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Managing the Daily Operations 
of a Code Enforcement Officer
with Organizational Skills
Stress and Time Management

Dr. Brittany Adams-Pope

J.W. Fanning Institute for Leadership Development
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Welcome and Introduction
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Getting To Know Me…

Triple Dawg

• B.S. Psychology

• B.S.A Animal Science

• M.S. Agricultural 
Leadership

Then it went south…

• Ph.D. Leadership 
Development

Lover of all things furry 
and funny

3



2

Getting to know you…

Introductions – Who’s in the Room?

• Name

• Location

• What would you like to get out of this course?
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Course Description

Code enforcement officers must use their time, energy, 

and resources to maximize their daily production. 

Organizational skills can assist officers with maintaining 

records, prioritizing tasks, and planning for the future. 

While managing time and workplace demands, officers 

may feel the negative effects of stress. This course will 

address specific organizational skills and stress 

management techniques to help officers be successful in 

the workplace. 
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Learning Objectives

• Adopt strategies for eliminating stressors

• Enhance level of personal resilience

• Utilize appropriate temporary coping responses 

• Explore effective time management skills

6
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Ground Rules

• Academic Freedom/Non-Attribution

• Interaction (learn from each other)

• Respect for the Speaker (whoever that may be!)

• Identify and Highlight “Best Practices” and Innovations

7

Stress Management

8
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Stress

• Reduces national economy by $500 billion

• 60-80% of industrial accidents

• 60% of absences 

• 40% of turnover

• United States will spend $12 billion on stress 
management products this year

• In workplace, is primarily caused by incompetent 
management

• Social Readjustment Scale

http://www.emotionalcompetency.com/srrs.htm
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List all of the roles you play per 
week:

What “hats” do you 
wear each week?

This Photo by Unknown Author is licensed under CC BY-NC-ND
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Reactions to Stress

Alarm –
increase in 
anxiety, fear, 
sorrow or loss. 

Resistance –If 
stress is too 
great or is so 
enduring. 
Stress leads to:
Aggression

Regression

Repression

Withdrawal

Fixation

Exhaustion –
May result in 
some long term 
consequences
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Experiencing Stress                     

STRESSORS

•Anticipatory

•Encounter

•Time

•Situational

REACTIONS

•Physiological

•Psychological

RESILIENCY

•Physical

•Psychological

•Social

http://toddecreason.blogspot.com/2014/01/too-many-hats-myth-of-multitasking.html
https://creativecommons.org/licenses/by-nc-nd/3.0/
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Types of Stressors

Situational Stressors

• Unfavorable working conditions

• Rapid change

Anticipatory Stressors

• Unpleasant expectations

• Fear
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Types of Stressors

Time Stressors

• Work overload

• Lack of control 

Encounter Stressors

• Role conflicts

• Issue conflicts

• Action conflicts
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Stress as a 
Person/Situation Interaction

• Assumption:  Events trigger stress, but people respond 

to stress differently

• Resiliency factors moderate stress

Stressors

Reaction
Without

Resiliency

Handled 

Reaction

With

Resiliency
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Developing Resiliency

• Some stressors will not go away

• Resiliency increases capacity to withstand negative 

effects of stress
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Resiliency Factors

• Physical: cardiovascular health, dietary control, rest 

• Psychological: emotionality, self-esteem, hardiness

• Social: close emotional ties, common experiences, 

supportive interactions, mentors, teams 
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Physical Resiliency 
Increase Cardiovascular Conditioning

MOVE! Exercise:

• Lowers blood pressure

• Increases heart efficiency

• Lowers triglyceride levels

• Lowers cholesterol

• Increases energy

• Reduces anxiety and depression
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Take Control of Your Diet

