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• Series of audits on the topic of regulatory reform 

• Purpose is to improve the way the state interacts with businesses, 
not about deregulation 

• Businesses  need clear, timely regulatory processes to minimize the 
cost to regulators and those being regulated 

• Businesses are subject to penalties and fines when they don’t 
comply with regulations 

• Citizens want better results from government 
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Background 



Employment 
Security 

Why Regulatory Reform? 

• Businesses and citizens face a complex maze of state and local 
laws and regulations in Washington 

• For example, someone wanting to open a convenience store with 
a gas pump needs up to a dozen or more regulatory approvals 

Social &  
Health  

Services 
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Our Regulatory Reform Audits 

Inventory of Regulations 

Streamlining Business Rules 

Website Access to Business Information 

Permit Timeliness 
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Inventory of Regulations 

       What we did 

• The state did not have an inventory of business  
regulations, so we created one 

• Scope:  Business permits, licenses, and inspections 

 - 26 regulatory agencies 

- 1,377 permits, licenses and inspections 

- Found information online--agencies helped by checking for 
accuracy 

- The inventory formed the foundation for all future audits about 
regulatory reform 

- Published online 
www.sao.wa.gov/EN/Audits/PerformanceAudit/Pages/RegReform.
aspx  

 

http://www.sao.wa.gov/EN/Audits/PerformanceAudit/Pages/RegReform.aspx�
http://www.sao.wa.gov/EN/Audits/PerformanceAudit/Pages/RegReform.aspx�
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Inventory of Regulations 

       The inventory is published on our website 
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Inventory of Regulations 

       Sample spreadsheet – Dept. of Ecology 
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Our First Regulatory Reform Audits 

Inventory of Regulations 

Streamlining Business Rules 

Website Access to Business Information 

Permit Timeliness 



• Do Washington state government websites effectively 
provide regulatory information to businesses? 
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Website Access to Business Information 

       Our audit question 

       What we did 

• Reviewed Washington’s three central business websites for 
complete information 

• Reviewed 26 agency websites for complete information and 
ease of use 

 

 



Central Business Websites 
 

• Washington has three “one-stop” websites for businesses 

• Each was created by statute or executive order 

• We reviewed each one for completeness, based on what they 
were created to provide 
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Website Access to Business Information 
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Created in 2006 as the 
state’s “single, secure, 
online portal” for 
businesses. 
 

Its “Licenses, Permits, 
and Inspections” tab 
contains: 
• Links to 7 of the 

state’s 26 regulatory 
agencies 

• Links to BLS and ORA 
websites 

 

Website Access to Business Information 

       What we found 

Business.wa.gov 
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First created in 
1977 as the state’s 
“one-stop master 
licensing system.” 

It provides: 
 

• 16% of the state’s 
business licenses 

• 2 of the top 10 
most- requested 
licenses 

Website Access to Business Information 

       What we found 

Business Licensing Service (BLS) 
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Required to provide 
“information 
on….permitting and 
regulatory 
requirements”.   

Its handbook 
contains: 
 

• Information on 
32% of the state’s 
business permits 

• Permits are exclusively 
environmental 

Website Access to Business Information 

       What we found 

Office of Regulatory Assistance (ORA)  



Agency Websites 
 

• 26 agencies provide regulatory information to businesses online 

• We mapped a sample of permits and licenses from each to 
assess completeness and ease of use 

— Selected high volume permits and licenses 

— 57 total, representing 75% of all applications over a 5-year period 

— Mapped the steps from the home page to the application 

• Used standards and best practices for government websites on 
www.HowTo.gov and www.Usability.gov 

• Used laws and executive orders where appropriate 
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Website Access to Business Information 

http://www.howto.gov/�
http://www.usability.gov/�


Agency Websites 
 

• Completeness 

— Key information such as purpose, how to apply, etc. (mapping) 

— Availability of permit decision times online (inventory) 

• Ease of Use 

— Business “button” 

— Logical steps in navigating to the application (mapping) 

— Three clicks or less to application (mapping) 
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Website Access to Business Information 
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• Regulatory information on 26 agency websites was incomplete 

• No agency provided all regulatory information for all permits and 
licenses 

— Purpose 

— Who needs it 

— How to apply 

— Fee 

— Processing time 

 

• The business portions of the agency websites did not share a 
common look and feel, and they were not all easy to use 

23% of permits and 
licenses told businesses 
online how long it will take 
the agency to process them 

Website Access to Business Information 

       What we found 



To help facilitate the longer-term vision of a one-stop portal for all 
business transactions while meeting current user needs: 

• Continue to pursue a one-stop in the long term 

• Add content to the three central business websites in the short 
term 

• Develop standards for clear, consistent, and usable business 
portions of agency websites 

• Provide complete regulatory information on agency websites 
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Website Access to Business Information 

       Recommendations 



Enacted 

• SSB 5718 - Requires the Office of the Chief Information Officer (OCIO) to 
track and report progress on the implementation of the one-stop 
business portal 

• ESHB 1403 - Requires 13 additional agencies to fully participate in the 
Business Licensing System (BLS) 

