting process. Thbassador assists with site review,
develops customized checklists of required peramt$licenses, and expedites the
permitting process. Two years after the progrdausich in 2005, the city continues to
map its planning and permitting review workflowsthat small business need not
navigate through the labyrinth of bureaucracies.

In Philadelphia, the Mayor’s Business Action Team (MBAT) providepport to small
businesses in dealing with the City’s various dapants and programs. The MBAT
staff consists of a director, and seven team mesnlskose mission is to provide
businesses with a source of reliable and comprérehsasiness assistance. MBAT
provides business-related information such as-afarequirements, licensing and permit
issues. While the MBAT does not expedite the simadiness start-up process, the team
does provide a contact person in the various deygauts so the small business owners
have someone live to talk to.

Seattle’sBusiness Advocate answers general small busings#ies. The Advocate’s
services are limited since there is only one degagphsmall business assistant for all
small businesses.

The city contracts for technical assistance ressufiom a local nonprofit providing help
with creating a business plan, applying for perrartd loans, and business training
programs. The City’s Business Advocate does ne lae means to support all business
needs, but does try hard to advocate for legigadivd agency changes to streamline the
process.

Online Resource Tools/Virtual One Stop Centers
Several cities have begun offering a service simmlgurpose to the business one stop
center in the form of a web-based tool.

Washington, DC’s Business Resource Center (BRC) is an online clghause for the
District's business community. Common tasks aststaith doing business—such as
paying taxes, obtaining business license informa@md registering a business trade
name—can be performed from this web site.

New York City’s Business Express is an online wizard specifiaddlgigned to help
entrepreneurs open restaurants. The online wiesktsl a series of 17 questions about the
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type of restaurant and the proposed location aead ¢ienerates a customized list of City,
State, and Federal permit, license, tax, and ineprograms relevant to the specific
proposed business including contact informatiofic@hours and other basic
information related to each requirement. For eXamgsked about a restaurant serving
beer and wine, the wizard generates a list of 281pp& or other requirements to open the
business, four key regulations that would be reievaur taxes that the business would
need to pay, and 8 incentive programs that theneasimight be eligible for. In addition
the system offeres additional information abouaobhg insurance, joining the New
York State Restaurant Association and several gtgrams. Users can click on any of
the items in the custom list and read a 1-3 papdgsgnopsis of the requirement or
incentive program, and when available, links tar@bpplication forms or more detailed
guidelines.

Chicagotakes this idea one step further. Chicago’s enle@source wizard provides any
business user with a customized package, a “resdigtt, complete with a checklist of
necessary license applications, permits, as wejuates and helpful resources to tax
assistance and zoning restrictions. As New Yookikne wizard, the Chicago website
asks questions of the user’s business goals anédiiate needs, but Chicago’s wizard
has the capacity to branch to other relevant questi For example, if asked whether the
user would like assistance with start-up capitalatiirmative reply would lead the user
to answer additional questions about loan packages.

As the survey progresses, the wizard accumulatesaysswers and finishes with a
complete checklist of answers, instructions, cantgormation, web site links, and
documents.

For users who want only answers to a particulamiess resource, there are short-cut
wizards cut from the comprehensive “Starting a Bess” wizard. The 11 available
short-cut categories include
1) Financial assistance and loan packages includbrgakdown of enterprise and
empowerment zone incentives,
2) License and taxes,
3) Inspections with compliance timelines,
4) Site assistance that includes a link to the Planbiepartment,
5) Requirements for permits,
6) Zoning,
7) Workforce including employee regulations and tnagyi
8) The City’s procurement process,
9) City programs available for the business (graffitatement, energy efficiency
recommendations),
10)A list of community associations, and
11)Resources to help resolve utilities problems.

In 2004, Chicago created a new department to cmlagelthe licensing functions of three
city agencies into one. The new agency becamBPdpartment of Business Affairs and
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Licensing. The department streamlined the appbogbrocess and provided a single
point of accountability for licensing.

V. Recommendations

A Key Roles

Proposition | identifies a very wide range of paiairoles for the Office of Small
Business (OSB) and Small Business Assistance CEBC). Given the Office’s
limited resources, it is essential to prioritizecng these potential roles and to set
realistic expectations for the scope of the oficgrvices.

Most of the stakeholders interviewed for this repelt that all of the functions identified
in Proposition | are needed by San Francisco’s|doaginesses. However, nearly every
person interviewed agreed that a top priority fer 8BAC should be helping small
businesses to more easily and predictably navihat€ity’s process for permits and
approvals, and to access City programs and in@sytimcluding contracting
opportunities. Most stakeholders seemed to fedlftitusing the center’s efforts on this
priority would not prevent the center from servagya clearinghouse for information
about the needs of San Francisco’s small businesgeproviding referrals to the full
range of resources offered outside of the City.

A.1 Support businesses in complying with city regul ations and
obtaining permits and licenses.

A key goal for the Small Business Assistance Cestteuld be to simplify and clarify the
permitting and approval process for start-up amuhagding small businesses. This
process can involve as many as 12 different cipadenents (the “authorizing
departments”) and the time and expenses relatedvigating these independent systems
creates unnecessary stress and confusion for nmagly Isusinesses. In addition, the
Center should offer support to existing businesisassface difficulty understanding and
complying with city regulations and requirements.

A.1.1 Offer one-on-one counseling and case manageme  nt to small
businesses that are seeking city permits and approv als

Currently small businesses may call the Small BessrCommission for assistance
navigating the city’s complex processes. The Cassian’s limited staff is generally
able to help these businesses to identify the peranid approvals that they will require,
provide referral to the appropriate city departrsgand work closely with those
businesses that run into problems in this proceksvever, the Commission is unable to
promote the availability of this service due to éxtremely limited staff time available
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for providing this support. Providing additionaafiing - business counselors - and
expanded outreach for this type of customized “caspagement” would greatly
improve the City’s customer service to small bustnand reduce some of the resulting
frustration.

A.1.2 Cross train other departments to identify bus inesses in need of
support

Some businesses will seek out support from the SB&€ outreach below) but many
other businesses that could benefit from assistaragenot be aware of the program.
Front line staff at each of the authorizing agessieould be trained to identify small
businesses in need of support and make referrétetS BAC when appropriate. This
training could take the form of special workshopsdepartmental staff or could be
offered by SBAC staff as a component of departmspatific trainings or staff meetings.

A.1.3 Offer customized “road maps” of city requirem ents

In order to better assist these start up and expaiadisinesses, SBAC staff need to
understand the rules, requirements and procedéiesch of the 12 authorizing
departments. The Small Business Commission hasspell a general purpose booklet
“Starting a Small Business” which describes the ynaermits and approvals that
businesses must receive. While this book is usef@a starting point, businesses must
still invest significant time and resources intdedlenining exactly which approvals are
required for their specific business in their spedocation. Businesses should be able to
visit the SBAC and receive a “road map” with degdibnd reliable information about the
requirements of the City’s many departments anst &1 which permits and approvals
are likely to be required for their specific busae If SBAC staff cannot provide the
kind of detailed advice which would ultimately savbusiness client a trip to the
individual departments, then the SBAC simply bece@e extra step in the process.

