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 VENTURA COUNTY RESOURCE MANAGEMENT 
AGENCY:  CUSTOMER RELATIONS 

Summary 

The 2007-2008 Grand Jury (Grand Jury) conducted an investigation into the 
Ventura County Resource Management Agency (RMA) customer relations 
program. The Grand Jury determined that although RMA has procedures in place 
for code compliance complaints; there is a lack of management focus on a 
comprehensive customer service program. 

The Grand Jury found that RMA does not have a comprehensive customer 
relations program, nor does it have written procedures for handling service-
related complaints. 

The Grand Jury concludes that RMA has no performance standards for improving 
customer relations, which contributes to public misunderstanding and 
frustration. 

The Grand Jury recommends that the RMA management implement a customer 
relations program. The program should include training for all staff, establish 
performance standards for customer service, and develop and implement a 
consistent system for resolving service-related complaints. 

Background 

The RMA has four divisions with direct public contact:  Building and Safety, 
Planning, Weights and Measures, and Environmental Health. A fifth division, 
Operations, provides administrative support. 

For unincorporated areas, the RMA enforces building codes, collects fees, and 
levies fines, which raise the potential for dissatisfaction, public hostility, and 
conflict with the Agency. 

Methodology 

The Grand Jury interviewed RMA management and staff, reviewed previous 
Grand Jury Reports, reviewed RMA documents, and consulted with County 
Counsel. In addition, the Grand Jury compared the service-related complaint 
procedures used by selected County cities. 

Findings 

F-01 The RMA staff does not receive formal training in customer service or 
public relations. 

. 

. F-02 The customer relations program for the RMA consists of: 

• Mission Statement 
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• Web site 

• Public Opinion Forms [Att-01 through Att-03] 

• several Municipal advisory committees in the Planning Division 

F-03 Public Opinion Forms measuring customer satisfaction are used by all 
divisions with the exception of Weights and Measures. [Att-01 through 
Att-03] 

. 

. 

. 

. 

. 

. 
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. 
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F-04 The Weights and Measures Division maintains its own method for 
receiving, logging, and tracking customer complaints. 

F-05 The Agency Director reviews monthly summaries of all Public Opinion 
Forms received. 

F-06 There is no performance standard related to customer service for any of 
the four divisions having public contact. Service-related complaints are 
resolved informally (generally over the telephone) by the Building 
Official, a Division Deputy Director, or a Program Manager. 

F-07 There are no RMA appeal processes for service complaints. The public’s 
only recourse is to appeal to the BOS or file a complaint with the Grand 
Jury. 

F-08 Public telephone customer complaints are not logged. 

F-09 RMA Deputy Directors and Program Managers are responsible for public 
opinion record keeping in their divisions. 

F-10 Public Opinion Forms are not pre-numbered or date stamped. [Att-01 
through Att-03] 

F-11 The number of customers visiting each Division is not consistently 
tracked. 

Conclusions 

C-01. The RMA does not provide staff with customer relations training. (F-01) 

C-02. The RMA does not have a customer relations program. (F-02 through  
F-04, F-06 through F-09, F-11, F-12) 

C-03. The RMA has no performance standards or benchmarks for improving 
customer relations. (F-06 through F-12) 

C-04. The RMA is unable to determine how many customers complain by 
telephone since calls are not logged. (F-09, F-12) 

Recommendations 

R-01 The RMA should develop and implement a customer relations program.  
(C-01 through C-04) 

R-02 An RMA customer relations program should include customer relations 
training for all staff. (C-01, C-03, C-04) 
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R-03 RMA should establish performance standards and submit quarterly 
progress reports to the County Executive Officer. (C-03) 

. 

Responses 

Response Required: 

Board of Supervisors, County of Ventura (R-01 through R-03) 

Response Requested: 

Resource Management Agency, County of Ventura (R-01 through R-03) 

Attachments 

Att-01 Master Public Opinion Form 

Att-02 Public Opinion Form, Building and Safety 

Att-03 Public Opinion Form, Zoning 
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Attachment-01 

 Master Public Opinion Form 
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Attachment-02 

 Public Opinion Form, Building and Safety 
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Attachment-03 

Public Opinion Form, Zoning 
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