Ad-Hoc Committee Final Status Report — Code Enforcement
Neighborhoods Commission 2021-2022 March 31, 2022

Purpose of Ad-Hoc:

To Review how Code Enforcement is interfacing with the community and which way
the community uses Code Enforcement for neighborhood issues.

What services does Code Enforcement Cover within San Jose?
Opening a dialog with the Code Enforcement department

Ad-Hoc Committee Membership:

Jackie Vasquez D3 Commissioner
Richard Wong D3 Commissioner
Terry Martin D3 Commissioner
Anthony Rossello D4- Commissioner (Resigned)

Ad-How Committee Meetings:

Occurrences: 4 planned, 2 official, 3 informal one on one

Meeting Hours: 2x1=2 hours + 3x1= hours

Commissioner Hours 2x3=6 + 3x1=3 hours +12 hours? Survey + 4hours Admin, Neighborhood
leaders review 6 hours

Total Hours = 31+

Start and End Date:

October 2021 to April 2022

Findings:
From a survey and discussions with neighborhood leaders, residents are
dissatisfied with the level of service and follow up provided once the
compliant is submitted. Along with the basic transparence of the process.

See the attached survey.

Provided brochure from code enforcement with contact information
provided for our neighborhood commissioners to hand out

Code enforcement to speak at Neighborhood Commission.



Recommendation:

Summary:

Attachments:

To create a platform that will allow two-way discussion on the status of a
code case.

Code enforcement should use a “Zendesk” type model that many tech
support organizations use: Opening a case with the app, email, web site,
or phone create an online ticket where both the residential and the CE
agent can view status, add and read case notes, and make other updates.

Re-route cases internally. Do not close out a case and tell and the
reporter/resident to re-open with the correct department. Do this
internally.

It is clear to this committee that there are staffing and funding shortages
for this department to preform the needed services. The Neighborhood
Commission should keep code enforcement updates on their work plan
for the following years to review the progress of the Code Enforcement
Departments interface with our neighborhoods.

Code Enforcement Contacts with list of covered violations.
Code Enforcement brochure (please forward this to your neighborhood Leaders)

District 3 survey



Services | City of San Jose 1/27/22, 8:14 AM

CONTACTUS

Code Enforcement
200 E. Santa Clara St. 4th Floor
San Jose, CA 95113

Phone: (408) 535-7770

Hours
Monday-Friday
8:00am - 12:00pm

1:00pm - 5:00pm

Closed: Noon - 1:00pm

Service Request Form

SERVICES

Code Enforcement works to support a safe, healthy and attractive community

using education and compliance tools.

COMMON CODE VIOLATIONS

We address these and similar types of violations of the San Jose Municipal
Code:

e Abandoned or inoperable vehicles on private property
¢ Blighted and unmaintained properties

¢ Building Code violations

¢ Construction or change of occupancy without permits
¢ Disruptive and illegal businesses in neighborhoods

e Early setout of garbage and recycling

e Graffiti on private property Code Enforcement Services Brochure

e Junk and debris in the front of residential properties

e Parking violations on private property on unimproved surfaces, including lawns, dirt, gravel, and

plywood.
e Signs in the public right-of-way, that don't comply with Codes, or that lack a permit.
e Substandard housing conditions

https://www.sanjoseca.gov/your-government/departments/planning-building-code-enforcement/code-enforcement/services Page 1 of 2


https://www.sanjoseca.gov/home/showpublisheddocument/26077/637163344736200000
https://www.sanjoseca.gov/your-government/departments-offices/planning-building-code-enforcement/code-enforcement/request-service-check-status/code-service-request-form

Services | City of San Jose 1/27/22, 8:14 AM

e Smoking in bars and restaurant

e Smoking in unapproved outdoor areas

e Vacant buildings that are unsecured

e Vegetation that is hazardous or overgrown

e Zoning violations for structures and land use, including the use of the structure, location, configuration

and size.