Based on an initial interview, SBAC Business Colorseshould produce a checklist of
requirements that is highly customized to the enstances of each business. The list
should summarize the requirements of each necepsamjt or authorization and

provide contact information, office hours, web n@ses, and information about the
language capacities at each department. Thes&lsteshould also include time and
cost estimates for each required permit, thoughléval of information may not be
available at this time for all of the permit angemval processes. Where feasible, these
checklists should be accompanied by copies ofdlrad necessary to initiate the permit
processes.

A.1.4 Create a master flow chart of the business au  thorizing system

The current business authorizing systems are splearthat it is likely beyond the
capacity of any one individual to fully understahém all. In order to provide this kind
of customized overview of city requirements, theASBshould invest in the creation of a
comprehensive flow chart/decision tree that mapgdkquirements of each of the
authorizing departments and the steps that difféyges of businesses must go through
to receive all the required permits and approvalsis is an extremely complex task
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because the rules and procedures related to epahase permit are quite different and
the flow chart needs to incorporate all of the infation necessary to determine whether
a given business needs to pursue a given permgnking and inspection requirements
are quite different for different types of busiresand zoning requirements vary from
one neighborhood to another.

SPUR has coordinated a team of volunteers in algegrprocess to create such a flow
chart for just one industry: restaurants. Thelfpraduct of this project is not complete
but the latest draft includes a 4-page flow chagichm with an additional 4 pages of
notes focused just on the planning and health t®eat issues related to opening a new
restaurant.

SBAC staff will need to spend a significant amoohtime initially to create a
comprehensive flow chart. Staff will need actiatipation and review from staff
within each of the authorizing departments as wal$ outside stakeholders including
Mayor’s Office of Community Development-funded Nefigrhood Economic
Development Organizations (NEDOSs), business tradeaations, small business
advocates and others.

While this information may be useful in producingngral handouts describing the
processes at a high level or focused on specifitneon business types, the primary
value in compiling this data will be to support fr@cess of producing customized
checklists for businesses that are working withrmgs counselors.

It is likely that there are computer applicatiohattwould facilitate the structuring of this
information. Additional research is required tdesteine the best application.
Ultimately SBAC staff needs to be able to inpubmfation about the detailed
requirements of the City’s departments and useitiiatmation to generate an interview
protocol that would lead business counselors thrdhg creation of customized
checklists.

A.1.5 Build a web-based resource center that allows users to
generate customized “road maps”

There are many businesses that might benefit fiestomized checklists of city
requirements that will, nonetheless, not seek @ssie from the SBAC. Some of these
businesses could be well served by an online ‘wizéee those offered by Chicago and
New York (see Other Cities above). It should lgmal of the SBAC to create a
comprehensive web tool of this kind.

As staff work with individual businesses, they Bkely to require significant
modifications to both the computer application &melunderlying flow chart of
requirements. Eventually, exporting this systeno@web-based application should be
far easier than creating such a system from scrath online tool, in addition to being
useful to individual businesses, would allow NEDEDsl others to provide more
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extensive support to individual businesses witliequiring those businesses to navigate
the web or visit the SBAC.

A.2 General Resource and Referral

The SBAC can be the central clearinghouse for médion about resources and services
of use to San Francisco’s small businesses. Titercghould coordinate very broad
multi-lingual outreach to small businesses and khofier in-person, telephone and
internet-based resource and referral servicesteCstaff should have sufficient broad
understanding of small business challenges to leetaleffectively identify needs

beyond a client’s immediate request. For exanplsinesses calling for referral to loan
programs may also benefit from referral to markgtinleasing services.

A.2.1 Build a comprehensive resource database

SBAC staff should immediately develop a more forathibase of small business
resources. The Center should develop or purchessoarce and referral data base
system and assign staff to building out the dathuding the following:

» Small Business Assistance Programs
o NEDOs
o Other agencies (SBA, SCORE, etc)

* Training programs
o Nonprofit agencies
o Government agencies
o Colleges and universities

» Site/Space search services
o Online resources (i.e., SF Prospector)
o Nonprofit agencies able to assist

* Financial Assistance
o Grant/below market financing programs
o Small Business Lenders

* Business support organizations
o Trade associations
0 Merchants associations
o Community Benefits Districts
o Neighborhood Market Place Initiative programs

» Green building/energy efficiency resources
» Others
There may also be a need for referrals to othenbas services including payroll,

graphic design, legal, architecture and real estékee Center should attempt to identify
independent services that provide these referraldrack business satisfaction with
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these vendors rather than independently trackiogddinds of private vendors. For
example, the American Institute of Architects opesaa service to help find architects
and similar services exist in other fields as wétl.addition to the difficulty of
identifying individual firms to recommend, thereeguolitical and legal challenges that
would be raised by a City program making recommgadsa to individual private
businesses.

A.2.2 Update the information regularly

In order for a resource and referral system toffeettve and widely utilized the data
must be updated on a regular basis. The SBAC dladlaicate staffing to regularly
contact each of the organizations in the datalmaksatn more about current capacity and
resources and to update listings in the database.

A.2.3 Make the system available to others who work  with small
businesses

While the primary users of the resource databaseldibe the SBAC business
counselors, the information should be made avalabsome form to others who work
closely with San Francisco’s small businessesuding key staff in other City
departments, and staff of community-based NEDOgyit@rhood Marketplace
Initiative and Community Benefit District commericthstrict programs. For example,
staff at the Entertainment Commission or Healthd&®&pent inspectors may encounter
businesses who could benefit from referrals to smadiness lenders. While they could
refer these businesses to the SBAC for help, sfightheir only need, the business would
be better served if these staff could directly asdbe SBAC’s resource database. The
SBAC might also consider publishing some portiothig data in hard copy or online
though it is likely to be significantly less usefmlthose formats.

A.2.4 Manage a small business calendar and e-mail | st

SBAC staff should maintain an ongoing, web accéssdalendar of events of interest to
San Francisco small businesses including all reletraining workshops offered by
NEDOSs, other support organizations, lending ingotws and city departments such as
the Human Resources Commission, Department of nlre@dhment, etc.

The SBAC should manage an e-malil list-serve seimitemded to inform the wide
community of individuals and organizations that kvauith small businesses about new
resources. The calendar could be distributed tir@uch a list as well as notices about
new financing sources, technical assistance reesuacivocacy efforts. The goal of the
list should be to increase the awareness of avail@sources by those who come in
regular contact with small businesses. An effodudd be made to include on such a list
merchant associations, small business trade asisosiaand small business advocates.
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A.3 Accessing City Programs, Incentives and Contrac  ts

A.3.1 Promote City programs, incentives and contrac  ting
opportunities

SBAC staff should actively promote the many cityraistered and city-funded
programs designed to assist small businessesutiedss incentive programs that the
City offers, and opportunities for small busines®esontract with the City. Staff should
work with other city departments to create, tratesénd distribute easy to read flyers
about each of these programs.

