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BALANCED ENFORCEMENT PROACTIVE ENGAGEMENT INNOVATION AND DEVELOPMENT 
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Reporting: Regulatory Services  

 The department continued to focus on 
training and staff development, with a vision 
of consistent education and performance 
improvement throughout the department  

 In response to high attrition rates 
throughout the department, we developed 
strategies to retain and efficiently hire well-
qualified staff 

 The department continued to embrace 
technology and process improvement across 
divisions, including data initiatives  

 Our focus on equity and inclusion led to an 
assessment of the department’s hiring 
practices and increased cultural 
competencies  

 
 Increase focus on staff development efforts, 

enhanced training programs and staff cross 
training to provide pathways for staff into 
other parts of the department and 
enterprise 

 Implement the new Enterprise Land 
Management System, including equipping 
staff with training and the appropriate 
technology to complete field inspections 

 Continue to increase work with the Equity & 
Inclusion team 

 Collaborate with stakeholders in the 
enterprise and community to make iterative 
adjustments to ongoing construction, rental 
stock and new stadium traffic needs 

 Increase focus on equity through work with 
tenant groups 

 Proactively pursue grant resources and 
community engagement opportunities  

 The department prioritized connections 
across divisions and the enterprise to reduce 
violations and increase compliance, 
communication and partnership 
opportunities 

 Our focus on community engagement led to 
greater communication and increased 
educational opportunities with tenants, 
stakeholders and residents 

 By proactively connecting with residents and 
visitors through active education and the 
enforcement of ordinances, we increased 
public safety 

 The department’s regulatory mission 
naturally creates tension – by taking a 
balanced approach, we were able to 
better work with stakeholders and 
customers while still retaining our ability 
to take a stronger approach if needed 

 We empowered staff to use their 
expertise and common sense to achieve 
compliance through methods other than 
issuing citations 

 Focus on life safety and inspections, 
including fire watch and pyrotechnics 
watch 

 Continue the effective use of 
restoration agreements and 
rehabilitation to move properties back 
into the housing market 

 Work with pet owners to license pets 
and keep people and pets safe in the 
city 



The department’s regulatory mission naturally creates tension – by taking a balanced approach, we were able to better 
work with stakeholders and customers while still retaining our ability to take a stronger approach if needed 
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 The department utilizes restoration agreements to actively work 
with property owners to rehabilitate, rather than demolish, their 
properties in the abatement of more significant housing 
maintenance code violations. 

 The department’s focus is on education, rehabilitation, and the use 
restoration agreements rather than an immediate order to 
demolish a property.  

 The Problem Property Unit identifies the City’s worst properties and 
collaboratively works with property owners to develop an action 
plan to bring their properties up to minimum housing code 
standards. 

 In 2015, the department dedicated two full time staff to address 
rental license operating conditions, facilitating frequent and direct 
communication with property owners to discuss the City’s minimum 
housing maintenance code standards and the property's open 
violations.  

 

Balanced Enforcement 

Rental Licensing Actions 
 

2013 
 

2014 
 

2015 
 

Conditions Placed on Rental License 
3 19 79 

Decision Pending 
2 6 46 

Legal Resolution Compliance Achieved 
32 25 19 

Reinstatements 
18 13 9 

Revocations 
15 20 2 

63 

139 

76 

39 

52 

29 

2013 2014 2015

Restoration Agreements and Demolitions 

Restoration Agreements Demolitions

15 
20 

2 3 

19 

79 

2013 2014 2015

Rental Licensing Actions  

Revocations Rental License Operating Conditions



The department’s regulatory mission naturally creates tension – by taking a balanced approach, we were able to better 
work with stakeholders and customers while still retaining our ability to take a stronger approach if needed 
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 The department engages customers to understand specific needs and develop an appropriate course of action. 
 While the issuance of violations has remained consistent over the last few years, the department’s balanced approach during the 

inspection process has resulted in a decrease in the number of administrative citations issued by the inspectors, agents and officers  
 While the department actively educates residents and visitors, new building construction, road rehabilitation or enhancements, and 

attendance at events downtown could contribute to the increase in traffic citations. 

Balanced Enforcement 

 6,036  
 6,576  

 3,755  

2013 2014 2015

Housing Inspection Services Citations  

159 

315 

227 

2013 2014 2015

Fire Inspection Services Citations  

233,892 
225,022 

233,803 

2013 2014 2015

Code Compliance & Traffic Control Citations 
670 

437 
465 

2013 2014 2015

Animal Care & Control Citations 



The department’s regulatory mission naturally creates tension – by taking a balanced approach, we were able to better 
work with stakeholders and customers while still retaining our ability to take a stronger approach if needed 
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Balanced Enforcement 



The department’s regulatory mission naturally creates tension – by taking a balanced approach, we were able to better 
work with stakeholders and customers while still retaining our ability to take a stronger approach if needed 
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Balanced Enforcement 

 In 2015, Animal Care & Control undertook best practice research and work sessions to assess the existing ordinances and the division’s processes 
to outline its mission, core activities, and service model.  

