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Memphis and Shelby County Grew

Accela Agency Adoption140% by
Putting Governance First

Memphis & Shelby County, Tennessee

Across theregion, agencies are
asking to join because they see
thereturn: lower costs, faster
delivery, and a shared platform
built for collaboration.

Formost of the history of
government technology, the
hardest part of any shared system
was convincing people to shareiit.
Someone hadto do the outreach,
make the case, and absorb the
skepticism. InMemphis and

Shelby County, that dynamic has
flipped. Partneragencies are

now approaching Develop901
directly and askingto come
aboard. Community Enhancement
and Central Permits have joined

the platform, and several other
municipal agencies have expressed
interest. The modelno longerhasto
sellitself. It has become the thing
otheragencies want to be part of.

What Develop901Actually Is

Develop%01is the joint development
services platform for the City of
Memphis and Shelby County, a single
environment where city, county, and
municipal agencies operate side by
sideratherthaninisolation. The scale
tells the story of how farithas come:

e 33,000+ publicusers
e 400+ internalusers
e 73173 record submissions

o 83% average annual adoption
among public users across all
partners, with some agencies
consistently initiating more than
90% of permit activity online

The Tenant and the Landlord

The structure behind that growth
is deceptively simple. The Division
of Planning and Development acts
as the regulatorylandlord. New
agenciesjoin as tenants, adopting
an existing structure ratherthan
building their own systems from
scratch, andleveraging the
significantinvestments already
made in the technology.

When the platform went live in 2020,
the focus was narrow: establish core
workflows, configure the system,
and drive adoption. The years that
followed brought expansion, with
new record types, new business
processes, more staff utilization,
and broader customeraccess. As
more departments came torely
onit,demand forenhancements
grew and so did complexity. Over
the pastyear, the teamrecognized
that continued scale depends
onstrongergovernance and

more strategic prioritization, and
they are now building aroadmap
forsustainable growth and
modernization.

“All of the structure is there, and
the new agency comesinlike a
tenant of the landlord.”

NIDIALOGAN-ROBINSON

MPA, Deputy Director, Memphis &
Shelby County Division of Planning and
Development
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“As we continue to grow, we
have identified opportunities
to strengthen our governance
processes to ensure a
streamlined and consistent
customer experience. Without
clear governance, too many
competing inputs can create
inconsistencies, like having too
many chefsinthe kitchen.”

COLLEEN FUNK

Business & Technology Manager, Memphis
& Shelby County Division of Planning and
Development

The Governance Moat: Why It Scales

That140% growthis the
governance model’sreceipt.
Develop%0T1launched withacore
set of departments: Building,
Licensing, Enforcement, and
Planning in the joint City and
County Division of Planning and
Development, plus City of Memphis
Engineering, with several review
partners participatingin building
permit and planning workflows.
Seven more departments have
since chosentojoin, including
Shelby County Engineering, City
of Memphis Fire Prevention, Public
Works Environmental Engineering,
Short-Term Rental Administration,
Community Enhancement leading
property code enforcement, and
Central Permits for Beer/Alcohol,
Haulers, and Events. None of them
built a system. Each movedinto
astructure that already worked,
whichis only possible because
governance kept that structure
consistentasit scaled.

Technology can bereplicated.
Governance s the differentiator.
Develop90T1’s ability to scale comes
from the maturity of its governance
model, which evolvedin three
phases: fromaninformal
implementation committee,

to formalMOUs as the platform
expanded, to amature governance
structure built to protect
consistency, customer experience,
and platformintegrity.

What that looks like in practice

is small but decisive course
corrections. When multiple
agencies carried the same permit
type underthe same name, the
partners worked togetherto
eliminate customer confusion.
When a new partner wanted its own
dedicated buttononthe portal’s
frontpage, the team explained
that every agency has permits,

SO a separate button would only
confuseresidents, andinstead
showed them the right place to
addtheirrecord types. Governance
iswhat keeps amulti-agency
platform feeling like one front door.

Why New Partner Agencies Want In

Three reinforcing drivers explain
why agencies keep choosing to
join, and why the model accelerates
asitgrows:

Cost. Joining requireslicensing and
support, not a full system build.

Speed to value. Pre-built
workflows, integrations, and
governance frameworks cut
implementation time.

Shared customer experience.
Aunified front doorimproves
service delivery forresidents,
businesses, and developers.

