City of Austin

Digital Services Transformation

Background:

The City of Austin offer residents hundreds upon hundreds of services --
everything from building permits to supplemental food assistance. Since people
are increasingly reliant on mobile devices to accomplish their day-to-day tasks,
the ability to access these services online has become imperative.

The Digital Services team is rebuilding the City of Austin’s website to improve
resident access to municipal services.




City of Austin

Digital Services Transformation

Desired Outcomes: My Role:
Provide residents, visitors and local e Lead, scale & standardize
businesses with accessible, equitable and exploratory and evaluative
coordinated services as means to improve the research
lives of the people who rely on our services to e Oversee Service Audit
live their daily lives. e Scale service improvement to
compliment the digital services

and transformation

e Orchestrate collaboration across
Partner with and support frontline staff in teams and departments

their efforts to provide city services.
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Food Truck Permitting

AUSTIN PUBLIC HEALTH
ENVIRONMENTAL HEALTH SERVICES DIVISION !ﬂp
P.O. BOX 142529 Austin, TX 78714
Phone (512) 978-0300 Email: ehsd.service@austintexas.gov
http://www. I i

Walk-in Location: 1520 Rutherford LN, NE comer of Rutherford LN @ Cameron RD, Building 1 East Entrance (No Mail Accepted here)
Starting a Mobile Food Vending Business in the City of Austin and Travis County

The Mobile Food Vending permit allows a business to sell, serve, or give away food and/or drinks to the public from a
wheeled unit. Examples of a wheeled unit are auto, trailer, kiosk, or pushcart.

A Mobile Food Vendor may work at many sites within the jurisdiction listed on the Mobile Food Vending permit.
Jurisdictions include the City of Austin, unincorporated Travis County, or five other Municipalities contracted with Austin
Public Health including: Bee Cave, Sunset Valley, Manor, Lakeway, and Westlake Hills.

The Mobile Food Vending permit does not replace the permit to operate for a Food Enterprise. All Mobile Food Vendors
must have a Central Preparation Facility (CPF), which is a fixed food business that provides services to the Mobile Food
Vending unit. When a Mobile Food Vendor unit is sold, the permit is non: and a new ication must be
completed by the new ownership.

Table of Contents
Applications, Fees, Regulations Page 6
Application Checklist Page 2
Closures Page 3
CPFs Page 3
Fire Checklist Page 4-5
Food Handler/Manager Page 6
Health Checklist Page 5-6
Pemit Process Page 2
Phone Numbers Page 6
Scope of Permit Page 3
Special Units Page 4

Permit Types

There are two types of Mobile Food Vending permits offered based on the food-handling method.
1.

Improving complex process through
service design
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Stage

Begin Process

1got so MUCH misinformation
when | was starting this... and |

leamed more correct information
from the people that had already

Logistical Operational Permit Application (Upstairs)

1 get very super nervous
when we have to deal with
the health department. It
can make or break your
life, and those working for

It helps not to just

That's the other hardest part s that the
people that work there have never been in

Physical Operational Inspection (Downstairs)

Maintain / Surprise
Inspections

I've been doing it for a
long time and I know a lot
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m Permit Tyj Decide food vendor to IAV0 Moo 18 Souces arc AN 3 i - here and blah de blah biah blah.” Whatever. EHSD
process pe Co Fire cerificate ;
— ——— use the facility jimeifoinatibtpeople getanary : Licensed LP Well, | didn't want to be closed for three
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Expiring Permit IN PERSON Food manager | | arrives at equipment Cash/Check/ ————— | where topark. and cvbe"yong :OU'G truck / Open / b
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Scaling our impact through Fun Shops!

51 515 6 7

departments services designers years

In order to improve city services and programs in

a sustainable way and an impactful pace, we
must bring more people to the table.




Scaling our impact through Fun Shops!
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Scaling our impact through Fun Shops!

m Develop a process map User end goal:

Describe your phases

®

List your
Stakeholders

Who uses, recieves or is
impacted?

These are your end users

Who delivers the
experience to the end
user?

Who helps deliver the
experience, but may not
be visible to the end user?

What policies and process
govern the staff or the
service?

These are the invisible forces
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Usability testing a digital guide to complex processes

. ()
,aus“n t,exa S f gOV @Pray Online @services @ Calendar YMedia @ Departments @3-1-1 & Translate

Department » Health » Programs » Mobile Food Vendors

Home

About

Services

Programs

Divisions

Locations

uiding residents through com

Austin Publi¢Health
Salud Piblica de Austin

MOBILE FOOD VENDORS

This program ensures proper food safety at all mobile food establishments, such as
food trailers, motor vehicles, pushcarts, and kiosks

Applications
« Permit to Operate: This approval is required to complete the permitting
process. Once approved, the owner will receive a physical permit and
permission to operate a Mobile Food Unit.

« HAACP/Variance: Use this application to request a variance, allowing your
establishment to deviate from the approved standards, and/or submit a Hazard
Analysis Critical Control Point (HACCP) plan showing how you will mitigate
risks to food safety.

Appointments are required for Mobile VendXig physical permitting inspections.
View the inspection procedures here. Appointments are for 30 minutes on Tuesdays
and Thursdays between 7:45am and 11:00am.