 The collaborative approach included nearly 50 meetings and incorporated feedback from residents, neighborhood groups, special interest 
groups, the business community, and employees, leading to the production of the most comprehensive rewrite of the City animal ordinances. 

 In 2016, Animal Care & Control will continue to monitor resident feedback on the ordinances and develop resources to promote responsible pet 
ownership. 



We empowered staff to use their expertise and common sense to achieve compliance through methods other than 
issuing citations 
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Balanced Enforcement 

 The department has seen success with a strategy of 
trusting field staff to use best judgement given the 
condition of the property and their assessment of the 
property owner in issuing warnings.  

 Over the last three years, the department has 
consistently decreased the number of cases requiring 
four or more inspections, representing an efficient 
process that effectively utilizes the department’s 
resources.  

One Request 
for Service  

Can include 
multiple 
inspections 

 36,844  
 39,214  

 30,046  

 28,740  

 31,779  

 25,265  

 8,104   7,435  
 4,781  

2013 2014 2015

Number of Housing Requests for Service and Number of Inspections to Achieve Resolution 

Number of Requests for Service 1-3 Inspections 4 or More Inspections

81% 

89% 

91% 

2013 2014 2015

Percentage  of Total Requests for Service Not Requiring 
Additional Enforcement 



100% 

99.02% 

100% 100% 
99.98% 

99.28% 

100% 100% 

99.75% 99.59% 

100% 

99.15% 

Abandoned Vehicle Complaint
(14 Business Days)

Parking Violation Complaint (5
Business Days)

Snow - Illegal Dumping
Complaint (3 Business Days)

Traffic Control Officer Complaint
(5 Business Days)

2013-2015 Traffic Control Service Level Agreements 

2013 2014 2015 8 

Proactive Engagement 
The department prioritized connections across divisions and the enterprise to reduce violations and increase 
compliance, communication and partnership opportunities 

 311 is an integral partner to which the department provides resources and documentation on our operations and programs. 
 To approve fire inspection permits, such as Building Fire Special Suppression (BFSS), Building Fire Alarm (BFS), and Building Fire Suppression 

(BFA), the department works collaboratively to ensure all components of a building are inspected and up to code.  
 Field staff proactively arrange fire inspections and communicate with other departments and stakeholders throughout the process to create 

efficient and effective customer experience.  
 To facilitate the construction of the US Bank Stadium, Fire Inspection Services reviewed permits, met with stakeholders, and tested and 

inspected suppression and alarm systems at least three times per week. 
 In 2016, the department anticipates continued economic growth in both the residential and commercial markets, which should hold steady 

workload in both plan review and inspections.  

95.9% 95.2% 

98.2% 98.8% 98.3% 
99.7% 

Public Health Complaint (4
Business Days)

Livability Complaint (11 Business
Days)

2013-2015 Animal Care & Control Service 
Level Agreements 

2013 2014 2015

301 219 246 300 301 350 383 352 

511 
321 369 

527 550 
538 608 515 

59 

61 
72 

87 97 
103 

94 
92 

2008 2009 2010 2011 2012 2013 2014 2015

Permits Requiring Fire Inspections 

Building Fire Alarm Building Fire Suppression Building Fire Special Suppression

229 

296 
268 

322 

202 

2011 2012 2013 2014 2015

Animal Care & Control Adoptions  
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Proactive Engagement 
The department prioritized connections across divisions and the enterprise to reduce violations and increase 
compliance, communication and partnership opportunities 

 Continuing our strong relationship with the Police Department, joint education sessions were made to groups like the University of Minnesota 
Veterinary School to educate on the health and safety efforts that protect the public.  

 Animal Care & Control educates neighborhood groups, partners, and stakeholders on issues such as responsible pet ownership, rabies prevention, dog 
licensing, and dog bite prevention. 

 Other successful partnerships were maintained with the ASPCA, Humane Society of the United States, Minneapolis Public Housing Authority, 
Minneapolis Health Department, US Department of Agriculture, and Veterinary Medical Association. 



Our focus on community engagement led to greater communication and increased educational opportunities with 
tenants, stakeholders and residents 
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Proactive Engagement 

 The department actively engages with the city it serves, attending more 
than 40 neighborhood association, community meetings, and events in 
2015.  