• Eat a variety of foods

• Maintain optimal weight

• Reduce fat intake

• Eat more whole foods

• Reduce sugar intake

• Reduce sodium intake

• Avoid alcohol and caffeine

Psychological Resiliency 

• Building your self-esteem

• Finding balance

• Positive outlook

• Hardy personality

• Knowing how to relax

20
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Social Resiliency

• Maintain friendships and family relations

• Find and use a mentor

• must be two-way relationship

• Work in teams

• involve others in defining challenges
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Encounter Stress: 
Strengthen Your Collaboration

Maintain an “emotional bank account”—

• Make deposits by treating people with kindness, courtesy, 

honesty and consistency

• Minimize withdrawals made by not keeping promises, not 

listening, not clarifying expectations, or not allowing 

choice

23

Consequences of Stress

Physiological

• Immune response

• Coronary disease

• Viral infection

Psychological

• Burnout

24

Let’s Look at Your Life Activities…

Well-developed individuals, who give time and attention 

to cultural, physical, spiritual, family, social, and 

intellectual activities in addition to work, are more resilient 

and balanced.
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Coping with Stress

Enactive strategies-

the best way to manage stress is to minimize or eliminate 

stressors. These create, or enact, a new environment for 

the individual that does not contain the stressors.

26

Coping with Stress

Proactive strategies-

individuals enhance their overall capacity to handle stress 

by increasing their personal resiliency.
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Coping with Stress

Reactive strategies-

individuals develop short-term techniques for coping with 

stressors. These are on-the-spot remedies to temporarily 

reduce the effects of stress.
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Think - Pair - Share

• Each person share a ENACTIVE (minimize) response 

to stress

• Each person share a PROACTIVE (be resilient) 

response to stress

• Each person share a REACTIVE (short-term)response 

to stress

28
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Temporary Stress Reduction

• Muscle Relaxation

• Deep Breathing

• Visualization - Imagery

• Rehearsal

• Reframing

30

Muscle Relaxation

Use deep-relaxation strategies

• meditation

• yoga

• self-hypnosis

• biofeedback
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Deep Breathing

This technique requires the individual to take several 

successive, slow, deep breaths, hold them for five 

seconds, and exhale completely.  Focus on breathing 

only.

Visualization

This technique is used by athletes to visual the 

event using mind pictures.  It can also include 

the recollection of sounds and smells or the 

creation of a fantasy.  The purpose is to reduce 

stress by focusing on something pleasant.
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Rehearsal

People work through potentially stressful 

situations by rehearsing reactions to 

different scenarios.  This is usually done in 

a safe environment before stress occurs.

33
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Reframing

Positive reframe strategies take the 'stress' out of 

stressors — when we reframe, we look at the same 

situation in a new way that highlights possibilities rather 

than the "threats" involved. 

Viewing our stressors as challenges that we can face, 

even opportunities, rather than mere threats to our 

happiness, can help us out of feeling trapped.

34
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Managing Your Own Stress

• Recognize and observe your own stress reactions (e.g., 

irritability, muscle tightness, fatigue, sleep disorder)

• Distractibility, confusion, etc.

• Learn to surf...reframe perceptions
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Managing Your Own Stress

• Build time management skills

• Regularly revisit goals and priorities

• Learn to delegate. Trust and share your work with 

others

• Communicate and participate with colleagues and 

employees

• Find reason and time to laugh

https://youtu.be/nwjs1p6xY2s
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Managing Others’ Stress...

• Attend to your own stress

• Mentor and monitor time management: set goals with 

timelines, check in regularly

• Redesign work

• Clarified responsibilities

• Set boundaries and expectations
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Managing Others’ Stress...

• Make time to play, celebrate small and big wins, 

develop relationships, and relax

• Don’t sweat the small stuff

Manage Your Stress: 
Recognize that you can overcome adversity

Think of a time when something significant caused you 

stress or worry.  Discuss within your group how you 

managed it. Your insight will help the group consider 

different approaches the next time you experience stress.

39
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Time Management

40

$86,400

You have been given $86,400 to spend how ever you 

wish. You may not save any of it. Individually decide how 

you will spend the money and then share with your group. 

