
  Taryn R. Denham 

Process Improvement Steering Committee 
October 28, 2020 at 3:30PM  

STiR Innovation Center 
Building 21, CRE8 Large Lab 
Virginia Beach, VA, 23456 

 
Present: Richard Tuck Bowie, Bill Coley, Larry Dotolo, Mayor Bobby Dyer, Mike 

Eason, Thomas Etter, Barry Frankenfield, Brad Martin, Preston Midget, 
Neva White 

 
Guests: Rob Fries, Parking Manager; Phil Koetter, Public Works Operations 

Engineer   
 
Absent: Councilmember Jessica Abbott 
 
Call to Order: 3:33pm by Richard Tuck Bowie 
 
Adjourned: 4:55pm by Richard Tuck Bowie 
 

MINUTES 
 
 

1. Welcome and Call to Order 
Tuck Bowie called meeting to order at 3:33pm.  He welcomes today’s guests, Rob Fries, 
Parking Manager in the Strategic Growth Areas Office of the Planning Department.  Rob 
is here to discuss Virginia Beach parking apps and technology.  Phil Koetter, Public Works 
Operations Engineer is here to respond to questions regarding the City’s See Click Fix 
mobile app and its future.  

 
2. Approval of September 28, 2020 Meeting Minutes  

Bill Coley motioned to approve September’s meeting minutes.  Larry Dotolo seconded.  
Motion unanimously approved. 

 
3. Old Business 

a. Subcommittee to create standards for Food Trucks (On hold) 
Not Discussed. 

 
b. Development Review Process – Tom Etter’s Communication with Bobby 

Tajan 
Tom Etter reported to the Committee that he met with Bobby Tajan (Planning 
Director) & Kaitlen Alcock and discussed the comments he outlined in his report 
(attached) regarding including process improvement as part of a person’s 
performance review for the year.  Bobby outlined the city process for reviews, and 
also informed Tom that Planning has some people attending the next Innovation 
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Academy in the STiR Office, which teaches Lean/Six Sigma process improvement 
tools. Tom indicated that the meeting went well, and we will need to monitor Bobby’s 
progress in the future.  Tuck suggested Tom summarize his discussion with Bobby 
and provide recommendations to the PISC group.   
 
Tom gave Taryn an attachment for the minutes and asked her to send Bobby Tajan 
a copy of the Small Business Subcommittee’s White Paper.  

 
c. Small Business Subcommittee Report  
Not Discussed. 
 
d. Election of Vice Chair 
Brad Martin was nominated and elected as Vice Chair of the Process Improvement 
Steering Committee.  
 
e. Full complex analysis of City employees working remotely and coming 

back during the Pandemic 
Not Discussed. 
 

4. New Business 
a. City’s See Click Fix App – Input from Phil Koetter, PW 
Brad Martin gives quick overview of issues he has had with the See Click Fix app, all 
noted in previous minutes.   
 
Phil Koetter shares a quick background of the City’s See Click Fix app 
implementation.  In 2012/2013 the City issued a contract request for a customer 
response module (mobile app) to help citizens log complaints.  In 2014, the See 
Click Fix app was chosen and handed to Phil’s Division to implement with current 
reporting systems used by Public Works.  Phil’s team researched how the app was 
used around the country and found a very wide variety of uses.  See Click Fix was 
fairly simple to use for easy fixes like potholes and streetlight outages, however for 
more complicated repairs, the program did not integrate well with current PW work 
order and customer response systems.  When working at its best, the app would 
receive complaints, create work orders, send to supervisors, close work orders when 
work was completed, and respond to the customer.  When the app wasn’t working at 
its best, work orders were not sent to the correct people, customers were received 
responses that their issues were fixed when they weren’t, duplicate work orders were 
created in multiple systems, etc.   
 
In this case that Brad has brought up, the issue was logged as a pothole, but it was 
not a pothole repair.  There was a pothole near by that was fixed and the app closed 
out Brad’s request as “completed” when another work order was created by the 
supervisor for Brad’s report.  Brad bringing up this issue to the Department did create 
some process improvement training on handling situations in a standard manner, 
which was appreciated.   
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The See Click Fix app has not ended up saving time for the Department like they 
initially expected and has turned out to be more of a hassle.  The City is in the 
process of implementing a new Customer Response Module which will allow for 
more customization that See Click Fix did.  Customers will be able to input more 
information making it easier for the Department to respond correctly.  If not enough 
information is placed in the ticket, the Department can respond to the customer 
requesting more information.  This new program also uses a better mapping system 
which allows for more ways to monitor and report on issues.  Reports can be viewed 
in Dashboard format allowing supervisors to drill down on information in real time all 
in one place, most frequently requested items, oldest items, etc.  The new system is 
scheduled for implementation January 2021.   

 
b. Parking App Issue 
*Parking App Presentation Attached. 
 