 This shift in engagement philosophy changes the public’s perceptions of 
the department and its work.  

 Increasing the public’s awareness of the department’s role and the 
resources it provides has impacted compliance rates (see inspection 
resolution chart on page 7). 

 

  
 

Events Attended in 2015 

Event type # of Events 
# of 

Employees 
Divisions 

Represented  

Neighborhood Meetings 5 5 3 

Community 
Partners/Stakeholder 
Events & Meetings 

16 10 6 

Meetings Hosted by 
Regulatory Services 

5 15 4 

Community Events 14 34 6 

Job Fairs 3 9 5 
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Proactive Engagement 
Our focus on community engagement led to greater communication and increased educational opportunities with 
tenants, stakeholders and residents 

3 
12 

52 42 

45 

63 

45 

57 

115 

2013 2014 2015

Homeowner Navigation Program Cases 
2013 - 2015 

Open Closed

 The Homeowner Navigation Program (HNP) assists low income, senior, disabled, and veteran residents with the abatement of interior and 
exterior housing code violations. HNP was created to develop ways for the City’s enforcement system to better address the complex issues that 
arise when property owners are unable to resolve housing violations on their own. 

 More than 80 partners engage with HNP to provide funding and services to the program recipients.  
 HNP staff developed useful educational resources and disseminated them to customers and stakeholders, helping to expand its caseload by 

200% from 2014 to 2015. 
 In 2015, a property near the Mississippi River was condemned due to lack of sanitation. A mother and son had accumulated excessive material 

and decided they no longer wanted to live in the home. HNP staff assisted them in securing safe housing, and found a licensed cleaning 
company to remove the garbage and debris in preparation for the sale. The house sold and is being rehabilitated for occupancy. 

 In 2016, one additional full-time staff person will be dedicated to grants and community and engagement.  

For each year listed above, open indicates that the case was both 
opened in that year and remains open as of May 1, 2016.  
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Proactive Engagement 
Our focus on community engagement led to greater communication and increased educational opportunities 
with tenants, stakeholders and residents 

Snow Emergency Citations 

 The snow emergency season runs from October to March. 
 The department educates residents and partners on the parking process for 

vehicles during a snow emergency. 
 Television and radio outlets, the City website and 311 app keep residents 

informed of the snow emergency status.  
 Data shows the number of citations issued during a snow emergency incident has 

decreased as the snow year progresses. 

2015 Snow Emergency Sequence 1 

Snow 
Emergency 
Year 

Snow 
Emergency 
Sequence 

Citation 
Count 

2012-2013 1 4,011 

2012-2013 2 6,106 

2012-2013 3 3,409 

2013-2014 1 6,694 

2013-2014 2 5,711 

2013-2014 3 5,357 

2013-2014 4 6,533 

2013-2014 5 4,391 

2013-2014 6 3,919 

2013-2014 7 4,571 

2014-2015 1 6,560 

2015-2016 1 6,235 

2015-2016 2 5,441 

Average 5,302 

Grand Total 68,938 



 All Together Now is a partnership with neighborhood associations 
and participating businesses to help maintain and improve the 
condition of properties.  

 Since the start of the program in 2014, we have seen a decrease in 
the number of violations issued in the All Together Now 
neighborhoods. 

 In 2015, more than half of the engaged neighborhoods 
experienced more than a 40% decrease in the number of 
violations when compared to the previous year. 

 In 2016, the program will focus on ten neighborhoods: Central, 
Como, Folwell, Howe, Jordan, King Field, Lind-Bohanon, McKinley, 
Powderhorn Park, and Willard-Hay. 

Proactive Engagement 

% Change: A negative percent indicates an improvement (drop) in the 
number of violations. A positive percent indicates an increase in the 
number of violations. 

By proactively connecting with residents and visitors through active education and enforcement of ordinances, we 
increased public safety  

2015  
Neighborhoods 

2014 Total 
Violations 

2015 Total 
Violations 

% Change 

Audubon Park 414 378 -19.84% 

Central 1,236 729 -41.02% 

Folwell 1,583 242 -41.63% 

Howe 400 270 -36.50% 

Jordan 1,732 890 -48.61% 

King Field 1,208 428 -64.57% 

Powderhorn Park 1,277 777 -39.15% 

Webber-Camden 1,148 704 -38.68% 

Whittier 726 358 -50.69% 

Willard-Hay 1,894 865 -54.33% 
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Proactive Engagement 
By proactively connecting with residents and visitors through active education and enforcement of ordinances, we 
increased public safety  

