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Briefing not for informal Scrutiny Committee - 14 August 2006

BVPI 109 - what is it?

To ensure that the determination of ptanning applications takes ptace as
speedily as possible the government sets targets for the time it should take
to process three types of application and the percentage of applications
determined accordingly. The Council has set its own targets higher than the
national ones.

Government SDDC Target | SDDC actual
Target April- June
06
Major | 60%within 13 | 61% |l a4w
weeks
Minor | 65% within8 | 71% 77%
weeks
QOther 80% within 8 82% 87%
‘weeks

point in time that an application is actually determined. For the purposes of
determining Planning Delivery Grant the DCLG does not use a full financial
year - hence the figures quoted above were the equivalent of the last
quarter used to generate DCLG PS2 returns.

What can affect the speed of determination?

In the case of major applications many of them require an Environmental
Impact Assessment under which the regulations gives LPAs 16 weeks to
determine applications due to the additional information that has to be
gathered and consulted on. Regulation 19 of the EIA legislation also enables
the clock to stop ticking if further information is required. Unfortunately,
DCLG does not take this into account in its monitoring statistics i.e. it still
uses 13 weeks as the monitoring target. Major applications also often
require legal agreements, which is an added complication.

It is difficult to predict when applications will be submitted, At present due
to the lack of an up to date Local Plan we have several large housing
applications that required an EIA and which have gone out of time and are
therefore likely to impact on the overall figure for 2006/7.

The quality of development to be implemented is as important if not more
important than the speed of determining the application. Design is a critical
issue that may require several amendments to be made to plans before they



are considered acceptable. Officers in general give considerable weight to
the quality of the proposal at the expense of getting the application
determined in 8 or 13 weeks. From this month DCLG has introduced the
need for certain applications to be accompanied by a Design & Access
Statement. BVPI 205 scores the LPA against what is known as the Quality of
Service Checklist. The Council is unable at present to.attain 100% due to the
fact that it does not have the full time permanent services of a qualified
Urban Designer.

What are we doing to help achieve the BVPis?

We managed to avoid becoming a Standards Authority last year by directing
resources at major applications towards the end of the year to ensure that
they did not go out of time. However, such a practice is not sustainable and
was at the expense of other applications. Current staffing levels means that
there is no slack to cover for holidays, sickness, maternity and other leave.

The service is committed to maximising Customer First to deal with basic
inquiries. We recently used a facilitator to enable staff to review
procedures so that the application can reach the case officer sooner in the
process to enable more time to identify and deal with key issues. There is
also the opportunity to fast track some applications particularly householder
ones. The exercise resulted in an implementation plan, which is likely to
take 12-18 months to deliver.
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Why are we doing this 7
ISSUES WE FACE:

National recruitment Issue

_ The external support

‘How are we approaching this?

The team

Tighter resources™
Increased legislation . .

WHAT WE WANT TO DO:
To be mare customer focussed

Develop the capability for sustained continuous:improvement’
To redirect resources to cur priorities '

The scope —BG & DG systems

The methodoiogy

Start with the end in mind

The challenge.....to redesign the process for
BC and DC so that it:

» Allows 4 faster determination of gn application without
affecting the quality of the decision :
« identifies iow risk applications that can-be fast tracked

« frees up time to proactively monitor cnndiﬁ'ans and
enforgement

+ Makes best use of the Custormer 1st

« Has measurable milestones with clear standards for officers -
lo follow

« Has flexibility 1o allow cover fer holidays. and absenteeism
» Keeps customers informed atout progress.

Some of tools used....

Process mapping - asis an& redesign
Data-analysis — performance reporting software
PETS - procedures equipment fraining standards
Service Biue Printing

“Cycie of service

{(MOTs) relations of operations to customer
Kaizen 55

Caost benefit analysis - before & afier comparison
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“Main'Points {Pets Ahaiysis)

1 —Receiptito validation process
-Plan chieck process
teinspections.

ompletion pfocess

Receipt To Validation Process

Plan:Checking

et Y

Procedures Equipment Training Standards Procedures Enquipment  Training Standards
Clarification Printers BC Systemr. Clear Update Glutet Area BC Software |Improve Times
Needed . MProblems GIS . KAs o ‘GIS mapping

Written Photocopiers -Crystal Cr_vst-al.