VBGo App 

• Currently up and running 
• Find a spot with ease 
• HRT bus stop routes 
• Vdot camera locations 
• City parking lot locator  
• Working on adding 

o Traffic data 
o Scooter locations 

 
Spotangel App 

• National app 
• Adds private lot locators as well as City lots 

 
PassportParking App 

• Pay for spaces via app 
• Would like to incorporate this into the VBGo App but is not available at this 

time 
 

Flowbird App 
• Parking meter app 
• Meter vendors own and pay for parking 

 
Preston Midgett asks if these apps and features are available for City garages as 
well?  Rob states that they are not, garages always take longer than the lots because 
of the entrance and exit equipment needed.  This is being worked on currently.  
There is a text to pay option available in garages currently.   
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Larry Dotolo brings up that the meters at the beach are sometimes not working.  
There is a number to call but the person on the other end tells customer to find 
another meter to use.  Are these inoperable meters being monitored?  Rob – yes, 
they are.  One thing that not everyone realized is that the meters are paid by license 
plate, so you would go to any meter and pay for your spot even if the meter you’re 
near is not currently working.  The meters are about 8 years old now and they City is 
working to replace parts when needed.  There is a major upgraded scheduled in 
2021 to replace equipment.  Rob also shares that sometimes the issues at the app 
are user error and there is a hope to install LED screens with more pictures to help 
people understand how to use the meters.   
 
Mike Eason shares that if the meters are not working, Rob’s office does get notified 
right away.  There is a smart system in place to report meter outages.   
 
c. Parks & Recreation – Fees Issue 
Larry Dotolo indicated he had heard from Parks & Recreation and got answers to his 
questions.  No more action is required on this issue.  

 
5. Announcements – Next meeting – January 27, 2021  

 
Mike Eason asks the group to look into yard waste disposal and if we can consider it as 
a group. 
 
Neva White updates the group on the current status of the Permit Stat process.  The City 
has hired Chad Kenney, performance stat expert who previously worked in Baltimore, 
Cincinnati, and most recently in the City of Denver as part of the office that created the 
Peak Academy, which is the basis for the STiR Innovation Academy.  Chad completely 
rehauled the permitting process in the City of Denver and is consulting on the permitting 
process in Planning to provide a live example for creation of the process in the City of 
Virginia Beach.  STiR will be facilitating community engagement with developers in 
December and would like at least one member of the PISC to attend the meetings to 
provide input and to be able to report back to PISC.  In January STiR will facilitate 
sessions with staff and will work in coordination with several departments to develop 
dashboards for tracking performance goals. 

 
6. Adjournment 

 











VBGo App
Find Events
Find Parking
Find Transportation



VBGo App

• Created by City Staff
• Helps users to find 

available parking spaces
• Provides occupancy and 

pricing
• Reduces search time for 

spaces
• Reduces traffic 

congestion 
• Reduces CO2 emissions
• Improves the parking 

experience

Current Locations:
• Resort Meters
• Resort Lots
• Resort Garages
• Virginia Aquarium
• Convention Center Lots
• Lynnhaven River Boat 

Ramp
Future Locations:

• Sandbridge Lots
• Town Center Garages
• Sports Center



Choose an Event and Find Available Parking



Find Parking Availability Manually



Other Features
HRT Routes and Bus Stops VDOT Cameras City Parks



Future App Additions
Traffic Data Scooters

The scooter franchise 
agreements require vendors 
to share data. 

VBGo will include locations 
where scooters are parked.

4 different scooter vendors 
will operate at the resort 
and only VBGo will show 
the locations of all four 
vendors under one app



SpotAngels App

Find Parking



SpotAngels 
App

National App – over 100 
US Cities 
• Cities include

• Los Angeles
• San Francisco
• San Diego
• Seattle
• Philadelphia
• Baltimore
• Washington DC
• Norfolk

App Features:
• Parking Space Occupancy
• Rate and Operating 

Information
• Public  Parking Facilities
• Private Parking Facilities
• Payment Options 

(coming soon)
• Digital Map Directions
• Restricted Parking Areas
• Crowd Sourcing



Finding Parking Availability

Lots Meters RPP Private Lots



Parking Occupancy Data Sources



Passport 
Parking App



Marketing Campaign



Select Zone, Vehicle, and Time



Purchase Seasonal Passes



Parking 
Meter App



Hourly Parking 



Purchase Seasonal Passes
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