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TASKS

NEEDS —————i

+————————— INFLUENCES

Customer Journey

CONSIDER & PREPARE

SETUP & ESTABLISH

Setup accounts Identify & submit necessary permit &
& pay license
fees
Register business Post notices & ADA Compliance
submit plans
Understand Remodel & - Open for business
space-specific inspections
requirements

—

|:|/—\.

Mandatory | Semi-Linear
Process

Hga
Repeated
Process

Advised
Task Task

MAINTAIN & GROW

Pay maintenance
fees

Hire employees

| want to make sure
that my space is up
to code.

I need to make

this legal.
| need sign-off on >
my remodeling so &Q
I can open. g

| want to provide
access to everyone
and avoid litigation.

I've put a lot of time
and money into this,
it's time to start
generating income.

Renew permits & licenses Change business
structure
Open additional
locations
I want to stay
compliant / legal. | want to grow
my business.
I'm growing and I need to plan for
need more help. growth or restructure
my business.

Choose business Create a business / Explore funding
type & name financial plan options (loans &
incentives)
Determine
KEY 5
ACTIVITIES business structure
Select location
I'm passionate about
an idea and want to | need more money
start a business. than | have, to make
this happen.

PROCESS I need a location
I want to create a plan that’s available,
to understand what affordable, and
I'm getting into. appropriate for

my business.

EXPERIENCE

KEY

REGULATORY

DEPARTMENTS

Governmental Non-Governmental
- Office of Small Business - SF Made
- Property Information Map - La Cocina
- Office of Economic & Workforce Dev - The Women's Initiative
- SCORE
KEY - Youth Business America
RESOURCES - Small Business Administration
- Nolo.com
- Friends & Family
- StoreFrontSF
- Friends & Family

All Businesses

+ County Clerks Office

- U.S. Patent & Trademark Office
- Department of the Treasurer

Governmental

- SFTreasurer.org

- DataSF.org

- SFbdi.org

- Planning Information Center
- SFdph.org

- SFbdi.org

+ SF-fire.org

- SF-Water.org

« Office of Small Business

- City Standards Grade Maps
- Small Business Administration

Location & Business Type Dependent
- Department of Public Works

- Planning Department

- Department of Public Health

- Department of Building Inspection

- Fire Department

- Police Department

- Public Utilities Commission

+ Arts Commission

Non-Governmental
- SCORE

All Businesses
- Department of the Treasurer

Location & Business Type Dependent
- Department of Public Health

- Department of Building Inspection

- Department of Public Works

- Fire Department

Governmental
- Office of Small Business
- Small Business Administration



USER TYPES

These users hope to find clear
directions online so they can do as
much as they can on their own.
The Portal will help them gain the
autonomy and ease they seek.

These users seek support,
interactions, classes, and individuals
who can help them. The Portal will
help them connect to the resources
and ease they seek.

high

INDEPENDENCE

low

I DON'T
KNOW WHAT
TO DO.

Give me
options to get
started.

I NEED HELP
TODOIT.

Give me
advice.

PLLDOIT
MYSELF.

Give me
resources and
autonomy.

DO IT FOR
ME.

Give me
solutions and
connections.

minimum

maximum

EXPERIENCE

>
>
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@) Los anceLes

Welcome to the
LA Business Portal

Small businesses are essential to our city's economy.
That's why the City of Los Angeles is developing this
Portal to help you plan, start, and grow your business.

business.lacity.org



@f@) LOS ANGELES
Ma

1/ Register your business

Are you self-employed
or do you receive any
income outside of a
salary from an
employer?

YES NO

i If you make an income by charging for
goods or services that you provide,
select Yes.

NOT SURE? LEARN MORE

Ma

COUNTY
2 / Name your business

Your business name is important.
Continue to see if you need to register
with the County of Los Angeles for the
purpose of naming your business.

Ma

5 / Your business registration guide

Congratulations!
Here is your Business
Registration Guide.

Apply for an Employer




Mass.?ov State Offices & Couts | State A-ZTopics | State Forms

Massachusetts Energy and
Environment Information and
Public Access System

An Official website of the Commonwealth of Massachusetts

Welcome to the EEA Authorization
and Public Comment Portal

Search all authorizations
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Currently /\ Wait Time
Question Poor |Good |Excellent Ye\ No |N/A|-5Min |5 Min [5-10 Min |10-15 Min |15+ Min
Was the Lobby area welcoming? 0%| 40% 60%
Were you greeted in a pleasant and professional manner? 0%| 31% 69%
Was the staff that greeted you knowledgeable about our progams and serviced? 0%| 30% 70%
Were your immediate needs met? 0%| 26% 74%
How would you rate your OVERALL expereince today with our office? \\0% 32% 68% /
Was our office hard to locate? / 5%| 95%
Were you assisted timely? \\ / 93%| 6%
How long was your wait before you were assisted? 70%| 5% 10% 5% 10%

Welcoming Team N Wait Time
Question Woor [Good [Excellentfes  [No  |N/A| - 5 Min |5 Min [5-10 Min [10-15 Min |15+ Min
Was the Lobby area welcoming? 0%| 0% 100% \
Were you greeted in a pleasant and professional manner? 0%| 0% 100% ‘
Was the staff that greeted you knowledgeable about our progams and service§? | 0%| 0% 100%
Were your immediate needs met? 0%| 10% 90%
How would you rate your OVERALL expereince today with our office? \k 0%| 0% 100%
Was our office hard to locate? | 0%| 90%]| 10%
Were you assisted timely? L 90%| S5%| 5%
How long was your wait before you were assisted? 71%| 14% 14%
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New Partners
for Smart Growth
Conference

2017

Marketing and Design in Government:
Thinking of Residents as Clients to
Achieve Impact

Landmark 1, 1:30-2:45PM