A.3.2 Emphasize the most valuable incentives

SBAC should identify a short list of the city pragns and incentives that offer the
greatest value or are most significantly undeaedi by small businesses and focus
promotion efforts on these items. Programs to suppcal small businesses in
contracting with the City should be included instehort list. SBAC should track
utilization of this short list of programs and indk this information in its regular reports,
including the number of local small businesses ss&ftilly securing contracts with the
City. The SBAC’s promotion efforts should measuyahtrease utilization of these
programs over a relatively short period of tim@orRoting a handful of programs should
increase utilization of other programs as well.

A.3.3 Offer case management support for incentive p  rograms and
contracting opportunities

While in most cases simply pointing businesseséndirection of incentives that they are
likely to qualify for will be sufficient, the SBA®usiness counselors should be available
as needed to provide one-on-one assistance to Busatiesses in accessing city
programs and contracting with the City. The SBAGL8d help organize additional
workshops to help businesses access contractirgytopgiies with the City and take
advantage of existing contracting programs. Intaud the Center should consider
whether small group workshops focused on specifientives such as workforce
incentives, etc. would be effective.

A.3.4 Incorporate incentive programs into permit an d approval flow
chart/custom checklists

The business counselor interview protocol shoutdiiporate questions to determine
likely eligibility for many city incentive programs&nd information about these programs
should be included in custom checklists generatetddsinesses requesting assistance.
Incentives and financing programs offered by saaie federal agencies could also be
incorporated into this system.
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A.4 Advocacy/Streamlining

A key goal for the Office of Small Business shabbgdall stakeholders interviewed was
that the Office would facilitate changes to theyGicumbersome permit and approvals
system and encourage simplification of the manyleggpns with which small businesses
must comply.

A.4.1 Streamlining

Proposition | calls on the Office of Small Businéssssue a report within its first four
months which “analyzes the existing laws, regutajaoles, procedures and
responsibilities of all city departments that imipsmall businesses and makes
recommendations regarding the streamlining andatwolagion of such departmental
functions under the Office of Small Business.” Wbtreamlining and consolidation
should be seen as key priorities for the Offic&ofall Business, the four-month
requirement for this task may underestimate thderige. While it might be possible to
deliver such a report in four months, meaningfidrade to such an important and widely
distributed system will take far longer. The Snialsiness Commission’s streamlining
report recommended creating a task force to coatéia streamlining initiative but
acknowledged that this process would likely reqaiggar or longer.

As part of this effort, the office should focusstion mapping the existing business
authorization system; tracking the time and expge@associated with the current system;
and identifying bottlenecks, conflicts and potelhtiannecessary steps in the current
system. Building this kind of “system of system&ll make it possible for staff, small
business advocates, members of the Small Busimassnidsion and the Board of
Supervisors and others to understand the magnitiide problem and gauge the rate of
any improvements.

A.4.2 Include advocacy as an ongoing responsibility

Office of Small Business staff should immediatalgate a flowchart/roadmap of the
existing small business authorizing system and Ish@port on the status and some of
the challenges of the current system within th& four months. From there forward,
streamlining should be seen as an ongoing procesa eegular function for the Office
of Small Business. Staff should use data fromQffece’s tracking system to identify
bottlenecks, problems and opportunities for str@ang the business authorization
system including potential changes within departsiand improved coordination
between departments, and should report on thesesiss the Small Business
Commission, Board of Supervisors and other stakignslon a regular basis. This
ongoing tracking itself should create significarggsure for change.

A.4.3 Plan for a more intensive streamlining proces s

The Office of Small Business should develop plamsafmore comprehensive
streamlining process once basic data systems g@tade. A multi-agency task force is
likely necessary to seriously consider signifigartposals for streamlining and
consolidation. Part of the planning for this pracebould be consideration of whether a
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coordinated streamlining process involving multigepartments at a high level would
require additional staffing, consultants and budgsburces.

B Intake and Tracking

The SBAC should develop a uniform and consistentjylemented system for tracking
businesses that seek assistance from the cerftailitate reporting on the number of
clients served, the types of businesses that thesate and the frequency of each
different type of request for assistance. Whearrafs are made to outside resource
agencies, the SBAC should track the referral tret made in a way that allows
consistent follow-up for quality control purposd=sor businesses that seek assistance
with city permits and approvals or city incentivdg SBAC should track their success in
accessing these services as well as any problexhthty experience.

B.1 Intake Logs

Tracking of requests for assistance will be esaétdiboth evaluating the effectiveness

of the center and understanding the needs of Sarcisco’s small businesses. The center
should develop a simple and easy to use systetadging calls/office visits and

tracking their number and type over time. Theaysiust be very low-impact so that
tracking does not slow the Business Counselorigamese to inquiries. The system should
capture at least the following data:

- Name of Business

- Name of Caller

- Type of Business (from a predefined list)

- Method of inquiry (Call, Visit, E-mail, Web)

- Date of Call/Visit

- Question/Request

- Referrals (who were they referred to, may inclod®e than one resource)
- Status/Resolution

Ideally this data would be captured into a compdsga system at the point that
assistance is provided, but a system of paper Hagedhould be produced and available
whenever direct entry into the computer would ballenging. If staff determines that

the computer interface is interfering with clieet\dce, then paper logs should be used
and entered into the computer at a later date.

In some cases businesses, that are referred td@atgencies or other city departments
for services will call the Center again with follayp questions. The system should allow
the business counselors to quickly find recordaligbrevious service to the same
business. In some cases the clients will be cpbieck because either the client was
referred to the wrong resource or the resource@geas not able to adequately assist
the client. In either case, business counselarsldibe able to indicate this problem in
the tracking system along with any subsequentnadfer
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B.1.1 Proactively follow up with selected businesse S

Clients for all services should be encouraged lidbeek and speak to their assigned
business counselor in the event that they expegidatays or problems with any of their
required permits or approvals, need additionalrrafe or have other questions. At the
time of the initial consultation, business counsekhould identify clients that are likely
to benefit from follow-up support and call thesiewts back at a predetermined interval.
In most cases, clients requesting assistance igatawg the city permit and approval
process should be flagged for proactive follow-uip addition, business counselors
should make follow-up calls to a randomly seledelset of other clients to determine
whether they need further assistance.

B.1.2 Follow-up survey

The Center should systematically seek feedback frosmnesses that receive assistance
from the Center. Staff should develop and adnenisimple follow-up surveys that can
be mailed/emailed to each client one month afteh @ansultation. Results of these
surveys should be used to track client satisfaatiitn the Center or any outside
resources utilized, and to collect information alsall business experiences with the
City’s permit and approval systems. Data pertginonoutcomes with outside resource
agencies needs to be integrated with the refeatab@dse so that business counselors can
see records of previous problems (or successes) thieg are making new referrals.
Some portion of these follow-up surveys may be &blee collected through a web-
based survey tool in order to reduce administrdiivelens, however many business
operators are likely to prefer paper surveys.