ISSUES THAT ARE NOT CODE VIOLATIONS

Code Enforcement does not address the following:

Civil disputes between private parties

Evictions

Personal grievances
Vehicles or RVs abandoned or illegally parked on the street. For these, please report the abandoned

vehicle through San José 311.

https://www.sanjoseca.gov/your-government/departments/planning-building-code-enforcement/code-enforcement/services Page 2 of 2


https://sanjose.custhelp.com/

Chuing toi lam gi. Ban Thi Hanh Luat gitp cw dan, doanh nghiép
va chll s& hitu tai san tai San José tuan thd lut 1é nham hd trg mot
céng dong an toan, lanh manh va thu hat. Dich vu cda chdng toi
chi yéu danh cho tai san tu va bao gdm hanh déng d6i véi:

= Xe d4y siéu thi bé hoang trén dat céng

= Hu hai mat thdm my (v& bay, clra s v&, san vudn ban, v.v)

= Vi pham diéu Ié xay dung

= XAy cat khong gidy phép

= Thung rédc thai va thung tdi ché dem ra qua sém

= B4t dong san & tinh trang nguy hiém

= Tinh trang gia cu vi pham tiéu chuén vé sinh, an toan

= D6 rac bat hop phap

= Xe c6 huw khéng van hanh duoc

= D3au xe trén bé mat khong lat hay san co trwdc nha

= Lat dwong l1an san

= Bang hiéu khdng tuan theo diéu 1é hodc khdng cé gidy phép

= Huat thudc noi cdng cong

= Khu vic trong trot d& moc cao qua khé

= Vi pham luat quy hoach

Cach nhan sw gitp d@. bay 1a nhitng cach canh giac ching téi
vé vi pham hay khi cé thdc méc. Chiing t6i sé bdo mat tén va thong
tin lién lac cta quy vi.

= St dung Don Yéu Cau Dich Vu trén mang

= Goi 408-535-7770

= Ghé thdm tai Toa Thi Chinh, tng 4
Gio nhan cudc goi va dich vuy tai Toa Thi Chinh: Thi Hai té&i Thir Sdu
Md: 8:00 a.m.-12 p.m.; 1:00-5:00 p.m.
Ddéng: 12:00-1:00 p.m.

Chung t6i hdi dap cac bao cdo vé nguy hiém noi trong 24 tiéng
Ludn goi 911 néu ban gap tinh hudng de doa tinh mang

Cach chung t6i thuc thi luat I€. Gido Duc la bwédc dau gitp
cdc ca nhan biét dwoc luat can duwgce tuan thd. Ching toi lam viéc
V@i ngudi cé trach nhiém va cho ra thdi han dé xir ly van dé. Néu
can, ching téi co thé thuc ép, sir dung mét hay nhiéu hon céc bién
phép sau d& ddm bao tuan thu:
= Phat Hanh Chanh — Trat phat cé thé dwa ra cho nhiéu loai vi
pham. Cac khoan phat c6 trong “Lich Trinh Khoan Phat” tai
www.sanjoseca.gov/cityclerk.
= Phat Dan Sw — Cho céc x& phat chua giai quyét. Tién phat |én
tdi $2,500 mdt ngay cé thé ap dung cho mdi vi pham sau khi
diéu tran trudc HOi Dong X{r Khi€u Nai San Jose.
= Hly Bo — Gidi phdp duoc ap dung khi Thanh Phé can ngan
chan vi pham trat ty cong cong. Cac chi phi khong thanh toan
6 thé dan tdi siét tai san
= Dén Bu Phap Ly — Truy t6 hinh sy va |énh dan su |a cac bién
phap Thanh Phé cé thé thuc hién
= Gid@i Thiéu — Néu khdng c6 vi pham nhwng cac céd nhan cé than
phién, Ban thuc thi diéu |& c6 thé gidi thiéu Dudng day ndng
cla Van Phong Nhan Vu Quan Santa Clara vé Chuong Trinh
Tranh Chap Nghi Quyét tai sé 408-993-4130.
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Code Enforcement Services
in San Joseé

Servicios de cumplimiento de cédigos

Dich Vu Thi Hanh Luat Thanh Phé

What we do. san José’s Code Enforcement Division helps
residents, businesses, and property owners in San José comply
with regulations that support a safe, healthy and attractive
community. Our services primarily apply to private property
and include taking action on:

= Abandoned shopping carts on public property

= Blight (graffiti, broken windows, littered yards, etc.)

= Building code violations

= Construction without permits

= Garbage and recycling containers set out too early

= Hazardous property conditions

= Housing conditions that violate safe, sanitary standards
= lllegal dumping

= Inoperable vehicles

= Parking on unpaved surfaces or lawns

= Paving over yards

= Signs that don’t comply with code or lack a permit

= Smoking in establishments that are open to the public
= Vegetation that is overgrown

= Zoning violations

How to get help. Here are ways to alert us to a violation
or to reach us with your questions. We will keep your name and
contact information confidential.