41

Time Management

TIME ROBBERS:

• External Factors

• Self-Generated Factors

My Top Three:

1)

2)

3)

42
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Time Management

80/20 Rule

Pareto established that 80% of the land in Italy was 

owned by 20% of the population.  

43

Time Management

• 80% of decisions come from 20% of meeting time

• 80% of results come from 20% of your activities

• 80% of your interruptions come from 20% of your 

activities

• 20% of the people cause 80% of the problems

• 20% of the people will demand 80% of your time
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Time Management Tips

• Efficient Use of Time:

• Get your desk in order

• Software tools

• “I’m going on vacation attitude”

• Good decisions quickly

• Close your office door

• Don’t over commit

45
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Time Management Tips

• Overcoming Procrastination:

• Break jobs down

• Hardest thing first

• Give yourself a pep talk

• Talk with other people and get re-energized

46

Laura Vanderkam on Free Time

47

Balancing Your Activities 
Using The Wheel of Life

48

https://www.ted.com/talks/laura_vanderkam_how_to_gain_control_of_your_free_time
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Prioritize Your Tasks

• Match your most difficult tasks to when you are most 

productive during the day

• Determine what is urgent and important. Complete 

those tasks first.

49

Eisenhower Matrix
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Eisenhower Matrix

Time wasters/ Trivial distractions

Idle chit-chat

Internet/phone surfing

Planning & Preparation

Evaluation work for quality & priority
Relationship Building

Crises

Deadlines

A few phone calls

Interruptions

Some phone calls

Some drop-ins

51
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Schedule Your Work

• Block off time on your calendar for work

• Check your email at intervals throughout the day

• What are some ways you schedule your work?

52

Learning Objectives

• Adopt strategies for eliminating stressors

• Enhance level of personal resilience

• Utilize appropriate temporary coping responses 

• Explore effective time management skills

53

brittany.adams-pope@fanning.uga.edu

54
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• Managing the Daily Operations of a Code Enforcement 

Officer

• Part II

• Major Responsibilities

56

Major Responsibilities

• Investigation

• Case Management

• Courtroom Presentation and Testimony

• Public Speaking

57
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Investigation - Research

• Research the complaint at the office prior to 

responding and verifying a city violation or a civil 

matter. Example:

• Current owner via tax records,

• Business license on file,

• Building permits on file, etc.

• Prior history

58

Investigation – Officer Safety

Officer Safety should be the first concern when 

responding to a complaint. 

59

Investigation – Officer Safety

Officer Safety should be the first concern when 

responding to a complaint. 

1. Get in the habit of looking at the street signs and 

landmarks. This information is helpful if assistance is 

needed.  Details make the response easier if a 

specific address is not available.

60
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Investigation – Officer Safety

Officer Safety should be the first concern when 

responding to a complaint. 

2.  On approach, if you hear loud noises or arguing, 

return to  your vehicle and contact  local law 

enforcement.
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Investigation – Officer Safety

Officer Safety should be the first concern when 

responding to a complaint. 

3. When you door knock, stand on the knob side to 

avoid contact with the door being opened and to 

allow visual contact in case of any confrontation.

62

Investigation – Officer Safety

63
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Investigation – Officer Safety

Officer Safety should be the first concern when 

responding to a complaint. 

4. Never enter a residence alone.  For several reason:  

Officer safety, statement verification, possible 

accusations.
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Investigation – Officer Safety

Officer Safety should be the first concern when 

responding to a complaint. 

5. It is advisable to carry an object, i.e. clipboard, 

ipad/tablet, binder, etc. to protect yourself from 

attack:  dog, knife, punch, etc.  You should always be 

prepared to defend yourself.
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Investigation – Officer Safety

Officer Safety should be the first concern when 

responding to a complaint. 

6. Your attitude and approach can de-escalate a 

situation.  Sometimes just a calming voice can help 

with an angry or hostile resident.  This is usually your 

first and best Officer Safety tool.

