
  Taryn R. Denham 

Process Improvement Steering Committee 
September 30, 2020 at 3:30PM  

STiR Innovation Center 
Building 21, Large Conference Room 

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: Patrick Duhaney, City Manager   
 
Absent: Councilmember Jessica Abbott 
 
Call to Order: 3:35pm by Richard Tuck Bowie 
 
Adjourned: 4:45pm by Richard Tuck Bowie 
 

MINUTES 
 

 
1. Welcome and Call to Order 

Tuck Bowie called meeting to order at 3:30pm.  He welcomes Mike Eason to his first 

meeting as a new PISC member.  The Committee is now fully staffed! 

 

2. Approval of August 26, 2020 Meeting Minutes  

Larry Dotolo motioned to approve August’s meeting minutes.  Preston Midgett 

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 has received feedback from Committee members and will add those comments 

to his current list of recommendations on helping to change the culture in the 

Planning Department.  Once the list is complete, Tom will contact Bobby to sit down 

together and discuss these recommendations with him.  He will try to complete this 

before PISC’s October meeting. 

 

c. Small Business Subcommittee Report  

Not Discussed. 
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4. New Business 

a. Introductions of City Manager, Patrick Duhaney by Mayor Bobby Dyer 

Patrick Duhaney introduces himself as Virginia Beach’s new City Manager.  He 

shares that process improvement is very dear to his heart and he wants Virginia 

Beach to be the best at getting better.  

 

The Committee members all introduce themselves and their backgrounds that lead 

them to this Committee.  

 

Tuck Bowie shares PISC’s Development Review Process White Paper with the 

Manager.  He states that this Committee is here to serve at the discretion of the City 

Council and the Manager, and the Committee is happy to help wherever needed.  He 

asks that the Manager please inform the Committee if there is anything that he 

needs.   

 

Tuck brings up the new Public Works Standards and Stormwater Regulations, and 

the Development Review Process as a topic that the Committee would, overtime, like 

to discuss with the Manager.   

 

Patrick Duhaney explains that he is forming a focus group of developers and permit 

customers in the area to get a sense of the “as is”.  He would like to start with people 

who pay for permits (customers) and people who work the process to figure out how 

to create improvement.  He will collect citizen concerns and data, come up with an 

improvement plan, then involve the City staff to implement that improvement plan.  

He would like to use process improvement tools to revolutionize how we deliver 

customer service as a City.   

 

Preston Midgett expresses the need for urgency as Virginia Beach is losing 

economic development opportunities.  People cannot come into Virginia Beach and 

open their business in a timely manner, so they are going elsewhere.    

 

Bill Coley emphasizes that a huge part of improving processes is improving the 

organization’s culture.  He asks Patrick, “How do you get buy in from staff who have 

been running the same processes for years?”  Patrick agrees and voices his plan to 

take ownership and relentlessly follow-up with his direct reports.  He will hold people 

accountable for results and will show that he truly cares about the work they are all 

doing.  Devoting his time as the Manager so that staff will devote their time as well.  

 

b. Full complex analysis of City employees working remotely and coming 

back during the Pandemic. 

Not Discussed.  
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c. City’s SeeClickFix App 

Neva shared that Mark Johnson, the Director of Public Works, is retiring at the end of 

the year.  She noted that SeeClickFix is already being worked on.  They see the 

problem where the customer is not being correctly notified of the status of their 

reported issues.  The multiple programs being integrated into this app are not 

interfacing as well as they should, so Public Works is working on that.  This app is 

being included in the City’s new Customer Resource Management (CRM) System 

which will report back to the customer.   

 

Brad is worried about the public perception if the reported issue is getting resolved in 

the app but not in real life, it looks very bad on the City.   

 

Neva will reach out to Mark Johnson to ask him to attend October’s PISC meeting to 

hear these concerns directly and provide answers.     

 

d. Full complex analysis of City employees working remotely and coming 

back during the pandemic.  

Not Discussed.  

 

e. Parking App Issue 

The main issue with parking apps is there is currently not an app to pay for your 

meter from your phone.   

 

Taryn will invite Rob Fries, Parking Management to PISC’s October meeting. 

 

f. Parks & Recreation – Fees Issue 

Larry Dotolo brings up a recent concern with the Parks & Recreation Department.  

He is not receiving consistent answers when he calls with questions about 

memberships and fees.  He continues to get different answers from different people 

who work at the Rec Center he is calling.   

 

Neva will reach out to Michael Kirschmen, Director of Parks & Recreation  

 

5. Announcements – Next meeting – October 28, 2020  

Tuck Bowie shares the need for the Committee to select a Vice Chair to run the 

meetings in the instances that the Chair is unable to attend.  He asks Committee 

members to email him with their interest or with suggestions of nominations.  A decision 

will be made during the October meeting.  

 

Due to upcoming holidays, November and December PISC meetings will be cancelled 

and will reconvene in January 2021.  

 

6. Adjournment 

 