Divide File Design

Too much

handng of

appiications

Site Inspestions

Procedures  Equipment Training Standards

Clear Process Identify Site Prioritise Consistency
Map/Sat Nav  Negotiation,

Completion Process

Procedures  Equipment, Training Standards

-Clear process Tablet PC Policles/proc. Review

Software
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: Bulldmg Contro! - Appi:catzons
) Desu’ed }':me Life

New revised’ system {see chart) ACTITY Current (’;:;)
Documentation’ Updated . : | Receipt to case officer 3 2
» Customer guidance e.g.fees: Plon vot complets — mpproval or latter ta rppiicant 21 15
« Forms usediteceived by custome rie.g. P "} Time tor agent o rply 8
application forms . .
» Policies & Procedures e.g. data put’ | e aor i resieuidoteming u
* Internal control documents e:g.datainput | Pesisian praduced 60 £
Building Controi - Site inspection CostBenefit Analysic
Desired Time Line TOTAL
- : Bullding Contmi
= 1 &mmm
ACTVITY R(;g:;;' gj
1B 10" 09:30 Wintt 1o cutae oficar : ] = -
After 09,30 Visit scheduled for loowang day el e
T 120
Mo BED 1M
Inspection pericd 10.80 1o 13,30 1 . B Am-(n:g
T
Record inspeciion 1 ko et
=1 Bon 50
Aol fils o system 1 £ 00 0
pE
Compleled & izayed certificale. 5 j T 8001
P«“T“ [
ey F

REINVEST INTO IMPROVING THE QUALITY & EFFECTIVENES OF
THESERVICE.

Summary

Main Areas For Improvement

+ Customer guidance -

Policies and procedures

¢ Transfer calis to customerfirst

-+ Enhance performance management soﬂware
= Review file management system

Establish key performance indicators

Introduce 1.T. system for inspection requests
and recording

Process implementation

[y —
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ards
D tachnology ~ sgends
Gopy & printing

Koty customar of progreas Cumact mppikcunt atd z
whaks — email, post, N
boxt

Updets website

%

DC - desired time line

Current | Reguiar | Fast
ACTIVITY (Day) {Day) Track
(Day}
REGISTRATION 2 1 1
CASE CFFIGER IN POSESSION, 3 2 2
SITE NOTICE POSTED 8 firs E
PRELIMINARY ASSESSMENT
CASE CFFICER SITE VISIT Max 45 14 14
CASE OFFICER CONFERENCE WITH DCM 1817 | 15117
JALL APPLICANTS} f N A
SEEK AMMENIIMENTS (14 DAYS) Max 54 2
COMTAGT WITH GONSLLTEES, s
ASSESS AMENDED PLANS
GASE OFFICER REPORT 40
TO DM
DECISION NOTICE DESPATCHED 55 &5

DC - solutions to existing process
Solutions’ Savings PA
175 e
Risk assaszed 3ite
Copaarvaion case load dalays Raviaw canserviion ?
advicn syatam
| Simpln Housshold applications ks tao long Frat treck F2
_Puw ; 13 L1 Custaraar 'm-mr! - It
sunvey, phons, foram?
Slis notkes — post Incedewct.dutaltc Battar cescriptions 10 hrx
D C - Process Implementation

Changes In Reg -

Eh _ngwslidaﬂon
DCM Case Consuft
ew Case Procasy -

Dept Faachack”
Site Histories .