66
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Investigation – Respond 

• Respond to the scene to investigate any possible 

violation.  A photo depicting the location and violation is 

always the best evidence.  (Plain View Doctrine)

• Take pictures of the address numbers on the mailbox or 

house (property) and then the appropriate photos to 

depict any violation(s). (Use of complainant photos)

• This practice will ensure separation of case/photo 

documentation

67
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Investigation - Respond

• Use of Daily Log Sheet?

Investigation – Respond 

69
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Investigation – Notice of Violation 

• Issue or post a Notice of Violation on the front door 

(preferably on a glass/unpainted surface or use most 

travelled path) with the following:

• Date/time, and address

• Code Section of the violation 

• Description of the violation

• Corrective date to abate the violation

• Contact phone numbers, emails, or websites.

70
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Investigation – Notice of Violation

Investigation – Follow-up 
Investigation

• On the corrective action date, during re-inspection for 

compliance, reference your initial photos and case 

notes.  Ensure to photograph either:

• The abated violation(s) to close the case or

• The existing violation(s) to prepare for court or maybe 

grant a continuance if partially abated or warranted due 

to circumstances.

72
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Investigation – Follow up 
Investigation

• Try to speak with resident 

• Mail letter/NOV via certified mail

• At the office utilize search engine to locate resident or 

owner info

• Truepeoplesearch.com  (FREE)

• Get with local Law Enforcement

Investigation – Citation Status 

• When the corrective date has passed with no 

justification for an extension, a citation is needed to 

bring the case before the court. 

• Complete the citation from top to bottom, line by line.

• Do not bounce around as you will most likely forget to 

complete a line.

• If the violator refuses to sign, then write: ‘Refused to 

sign’ in the signature box and hand it to them.

74
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Investigation – Citation Status

• If you know a citation is needed try to have as much 

already filled out before arriving

• Always go back to your vehicle to complete the citation

• If the individual has to go back into the house to get ID 

DO NOT be standing in the same plae when they return

• If accessible, run the individual through CAD
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Major Responsibilities

• Investigation

• Case Management

• Courtroom Presentation and Testimony

• Public Speaking

76

Case Management – Data Program

• Most jurisdictions have a data program to manage 
complaints received via email, telephone, online or in 
person.  

• Case numbers are auto-generated and allow addition 
of photos, documentation of inspections and case 
notes, set corrective dates, case chronology, etc.

• Many of these programs offer numerous ways to track 
case data by street, violation, commercial/residential, 
officer, timeframes.

• Document every property you visit

77

Case Management –
Prioritizing Cases

Typically, cases are prioritized by the jurisdiction’s 
mission vision:

1. Life Safety cases,

2. Citizen complaints, then

3. Pro-active cases. (address across street & next door)

Some jurisdictions may choose to have specific priorities!

Route your day before leaving the office

78
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Case Management – Prioritizing 
Cases

It is Management’s responsibility to properly staff a code 
enforcement division based on a number of factors:

• Size of jurisdiction (square miles/population)

• Calls for service

• Pro-active versus reactive

• Priorities set to accomplish the jurisdictions mission.

You have certain responsibilities to accomplish during your 
workday, so make sure you work smarter not harder!

79

Case Management – Emails

Cases have many layers of investigations and can involve 
outside departments such as: 

Police, 

Fire, 

Health, 

Permitting

Tax Accessor

80

Case Management – Emails

81
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Case Management – Emails

When conducting meetings with other departments, it is 

important to follow-up with emails/memos:

• Document discussion topics,

• Avoid any misunderstandings/miscommunications,

• Maintain case chronology (cut and paste to case report) 

• To have a record subject to the open records act

82

Case Management – Calendars

To keep an accurate account of your time, on and off the 

clock, utilize a desk or electronic calendar:

• Personal Time Off (PTO)

• Sick Time,

• Inspections (other than routine)

• Meetings, volunteer time, etc.