= Use our online Service Request Form

= Call 408-535-7770

= Visit us at City Hall, 4th Floor
Hours of Service (phone/City Hall): Monday through Friday
Open: 8:00 a.m.-Noon; 1:00-5:00 p.m.
Closed: Noon-1:00 p.m.

We respond to complaints that indicate a hazard within 24 hours.
Always call 911 if you see a situation that is life-threatening.

SAN JOSE

CAPITAL OF SILICON VALLEY

Code Enforcement | San José City Hall - 4th Floor
200 E. Santa Clara St., San José, CA 95113
408-535-7770 | sanjoseca.gov/CodeEnforcement

Planning, Building and
Code Enforcement


https://www.sanjoseca.gov/your-government/departments-offices/planning-building-code-enforcement/code-enforcement/request-service-check-status/code-service-request-form
https://www.sanjoseca.gov/your-government/departments-offices/planning-building-code-enforcement/code-enforcement/request-service-check-status/code-service-request-form
http://www.sanjoseca.gov/cityclerk
https://www.sanjoseca.gov/your-government/departments/city-clerk/boards-commissions/boards-commissions-a-c/appeals-hearing-board
https://www.sccgov.org/sites/ohr/Pages/ohr.aspx
http://www.sanjoseca.gov/CodeEnforcement

How we enforce regulations. Education is the first

step to help individuals know that regulations need to be
followed. We work with the responsible person and provide a
timeframe to resolve the issue. If necessary, we will also take an
enforcement action, using one or more of these approaches to
secure compliance:

= Administrative Citation — Citations may be issued for
various violations. Fines are outlined in the “Schedule of
Fines” at www.sanjoseca.gov/cityclerk.

= Civil Penalties — For unresolved violations, penalties up to
$2,500 per day may apply for each violation after a hearing
before the San José Appeals Hearing Board.

= Abatement — This approach is used when the City needs to
halt or clear up a public nuisance. Unpaid costs can result in
a property lien.

= Judicial Remedies — Criminal prosecution or civil injunction
are options that the City may take.

= Referral — If no violation is present but individuals have
a grievance, Code Enforcement may refer them to the
Santa Clara County Office of Human Relations’ Dispute
Resolution Program Hotline at 408-993-4130.

Safety
La seguridad
An Toan

Working together
Trabajando juntos
Cong tac

Quality of life
Calidad de vida
Chat lwgng cudc séng

This publication is available upon request in alternative formats
such as Braille, large print, audio tape, or computer disk.
Call 408-535-3555 (voice) or 1-800-735-2922.

Qué hacemos. La Divisiéon de Cumplimiento de Cédigos ayuda a
los residentes y negocios en San José cumplir con las regulaciones
que apoyan una comunidad segura, saludable y atractiva. Nuestros
servicios se aplican principalmente a la propiedad privada e incluyen
la adopcién de medidas de:

= Carritos de compra abandonados en la propiedad publica

= Propiedad deteriorada como graffiti, ventanas rotas, yardas

con basura

= Violaciones del cédigo de construccion

= Construccion sin permisos

= Contenedores de basura y reciclaje colocados demasiado pronto

= Condiciones peligrosas de propiedad

= Condiciones de vivienda, que violan las normas de seguridad y

saneamiento

= Desecho ilegales

= Vehiculos inoperables

= Estacionamiento en el césped o superficies no pavimentadas

= Pavimentacién del césped

= Letreros que no cumplen con del cédigo o sin permiso

= Fumar en lugares publicos

= Vegetacidon que haya crecido demasiado

= Violaciones de zonificacidn

Como pedir ayuda. Aqui hay maneras de ponerse en contacto
con nosotros. Mantendremos su informacion de contacto
confidencial.

= Utilice nuestra Solicitud de Servicio en linea

= llame al 408-535-7770

= Visite el Ayuntamiento, 4° piso
Horas de servicios (teléfono/Ayuntamiento): Lunes a Viernes
Abierto: 8:00 a.m. -12:00 p.m.; 1:00 - 5:00 p.m.
Cerrado: 12:00 p.m. - 1:00 p.m.

