Prince William County Small Business Project Management Program
Executive Summary
Prince William County recognizes real estate decisions are critical to small businesses, not
only from a financial perspective, but for the ability to attract customers, access a quality workforce,
establish their brand, build community partnerships, and operate in a stable and predictable
government environment. Identifying that there was a growing critical need to further support small
business owners’ real estate projects, the County commenced working to improve and better
integrate small business assistance services across all County community development agencies and
partner organizations. In FY2019, the Prince William County Board of Supervisors adopted and
funded $1M towards a ‘Robust Economy’ initiative to enhance the level of services for small
businesses, startups, and entrepreneurs. The Department of Development Services spearheaded the
initiative to support small business real estate projects, from healthcare services and professional
collaborations to restaurants and specialty stores, aimed at improving entrepreneurs’ and small
business owners’ experience within the County development process. “For the County to successfully
assist small business owners, we needed to modify our Commercial Project Management Program to
be more proactive. Commercial construction can be far more challenging than residential
construction, so an owner who dabbled in residential construction - decks, porches, finished
basements, etc.- can quickly find themselves overwhelmed by the commercial construction codes,”
said Wade A. Hugh, Director, Department of Development Services. Within three months of the
initiative launch, the Small Business Project Management Program (SBPM) was officially rolled out.
Since most small business owners and entrepreneurs move into existing tenant spaces, the County
hired two Building Development Project Managers to assist the owners with their projects. A Land
Development Project Manager was hired to assist owners with new commercial construction projects
and the review and permitting of business signage.
In 2021, amidst a global pandemic, the SBPM Program achieved its highest yearly results on
record with over 400 small business owners “Open for Business.” This number reflects an increase of
80 more customers that opened a business, compared to calendar year 2020. As more businesses
and repeat customers receive Program services, the impact of the Program, the trust built with the
Program Managers, and the prosperity of the business community will increase the quality of life for
our residents and pave the way forward for future entrepreneurs to become small business owners. 1
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The Overview
Every four years the Prince William Board of County Supervisors develop a Strategic Plan. In
Fiscal Year 2019, the Strategic Plan included 5 strategic goals and forty-seven community outcomes.
A “Robust Economy” was a priority goal, that included eleven community outcomes. As part of the
Robust Economy goal, an initiative was adopted and funded to enhance the level of services for small
businesses, start-ups, and entrepreneurs. The Department of Development Services spearheaded
the initiative and launched the Small Business Project Management (SBPM) Program.
“The initiative was founded on the belief that if government aligns success with that of the
customers we serve, like small business owners, we all grow better, faster, and stronger, together,”
said Ann Wheeler, Chair-At-Large, Prince William Board of County Supervisors.
For the purposes of the SBPM Program, the County defined a small business as one that
employees 35 or fewer employees. The County chose this threshold based on experience with
assisting business owners.
Over $1 million was set-aside for the collective small business programs initiative, which
included:
•

