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Film Office - Permit Process
LEAN Six Sigma Review
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The Problem Statement

From August 2015 - August 2016 the Film Office issued 547 film permits to
Film Production Companies and received complaints from 41 residents.

The good news: only 8% of film permits received in complaints.

However, complaints mean residents are experiencing frustrations around

filming and likely reached a “boiling point” (small but mighty) before contacting
the city (Film Office and/or their Councillor).

Goal:

To reduce the number of annual complainants for Film Permits by 25%



Baseline

“Forensics analysis”

547 film permits 2 41 people who
complained = 51 complaints across 8
categories:

Appendix 'C' to Report PED16247

Page 3 of 7

18
16
14
12
10

O N OB O 0

7

Tuelve Gards 2sep05 | 1010Kingsweet West | T oroguction parking iness more than permitted

@ Good Wi 08:0ct recurring filming up parking
@ Good W 280c tockesueet recurringfiiming | upparking
@ Good W 28:0ct recurringfiiming | upparking
 Good Wi 28.0ct-

wwwwww

uuuuuuuuuuuuuuuuuuuuuuuuu street production parking
uuuuuuuu reet No notification received n letter four




Appendix 'C' to Report PED16247

Page 4 of 7
The Root Cause (Subset)
Parking
> | Complaints
Film Activity (#2) / (18)
# Film Permits Issued in Area Location (#1)
Available Parking on Street
Season (#3)
lelted Time Residential Parking Permits
September Residential  Parking (e.g.: | hr)

Autumn Environment | Place
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Solutions: Focused on Parking Complaints o

Development of new guideline

Step one: Parking now provides the Film Office with parking details for the
proposed permit area (# of residential parking permits + what/if parking
restrictions exist that limit parking to 1-3 hours)

Step two: Film Office determines if we have issued two (2)+ permits in that
calendar year for the proposed permit area

Step three: In areas where parking identifies permit holders and/or parking
restrictions we respond to the Production Companies and let them know:

The # of permit holders they need to coordinate alternate parking
We can only approve two (2) blocks for on-street parking within the filming area
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Benefits

Reality vs perception = only 8% of permits receive complaints

Categorization of types of complaints and use of data to identify
the biggest issue

Consistent, standardized solution = early success = zero parking
complaints in September (the busiest month; 7 last Sept)

Longer term: solutions will help demonstrate we are listening to
resident complaints and Councillor concerns; stabilize the process
and build trust and confidence in government along with an
understanding of the benefits of filming in Hamilton
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Learning/Issues/Next Steps/Other Information

Finding an optimal solution may take time = balancing act to
ensure all parties are satisfied (City, Film Industry and Residents);
ongoing plan-do-check-act (PDCA) + follow up in 3 months

Continued documentation

Select another complaint category - e.g.: Incivility or No
Notification