The intake system should automatically generateesguiorms with business name, type
of business, date of call, and any referrals ma&gleents should be asked to provide
feedback on the quality of service from the SBA€, appropriateness of any referrals
made, their satisfaction with the service providgdhe organization that they were
referred to. They should also be asked whetheprtbiglem that motivated their call to
the SBAC was ultimately resolved and whether tlieptiified other resources that
should be included in the SBAC database.

Along with this simple follow-up survey, the SBAGmild develop and administer a
follow-up survey (or additional component addedht® basic survey) specifically for
businesses that requested assistance with pegrattica approvals. The survey should
seek feedback on the overall permit and approvaigss, satisfaction with the other
departments that the client worked with, and infation about the time and cost of
receiving required permits and approvals. Theeyshould ask about problems that
clients experienced anywhere in the process. t# da the time required to receive each
permit can be collected consistently over a sigaiit period of time, the Center will be
in a better position to advise businesses as tlaayfpr the approval process. This same
information will obviously be useful in advocatifay streamlining the City’s procedures.
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It may be difficult to collect feedback data fromsinesses after the fact and if response
rates for the follow-up surveys are low, the bustheounselors should contact a random
selection of businesses and administer the sutweyslephone. The follow-up feedback
system should also allow SBAC business counsetoesiter feedback about problems
with the permitting and approvals system or speaititside resource agencies whenever
they encounter them in the course of their worlhwinall businesses.

B.1.3 Conduct surveys on a rolling basis rather tha  n annually

Proposition | calls on the Office of Small Busingsscoordination with the Controller’s
Office, to “create and administer an annual sufesmall businesses that use the Small
Business Assistance Center to evaluate the Ceptf@mance in serving small
businesses.” While this survey could be admingstemnually, it may be more effective
to administer the surveys on an ongoing basigpatdefined interval after each business
receives service.

C Data Systems

Much of the success of the SBAC will rest on tHeafveness of the Center’s data
management systems. The City invested in the dpuednt of the SF Biz Info system,
which included a data tracking system. Staff of$ineall Business Commission receive
calls from the SF Biz Info 800 number and theysarecessfully resolving these
guestions, but they are not currently using tha dgstem. As a result there is no
comprehensive tracking of what types of busineasegalling most frequently or what
problems they are calling about.

One of the Office of Small Business’s very firstians should be to identify a data
systems consultant who can work closely with stafelect appropriate Customer
Relationship Management (CRM) and Business Prddessigement (BPM) software
and then to customize those systems to suppo@ehéer’s staff and track small business
outcomes. The consultant should be engaged onguoirgy basis to design the systems
and to modify them based on the experience of stafiplementing the systems over an
initial period of 18 months or longer. The Citypepartment of Telecommunications and
Information Services (DTIS) may be able to offasttype of consulting support on a fee
for service basis.

The SBAC has three separate but related data systeds:
1. A database of outside resources that suppoit bosnesses
2. A system for tracking intake and follow-up wiibsinesses that request
assistance
3. A “rules engine” system for identifying the ksteps, requirements and
timeline for required permits and approvals, ad a®kity programs and
incentives available to small businesses.

While there may be strong benefits to integratihthaee needs into a single system,
such integration could greatly increase overall glaxity and significantly slow
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implementation. However, integrating systems 1 2nehy be more immediately
feasible and will have the immediate impact of litating a feedback loop between
customer satisfaction with each outside resourdefatare referrals. While the
information related to navigating the permit arwtfising process is different in some
respects from information about accessing programasincentives, both require a very
similar underlying structure. Both city permits aity incentives have complex
requirements and require detailed questionnairegtermine whether they apply to any
given business. The City is currently using thgdraFrontLink CRM system for the 311
customer service center. This application couldiiekly and easily adapted to meet the
SBAC'’s needs for intake, tracking and referral.géma also sells a “rules engine” which
might meet the SBAC’s needs, but several other enshould be evaluated as well to
select the one will be most quickly and easily addpo the SBAC’s specific needs.

C.1 Resource and Referral System

SBAC staff need access to a comprehensive datalbaseall business resources for the
purpose of resource and referral. For each respthve database needs to track at least:

- Name of Resource

- Type of Resource

- Description

- Contact person(s)

- Eligibility (i.e., what businesses will be abtedccess this resource)

- Date record was updated

- Outcomes from previous referrals

C.2 Client Intake and Evaluation System

SBAC staff need a flexible yet easy to use systamtrécking businesses that request
assistance, the nature of assistance offered,edeyals made and feedback received
from businesses after the fact. (See B above foenméormation)

C.3 Permitting, Approvals, Programs and Incentives Workflow

Based on complex workflow information from varialespartments, the Office of Small
Business should develop an interview protocol gjesterates a check list of required
permits and approvals and also a recommended fsbgrams or incentives customized
to the circumstances of each small business cli€hése two needs can best be met by a
single application that would, for example, us@infation about the location of the
business to determine zoning requirements as weligibility for geographically-
targeted incentive programs. There are a numbsgofoiare systems (know as ‘rules
engines”) which allow users to enter informatioatbdetailed rules and then compare
those rules to the specific circumstances of argolient to determine which rules apply.
While the task of selectively entering the rulesha many city permits, licenses,
programs and incentives will be challenging, adapéin existing software system for
this purpose should be relatively simple.
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Eventually this system could be offered onlinedwect use by small businesses. In
addition, NEDOs and other city staff could be crtvagmed in the system so that these
key people could assist businesses in generatstgrouchecklists lists.

D Coordination with Other Agencies

D.1 Coordinate with business “authorizing agencies”

The Small Business Assistance Center will needdikwlosely with city departments
that issue permits or authorizations, or offer imo@s to small businesses including, but
not limited to, the following:

» Treasurer/Tax Collector

» Assessor/Recorder

* County Clerk

» Department of Building Inspection
* Department of Public Works

* Fire Department

» Police Department

* Entertainment Commission

* Arts Commission

* Department of Parking and Traffic
* Planning Department

* Department of Public Health

The Center will need to coordinate with these dispants to ensure that Center staff are
providing accurate and timely information and tsume that small businesses are able to
access programs and receive approvals without esesacy delays or complications.

D.1.1 Don'’t attempt a “one stop center”

One of the key questions in the development oSBAC is: To what extent can the
SBAC streamline the permit and approvals processder to reduce the number of steps
that a business must take to receive the neceaathigrizations? Ideally the SBAC
would not only provide information about the petimg process, but would actually
make that process easier for small businesses.