3 Development Services Full-time Employees (FTEs) to be dedicated Program Managers.

•

1 Economic Development FTE.

•

The Mason Small Business Development Center opened; and

•

$400K in Economic Development Incentive Funds to Brickyard to build a co-working space,
which established a new location in the heart of Prince William.
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Overall, these funds support the County’s Strategic Plan aimed at increasing growth of small
business jobs to over 1,000 per year and to help small business owners and entrepreneurs through
the permit process of opening their facility of choice.
"For the County to successfully assist small business owners, we looked to the keystone of
Development Services portfolio, the Commercial Project Management Program (CPMP) and how to
shrink it to ‘match-fit’ the needs of the new program to be more proactive. We find that many small
business owners who are just starting their business or expanding for the first time will try to manage
their own construction projects," shared Hugh.
The Small Business Project Management Program (SBPM) was officially rolled out in October
2018. The Small Business Project Management Program Managers and partners disseminate
knowledge to small business owners and entrepreneurs about building code regulations which
prepares them to ‘open for business’ in a timely manner, saving on costs and time. Customer
knowing what to bring for approvals is a vital component to their and our success.
“Small business projects are crucial to a robust and diverse economy, injecting new expertise
and an innovative edge. Entrepreneurs and startups that work with our team of experts from the
earliest stages of their business are typically better organized, well-informed, and prepared for the
permit requirements ahead, as they launch with better network connections and more viable and agile
operations,” added Hugh.
During unprecedented uncertainty and change amidst a global pandemic, in August 2021, the
Program surpassed 1,000 customers, marking an important milestone. To date, the SBPM Program
has served more than 1,334 small business owners.
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The Problem
“Opening a new business is a significant investment of financial and personal resources.
Making wrong decisions can be costly for business owners,” said Wade A. Hugh, Director of
Development Services. “Commercial construction can be far more challenging than residential
construction, so a small business owner who dabbled in residential construction - decks, porches,
finished basements, etc.- can quickly find themselves overwhelmed by the federal, state and local
building and construction codes and regulations.”

The Challenge
“Prince William County’s business economy is predominately mid-sized businesses and small
enterprises, with over 95% of businesses having 20 or fewer employees. For the County to
successfully assist small business owners, we needed to modify our Commercial Project
Management (CPM) Program to be more proactive,” said Wade A. Hugh, Director, Department of
Development Services. “We looked to the keystone of Development Services portfolio, the CPM
Program, and how to shrink it to ‘match-fit’ the needs of the new program.”

The Fulfillment of the Promise
Prince William County wants to assist all customers through the regulatory process to ensure
new and existing businesses have a positive impact on their neighborhood and business community,
is safe to occupy, and open as quickly as possible.
The Commercial Project Management Program is the keystone of Development Services
portfolio, which in essence, is an innovative project-oriented culture. The project-orientated culture
promotes an environment of efficient processing and decision making by mitigating regulatory silos. It
was the CPM Program that set the foundation for the Small Business Project Management Program
development processing system.
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There are three key pillars to an innovative project-orientated culture, which are:
Project-Oriented Culture
Our development processing system has three key elements:
1. Project Approach
2. Partnership Approach to Customer Service
3. Project Management
Project Approach
The customer defines their "immediate project objective" by defining the project's Scope of Work
and the desired outcome (e.g., Physical building changes; Tenant layout changes, Joint Occupancy
Evaluation, Owner's Improvements; Business Use Authorization and Certificate of Occupancy). The
County coordinates and facilitates the regulatory review and inspection processes to achieve the
customer's "immediate project objective."
Partnership Approach to Customer Service
A partnership between the County staff and the customer, built on mutual trust and respect,
provides superior project results. The partnership approach encourages open and positive
communication that improves understanding, prevents errors, encourages options thinking and
expedites issue resolution. This partnership results in a process which has greater predictability
resulting in a more timely and efficient process. Three ideas and practices support this partnership:
1. Staff uses supportive communications.
2. Structured and adequate time is allotted to discuss and resolve issues.
3. Staff and customer are tasked to be creative in finding ways to resolve issues within the
regulatory framework.
Project Management
1. The County created 3 FTE Program Manager positions to support the SBPM Program. Each
Program Manager is responsible for ensuring the County staff is "speaking with one voice" to
provide consistent and timely feedback and direction to customers. The Program Manager's
key responsibilities are facilitating Project Early Assistance; monitoring and tracking
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project progress to identify potential obstacles; and to ensure the Issue Resolution Process
operates in an efficient and timely manner.
2. Customers are encouraged to appoint a project representative (i.e., Project Manager; Owner's
Representative) to promote the customer's team "speaking with one voice" and to foster the
partnership approach.
3. The Project Team includes the customer's team members (i.e., owner; tenant; designer;
builders; contractors) and the County's team members (i.e., Plan Reviewers; Development
Technicians; Inspectors). The Project Team is expected to communicate and resolve issues in
a timely manner to support the completion of the project. If an issue cannot be resolved in a
timely manner, the Program Manager and customer's Project Manager should be notified.
4. The Program Manager and the customer's Project Manager are responsible for jointly
overseeing the Project Team and the project and coordinating the resolution of issues that
have been elevated by the Project Team.
In addition, the Department of Development Services already has a customer interview
process in place where a panel, comprised of industry members and county staff, asks small
business owners, contractors, architects, and engineers how the process worked out for them. Hugh
said the interviews conducted so far have been positive and helped identify areas for continued
improvement.
With the Program in place, fully staffed and operational, small business representatives or
owners come into the SBPM Program’s dedicated and privately set office to meet a Program
Manager, who can pre-assess their needs requirement with address validation and determine which
Program Manager shall be assigned and dedicated to their project throughout the duration of the
process.
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The Financial/Staffing Resources
Over $1 million was set-aside for the collective small business programs initiative, which included:
•