Respondemos a las quejas que indican un peligro dentro de 24 horas.
Siempre llame al 911 si usted ve una situacién que amenaza la vida

Como hacemos cumplir las regulaciones. La educacion es
el primer paso para ayudar a las personas saber que normas deben
seguirse. Trabajamos con la persona responsable y damos un plazo
para resolver el problema. Si es necesario, también tomaremos
accion de cumplimiento, usando uno o mas de estos métodos para
asegurar conformidad:

= Citacion Administrativa — Este remedio estd disefiado para
resolver problemas menores. Las multas se describen en el
“Calendario de multas” en www.sanjoseca.gov/cityclerk.

= Penalidad Civil — Para violacidnes sin resolver, penalidades
de hasta $2,500 por dia pueden aplicar por cada violacion,
después de una audiencia antes el Consejo de Apelaciones de
San José.

= Eliminacion — Este remedio se usa cuando la Ciudad necesita
detener o aclarar una alteracion al orden publico. Costos sin
pagar pueden resultar en un embargo de la propiedad.

= Remedio Judicial — Otras opciones son acusacion criminal o
orden civil.

= Referencia —Si no existe infraccion pero individuos tienen
conflicto, Cumplimiento de Codigos pueder referirlos al
Condado de Santa Clara, Oficina de Relaciones Humanas
en el 408-993-4130.


http://www.sanjoseca.gov/cityclerk
https://www.sanjoseca.gov/your-government/departments/city-clerk/boards-commissions/boards-commissions-a-c/appeals-hearing-board
https://www.sccgov.org/sites/ohr/Pages/ohr.aspx
https://www.sanjoseca.gov/your-government/departments-offices/planning-building-code-enforcement/code-enforcement/request-service-check-status/code-service-request-form
http://www.sanjoseca.gov/cityclerk
https://www.sanjoseca.gov/your-government/departments/city-clerk/boards-commissions/boards-commissions-a-c/appeals-hearing-board
https://www.sanjoseca.gov/your-government/departments/city-clerk/boards-commissions/boards-commissions-a-c/appeals-hearing-board
https://www.sccgov.org/sites/ohr/Pages/ohr.aspx

Neighborhoods Commission Code
Enforcement Survey

Summary of key findings

Jackie Vasquez, District 3 Neighborhood Commissioner
December 2021



Survey overview

Goal of survey: Understand San Jose residents’ experience with code
enforcement.

Method: Social media and email distributions of a Google Forms survey

Responses: ~145 responses.

Notes:

e Because the survey was developed by D3 Commissioner Jackie Vasquez, and shared among her
neighborhood networks, the results are weighted for D3. It’s possible these findings don’t accurately reflect the
experience of residents in other districts.

e All neighborhood commissioners were asked several times by email to share the form with their neighborhood
networks.



About how many cases have you opened with Code
Enforcement in the past 2 years?

60

If a survey respondent
answered that have not
opened a case within the
past 2 years, they exited
the survey. The data in
the remaining slides in
this report are for 83/145
respondents who have
opened 1 or more cases
in the past 2 years.

40

20

1-5 6-10 More than 20 11-15



How do you typically open a code enforcement case?

Email

1.3%
Phone & web site form

311 app & web site form

3.9%
Phone, 311 app, & web sit...

0y

1.3%
Email & 311 app

2.6%
Phone msg directed to email

1.3%
email and web site form

5.3%
Phone

3.9%
Phone & 311 app

2.6%

Web site form

10.5%

311 app

31.6%

35.5%

SAN JOSE

311

CITY SERVICES

CODE ENFORCEMENT SERVICE REQUEST FORM

Address of Property Alleged Violations  Contact Information
ADDRESS OF PROPERTY IN SUSPECTED VIOLATION

Provide the address of the property that you are requesting a Code Enforcement Service Request for.

*Address of Property In Suspected Violation




How satisfied are you with how code enforcement handled your
cases in the last 2 years?