However, SBAC staff, no matter how well trained angported, will not be able to issue
building permits, business licenses, health perariny of the many other approvals
that small businesses must seek. While the SBAf£ &in help businesses understand
the many departmental requirements, the departmeus retain sole responsibility for
determining whether businesses have actually nesethequirements. The various city
departments charged with approving these permdis Bave specialized skills and
procedures for this purpose.
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Some cities have attempted to address these chedidry co-locating key line staff from
the key departments serving small businesses wm#eroof in order to make applying
for various permits possible in one trip withouth@ving essential departments from the
authorization process. Limited versions of thisdeldhave also been suggested for San
Francisco. While there may be real benefits te #pproach, any staff assigned to a
small business assistance center would necesbartigken away from their home
department’s on-site customer service capacityessmhdditional staffing resources were
created for these departments. Furthermore, utllesgpresentatives from planning,
DBI or the health department were available atithe that the business came in for their
initial consultation with the SBAC staff, a returnp at a later date might not be easier
than simply visiting the appropriate departmentsatly.

D.1.2 Strengthen and support “liaison” relationship S

While co-location of staff may not be feasiblasiessential that SBAC staff develop
personal relationships with key staff in each @f #luthorizing departments in order to be
effective in supporting small businesses that agpee difficulties with those
departments. Each of the departments identifigzison for the purpose of SF Biz Info,
and the staff of the Small Business Commissionuieatjy call on these liaisons to
resolve problems that small businesses experiehies. is the right approach and this
system should be strengthened and expanded torstipp&mall Business Assistance
Center.

The Mayor should ask each department to reviewethaison assignments to ensure that
the appropriate staff have been identified. Tista# should be available to resolve non-
routine problems experienced by SBAC clients. Egbartment should also ensure that

staff are supported and allowed time to perforra ttmportant responsibility, and that the

role is formally acknowledged in job descriptiom&l@mployee review processes.

D.1.3 Identify and support language-skilled liaison s

Language barriers are a key source of difficultysimall businesses seeking permits and
approvals from the City. Many small business ofpesahave limited English

proficiency. While the SBAC can offer some suppgortlients with limited English,
ultimately many of these businesses will need teatlly communicate with other city
departments. Because San Francisco is a divensengnity, many key city staff are
multi-lingual. City staff and NEDOs report thaethare often able to informally refer
small business operators with limited English &dfgh other departments who they
happen to know possess the appropriate languallge skihis approach could be
formalized if departments identified liaisons waecific language/cultural backgrounds
and made these staff available to the SBAC to tesimot for limited English-
proficiency clients experiencing problems with trggpartment. The SBAC should track
utilization of this system to ensure that departitmevere not overburdened and to plan
for future demand.
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D.1.4 Coordinate face-to-face interactions with aut  horizing
departments

The SBAC should build close relationships with thiaisons and coordinate face-to-
face interaction with these liaisons when possibléne SBC’s streamlining report
recommended organizing regular brownbag lunchésing these key staff people
together in person. Staff from NEDOSs, businessteattk associations and others who
regularly work with small businesses should beudet in these events as well. One
option would be to focus the discussion on the seaul challenges of a specific
business type for each meeting. Thus the meetightroring together all of the agencies
that approve or support health care businessemonéh and restaurants another month.
In addition to building the personal relationshilpat are essential to successful problem
resolution, these sessions could help SBAC stdfttter understand the reasons that
businesses run into problems and identify oppotiesito streamline the system in the
future. Additional interaction with departmentfstnd others will also increase the
number of referrals to the SBAC.

D.2 Coordinate with DTIS and 311

San Francisco’s Department of Telecommunicatiomsslaformation Services (DTIS)
manages information systems for the City’s new @listomer service center. DTIS
manages a Customer Relationship Management (CR&tgmayfor 311 based on the
Lagan Front Link application. The CRM system alld@t4 operators to log calls from
the general public and track the status of requdestservice. DTIS is in the process of
integrating city departments into the 311 systenmiorove the ability of 311 operators to
provide direct services to citizens. The infrastmwe (both human and technical) behind
311 can be leveraged to support the new Small BasiAssistance Center. 311
operators can and should continue to field manyldmainess questions and complaints.
The Office of Small Business should assist DTI8uilding out additional resource
“screens” to enable 311 operators to resolve comsnuall business complaints. As part
of this process the OSB staff should help develeptaf questions that 311 operators
could ask to screen for businesses who could ddn&fn more personal assistance. The
current 311 systems should be expanded to allonopgiators to schedule individual
appointments with SBAC Business Counselors (or iedélers to Counselors for follow
up). In addition the 311 system should be moditedllow operators to track and report
on whether callers are small business operatorgalfett basic information such as type
of business.

The SBAC's intake and referral system (See C1 ahdlidve) will require a technical
infrastructure similar to the current 311 systéihile it may be possible to extend the
current system to meet the SBAC'’s needs, it id\likeat a separate database will be
necessary. It would be possible for DTIS to creasténdependent application using their
existing ‘FrontLink’ software which appears to pable of doing everything that the
SBAC would need. The city currently owns licengeghis system and DTIS staff are
proficient at customizing the system. The Offi¢&mall Business could contract with
DTIS to plan and build the client intake and redésystem described above.
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D.3 Refer to and support the NEDOs

The Mayor’s Office of Community Development provsdending to 12 Neighborhood
Economic Development Organizations (NEDOs). Theeganizations currently provide
in-depth technical assistance to small busine$s¢sate considered likely to provide job
opportunities to lower-income residents of San Eismo. There is no need for the
SBAC to replicate the services of these organinatioNhile the SBAC is intended to
serve a much broader segment of businesses (thtteapmo 100 employees) most of
the businesses in need of in-depth business plammifinancial assistance are likely to
be those who would qualify for NEDO services, amel 8BAC should expect to routinely
refer these businesses to the appropriate NEDQGsefaice. The center should also
actively promote training and other resources efldry the NEDOs.

To the extent that the SBAC is effective in itsreath efforts, the existence of the Center
may result in additional caseloads for the NED®ke SBAC should work closely with
MOCD to ensure that the NEDOs have sufficient resesito meet this demand. In
addition, several of the NEDOs are currently spegdicarce staff time helping their

small business clients to navigate the city pemgtand approval process. The SBAC
should prioritize providing support to the NEDOsldheir clients in this area, in order to
reduce the burden of this function on the NEDOs.

NEDOs should be able to rely on SBAC staff with rayppiate language and cultural
skills to assist NEDO clients with any permittirgpprovals, and accessing of city
programs and incentives. This service should tered directly to NEDO clients or
indirectly through the NEDO business counselothefy prefer to call on the client’s
behalf. SBAC staff should be charged with fadilitg regular communication with
NEDO staff and soliciting their feedback.