3 Development Services Full-time Employees (FTEs).

•

1 Economic Development FTE.

•

The Mason Small Business Development Center opened; and

•

$400K in Economic Development Incentive Funds to Brickyard to build a co-working space,
which established a new location in the heart of Prince William.

Overall, these funds supported the County’s strategic plan aimed at increasing growth of small
business jobs to over 1,000 per year and to help small business owners and entrepreneurs through
the permit process of opening their facility of choice.

The Results
Success is measured by the Program’s ability to impact the small business community.
Over 7 small businesses open weekly in Prince William County, on average, with thanks to the
dedicated team of experts and County partners.
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“Small businesses are the backbone of our business ecosystem and help create a sense of
place and improved quality of life for our residents,” said Wade Hugh, Director, Department of
Development Services.
Prince William County’s business economy is predominantly small- and mid-size enterprise,
with over 95% having 20 or fewer employees. The County also has a growing entrepreneurial sector,
particular in technology services. Entrepreneurs and start-ups that work with our team of experts from
the earliest stages of their business are typically better organized, well informed and prepared for the
permit requirements ahead, as they launch with better network connection and are more viable and
agile operations.
Since 2018, the Prince William County Department of Development Services' Small Business
Project Management Program has served more than 1,334 small business owners. Significant
progress has been made to raise the Program profile and elevate our service offerings portfolio
through integrated marketing and communications to better serve small business.
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Furthermore, the Program has five areas of engagement that include:
Projects: At times, course corrective action requires new project plans to be developed to
ensure compliance.
Partnerships: County agencies and external organizations are involved.
Educational Outreach, Public and Media Relations: Quarterly Reports, News Releases
and Earned Media (free) coverage.
Social Media: Business promotion with a tailored “Welcome New Business Neighbor”
marketing campaign.
Publications: Sharing monthly success stories of new business projects, online and via
email.

In addition to the value-add the SBPM brings to customers, internal benefits are also realized:
•

Embeds a customer-centric project orientated culture throughout the Department.

•

Promotes an environment conducive to efficient processes.

•

Supports Customer Relationship Management (CRM); and

•

Ensures we are “Speaking with one Voice.”

“Getting the small business owner into the SBPM program to talk with one of the dedicated project
managers serves another purpose as well,” Hugh said. "While we have them here, we explain some
of the processes, so when they're ready to take that next step, they know exactly who to call, and we
can help them even before they get their plans ready to submit."
The County’s service offerings continue to attract numerous businesses from across the Nation
and within the Greater Washington, DC Metropolitan area. Always “Open for Business” it partners
closely with leaders of industry who share a common vision, including state government, educators at
leading universities and community colleges, commercial developers, economists, experts, and
leaders from major corporations. We work continuously to address integration and expansion
capabilities that enable a climate for market growth with greater efficiency.

9

Prince William County Department of Development Services – Small Business Project Management Program
Virginia Association of Counties 2022 Achievement Award Submission
Examples:
Performance Snapshot:

Social Media:
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Monthly Publications:
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News Releases:
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