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Context: Funding outlook (LGA)

Council funding will have fallen 

by £7.5bn between 2010/2011 

and 2019/2020 in absolute 

terms. 

Planning 

departments 

disproportionately 

hit





Planning Reform….ongoing



Being John Malkovich

• Acceptance

• Exasperation

• Despair

• Initiative

• Happiness……..



Performance

Demands of a 

performance 

target driven 

regime



What can be done?
• Understand costs and income levels across 

the service.

• Understand the volumes / variety of work and 

the effect on resources.

• Identify jobs that don’t add to “service”

• Increase revenues

• Evidence the effect that changes/opportunities 

identified will have

• And to use this information to inform the way 

forward. 



Performance

• We’ve learned that stats are only part of the story

– Statistics (how long / what happened)

– Perceptions (how you felt about it)

• We have a number crunching machine

• And a survey machine

– Agents, applicants, neighbours, reviewers



Performance – customer 

satisfaction

• Based on around 1000 returns

• We ask four questions:

1. How helpful were we ?

2. How well did we use information ?

3. How well did we use the time ?

4. How clear is our decision ?

• Not a general survey, but on this case at this site dealt with by 

this officer.



Answers are scaled to 100%

• Taking all answers together

• This is really good

approve refuse

Agent 86          51          

Applicant 85          27          

Neighbour 43          73          



What does good look like?
• Councils doing good things understand:

– what they’re trying to achieve

– the right questions to ask themselves

– ‘why’ before ‘what’ and ‘how’

– that making it work involves leadership and 

management, and often not just the planning 

department



Some DM principles to think on…

• Most of the time an application is with an 

authority it is not being worked on – it is sitting in 

a queue waiting for something to happen

• Meeting targets is as much about work flow as it 

is about capacity. Simple applications often get 

stuck in a queue behind complicated applications

• Avoid bunching

• Keep the process as simple as possible

• Handle an application as few times as possible



Some DM principles to think on…

• Someday something will go wrong; extra checks isn’t 

always the answer

• Never underestimate people’s propensity to 

complicate things

• Ownership and responsibility of tasks is important

• Know what is right and get it right first time

• Do it because it is good customer service, not 

because meeting targets requires it



PAS products