 The department has focused efforts on providing pet owners with valuable resources and information.  
 WCCO’s Pet of the Week provided the department with the opportunity to educate and expand adoption efforts. 
 In the case of reported dog bites, the severity of bites has decreased while the city experienced a higher number of dogs declared 

dangerous.  
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12,843 
13,466 

12,618 
11,918 

14,456 

2011 2012 2013 2014 2015

Pet Licenses  6% 
10% 

44% 

10% 
15% 

10% 11% 

41% 

13% 12% 
8% 

13% 

50% 

16% 

0% 

Non Compliance -
Declared Animal

Requirements

Leashing & No Off Leash
Permit

License Required Public Protection From
Dogs And Cats

Failure To Vaccinate

Animal Care & Control Citations Issued 

2013 2014 2015

72% 

89% 91% 

19% 

8% 8% 9% 
4% 1% 

36 
35 

41 

32

33

34

35

36

37

38

39

40

41

42

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

2013 2014 2015

Bite to Humans Severity Rankings 

Bodily Harm (Minor) Substantial Harm (Moderate) Great Harm (Severe) Dangerous Dog Declarations



Proactive Engagement 
By proactively connecting with residents and visitors through active education and enforcement of ordinances, we 
increased public safety  

Rental License Tier Distribution in 2015 

% of Minneapolis Rental Properties in Each Tier 
Category 

Ward Tier 1 Tier 2 Tier 3 

% of Total 
Rental 

Properties 
in 

Minneapolis 

1 9.8% 7.7% 6.5% 9.5% 

2 6.3% 3.5% 3.5% 5.9% 

3 12.2% 3.5% 2.8% 11.1% 

4 9.5% 27.5% 21.1% 11.7% 

5 8.3% 25.9% 38.3% 10.8% 

6 4.7% 3.2% 5.3% 4.5% 

7 6.6% 0.7% 1.0% 5.9% 

8 7.4% 6.1% 3.8% 7.2% 

9 7.8% 10.8% 12.0% 8.2% 

10 11.1% 4.9% 2.3% 10.2% 

11 4.8% 2.3% 0.3% 4.4% 

12 5.8% 2.9% 2.0% 5.4% 

13 5.7% 1.0% 1.3% 5.1% 

Total 
Number 

20,953 2,660 399 24,012 

 A tiered rental license inspection program allows Regulatory 
Services to deploy resources where they are needed to maintain 
safe rental housing conditions. 

 Tier 1, Eight year cycle: Well-maintained, managed, and 
use very few City services 

 Tier 2, Five year cycle: Maintained to minimum code and 
use some City services. 

 Tier 3, One year cycle: Poorly maintained or managed and 
require excessive City services.  

 The tier criteria were developed with input from stakeholders 
including rental property owners, tenants, neighborhood 
associations, City Council, Minneapolis Police Department, and the 
City Attorney’s office.  

 The department continued its focus on equity, working with the i-
Team to reduce the number of Tier 2 and Tier 3 properties, which 
are disproportionately located in impacted areas, by developing an 
accelerated re-inspection pilot program (see slide 16 for further 
details on rental license tier distribution). 

 For the 2016 rental license tier designations, preliminary analysis 
of the criteria and process is underway.  

15 



Proactive Engagement 
By proactively connecting with residents and visitors through active education and enforcement of ordinances, we 
increased public safety  
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Proactive Engagement 
By proactively connecting with residents and visitors through active education and enforcement of ordinances, we 
increased public safety  

 The department provides residents in advance with resources on 
towable violations, focusing on critical parking zones.  

 Code Compliance & Traffic Control developed warning notices to 
educate residents and visitors on their parking ordinance violation 
rather than immediately issuing a citation.  

 In 2016, Animal Care & Control will develop a warning process 
similar to that used by Housing & Fire Inspection Services and 
Traffic Control to educate and increase compliance. 

 

All 311Tow Requests 

Year 
Tow 

Requests 

% of the Total 
311 Cases 

Opened for 
Regulatory 

Services 

2013 1,545 5.01% 

2014 1,786 5.31% 

2015 2,099 5.61% 

Total 5,430 5.33% 

17 

2015 Tow Requests to 311 

Tows do not include rush hour, snow emergencies or 
street cleaning cases. 



The department continued to focus on training and staff development, with a vision of consistent education and 
performance improvement throughout the department 

Innovation and Development 

 The department held its third annual all-staff retreat, We Are One, at the Convention Center. The full-day development opportunity aimed to 
frame the department’s reorganization, connect staff, and build relationships.  

 In addition to the paid courses referenced in the table below, Regulatory Services staff participated in a number of other opportunities, 
including:  

 Seven employees completed the Leadership U program. The department will continue efforts with the City’s leadership development 
program, with five staff enrolled in the 2016 cohorts. 