Memphis Fire is the proof point.
After struggling with a custom-built
system, the departmentjoinedthe
platform, adopted the Accela Civic
Application™ for Fire Prevention,

andimproveditsISO rating from
3toT, while standing up Insights
dashboards modeled on existing
county frameworks.

For Public Works, the winwas
about closing a gap nobody else
could see:

“By integrating the Public Works
fats, oils, and grease (FOG) review
into the Develop901 platform,

the City streamlined a critical
compliance process, improving
coordination across agencies,
reducing administrative delays,
and helping new restaurants
open faster while protecting
public infrastructure and ensuring
environmental compliance.”

SCOTT MORGAN

Director of Public Works, City of
Memphis
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“Aspiring to become one
of the easiest cities to

do businessinrequires
urgency and intention.

Our goal of issuing permits
for major investments
within 30 days requires

the platform to support
real-time visibility into
bottlenecks, clear
accountability, and
integratedreviews. We
review development
timelines monthly. Accelais
akey toolin the operational
framework that helps

align our processes, staff,
and partner agencies
around broader economic

development and customer
service goals.”

NIDIA LOGAN-ROBINSON
MPA

Accela as the Long-Term Partner

Develop%901wasn’ta single
implementation. It’s arelationship
that has compounded overtime,
from theinitial Accela Civic
Platform®implementationin 2017
and 2018, to the public portal launch
in October2020, to Memphis

Fire onboarding, the addition of
DigEplanforelectronic planreview,
the rollout of Insights dashboards
across departments, and now the
evaluation of zoningintelligence
tools.

“Our relationship with Accela
has evolved significantly over
time, fromimplementation
to optimization and theninto
innovationin service delivery,
collaboration, and product
integration.”

NIDIALOGAN-ROBINSON

MPA, Deputy Director, Memphis &
Shelby County Division of Planning
and Development

The Political Demand Engine

None of this happensin avacuum.
Develop%01operationalizes
policy. It carries the Memphis 3.0
comprehensive plan and its five-
yearupdate, Mayor Paul Young’s
30-day permitissuance target,
the commitment to a streamlined
development code, and county-
level priorities. The platformis how
those goalsbecome measurable
outcomes.

“Develop901is proof that
innovation in government doesn’t
always mean doing something
entirely new—it means working
better together. By bringing
multiple agencies across the

City of Memphis, Shelby County,
and partner agenciesonto a
shared Accela platform, we’ve
simplified the development
process, increased transparency,
and created a better experience
forresidents, businesses, and
developers alike.

Smart growth depends on smart
government. Every day we
reduce unnecessary barriers to
investment; we’re strengthening
Memphis’ competitiveness and
helping build a city where great
ideas can become reality faster.
We’ve streamlined our processes
so that any major investment that
isinline with our Comprehensive
Plan and our code willhave a
building permit within 30 days.
Anditisn’t a pipe dream - we are
working on the adjustments and
efficiencies needed to make this
happen, so that we cansend a
clear signal to the rest of the world
- Memphisis open for business.”

MAYOR PAUL YOUNG
City of Memphis

The ambition behind itis stated
plainly: make Memphis and Shelby
County the easiestin the country to
do business with.

What’s Next

Theroadmap is deliberately
focused: evaluate zoning
intelligence, integrate short-term
rental tools, expand the partner
agency pipeline, and continue
refining governance over the next
18 months as more departments
adopt the platform. The longer

horizonis a one-stop experience
forevery regulatory requirement,
asystemsupporting theregion’s
biggest goals around economic
development, housing production,
infrastructure coordination, and
long-term growth.
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What This Means for Your Agency

The Develop90T1storyisn’treally about software. It’s about what becomes possible when one agency builds a structure solid
enough that others want to move inrather than build their own. The technology is the foundation. The governance is the moat.

And the clearest signal that the model works is the one Memphis and Shelby County are living now: agencies stopped having to
berecruited and started asking tojoin.

Accela provides market-leading solutions that empower state and local governments
to build thriving communities, grow businesses and protect citizens. Powered by
',/ACC E LATM Microsoft® Azure®, Accela’s open and flexible technology helps agencies address
specific needs today, while ensuring they are prepared for any emerging or complex

accela.com | (888)722-2352 challenges in the future. Accelais headquarteredin San Ramon, California, with
additional offices around the world.
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