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THE CHALLENGE

Just a few years ago, the City of Cincinnati was facing serious customer 
service obstacles: 

• The permitting process was decentralized
• 
• 

departments
• Every department had its own systems, processes, and fee schedules

Residents and small business owners were left to navigate all of this on 
their own, which led to high call volumes, emails, and extensive counter 

permits were needed. No one was happy about this. Permitting, a central 
function of all governments, was creating a huge, annual, unrecoverable 

Instead of taking weeks “

”

 CINCINNATI CASE STUDY

Cincinnati saved 8,098 hours of staff time 
using OpenCounter, a Euna Solutions brand.



Given these challenges, the Mayor set out to discover a 

discover permit requirements without visiting City Hall. 

other communities had done to solve this challenge. Several 
cities stood out for their user-friendly and simple interface, 

noticed all three of the communities shared one thing in 

The project team invited OpenCounter to do a demo for the 
seven permitting-focused departments, the City Manager, 

hour, it was unanimous. They loved it, and procurement was 

THE RESULTS
In 2019, the city:

• Serviced 40,432 zoning, residential, and business permit inquiries through their OpenCounter portals. 

• 
have been redirected to the online, self-service functionality of OpenCounter 

• 

spread the message that technology can be helpful...and that not every technology deployment needs to be disruptive, 
laborious, or over-budget.

www.opencounter.com  •  (800) 216-7360  •  sales@opencounter.com  •  131 Dartmouth Street, 3rd Floor, Boston, MA 02116
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Permit inquiries 40,432

% Self service 97%

Completion time
8,098
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