D.4 Coordinate with MOCD and SFRA to Track NEDO Ser vices

The services of the NEDOs vary quite a bit from agency to another, and each agency
has a uniquely defined set of criteria for priaiitg recipients of assistance. The system
of NEDOs provides in-depth assistance for certgbes of businesses (example childcare
businesses, woman-owned microenterprises, etene goograms are focused on
geographic or cultural groups while other are fecusn specific industries. These
specific targets seem to result more from the agpand objectives of the NEDOs than
from any strategic priorities of the City. EachDI& has its own mission and, in most
cases, funding from the City is only a small fadgtothe program budgets. The resulting
priorities may well be exactly what the City wouldoose, and there would probably be
little value in creating a perfectly “rational” ggen where, for example, every
neighborhood had a geographically-focused organizat

However, by creating a system for tracking the sypbusiness that request assistance
and following up to track outcomes for those busses, the SBAC will inevitably
identify gaps in the current system of businesgsrtp both business types that are not
well served, types of assistance that are not ctiyravailable, or geographic areas that
could benefit from on-the-ground services. The €B%kould be expected to work
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closely with the economic development staff of MO&m the San Francisco
Redevelopment Agency to clarify the specific sezgioffered by each NEDO, track
referrals to those services and client satisfaatiith the services offered, and to
ultimately improve the capacity of the overall NEB@stem.

D.5 Coordinate with NMI and CBD Programs

The Mayor’s Office of Economic and Workforce Deyateent provides funding and
technical support to Neighborhood Marketplace dtiies (NMI) commercial
revitalization programs targeting underserved ngighoods throughout the City.
MOEWD also supports Community Benefits District8(2), which are funded through
special assessments and provide services to dtesngeighborhood commercial districts
where they are in place. The district managers staff these NMI and CBD programs
are regularly called upon to support the businesst®eir districts. These managers
should be asked to help the SBAC target outredontefto businesses located on their
corridors. The SBAC should prioritize assistar@éhkese businesses and should be
available to support the district managers as @k directly with local businesses. In
some cases NMI/CBD staff may refer businessesa&BAC for assistance but other
times they may prefer to call the SBAC on behalibctl businesses that are
experiencing problems with permits or other citgvaees.

E Outreach

E.1 Manage an Ongoing Outreach Campaign

Many businesses currently contact the Small Busi@snmission or call SF Biz Info

for assistance even though there is currently il coordinated outreach promoting
this resource. Once additional customer servipaludities are in place, the City needs
to do a better job of letting businesses know ligdp is available. The SBAC should cast
a very wide net to identify businesses that coelddfit from additional services and
support. In addition to marketing city programsl amcentives and the availability of
SBAC business counselors to assist with permitiimg) approvals and contracting with
the City, the Center should advertise its most comassistance requests.

However, the SBAC should be careful to time itgeatch efforts to coincide with its
growing capacity to provide services.

Phase 1:As soon as business counselors are hired, the SBAGld undertake an
outreach effort to ensure that city departmentd)®E, NMI and CBD staff, and other
key small business stakeholders are aware of thee€and its services.

One key source of outreach for the center shoulthé@d 2 city departments that issue
permits or approvals for small businesses. Lia# at each of these departments should
be trained in the services that the SBAC providekexpected to identify potential
clients to refer to the SBAC.
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Phase 2:The Center should plan and conduct a significabtipity campaign targeting
small business operators and would-be small busiogsrators in multiple languages as
soon as the Center’s data systems are fully opetand all business counselors have
been hired and trained. It is important not tonpote the Center too extensively before
the staff and systems are in place to providedlexteservice. Much of the success of
the center will ultimately rely on positive word wfouth, and if the initial clients are not
well served, negative perceptions will be veryidifft to overcome later.

E.2 Location of SBAC

The Small Business Assistance Center should béslddaside the Treasurer’s Office on
the first floor of City Hall. While there is no gect location, this option offers the
greatest visibility and convenience for small besgclients. Many thousands of small
business operators visit this office each yeare $BAC should have a visible “counter”
within the Treasurer’s Office as well as signagé accessible literature explaining the
services offered by the Center in multiple langsage

F Staffing

The Office of Small Business has two very distitypes of staffing needs.

The Director of the Office of Small Business shoddsupported by a staff of five full-
time employees. Three of these positions shoulthéddusiness counselors assigned to
the Small Business Assistance Center providingtdaday client case management
directly to small businesses. Two additional prbjeanagers should coordinate the
development of systems and resources to suppobiigiaess counselors, oversee
tracking and reporting, and provide policy analysisl support to the Director and the
Small Business Commission. See the following diagr
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F.1 Business Counselors

The Small Business Assistance Center should biedthy three full time business
counselors. One of these positions should be peésising Business Counselor” who,
in addition to providing direct client case managemoversees the work of the other
counselors. All of the business counselors shbaltesponsible for:

* Providing one-on-one counseling (by phone and is@® to San Francisco
smallbusinesses, including:

o Providing referrals to appropriate outside resositzsed on each client’s
specific needs and circumstances

0 Assisting businesses in understanding city reguiatand requirements
and generating customized checklists of applicpblenits, approvals,
requirements and potential incentives for clients

» Tracking requests for assistance

* Following up with businesses that seek assistameagure that their problems
are resolved

» Coordinating with other city agencies whenever ssagy to facilitate the
issuance of permits and approvals for clients

* Ensuring that clients are informed about incenéind support programs and
opportunities for contracting with the City
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» Identifying and reporting barriers that small besises are facing in receiving
permits and approvals or accessing city prograntgntives or contracts

» Participating in the design and development ofrimfation systems to improve
service to small businesses

» Participating in efforts to streamline and impr&en Francisco’s permitting and
approvals systems

» Participating in outreach efforts to promote theAEB

The Supervising Business Counselor would also georesible for:
» Participating in the hiring and evaluation of besia counselors
* Monitoring the quality of counseling provided bythusiness counselors

» ldentifying resources necessary to support andongthe work of the business
counselors

» Ensuring that business counselors are trackingtctiervices as they are provided

F.2 Project Managers

Two project managers will support the Office of SrBaisiness’s program and policy
analysis functions including:

Development and Management of Information Systems

» Coordinate the work of consultants and informasgstems vendors to create the
information systems necessary for the effectiveratpens of the Small Business
Assistance Center.

» Ensure that the business counselors are usingtdieeiand tracking system and
that data generated by the system addresses ajgpeqmulicy goals.

Resource Development

» Collect information from outside agencies and oizg@tions that provide services
to small businesses and compile this informatidéo énresource database for
referrals by business counselors.

» Work with a consultant to develop a complex flovathdentifying the key
requirements of all city permitting and approva¢ages and selected city
incentive programs.

* Refine and expand both the resource database anekbthitting, approvals and
incentives flow chart on an ongoing basis.

Reporting
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* Monitor the SBAC intake and tracking system andsle regular reports to the
Director, Small Business Commission and other $takkers on the number and
type of business assistance requests that therGemésponding to and the
satisfaction of clients with the services provided.