• Set reminder alerts ☺

83

Case Management – Calendars

Ensure a work life balance:

• personal time vs. work time.

• Make sure you are not routinely responding to work 

related issues on your time away from the office unless 

absolutely necessary. 

• Notify your supervisor to ensure they are aware of your 

out of office time.  

84
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Major Responsibilities

• Investigation

• Case Management

• Courtroom Presentation and Testimony

• Public Speaking

85

Courtroom Presentation & 
Testimony – Case File

For all court cases, it is beneficial to create a hard copy 
court file for each case. 

Case file:

• Case number and violation address on the outside of 
the folder,

• Copy of the citation(s) as the first document,

• Followed by Notices, chronology report, and photo 
documentation.

• Document when citations are dropped off at court

86

Courtroom Presentation & 
Testimony – Case Testimony

The Solicitor will ask specific questions to establish:

• Jurisdiction,

• Employment status,

• Violation, 

• Failure to abate 

(Arraignment vs Trial)

87
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Courtroom Presentation & 
Testimony – Case Testimony

• Ensure to listen to each question fully and answer only 
the question asked. 

• Prior coordination with the Solicitor ensures proper 
questions and allows the information to be clearly 
communicated.

• This also eliminates any possible side-tracked topics 
during any cross examination

• Try not to elaborate too much! (Yes or No if applicable)

• When Answering questions, look at the Judge

88

Courtroom Presentation & 
Testimony – Case Presentation

When it comes time to submit evidence at trial, it is usually in 

the form of case notes and photographed documentation. With 

the proper prior coordination the Solicitor will ask:

• Did you take the photos yourself?

• Have the photos been altered in anyway?

• What date/time were the photos taken?

**If the photos do not have a date/time stamp, write it on the 

copy you present as evidence and sign your name.

89
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Courtroom Presentation & 
Testimony – Case Presentation

• Should the case go to trial, this is where you can 

subpoena your complaining party and they can 

introduce their evidence/documentation. 
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Major Responsibilities

• Investigation

• Case Management

• Courtroom Presentation and Testimony

• Public Speaking

91

Public Speaking – Enabling 
Legislation

Ensure you are aware of any legislation that 
supports/enforces any information given when speaking 
to HOA, Neighborhood Watch, Council meetings or even 
individual citizen interactions. Some websites that are 
relevant:

www.municode.com then click on jurisdiction

www.legis.ga.gov then click on ‘Georgia Code’

www.dca.ga.gov then click on ‘search’, then ‘local 
government assistance’, then ‘construction codes’ to view 
the Mandatory or Permissive Georgia Codes.
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Public Speaking – Enabling 
Legislation

• Enabling Legislation at the Federal, State or Local 

levels can create the necessary support during any 

disputes.  It is best to provide copies to violators to 

ensure mutual understanding. 

• This process will assist you in building self-confidence 

and shows the community you have a clear 

understanding of your enforcement responsibilites!
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http://www.municode.com/
http://www.legis.ga.gov/
http://www.dca.ga.gov/
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Public Speaking – Presentations

You have many opportunities to speak at community meetings, 
i.e. neighborhood watch, HOA, local civic and business 
organizations and city council meetings. 

• Tools that may assist you:

• Power point Presentations,

• Pamphlets/brochures,

• Handouts, 

• Flyers,

• Video.
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Public Speaking – Uniforms

Although some jurisdictions may not require uniforms, 

they have many benefits:

• Professional Appearance,

• Public recognizes the uniform as a city/county official,

• Police style badges represent the authority you have 

as defined in O.C.G.A. Section 36-74-21(1). 

95
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Side Notes

• Work with your management and Community 

Development Director/Planning & Development Director 

on updating ordinances that may either be out of date or 

verbiage needs to be altered.

• Make good working relationships with other 

Departments such as

• Police

• Public Works 

• Corrections
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Evaluations and 
Learning to Action Plans
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www.cviog.uga.edu

Connect With Us!