 Free or federally funded training opportunities that did not require a registration fee but may have required paid travel, such as the 
Fire Academy, ToP facilitation training, and sex trafficking. 

 Health and wellness sessions with Optum on topics such as stress and life balance, avoiding burnout, unconscious bias, and healthy 
workplace.  

 Division specific certification opportunities, such as the National Animal Control and Field Officer certifications.  

 

Top Paid Courses Attended in 2015 
 

 

# Staff 
 

First Aid, CPR, Defibrillator, and AED Training 124 

Diversity Conflict Management 49 

Building Officials Conference  48 

Defensive Driving 41 

Accelerated Drivers Training 41 

Deescalating Potentially Violent Situations  30 

Time Management  22 

18 

174 387 301 

1.4 

2.5 
2.1 

0
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2
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100

200

300

400

500

2013 214 2015

Average Number of Paid Sessions by Each Employee 

# Courses Attended Average Number of Sessions Attended by Employees



In response to high attrition rates throughout the department, we developed strategies to retain and efficiently hire 
well-qualified staff 

  Despite significant turnover in 2015, in both leadership and mid-level management, the department has continued to focus on staff training and 
development. 

 In 2015, 12 new staff started in the department. As a result of enterprise hiring policies, the average number of days a position sat vacant in the 
department was 66. The loss of dedicated staff impacted operations and hindered the new employee’s training as the predecessor was not able 
to train the replacement.  

 In the next five years, 21 employees are eligible for retirement, as they will have worked for the City for at least 30 years. The retirement eligible 
employees represent nearly 12% of the department. There will be a significant loss of institutional knowledge given the number of employees 
with more than 20 years of service. 

 The department hired and promoted a set of diverse applicants. In 2015, nearly 40% of staff who identify as non-white were hired or promoted. 
In addition, 50% of all promotions and new hires were women. 

Innovation and Development 

152.5 

168.5 

177 

2013 2014 2015

Regulatory Services Employees 
2013 - 2015 

Number of Employees

19 

12 

45 

29 

24 

17 
15 

11 
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 Regulatory Services has created 
ward and neighborhood profiles 
to illustrate general rental 
license information, land use, 
housing vacancy, and nuisance 
conditions. 

 Three divisions (Animal Care & 
Control, Code Compliance 
&Traffic Control, and Fire 
Inspection Services) 
implemented the field use of 
iPads to more effectively manage 
Requests for Service. 

 In 2015, the department began 
efforts for the ELMS migration 
and focused on the permit 
design and configuration, 
applications, and report design 
and development. 

 Four staff members support the 
ELMS implementation, with the 
department estimating the total 
level of effort equating to 
approximately three FTEs 
department-wide. 

 We anticipate continuing to 
allocate staff resources to 
support the migration and roll-
out of ELMS, which is projected 
for October 2016. 

  

The department continued to embrace technology and process improvements across divisions, including data initiatives 

Innovation and Development 

 Technology 
Procurement in 2015 

iPhones 73 

iPads 29 

Monitors 12 

20 
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Innovation and Development 
Our focus on equity and inclusion led to an assessment of the department’s hiring practices and increased 
cultural competencies  

  

 In 2015, the department established an Equity & Inclusion Team to identify ways to increase conversations about equity and to develop equity 
champions throughout the department.  

 The framework developed by the Equity & Inclusion Team will promote equity in hiring and promotions by 1) supporting efforts to train hiring 
managers regarding implicit bias and 2) surveying existing rules or practices that may impede diverse hiring. An action plan for 2016 was developed.  

 In 2015, the Tenant Engagement Work Group was established. There are five dedicated staff who meet quarterly. The meetings are open to the 
public and try to target tenants by working with neighborhood groups, Department of Civil Rights, HOME Line, and other tenant advocacy 
organizations in an effort to build relationships and ensure tenants have a voice in the programs and policies that affect them. These efforts will 
continue and expand in 2016.  

 In 2015, Tenant Voices was developed in partnership with department staff. The department partnered with Intermedia Arts through Creative City 
Making to conduct interactive workshops for housing inspections staff to explore themes of power, compassion, and equity.  

 In 2016, the Equity & Inclusion team is sponsoring events, hosting trainings, facilitating staff dialog, engaging in citywide equity events, and 
expanding the “Hearing Tenant Voices – Activate Equity” series.  

Regulatory Services Equity Framework 

Staff-driven focus on 
education, awareness 

and, increasing cultural 
competencies 

Operational focus on 
policies and impact on 

community 

Focus on bias and 
impact on hiring and 

promotions 