» Assist the Director with the preparation of a rémor the overall system of laws,
regulations and permits impacting small businesstsrecommendations for
future efforts to streamline and consolidate tr®stems within four months of
the hiring of the Director of the Office of SmaluBiness.

» Assist the Director with the preparation of semiaa reports to the Small
Business Commission and Board of Supervisors

Policy Development

» Based on data collected by formal systems andnmdbfeedback from business
counselors and other stakeholders, maintain afligte key barriers and
challenges that small businesses face in accesgyngermits, approvals,
incentives or contracts.

» Identify strategies for removing these barriergl/anstreamlining existing
systems to improve customer service to small bgsegeand simplify the City’s
policies and procedures

» Support efforts of the Director and the Small BessnCommission to advocate
for these changes

Supporting the Small Business Commission

» Coordinate development of notices, agendas, suppgortaterials and minutesfor
Commission Meetings

* Monitor Board of Supervisors and Commission agefaiasminutes for issues of
concern to the Small Business Commission

» Coordinate existing initiatives of the Commissianluding Small Business Week
and the Shop Local campaign

Qutreach

» Coordinate a comprehensive outreach campaign t@ i8ak Francisco small
businesses aware of the services offered by theCSBA

» Coordinate regular meetings with authorizing departts, NEDOs and other
small business stakeholders
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F.3 Director

The Director will oversee the day-to-day operatiohthe Small Business Commission
and the Small Business Assistance Center. Spaityfithe Director will:

* Oversee implementation of programmatic initiatigesl projects that serve to
enhance the climate for small businesses in SarcisE

» Establish and maintain effective relationships veither City agencies, elected
officials and other business organizations to laelpeve the Office of Small
Business’ mission

* Represent the Office of Small Business’ progrants@oint of view to public
agencies, business support organizations, the pestticthe business community

» Communicate regularly with the Small Business Cossion, the Director of the
Economic and Workforce Development departmentMbgor, and the Board of
Supervisors

* Ensure Small Business Commission’s staffing neeslsnet

» ldentify advocacy opportunities for the Commissamd coordinate participation
of commission members in the legislative process

» Develop and manage the annual budget for the 8nalhess Commission and
the Small Business Assistance Center

* Work with City staff, the Small Business Commiss&nd other stakeholders to
develop work plan and measurable objectives forlSBusiness Assistance
Center

» Coordinate the development of on-line and otherroamications systems
through which the Small Business Assistance Cemtemterface with the
business community and City departments

» Advocate for policies that affect small businesseSan Francisco and work to
increase services available to them

» Hire, train, and supervise staff
» Develop and maintain office systems

» Coordinate the physical establishment of the office

F.4 Language/Cultural Literacy
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F.4.1 Hire multi-lingual staff

To the greatest degree possible, the business@oumsand other staff of the Office of
Small Business should be multi-lingual. At a miomm, Center staff should speak
Spanish and Cantonese and be familiar with them@llhorms of these communities.

F.4.2 Work with City’s office of language services to assist other
limited English-proficient business operators

While many limited English-proficient clients wileing along a trusted translator when
they visit the SBAC, the Center’s ability to reamit to these businesses depends on its
ability to communicate with them when they arrivihe Center should contract with the
Office of Language Services for on-call translats@nvices as needed. In addition, staff
may also refer many limited English-proficient alie to the culturally appropriate
NEDO for additional assistance, and in some cdssassistance might include helping
the business access the services of the SBAC.

F.5 Locations of Staff

As discussed above, the Small Business AssistaaoteCshould be located within the
Treasurer’s Office on the ground floor of City Hallhe business counselors should be
assigned to desks in this location. The Directaf @vo Project Managers should be
located together adjacent to other MOEWD staffranfourth floor of City Hall.

G Budget
FY 07-08 FY 08-09 FY 09-10

Director (0932) 53,647 131,327 135,267
Supervising Bus Counselor (1823) 37,765 92,449 95,222
Business Couselor (1844) 19,299 78,738 81,100
Business Couselor (1844) 19,299 78,738 81,100
Project Mgr (1844) 6,433 78,738 81,100
Project Mgr (1823) - 67,977 95,222
Fringe Benefits 34,110 131,992 142,253
Personnel Subtotal 170,552 659,958 711,264
Equipment/Computers 25,000 5,000 5,000
City Hall Build Out 70,000 - -

Professional Svces/Consultants 250,000 50,000 50,000
Materials/Supplies 10,000 10,000 10,000
City Atty 25,000 15,000 15,000
DTIS/Reprographics 55,000 7,500 7,500
Total Budget 605,552 747,458 798,764
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H Preliminary Workplan

[See next page]
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FY 07-08

FY 08-09

FY 09-10

Hiring and Administration

Hire Director

Hire Supervising Business Counselor and
Business Counselors

Hire one Project Manager

Contract for development of information system

SBAC Operations
Begin offering business counseling services

Resource Development

Create comprehensive flow chart of permitting &
approvals process

Build database of small business resources
Identify short list of high value incentive progran

Data Systems and Reporting

Launch intake and tracking system
Develop follow-up survey instruments
Produce four- month report

Policy/Streamlining
Begin tracking barriers and opportunities for
streamlining and consolidation

S

Hire second Project Manager

Grow number of businesses counseled

wevelop web expanded web resources

=)

Produce bi-annual reports (March and Sept)

Refine intake and follow up system
Produce bi-annual reports (March and Sept)

Advocate for specific systems improvements

Plan for coordinated streamlining project

Maintain staffing

Grow numbausihesses
counseled

Create onlmeatgeand
licensing ‘wizard”

Produce bi-annual reports
(March and Sept)

Manage Streamlining project
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Outreach
Open SBAC in Treasurer’s Office Launch coordinated outreach campaign Coordinate ongoing outreach
Targeted outreach to stakeholders and small | Produce promotional materials and promotion efforts

business serving organizations Coordinate ongoing outreach and promotion efforts
Plan broader outreach campaign
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Appendix |: Text of Legislation