Proposed 

• SB 5757  would have required the OCIO to develop standards that enable 
agencies to produce clear, consistent, and usable web content; however, 
bill did not pass the Legislature 
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Resulting Legislation 

http://apps.leg.wa.gov/billinfo/summary.aspx?bill=5718&year=2013�
http://apps.leg.wa.gov/billinfo/summary.aspx?bill=1403&year=2013�
http://apps.leg.wa.gov/billinfo/summary.aspx?bill=5757&year=2013�
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Our First Regulatory Reform Audits 

Inventory of Regulations 

Streamlining Business Rules 

Website Access to Business Information 

Permit Timeliness 



• Do Washington regulatory agencies have processes in place 
to streamline their business rules consistent with governors’ 
orders? 
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Streamlining Business Rules 

     What we did 

Our audit question 
 

• Surveyed all agencies to learn about their streamlining 
practices based on governors’ executive orders 

• Visited 11 agencies that said they did extensive streamlining 
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Streamlining Business Rules 

     What we did 

• Online survey for each administrative rule that governs 
regulatory activities to assess streamlining practices 

• Used results to select a sample to audit 

• Visited 11 agencies to look at specific streamlining activities, 
to include: 

— Documentation of the process 

— Reviews in regular intervals 

— Reviews using streamlining criteria 

— Measurement of results 

 

 



• Agencies are streamlining some, but not all, of their rules 

• Several agencies could improve their streamlining efforts by 
documenting a regular, criteria-based process 

• None of the agencies are measuring results to see if streamlining 
is producing its intended effects 
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Streamlining Business Rules 

       What we found 



To ensure existing regulatory rules are necessary, clear, and 
consistent: 

• Improve rule streamlining processes 

• Improve accountability 

- Holding agencies accountable for measurable results 

- Monitoring results through a reporting structure 

 

23 

Streamlining Business Rules 

       Recommendations 



Enacted 

• SSB 5679 - Requires a formal rules review process for the Departments of 
Health, Ecology and Labor & Industries. 

• HB 1818 - Requires the Department of Commerce to conduct annual 
multi-jurisdictional regulatory streamlining projects impacting specific 
industry sectors within specific geographical locations through 2019. 
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Resulting Legislation 

http://apps.leg.wa.gov/billinfo/summary.aspx?bill=5679�
http://apps.leg.wa.gov/billinfo/summary.aspx?bill=1818&year=2013�
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Our Regulatory Reform Audits 

Inventory of Regulations 

Streamlining Business Rules 

Website Access to Business Information 

Permit Timeliness 



• Do regulatory agencies and businesses know how long 
business permit decisions take? 

• Can regulatory agencies reduce the time it takes them to 
make permit decisions? 
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Permit Timeliness 

     What we are doing 

Our audit questions 
 

• Agency survey 

• Business engagement 

• Permit evaluations 
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Permit Timeliness 

Regulatory agency survey 

• Laws and executive orders direct agencies to tell businesses 
how long permit decisions take and to streamline processes 

• Surveyed 15 agencies administering 300 permits to learn: 

— Whether they track processing time 

— How long until a decision is made 

— Whether they have targets 

— If not, why not 

• Reviewed websites to verify which permits provide 
businesses with decision time information 
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Permit Timeliness 

Business Engagement 

• Business survey 

— more than 3,000 recent permit applicants 

— Customer satisfaction questions about permitting 

— Shared survey results and comments with agencies 

 
 
 

http://www.google.com/url?sa=i&rct=j&q=telephone+survey&source=images&cd=&cad=rja&docid=drta6JwceQrIRM&tbnid=xOoqndiIE60kUM:&ved=0CAUQjRw&url=http://www.bellomyresearch.com/what-we-do/data-collection/telephonecall-center&ei=5JsWUqOTBIaviALkuoG4DQ&bvm=bv.51156542,d.cGE&psig=AFQjCNHV1WK46g3MCjG_cyjFO1JcFKlgPQ&ust=1377299725784150�
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Permit Timeliness 

Business Engagement 

• Business focus groups 

— Regional, cross section of business size and industry 

— Asked about expectations and experiences around permitting 
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Permit Timeliness 

Permit Evaluations 

• Looked for opportunities to shorten 
permit times, based on best practices and 
literature from around the country 

• Selected 8 permits from 7 agencies 

• Created permit maps 

• Used a performance evaluation scoring 
template 

— Useful to agencies to evaluate all permits 
and licenses 
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Permit Timeliness 

Next Steps 

• Wrapping up fieldwork 

• Draft report for agency review by October 

• Publication by the end of the year 
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Regulatory Reform 

QUESTIONS 
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Contacts 

Deborah Stephens 
Senior Performance  Auditor 

(360) 725-9727 
Deborah.Stephens@sao.wa.gov 

 

 

 

David Dean 
Deputy Director of Performance Audit 

(360) 725-9735 
Larisa.Benson@sao.wa.gov 

Website: www.sao.wa.gov 

Troy Kelly 
State Auditor 

(360) 902-0360 
Troy.Kelly@sao.wa.gov 

mailto:Joseph.Archuleta@sao.wa.gov�
mailto:Larisa.Benson@sao.wa.gov�
http://www.sao.wa.gov/�
mailto:Brian.Sonntag@sao.wa.gov�
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