Very satisfied
6.6%

Very dissatisfied
Somewhat satisfied 35.5%
26.3%
Somewhat dissati...
13.2%

Neutral

18.4%




Top reasons for Very dissatisfied or Dissatisfied

e My case was never resolved
e My case was closed as Resolved but the problem wasn't fixed
e | was never informed about the resolution of my case



Top reasons for Very satisfied or Satisfied

| got a confirmation when my case was opened

| got a confirmation when my case was closed

| was able to find out the status of my case

The issue that | reported in my case was resolved to my satisfaction
The issue was resolved and the case closed in a timely manner

| was able to contact Code Enforcement when | needed to

The agent assigned to my case contacted me with status updates



Sample comments from survey respondents

e Ireported a dumping of garbage in the park using the 311 app and it was immediately closed because it happened in the park instead
of on the street. | was given a number to call but when | did, | was told to report it in the app and they wouldn't take a report over the
phone. In general, | think the city is all too happy to close a case because of a minor problem in how it came to them instead of taking
the slightest bit of initiative to solve the problem. | didn't report the problem to the right department? Inform the right department! |
didn't tell In & Out Burger about garbage in the park, | informed the city that operates the park and is responsible for keeping it clean!

e  Streetlights and graffiti. Feel as if app performance has regressed. Used to be a great experience, but no longer getting updates.
Issues often closed without being resolved.

e  When |l inquire as to the status of many of my cases, sometimes | don't get any response. Other times | get a generic reply that my
case is being worked on, but no details and no ETA when it will be resolved.

e  They are great when responding to graffiti and illegal dumping. Really slow with vehicle abandonments.
e It's frustrating when | submit a request but Code Enforcement rejects it as | need to report it to another agency.

e  Have not seen Code Enforcement out in our neighborhood for 9-12 months. People from other neighborhoods use the street parking
for long term storage of vehicles. Business’ that are in area park their work vans and trucks long term , we have double parking where
the drivers turn off car and lock up and don't return until hours later. Visitors of neighbors park on sidewalks blocking walk way. No
use on calling because rarely will anyone show. Parking Officers have been known to reveal the names of the complainants.

All comments are in the spreadsheet of raw survey data.




Recommendations by ad-hoc committee

e (Jackie) Code enforceme [#;hould use a “Zendesk™type model that many tech support
organizations use: Opening a case with the app, email, web site, or phone creates an
online ticket where both the resident and the CE agent can view status, add and read
case notes, and make other updates. This type of software is readily available
out-of-the-box.

e (Jackie) Re-route cases internally. Do not close out a case and tell the reporter/resident
to re-open with the correct department. Do this internally.



Appendix



Raw data

e Survey results raw data (Google sheet)




Questions

><

San Jose Code Enforcement Survey ‘

Feedback from San Jose residents

Tell us about your code enforcement experience

The San Jose Neighborhoods Commission wants to learn about your experience with San Jose's Code Enforcement department.

Have you opened one or more cases with San Jose Code Enforcement in the past 2 years? *

Yes
No

Don't know



><

Tell us about your overall experience with
Code Enforcement

Description (optional)

About how many cases have you opened with Code Enforcement in the past 2 years? Your best *
guess is fine.

1. -5

2. 6-10

3. 11-15

4. 16-20

5. More than 20

6. Not sure



How do you typically open a case with Code Enforcement? Select all that apply: *

Phone

Email

Code Enforcement Service Request Form web site, from my phone, tablet, or computer
San Jose 311 app, from my phone or tablet

Other...

Overall, how satisfied are you with how Code Enforcement handled your cases in the past 2 ®

years?

1. Very satisfied

2. Somewhat satisfied

3. Neutral

4. Somewhat dissatifisfed

5. Very dissatisfied



>«

Give us a few more details about your
experience

Neutral, Somewhat dissatisfied, or Very dissatisfied

What are the reasons you weren't satisfied with how code enforcement handled your cases?
Select all that apply:

| didn't get confirmation that my case was opened

| didn't get confirmation if or when my case was closed

| didn't know how to find out the status of my case

The issue that | reported in my case was never resolved

| tried to contact Code Enforcement about my case, but didn't get a response
My case took too long to be resolved

My case was closed as resolved but the problem wasn't fixed

Other...



>«

Give us a few more details about your
experience

Satisfied or Very Satisfied

What are the reasons you were satisfied with how code enforcement handled your cases?
Select all that apply:

| got a confirmation when my case was opened

| got a confirmation when my case was closed

| was able to find out the status of my case

The issue that | reported in my case was resolved to my satisfaction
The issue was resolved and the case closed in a timely manner

| was able to contact Code Enforcement when | needed to

The agent assigned to my case contacted me with status updates

Other...



What district do you live in? *

10. 10

11. I'm not sure

Optional: Enter any additional feedback, comments, or questions below:

Long answer text
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