-} Web imprmements

- Dﬂty Offcar Mang}emerﬂs

-[Emﬂil Consuftees

Perfomance Manage Sys |
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So what'do we' needft' d’p__?-

Data to =co¥¥ject

_Calis - =type & duration

_flncompiete fi les
_ken with: apphcat[ons
3 —type & durat:on

':_%Customer survey
"ﬁenchmarkmg data

_KPIs

1% determined in 34 days
4 % inspected within.2 days of réquest
5 % registered/vaitdated in 1 day

§ % applications reviewad at case conference.in 15days

7 % recommendations made in 45 tiays {35 days.FT}
8 % BVPE

New KPis
Workioads
RISKS Ukaty | tmpuct HOW TO OVERCOME
) HMIL | HmiL
. ¥ : I Admin responelble for fuil reglstration & | H H Resaurce implicstions
Monthiy Repoﬁs y KP E S ’& Meet! n gS valldation procacs Teaining & rotuat [7. Swlecting rght
] atwif, Claar chackilsts ond SOP3
Mave calls to Customer 15t L] L Trainlng & claar scripts
. . {short
Management meetitig ~ performance management: tarm)
. N Maximising radlsnce an IT H H FulldT wuppart for selschon of
safrwars & implamentation
. Re—oauctora tma iinex (caxeofeari® JU. . - L 1 Glear SOPS & XPe,
1% validated in 2 days Hmvlprossdin Parformance mamagamant
2 % vetted within'16 days Ruylaw sansarvation ndvice system [ ® Claar guidance devekoped with,

Conuarvation officer

Admin to complis wgenda snid smnit ta | L L Traindug

printroam

Fasttrack housa bald applicstions L L Clwar SOP
Maonizaring

Status ettar/amall to spplicant 1o satlfy
of prograss

Na rlaic negilible

Biue Printing/Moment Of Truth - .

Review Of Reception

New joint d:rectaonal sign fn corporate style
off main- recephon for planning, hu:ldmg
control & strafegic planning

Relocate and revamp closeér ta reception

» Provide adequate lighting and ventilation

Display only frequently usedfessential
information in and around reception area

quedé’s

in reception

Review Of Reception il

+ Provide additional meeting room, area for tabling
drawings. (inc suitable tables and chairs)
+ Back-up staff-to monitor for development of

+ .Remove or lessen feeling of physical barrier
between staff and customers

+ Review |.T. system for viewing pianmng hlstory
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House:Keeping 1 -

Devise performance mdlcators pohcy
documents, opérating procedures:

Monitor-implémentationfapplication of’
‘standard’ procedures ete.

Carry outchase "nspectuous f.o remo;
dead-files-fron the- ‘system’ :

Keep in trays: clearas possable

Register Type- Approvals on compister &file. i in
system

Files-to be in f“lmg system uriless. they ares
being worked.on:

Housé.:iKéi‘a;ﬁ‘ihrg I

. '.Record when files are removed from fihng
system

i’Remove»chtter from corner of office
e <l itter: workmg spacesiclear out desks

afion inc wall posters ‘glc,
+ - Store telephone directories: neatly

. 'Reiiiéw-bower cable/computer-cable layout
+ Decorate

+ -Schedule time to he set aside to review

Support required

* Self discipline and time management of alt.
officers and supervisors as integral'to process

» Full staff support and commitiient to change

IT helprequired

Performance Management Software.
Upgrade of web site

+ IT support

* HR'— Training

+Finance — invoicing system

« Time

+ Management & member cammitment and support

+ Customer 1st

improve GIS capilire of HeighboursrplGting
“Tablet PCs ?

Printer ?

Copier ?

Secanner - AD

Training

ILAP
Agresso
GIS mapping
Crystal Reports
Customer 15 - how to transfer
New process training

Customer 1%t — call analysis

Type of call % %
move

Development | Preliminary Enquirles E 15

Neighbour queries 25 15

Centrot Application progress 20 15
incoming calls | [rees WS

Parish Clerks 3 15
=20 hours = - Agent negatiations 3 0.
: ‘per-n‘lonth" - Applicant aggrieved E -0
Enforcement complaints 2 2
Customer chasing letters 2 1

" 3 paity engiirtes 1 5
-} Consuftees 1 9

Total | 100 5825
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Customer 15t — call analysis

Type of call

% | % move

Admisistration
Incoming-calls

=38 hours
| per month

BC Site inspection
Need for PP

Need for B/Regs
Complétion certificates

.Progmss application

Request form

Request DN - solicitors quene >

Misdirected calls
Nelghbour disputes
Policy

Enfarcement

Vaiuatlonflle searchy requeest
1s praperty disted within CA,TPO -

15

~Total 100 <83

‘Customer 1% - call analysis

Type of call % % move
30 30
14 |i4
(24 Fg
2 k2

. 12 fo.