Permit Fee Schedule

View the Fee Schedule for Austin and Travis County effective September 1,
2018 far all narmite and sarvicas

A {‘2}4‘

TOP CONTENT
% Getting a Birth or Death Certificate
Birth and Death Certificates
% Sexual Health Clinic
% Immunizations
% Food Personnel Requirements

CONTACT INFO
Phone: 3-1-1

Email

Physical Address:
1520 Rutherford Lane
Austin, TX 78754
See Map

Mailing Address:
PO Box 142529
Austin, TX 78714
See Map

A Anolfcialwebsiteof the ity of Austin +

English Espariol

Permits & Tickets Housing & Utilities

More Health Services

Mobile food vendor permitting guide

Learn and prepare

Apply for a mobile food vendor permit

Get your mobile food unit inspected

Maintain your permit

Documents

rocesses with usability testing.

i

plex permitting

City of Austin

Health & Safety Explore & Visit Government & Business Jobs

Guides & Print starred (0) # Y Download guide

Learn and prepare

Learn and prepare, 1.0f 6

Find out if you need a mobile food vendor permit

Anyone who sells food and/or beverages to the public from a mobile unit must have a
permit. The category of “mobile units” includes motor vehicles, trailers, bikes,
pushearts/kiosks, and peddlers on foot selling from coolers or hot boxes.

The Texas Food Rules state the

Exceptions for the mobile food vendor permit

There are exceptions to the mobile food vendor permit. Under the Hazard Analysis
Critical Control Point (HACCP) rules, you can request a variance and submit a plan for
how you will protect the public from food safety risks. To request a variance, fill out
the HAACP/Variance application.

Contacts and Documents

Learn and prepare, 2 of 6

Mobile food vendor permit type and fees




Usability testing a digital guide to complex processes

— QPENWNG OPTIDNS —-- — - -

e
ON_USER CoALS ) |
What we learned TNy |

ZrenEWAL
ZMAINTAING MEW PERMIT
SUB-GCUIDE

—— D APP

[N Content should be organized by user goal

© Finding balance between friendly language and documentation

&, Logical content organization trumps search

v/ Checklist section was a favorite

= Documents section was a lifesaver
Y Include an introduction

'[*'fr Give contacts their own space

Staring is confusing and unhelpful




Usability testing complex forms

City of Austin ’ ‘

Presente una queja

¢Dbnde estaba usted?

Escriba el lugar o arrastre el mapa hasta la ubicacién. (*Obligatoria)

Q 2716 Spirit of Texas Dr, Austin, TX 78719, United States X

£
iy,

Promoting equity through usability testing with vulnerable
populations




Usability testing complex forms

[ ] @® A Office of Police Oversight X +

< C ( @& https:/alpha.austin.gov/police-oversight/ * ™ & O % 00O ! © % e [+)

A An official website of the City of Austin ==

= Menu English Espariol City of Austin AIRPORT &
dxun9n0idyi09.cloudfront.net
-
Tell us what happened
Description (*Required)

Describe your experience with the Austin

Ofﬁce Of POlice OverSight Police Department.

. — ,)
Top services Date and time, if known?

File a complaint against
an Austin police officer

Thank an Austin police
officer

[:\ Ireceived a ticket during this
interaction.

Location

Type in the location or drag the map to the

What we do Contact information location.

When people have concerns or complaints about potential police misconduct, those

concerns need to be heard, investigated, and resolved. At Austin’s Office of Police B policeoversight@austintexas.gov

Oversight (OPO), everything we do is to promote an atmosphere of earned trust between

itan And tha AL

9 Office of Police Oversight

At LADD) A An thic b maaliing it A

in Dalina Nan
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Evaluating navigation through tree testing

By task

Using mixed method
s F@se@arch to evaluate a new

Indirect Success
W Direct Failure

| =

B
e 02 navigational structure.

| [

- Indirect Skip

English Espaiiol Clty of Austin

Pets

Permits and tickets Housing and utilities Health and safety Explore and visit Government and business Jobs

Permits and tickets Housing and utilities Health and safety Explore and visit

Coming soon Recycling, trash, and compost Health records and certificates Coming soon
Healthcare and prevention
Disaster and safety relief
Police oversight

Government and business Pets Jobs
Departments Coming soon Coming soon
: . s = Visit austintexas.gov for the current More about the
alpha.austin.gov is a work in progress. % i N N i
= city website. alpha.austin.gov project.




Evaluating navigation through tree testing

English  Espaiiol Austin.gov

Permits & tickets Health & safety Housing & utilities Jobs Government & business Pets Explore & visit 311 Airport 2

This site is a work in progress. Visit austintexas.gov for the full city website.

Health & safety

Health and prevention Sustainability and environment

Disaster and safety relief Accountability and transparency in policing

Health records and certificates

e Peoplerely on department navigation when the menu navigation structure is unclear

e Health and Safety > Healthcare and prevention // Health and Safety > Health records
and certificates




A City of Austin X

<« C ® © @& https://alpha.austin.gov U + 4 Lo @ B aq @' & =

(@ Coronavirus (COVID-19)

Get current information about coronavirus (COVID-19) in Austin

English

Espaiiol Austin.gov

@ coronavirus (COVID-19)

Permits & tickets Health & safety Housing & utilities Jobs Government & business Pets Explore & visit 311z  Airport &

Get current information about coronavirus
(COVID-19).in Austin

| This site is a work in progress. Visit austintexas.gov for the full city website.

English Espanol

Austin.gov

elcome to

Austin, Texas =

e

Check out City of Austin
services

Check out City of Austin services

Prepare your mobile food vendor Apply for a mobile food vendor
ol i > Get a central preparation facility > PRIy © EN
permit application operational permit

Prepare your mobile food vendor permit
application

9
Get a central preparation facility >
9

Apply for a mobile food vendor
operational permit
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