
Open for Business Strategy - Clermont Choice of Champions: 

The City ofClermont's Mission is "To preserve and enhance the quality oflife for the Clermont community by 
providing exceptional services". 

This is where it all starts .... 

We consistently review the services we provide through customizing and measuring our success towards 
achieving our mission. 

In the fall of 2012, I became the City Manager and quickly recognized the importance of developing a stronger 
partnership with the business owners of Clermont. By conducting roundtable forums as well as one on one 
conversations, the reoccurring feedback was centered around permitting. As a result, I formalized a plan that 
would allow for business owners to continue providing feedback, ideas and most importantly, results. 

Our plan is based on a customized approach to deliver a level of customer service designed to meet the needs 
of each individual business. We call it our "Concierge Program". The underlying premise is to create a high 
performing environment that is: 

• Effective: 
• Efficient: 
• Productive: 
• Focused: 

Doing things the right way the first time 
Doing more in less time 
Having a greater impact with less confusion 
Laser-like attention to the needs of business 

I created a position within our organization with one main goal, deliver the city's resources to the business 
owners. The program begins with a rigorous discovery session to understand the business, including: planning, 
goals, mission statement, type of business, product/services, employees, timelines, and any other pertinent 
information. The discovery sessions is very critical and typically requires multiple meetings as additional 
ideas are generated through each session. The majority of small business owners are not familiar with the 
permitting process. We approach every business with the expectation there is no understanding of government 
permitting by the applicant. From there we work side by side with the business owner with consistent follow 
up and communication through each step of the permitting process. This "Concierge" position follows the 
progress of each business applicant through the process to ensure that the response is timely and meaningful. 

Throughout the process, issues may arise which may cause delays. As a result, A "Fixers Group" was formed. 
This is a decision-making team consisting of our building, planning, fire and utilities departments to assist in 
any issue that may arise. This has been proven to be a highly valuable and successful team. The team will zero 
in on the issue and decide which team member will communicate to the business owner what is needed for 
resolution. The "Concierge" chairs the Fixers Group and has authority to resolve conflicts between 
departments. 

Lastly, one of the key components to making our Concierge Program a success, is to ensure every government 
employee understands how vital businesses are to the community. The traditional view by permitting 
employees is that they are regulators - they say yes or no. The "Concierge" provides training to employees in 
the permitting process so that they understand their role in economic development - elevating their sense of 
value and worth to the organization. The "Concierge" will take permitting staff in the field to better 



understand how to problem solve. Moreover, this process has also allowed for us to engage and further build 
upon a true partnership with the business community of Clermont. From diversifying our tax base to serving 
our community, everyone will experience the positive impact. 