Section 1. The San Francisco Administrative Code is hereby amended by adding Section
2A.241, to read as follows:
SEC. 2A.241. OFFICE OF SMALL BUSINESS.
(a) Dutiesand Functions. The Office of Small Business, which shall betg @@partment under the
direction of the Small Business Commission, steafigpm the following functions to assist small
businesses located in San Francisco with a totakfeoce of 100 or fewer fulltime employees:
1. Centralize and coordinate the information amtyiae services to small businesses managed by
other City departments.
2. Operate a Small Business Assistance Centechvatiall support the full diversity of San
Francisco’s small businesses with information concey:
(A) business structure and formation, obtainingessary licenses, accessing financial
resources, and finding appropriate real estate;
(B) obtaining City permits;
(C) bidding on government contracts and participgtin the City purchasing process;
(D) complying with government laws and regulaticarsd
(E) adopting “green” and sustainable business piees.
3. Perform such other duties and functions to leamall businesses as directed by the Small
Business Commission or as assigned by the Mayaru@idarter section 4.132; and
4. Report by March 1 and September 1 of each tpetire Mayor and Board of Supervisors on
the numbers of small businesses served by casege@@nd the Office of Small Business, types
of services provided, numbers of small businesis&srong City contracts and their dollar
amount and on other performance measures as detedtiy the Small Business Commission.
(b) Assistance and Support from Other Departments. The following City departments shall provide
information and staff assistance to the OfficeroB$ Business regarding compliance with the lawd an
regulations administered by their departments thggact small businesses: Assessor, Building Irtgpec
Environment, Fire, Human Rights Commission, May@ffice of Community Development, Office of
Labor Standards Enforcement, Parking and Traffigning, Police, Public Health, Public Works,
Purchasing, Treasurer/Tax Collector, and such otthgpartments as directed by the Mayor. Within four
months of the initial hiring of any new staff, Bffice of Small Business shall issue a report thatlyzes
the existing laws, regulations, roles, procedurad aesponsibilities of all city departments thapauat
small businesses and makes recommendations regattkrstreamlining and consolidation of such
departmental functions under the Office of SmaliBess.
(c) Annual Survey. The Office of Small Business, in coordinatiorhwlite Controller’s Office, shall
create and administer an annual survey of smalliasses that use the Small Business AssistancerCent
to evaluate the Center's performance in servinglisbusinesses.

Section 2. Uncodified Provisions for FY 2007-08.  The following uncodified provisions are also
adopted as part of this initiative ordinance:

(a) Staffing for FY 2007-08. During fiscal year 2007-2008, the Office of Small Business shall be
staffed, at a minimum, with the following personnel: a Director (0961 Department Head I), a
Deputy Director/Community Outreach Manager (1824 Principal Administrative Analyst), and three
Case Managers (1823 Senior Administrative Analyst) who shall act as liaisons between city
departments and small businesses, in addition to existing personnel assigned to the Small
Business Commission.

(b) Funding for FY 2007-08. The City and County hereby appropriates $750,000 to fund the
first year of operations of the Office of Small Business and the Small Business Assistance Center.
The Controller is hereby authorized and directed to reflect the budgetary impact by transferring
amounts from any legally available funds.
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Appendix Il: Interviews Conducted

Small Business Commission Director Agnes Briones Ubalde
Small Business Commission Secretary

Martha P. Yanez

Small Business Commissioner David Chiu

Small Business Commissioner Michael O’Connor
Small Business Commissioner Jordanna Thigpen
Small Business Commissioner Florence Alberts
Small Business Commissioner Gus Murad

Small Business Commissioner Dr. Raye Richardsom
Small Business Commissioner Richard Ventura
San Francisco Small Business Advocate Member Bruce Bonacher
San Francisco Small Business Advocate Executive Pat Christensen
Director

Director of Chamber of Commerce Rob Black

Small Business Owner — Brownie’s Hardware, San Stephen Cornell

Francisco Council of District Merchants Association
Small Business Advocate, Small Business Owner of Pet |Mark Klaiman
Camp
National Small Business Association Vice Chair for Scott Hauge
Advocacy, President of Cal Insurance and Associates,
Founder of Small Business California, San Francisco
Small Business Advocate Member

Board of Directors of the Chamber of Commerce, and Clifford Waldeck
co-Chair of the Small Business Advisory Council of the
Chamber

Mayor’s Office of Community Development, Capital and |Christina Garcia
Economic Development Program Director

Mayor’s Office of Community Development, Senior Astrid Zometa
Community Development Specialist
Mayor’s Office of Community Development, Senior Trina Villanueva

Community Development Specialist
Mayor’s Office of Community Development, Community [Patricia Medina
Development Specialist
Former Mayor’s Office of Community Development Staff, [Susan Reynolds
currently Deputy Director of Real Estate at Port of San
Francisco

Mayor’s Office of Economic and Workforce Lisa Pagan
Development, Project Manager of Community Benefit
Districts
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Mayor’s Office of Economic and Workforce
Development, Project Manager of Business Affairs

Todd Rufo

Department of Planning, Planning Officer

Jonas P. lonin

Department of Public Health, Senior Health Inspector

Edward Walsh

Aide to Supervisor Ross Mirkarimi

Regina Dick-Endrizzi

Treasurer/Tax Collector, Manager - Taxpayer Assistance
& Passport Services

DJ Dull-Mackenzie

Treasurer/Tax Collector, Chief Assistant Treasurer

Pauline Marx

Department of Telecommunications and Information Richard Isen
Systems Staff

Department of Telecommunications and Information Jay Nath
Systems, Manager Customer Relations Management for

311

Department of Telecommunications and Information Alissa Black
Systems, Senior Business Analyst

311 Deputy Director Nancy Alfaro
San Francisco Planning and Urban Research (SPUR) Egon Terplan
Small Business Administration Mark Quinn
Small Business Owner — Straight Forward Boxing Gym |Ben Baustista
Small Business Owner — Morty’s Deli Doug Sonn
Small Business Owner — Produce on Polk Harry Lee
Small Business Owner — Café Abir, Tsunami Sushi and |Musa Dajani
Sake, NIHON Whisky Bar

Small Business Owner — Hong Kong Hair and Nail Pak Kwong

Seattle Small Business Center Advocate

Kris Effertz

Manager of Planning and Policy, Philadelphia
Department of Commerce

Sara Merriman

Visitacion Valley Business Outreach & Opportunities for |Crezia Tano
Merchants, Neighborhood Marketplace Initiative

Ocean Avenue Revitalization Collaborative, Portola Ling Liang
Neighborhood Steering Committee, Neighborhood

Marketplace Initiative

Excelsior Action Group, Neighborhood Marketplace Cristy Johnson

Initiative

Third Street Commercial Corridor Program,
Neighborhood Marketplace Initiative

Antoinette Mobley

Divisadero Street Commercial Corridor Program,
Neighborhood Marketplace Initiative

Lisa Zahner

Polk Street Commercial Corridor Program, Neighborhood
Marketplace Initiative

Holly Lung

Tenderloin Economic Development Project,
Neighborhood Marketplace Initiative

Julian Davis

Renaissance Center, CEO

Sharon Miller

Children’s Council Center, Child Development Specialist

Kendall Jones

Children’s Council Center

Vilma Molina
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Small Business Development Center (SBDC), Director  |Al Dixon

Southeast Asian Community Center (SEACC), Director |Richard Wada
of Business Development
Northeast Community Federal Credit Union (NCFCU), Perry Zhang
Financial Analyst

Women'’s Initiative/Self Employ (WISE), Marketing Justina Cross
Communications Manager

Urban Solutions, Small Business Services Director Helen Branham
San Francisco LGBT Community Center, Business Tracey Williams

Assistance Specialist
Filipino American Development Foundation, Community |[MC Canlas
Development Strategist, and former executive director of
Pilipino Bayanihan Resource Center
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