{Pre apparrangaments [ & 0
Discussions on defects Ieiters 14 ]

{ Fee quaries 2 2
Amended plans & L]
Street nama & numbers 1 Q
Advice on submitting -3 3

["Misdirected calls 3 0
: Total| 100 | 5%

Start with the end.in mind

The chaltenge.....to reciesign:‘_the rocess:

- Allows & faster determination of amr appllcatlon \Mthout
affecting the quality of thé decision

Planning Services

to foliow

VIdeéniies Tow risk appiu-atlons thaf can befast: iracked

» Frees up time 1o proactively monitor conditions and
enforcement

+ Makes best use of the Gustomer st
+ Has measurable milestones with clear. standards.for officers

« Has flexibilty.to aliow cover for holidays and absenteeism
» Keeps customers informed about pragress,

Dés

opment Contro

Buiiding Control
Service Improvement
Skills and capacity-building pilot

Gevalopment Controi Cycle of Service - South Dorbyshire District Coutcil

DEUGHTER

SPachE SUMOMW Durking.
R eking

Huilding Costrof Cylee of Service - South Derbyshire Distwict Council

CMENT OF TRUTH

tee Camiart

A3 HERFORMANCE DELBATER FALSARE
e ‘alBLiione arsscred Chearns 603 Taiabia Quy ocs! . FAG & ik
. Manaty

AZRUIRACY B OIS Comlomer Ehackion, AMe
your cnences. S s
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A duty officer

Tima Monday I Tuesday Wadnasday “Thureday ’ t Fridey
]
BuTY
OFFICERS
Netavailable for | Avaiable ot available for
e [tis
general enquiries . generak--- Qenerm
Site visits & | Snavires enquiries
" home working ;| Technicia  Site visits &
15 n acting .
as 3 sub home working
-}
47

18 Gollect da ko s I sl 17,00 ciwer regied by clstomor

RISKS

HOW TO OVERCOME

N ~-H
impravemant pracess doas not potus the
situation will nof changs

By implvmering the process .

Process improvemant team — may Joss focus and
cammitment ta change

Rugular mestngs 0 puah process snuseds

Lack of manzgement commitnent to procass

By reguisr ra-amturcament of gains both fAinsccisl
and custamer swiisfaction KP! raparts

Luck of utaff commitent 1o process

« Early Involvament and muplanation of process
(ovmarship}

« Hy ragular fmanforcemantaf guine hoth
financial and customer 2 mtifaction

+On going sducstlan and talning

* Opan communication channsls, reguler vpdetes
wrid G and &

{ack of suppoit fém other deparmants

- Early invoivement
« Updates on Improvemant to sarvica
- Munagemant Imsrransicn

Stnif whasnce

- Inductions
~ Standars cparating procedures
+ Shisdowing | depithes

If continusus Improvemonts are nat mede, oll of
this work In vain .

Continuous snalysis of dats, cCustome:
sutisisction survays. Diacipline & proaf of worth

Bench marking- sto-ienéffitb'égiee"'

Reception Reg,n. Caze officer.:] ' Dacision
BEST PRAGTICE | Main rcaption. | Sus (vast A Burdtett A Syhreater
{ ) ot —— 3 (Fima R
systam & Incliive | monmgement, | andurlog’
L approach tamne workltig, | procsss)
frazimant} risk
. axzsxzmant
BENCHMARK Car daainesilp; | Bullding socktyl | Socinl Sarvices | PINS
[EXTERNAL} Service Eank (Lot of {Undwr great
reception Papareoriddenalls, | onny)
Library cOTporate RAC
fineptal - unifarm, badges] | b ax: Gontrol
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